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BERS

. The presentation of Web pages tailored to a customer, based on the gathering of
demographic information provided by the customer, is called:
-

1. interactive marketing
i o
© 2. localization
s o

3. personalization
i o
4. collaborative filtering
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6. What are the three general business functions that CRM software serves?

10.

11.

C 1. Sales and marketing, customer service, and human resources

C 2. Sales and marketing, human resources, and finance and accounting
© 3. Sales, customer service, and marketing

© 4. ERM, PRM, and CRM
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. Changing organizational behavior by sensing and responding to new experience

and knowledge is called:
r
1. change management
s o .
2. organizational learning
i .
3. the knowledge value chain
-

4. knowledge networking

.Knowledge that resides in the minds of employees that has not been documented is called:

1. organizational memory
2. tacit knowledge
3. standard operating procedures

v
-
-

4. corporate culture
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14. A scheduling system for minimizing inventory by having components arrive exactly at the
moment they are needed and finished goods shipped as soon as they leave the assembly
line best describes which strategy:

C 1. stockless inventory

i . .

2. replenishment-only inventory

C 3. ASAP inventory

iv o

4. just-in-time strategy
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18.
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Which of the following are major types of knowledge management systems?

i . . . . .
- 1. Management information systems, decision support systems, and transaction processing systems.
iv 4 . . . .
© 2. Enterprise-wide knowledge management systems, knowledge work systems, and intelligent techniques.
T : .
3. Enterprise systems, customer support systems, and supply chain management systems.
i

4. Database management systems, expert systems, and knowledge work systems.
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i
: 1. The American Educational Research Association (AERA)

*

2. The American Psychological Association (APA)

3. The National Association for Education of Young Children (NAEYC)

DR

4. The Educational Resources Information Center (ERIC)

Simon’s description of decision making consists of four stages:

1. planning, financing, implementation, and maintenance.

2. planning, design, implementation, and maintenance.

3. intelligence, design, choice, and implementation.

.

4. intelligence, design, financing, and implementation.
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23. CAD/CAM workstations:

1. provide an important source of expertise for organizations.

2. provide engineers, designers, and factory managers with precise control over industrial design and

manufacturing.
3. allow groups to work together on documents.

4. are high-end PCs used in the financial sector to analyze trading situations instantaneously and facilitate

portfolio management.

24. Which type of model asks what-if questions repeatedly to determine the impact on
outcomes of changes in one or more factors?

1. Optimization

2. Statistical

© 3. Sensitivity analysis
C 4. Forecasting
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28. ESS:

1. support the structured decision making of senior executives.

2. have the ability to drill down into lower levels of detail.



3. easily integrate data from different systems.

4. are primarily driven by information derived from a company’ s transaction processing systems.
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31.As discussed in the chapter text, the three main reasons that investments in information
technology do not always produce positive results are:

1. management support, technical logistics, and user compliance.

2. organization, environment, culture.

3. information quality, organizational culture, and management filters.

T

4. information quality, information integrity, and information accuracy.

32. The oldest method for building information systems is the:
1. component-based development

2. prototyping

iv .
3. systems development lifecycle
-
© 4. object-oriented development
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37. A suite of integrated software modules for finance and accounting, human resources,
manufacturing and production, and sales and marketing that allows data to be used by
multiple functions and business processes best describes:

.
1. process management software
I~
2. groupware
i
3. ERP systems
I~
4. application software
38. The components of a DSS are the:

1. internal corporate database, external data sources, and analysis tools

2. data visualization tools, software, and graphics capabilities

I
s

3. database, graphics capabilities, and analysis tools

4. database, software system, and user interface

39. The most successful solutions for consistently and effectively achieving a business
objective are referred to as:

1. enterprise solutions

2. business processes

™

3. operational excellence

v

4. best practices



40. The measurement of the number of customers who stop using or purchasing products or
services from a company is called:

C 1. switching costs
F 2. churn rate
e 3. CLTV
C 4. switching rate
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46. A distortion of information about the demand for a product as it passes from one entity to

the next across the supply chain is called:
i

© 1. ripple effect

2. bullwhip effect

3. replenishment effect

r&
-
-

~

. exponential effect
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52. A build-to-order supply-chain model is also called a:
1. supply-driven model
2. demand-driven model
3. replenishment-driven model

4. push-based model
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54. Reducing the business process layers in a distribution channel is called:

1. BPR

2. disintermediation

3. market segmentation

DR

4. network effects

ss.fm 4 22T CRM b 2 s TR 5 59
1. OLAP

2. DSS

DRSS B}

3. POS

™

4. Data Warehouse

56. Which of the following features of an ESS supplements traditional financial metrics with
measurements from additional perspectives, such as customers, or learning and growth?
v
1. Balanced scorecards
. . -
2. Drill-down capabilities
i o
3. Graphic visualization tools
i
4. Digital dashboard
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