CSE1720 Business Information Technology and Systems

Semester 1, 2004
In this unit, there will be a number of supporting materials to supplement the text. They will be a mixture of articles, some puzzles and the occasional ‘Word of the Day’.

This is an article which relates to the ‘enterprise infrastructure’ – a phrase  which is commercially understood as the ‘meeting of the applications’ or as you probably have heard, ‘EAI or Enterprise Application Integration’.

This short paper focuses on the reliance on ‘non stop’ or ‘non interruptable’ systems.

The world of EAI (Enterprise Application Integration) uses heterogeneous, distributed IT architectures which support the very complex models and processes associated and typical of strategic business applications. Business has become dependent on such systems and by inference the success or failure of a business is tightly linked with the continuous operation, integrity and delivery of such systems.

This raises another issue – the absolute need to monitor and manage the infrastructure. (by now you will have realised that Information Technology skills go far beyond those of competent System and Software Development skills).

But suppose that the ‘users’  don’t have access to this ‘management’ information. What if the system monitoring and management information is the province of the Information Technology and the only contact that users have is a once a fortnight formal meeting  ?

What if, instead of the decision makers (the ‘management’) being able to take advantage of enterprise supporting technology, they are remote from this ?

There is a good argument that Business Management must be able to examine and determine how accurately and efficiently the technology is supporting the enterprise or business for which they are responsible.

As a fairly simple example, a Sales Manager in a mail order company (and you should know of at least one such company) may be aware that occasionally customer returns (lost business) seem to have a high point without there being any reason – they seemingly just happen.

This manager, who in a high technology company would have access to Business Intelligence, cannot explain this situation or find an explanation. You would be familiar with Customer Resource Management and the probable extensions of there being unhappy Customers.

However, in the IT (Information Technology) management area it is known that at least one server, which just happens to be supporting the Order Supply sub-system, regularly fails or crashes on a ‘nearly regular’ basis.

IT works to get the server functional, but in the lapsed time, orders are delayed, orders are incorrectly supplier, or are lost. The upshot is that some unhappy customers return their purchases (what would you do ?).

The Business Managers see their margins fall, feel helpless to rectify the situation, and  don’t have any idea that the faulty server or servers, which by the way were the products of a ‘good deal’  are responsible for lost sales and lost or reluctant customers.

There is a better way – an integrated view of the two situations would have revealed both the cause the impact of the two situations.

This is known as ‘infrastructure intelligence’, and strangely enough it has its roots in the clear development of a comprehensive set of Key Performance Indicators. These Key Performance Indicators often include metrics such as server failures, utilisation of communications facilities including bandwidth and the number of concurrent connections to them. Some organisations use metrics which focus on the time that connections are held.

A question : Whom do you consider would be the users of such KPI’s ? 
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