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Case Study
“La Mozzarella Pizza Parlours”

“La Mozzarella” is a chain of six small pizza parlours/restaurants operating in the inner northern suburbs of Melbourne.  It has grown from a single family-run restaurant, and the chain is now managed by the original owners, Gino Marchetti and his wife Giovanna.  Each restaurant in the chain has its own manager who is responsible for the employment of the cooks, waiters, and other staff in that particular restaurant.  These restaurants also each operate a home-delivery service, using teams of contract drivers to make the deliveries.

Each restaurant in the chain is equipped with a desktop computer consisting of a 386  SX25 processor machine with 8 Mb of RAM, a 1.44 Mb floppy disk drive, a 120 Mb hard disk drive, and a VGA colour monitor.  These machines are each attached to an Epson 24-pin dot matrix printer.  The computers are also each equipped with a modem, allowing them to communicate with the computer at the Marchetti’s main office, and with each other.  An integrated software package - LaricsWorks for Windows, containing a word-processor, database, spreadsheet, and communications software - is used by the restaurant managers for all aspects of the business, including maintaining a database of home delivery customers, and a booking system for the tables in the restaurant.

Regular home-delivery customers of the restaurants register their name, address and phone number with the business.  This data is put onto the database by the restaurant manager, and the customers are assigned a four-digit “customer number”.  When customers make an order for a home delivery, they quote their customer number.  This is entered into the computer by whichever staff member has answered the telephone.  The computer then displays the relevant address and phone number.  Unregistered customers can also get home deliveries, but the chain has found that a high proportion of these are hoax calls.  Hoaxes cost the chain a substantial amount each year in wasted delivery time and spoiled food.

Gino and Giovanna are considering the purchase of a “telephone call monitor” for each of the restaurants in the chain.  This device consists of an expansion card in the computer which connects to the telephone line, a small software program called “Caller”, and a large “reverse telephone directory” database. When a phone call is made to the restaurant, the telephone signal passes into the hardware card, which converts it into digital data.  The “Caller” software registers the telephone number of this incoming call and displays it on the computer screen. 

The reverse telephone book database enables the name and address of a telephone subscriber to be obtained from just their telephone number.  For each incoming phone call, the “Caller” software searches both the restaurant’s customer database and the reverse telephone directory for the number obtained from the hardware card.  The name and address of the subscriber with that number is displayed on the screen, together with the customer number if the caller is a registered customer of the business. The “Caller” software also maintains a log of all incoming calls.  If the telephone is unattended, this log can provide the numbers of all unanswered calls, and a follow-up call made if necessary. 

The Marchettis are interested in the telephone call monitor because they think it will speed up the processing of home-delivery orders, and it might also help to reduce the number of hoax calls.  The restaurant staff can also see the name and address of the caller, and can decide not to take a call if they don’t want to speak to that particular caller. Each of the restaurant managers would still have to record the details of home delivery customers on the customer database, but the new software would provide an automatic searching facility based on the telephone number of an incoming call.  This would remove the need for restaurant staff to input the customer number, and it would also mean that staff would not need to carry out the database search for the customer’s details, as this would also be automatic.  The managers would also have to be able to use the “Caller” software to retrieve the log of incoming calls.

The new system has been offered to the La Mozzarella chain at a cost of $859 for the hardware card and the “Caller” software.  The reverse telephone directory costs $275 initially, and an annual fee of $57 which provides an annual update of the data in the database.  Gino also intends to employ his nephew Peter, who is studying engineering at University, on a part-time basis to maintain the system, and keep records of any problems which arise.

Questions
1.
Which aspects of the Information Processing cycle will affected by the introduction of the telephone call monitor into the La Mozzarella chain, and what will these effects be?

2.
The telephone call monitor will affect both the processing of home delivery orders, and the way in which table bookings are made.  Describe the effects on the procedures for each of these tasks if the monitors are installed.

3.
Discuss the compatibility issues that Gino and Giovanna will need to take into account when deciding whether to install the telephone call monitors.

4.
Describe the possible economic effects for the La Mozzarella chain of the telephone call monitors, and discuss any other social issue which may arise as a result of installing these monitors.

5.
Gino and Giovanna have decided to go ahead and install the telephone call monitors.  Do you agree with their decision?  Give reasons for your answer.

6.
What factors do Gino and Giovanna need to consider when purchasing the necessary telephone monitoring equipment?

7.
How should the La Mozzarella management test the effectiveness and reliability of the telephone call monitor equipment, and how should they test the new procedures involved in its use?

8.
Identify the people in the La Mozzarella organisation who will require training in order to use the telephone call monitors, and suggest a training strategy to meet these needs.

9.
Describe the documentation needed to support the introduction of the telephone call monitor, and discuss the factors which the designers of the documentation will need to take into account when preparing this documentation.

10.
Explain the steps which Gino and Giovanna should take to evaluate whether or not the telephone call monitors have been successful. 

Solutions

Question 1.
The telephone call monitor affects the acquisition, input, and validation of data into the information system, and the retrieval of data from the system.

Acquisition 

· The data for a particular home delivery order can now be acquired automatically from the monitor, rather than being supplied verbally from the customer to the restaurant employee

Input

· The input of this data into the system  is also automatic.  Instead of the employee typing the customer number into the system, the telephone number is input automatically, and the customer information displayed on screen

Validation

· Employees no longer need to validate the data.  The telephone number can be assumed to be correct, and the input process is automatic.

· Therefore, if the data in the original databases has been properly validated initially, there is no need to validate data each time an order is processed.

Retrieval 

· The software described in the case study automatically retrieves information from the databases, using the telephone number supplied by the telephone call monitor.

· At the moment, this is done by an employee manually entering the customer number into the computer, and either manually constructing a query or manually activating a predefined query.

Question 2
· The procedure for taking home delivery orders will change from the present system, where a restaurant employee asking the caller for their customer number, entering this manually into the computer, calling up the information from the customer database, and then asking a question of the caller to verify that the number has been given and entered correctly.  

· With the call monitor, the telephone number will go automatically into the computer, and the customer information will be automatically displayed on the screen.  

· The employee can then ask the caller for an address to verify the caller’s identity.  

· Entering the order details, and printing a delivery docket, would presumably remain the same as in the present system.

· When customers ring to book a table in the restaurant, a restaurant employee would have to ask the customer for all details - name, contact address, contact phone number, as well as time, date, and number of people.  

· This information would have to be entered manually (from the keyboard) into the computer.  

· With the call monitor installed, details such as name, address, and phone number would be produced automatically on the screen, and could be transferred electronically to the bookings part of the software.

· All the employee would have to enter would be the time, date, and number of diners.

Question 3:


There are several important compatibility issues to consider:

Software:

· The software supplied with the telephone call monitor will need to run successfully with the operating system installed in the restaurant computers.  This operating system is presumably DOS with Windows, and the new software will need to be Windows compatible if it is to run properly, and to allow it to transfer data to and from the LaricsWorks database used in the restaurants.

· The software will also need to run properly with LaricsWorks, since it is going to search the LaricsWorks database for customer information.

Hardware:


· The interface board will need to be compatible with the motherboard of the existing computers, and will also need to work properly with the modem and the telephone lines.

· The restaurant computers will need to have an appropriate interface slot available on the motherboard.

· The reverse telephone directory database will be very large, since it will need to contain several items of information (name address phone number) for the million or so subscribers to the telephone system.  The hard disks in the restaurant computers will need to have enough free space on them to install this database, as well as to hold the software which comes with the monitor system.

· The computer memory will also need to be sufficient to run the new software, and to allow the searching of the reverse telephone database to be carried out effectively, and in a reasonable time.

Question 4:


· The main economic effect will come from a reduction in the number of hoax calls.  These calls cost the restaurant value of the food ordered, and they cost the drivers their time and fuel in making a delivery for which they receive no payment (since they are on contract).  Since hoax calls can be accurately traced, with the call monitor, these expenses will be greatly reduced.

· The only other possible economic benefit is in the increased efficiency with which orders and bookings are handled.  Word of mouth about this feature may result in increased orders, if the increased efficiency appeals to new customers.  It will be extremely difficult, however, to identify these customer and to put a value on their custom.

· There is a significant social effect in the use of the telephone call monitor equipment, in that it may be perceived by many people in the community to constitute a breach of customers’ privacy.  The customers who have registered for home delivery have already given their personal details to the restaurant, but a caller ringing to book a table has not, and the monitor provides all of that caller’s details to the restaurant whether the caller wants it or not.

Question 5:


· Yes, the restaurant chain should probably install the monitors.  Hoax calls are costly to the business, and the monitors should reduce that cost significantly. There is an initial cost of just over $1100 for the hardware, software and the database, and an annual fee of $57.  If La Mozzarella saved just one $20 hoax call per week at each restaurant, they would be saving $1000 per restaurant per year.  The business could probably pay for such a device within a year, and more than cover the annual fee costs, just in reduced hoax calls alone.

· The restaurant business is very competitive, and any device which improves the speed and efficiency of the service which La Mozzarella can offer to its customers will probably be worthwhile.  

· Gino and Giovanna hope that the device will speed up the processing of customer orders.  The restaurant probably gets very busy at times, and speeding up the processing of orders will help keep all of the customers happy.  

· Home delivery customers are particularly interested in quick, efficient, trouble-free service (if they weren’t, then they would probably take the extra time and effort and go out to eat).  Providing a quick efficient service to these customers is sure to produce results. 

Question 6:


· Gino and Giovanna need to be clear on the specifications of the system they require:

· the interface cards

· the software

· the reverse telephone book database

· These components will be sold as a package, and will probably only be available from one manufacturer.  There is therefore no need to investigate different manufacturers, nor to consider acquiring the components separately.

· They do need to consider the total cost of the system.  

· This cost must include:

· The hardware and software components themselves.

· Installation of the equipment (the connection to the telephone lines may require specially-qualified technicians, or it may have to be done by Telecom)

· Training costs.  Does the supplier include training, or will the business have to pay extra to train their staff properly?

· Maintenance of the equipment.  What is covered by the warranty?  Will a maintenance contract cost extra?

· Insurance costs.  Is the equipment covered by the normal insurance policies of the business, or is an extra premium required?

· Another important consideration is the service and support provided by the supplier.  The warranty on the equipment must be looked at carefully, and the arrangements for getting repairs done should be clear.  Will La Mozzarella have to take the equipment to the suppliers for repair, or is there an on-site repair service?  Does the supplier provide support, in the form of a telephone support line?  Some suppliers these days charge extra for such a service.

· La Mozzarella will need to consider the credentials of the supplier.  How long has the company been in business?  The Marchettis should contact other customers to check the reliability of the supplier.  They should also obtain clear statements of the delivery dates, and of the pre-sales testing carried out by the organisation.

· If the equipment is to be paid for by borrowing money, then the finance arrangements should be finalised before purchasing decisions are made.

Question 7:


· There will need to be test made of the interface board, to ensure that it fits properly into the computer’s case, and that it communicates effectively with the computer’s circuitry.  This could be tested by making sure that the card is properly activated each time the computer is switched on and booted, and that it operated effectively across the usual range of operating temperatures of the equipment.

· The software needs to be tested to ensure that it is giving the correct output for a given input.  This could be tested by having one of the other restaurants make a call to the restaurant whose equipment is being tested.  Since the name, address, and number of the caller is already known, it will be easy to tell if the correct information is being produced from the database.  This sort of test should also be carried out from a private telephone (perhaps the from the home of one of the managers) and from a registered home delivery customer, in order to test all features of the software.

· Since there are six restaurants that will eventually be using the equipment, a pilot program could be used to implement the change.  The equipment could be installed in one restaurant, and the testing carried out over a period of time.  This would also allow time for the different user to all be given a short period using the equipment.  Their responses to the equipment and its use could then be obtained before a full implementation of the equipment was made.  Customers could also be surveyed during the pilot period to ascertain whether there is a perceptible improvement in the processing of orders.

Question 8:


· The people who will require training on the new system will be all of those people who take telephone calls, bookings, and home delivery orders in any of the restaurants, and Peter will also require some training in the technical aspects of the hardware.

· The system automates many operations that were previously done manually, so that the restaurant staff should find the task easier, rather than more complicated.  The training, therefore, would most effectively be carried out on the job.  One person at a restaurant could be trained, by a trainer from the supplier, while on the job.  Once that person is comfortable with the use of the equipment, he or she could then train others at that restaurant, one by one, on the job.

· Since a pilot program is a suitable method of implementing this change, this training would, in the first instance, be carried out with the staff at the pilot site.  It would then be possible for these staff to go to other restaurants in the chain, for a short period of time, when the full implementation was underway.  It is suitable to use existing staff to train other staff, as they know the operation of the restaurants, and will be able to relate closely to the needs of other staff.

· Peter’s training would need to be carried out by the suppliers of the equipment.  It would best be done at the suppliers’ premises, where Peter can have contact with the technical staff  there. 

Question 9:


· The documentation required would consist of:

· A User’s Manual for the restaurant staff.  This would consist of a very basic description of the operation of the system, and a description of how to produce a delivery docket for a home delivery order.  It should also need to cover the use of the computer to make table bookings.  This manual will need to be written in clear, simple, non-technical language, as these aspects of the system will be used by all employees.  In a busy restaurant, the telephone will be answered by whoever is free at the time. 

· A User’s Manual for the managers.  This would include all of the information in the staff User’s Manual described above, and would also include details of how to add new customers to the customer database.  This manual would need to be written in non-technical language wherever possible, although the managers are reasonably computer literate, since they use the computers to manage other aspects of the business already.

· A Database Reference Manual for the reverse telephone directory.  This would provide full information on the database and its operation.  This manual would be used by the managers, who would have to manage the database and update it.  It would necessarily be more technical, but it can be assumed that the managers are reasonably computer-literate.

· A Technical manual for the interface card.  This will provide the full technical information on the hardware, to enable repairs, maintenance, and trouble-shooting in the future.  This will, of necessity, be very technical, but will only be used by Peter, who has the technical background necessary to understand it.

Question 10:

· The intended purpose of the new equipment is to speed up the processing of home-delivery orders, and to reduce the number of hoax calls.  Hence, the first task of any evaluation must be to assess whether these two things have occurred.  The other hoped-for benefit is an improvement in customer service.  This information can only be obtained from the customers themselves.

· The speed of processing of home delivery orders can be evaluated by comparing times between the new and old systems.  In the first instance, these speeds can be directly compared during the pilot phase of the implementation.  The managers can keep detailed records of the processing times at the restaurants without the device, and Peter can record the times taken at the pilot site.  These times can be compared, and any differences noted.  The management of La Mozzarella will need to decide what sort of time improvement is “significant”, in order to judge whether an improvement has taken place.  

· Similarly, the managers can record the number of hoax calls at both types of site, and the effectiveness of the new system compared with the present system.

· The restaurant staff who are using the system should be surveyed, and their impressions of the improvements in processing obtained.  They can also be asked whether it is easier for them to use, as this will have an important effect on the new system’s acceptance in the restaurants.

· A sample of home delivery customers should be surveyed some time after the implementation of the new system to obtain their perceptions of any improvement in service.  These surveys should take place some time after the implementation so that users can have had time to use the service several times, and can therefore assess the improvement realistically.  Two surveys, one taken three months after the introduction of the system, and one taken twelve months after, will provide data for a comparison of the improvements over a longer time span.

· Peter is a suitable person to take charge of the entire evaluation.  He has a mathematical background, which will enable him to manage the data, and to put it into a suitable form for the comparisons.  He will be responsible for the use of the system when it is implemented, and he will have the background knowledge of all aspects of its use and operation.  Also, he is not already involved in the business, so the evaluation process will not involve extra work for any of the managers, or for the Marchettis.

