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Chapter 5: IT Processes
1. What processes can be categorized into the following three layers?


2. Where (and how) have you seen IT impact the various layers of IT processes (within your own organization or within an organization with which you are familiar)?
3. The text states that “ . . . less than 40% of the IT staff work on operational activities.”  Explain the reasons behind this statistic.  In which layer does the bulk of IT staff concentrate?
4. What are the inherent dangers of outsourcing processes at the Strategic Level?  The Tactical Level?  The Operational Level? 
5. A major software vendor claims that its software allows information workers to spend “less time gathering data and more time analyzing data.”  Explain how this type of software would support the trends in IT processes identified in Chapter 5.
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