Building Strong Customer Relationships through Cross-Business Connections

Newspapers and consultancies proclaim the emergence of the networked enterprise. However, many firms are already struggling today with too much complexity in their business relationships.
We investigate how companies can create value across relationships and the role of management and information technology investments in this process. We look at relationships within the firm across its business units as well as external relationships with a business unit’s channel partners and customers.

	Your name:      


	 FORMCHECKBOX 

Please check this box if we may contact you via telephone or e-mail regarding this survey.

	Phone no.:      
     

	E-mail address:      

	Title of your position:      

	Number of years of experience in your profession:      


Please don’t hesitate to contact me if you have any questions. It typically takes less than 15 minutes to complete the survey.

It would be very helpful if you could please complete and return the survey by Fri., October 17, 2003 to:

Prof. Dr. Chris S. Langdon

USC Marshall School of Business

Bridge Hall 401

Los Angeles, CA 90089-0809

Tel.: 213.821.1187

Fax: 213.740.7313

clangdon@marshall.usc.edu

Your Donation to Charity

We donate $20 to charity for every usable response. You can chose from a list of three options that we provide. If you do not make a selection we pick the default choice.

	 FORMCHECKBOX 

	Foundation for Children's Oncology Group (default)
	800-458-6223, www.childrensoncologygroup.org
	A+

	 FORMCHECKBOX 

	Cancer Research Institute
	800-992-2623, www.cancerresearch.org
	A+

	 FORMCHECKBOX 

	American Red Cross
	800-435-7669, www.redcross.org
	A


Charity ratings obtained from the American Institute of Philanthropy, http://www.charitywatch.org (accessed 05/21/03)

	CONFIDENTIALITY: Your responses will be treated with strict confidentiality. Any results reported will be at an aggregate level to protect your and your Business Unit’s identity. A checklist approach is used to ensure that potential risks to the confidentiality of the data are considered and addressed. You may refer to survey administration details as at the end of this survey.


Please answer all questions from the perspective of your business unit (BU) and NOT from the company’s perspective.

SECTION A – Management Aspects

Questions below pertain to your business unit and its relationships with other business units within your firm, channel partners and customers.

Please indicate the extent to which you agree or disagree with the following:

	
	Strongly disagree
	Somewhat disagree
	Neutral
	Somewhat agree
	Strongly agree

	1. Business strategies are driven by the goal of increasing customer value.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	2. We emphasize “putting customers first” throughout our BU.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3. Our philosophy of doing business is driven by the need of putting customers first.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4. We put our customers first.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5. Any agreement or dispute over the inter-unit activities should be reported to the corporate office and we should let the corporate office settle the issue
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6. The corporate office has the ultimate power to decide whether or not we collaborate with other business units.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	7. Our business transactions with other business units should be approved by the corporate office.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



Please indicate the extent to which you agree or disagree with the following statements about your other business units within your firm, largest channel partners, and large accounts.

	
	Strongly disagree
	Somewhat disagree
	Neutral
	Somewhat agree
	Strongly agree

	1. We keep most of our business units informed about events and ramifications in any one of our relationships.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	2. We keep most of our channel partners informed about events and ramifications in any one of our relationships.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3. We keep most of our customers informed about events and ramifications in any one of our relationships.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4. Our pay has a component that is linked to the overall performance of other business units.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5. Performance appraisals are linked to the extent to which we co-operate with other business units.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6. Our company culture is conducive to collaborating with other business units.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	7. Personnel in our business unit often exchange advice with our:


	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	8. Individuals in our business unit communicate at a personal level with counterparts in our:


	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	9. Personnel in our business unit often have friendships with personnel in our:


	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	10. Personal favors are exchanged across boundaries of our business unit with our other business units.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



Please indicate the extent to which you agree or disagree with the following statements describing your BU’s linkages with its large accounts and channel partners only. Examples can include remote maintenance, systems monitoring, etc.

	
	Strongly disagree
	Somewhat disagree
	Neutral
	Somewhat agree
	Strongly agree

	1. Our way of doing business is closely linked with our:
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	2. The business procedures and routines of our business unit are highly coupled with the ones of our:
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3. Some of our operations are closely connected with the ones of our:
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4. In order to operate efficiently, we rely on procedures and routines of our:
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5. In order to facilitate operations our BU’s business procedures and routines are linked with the ones of our:
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



Please indicate the extent to which you agree or disagree with the following statements about your other business units within your firm, largest channel partners, and large accounts.

	
	Strongly disagree
	Somewhat disagree
	Neutral
	Somewhat agree
	Strongly agree

	1. We frequently share knowledge about our business environment (e.g. other business relationships) with our:
	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	2. Knowledge about all our channel partners, competitors, etc., is shared with our:
	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3. Business insights are exchanged between us and our:
	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



Please indicate to which extent the following cases describe how the normal work in your business unit flows to and from other business units within your firm:
	
	Almost none of the work
	About 10-40% of all the work
	About half of all the work
	About 60-90% of all the work
	Almost all of the work

	1. Independent workflow case where work and activities are performed by all business units separately and do not flow between them.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	2. Sequential workflow case, where work and activities flow to or from other BUs but mostly in only one direction.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3. Reciprocal workflow case, where work and activities flow between your BU and other BUs in a back and forth manner over a period of time.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4. Team workflow case, where work and activities come into your BU and you and other BUs diagnose, problems, solve, and collaborate as a group at the same time in meetings to deal with the work.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



Please indicate the extent to which you agree or disagree with the following statements:

	
	Strongly disagree
	Somewhat disagree
	Neutral
	Somewhat agree
	Strongly agree

	1. Over the past 3 years, our BU’s financial performance has exceeded our competitors’.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	2. The past 3 years have been more profitable than our competitors’.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3. Over the past 3 years, our BU’s sales growth has exceeded our competitors’.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



SECTION B – Value Measurements

This section pertains to the dimensions of value derived by you from your network of business relationships.

Specifically we distinguish between benefits from your relationships with 1) other business units (BUs) within your firm, 2) your customers, and 3) your channel partners.
A1 Other Business Units (BUs)

· Please indicate the number of other business units within your firm and which are important to your business unit:      .
· On a scale from 1 to 7 please indicate the extent to which your BU’s products differ from the products of these other BU’s (1 = very different, 7 = very similar):      .

· On a scale from 1 to 7 please indicate the extent to which your BU’s customer profiles differ from those of these other BU’s. (1 = Very different, 7 = Very similar):      .
For those BUs important to your BU, please indicate the extent to which you agree or disagree with the following:

	
	Strongly disagree
	Somewhat disagree
	Neutral
	Somewhat agree
	Strongly agree

	1. Overall, our BU benefits greatly from other BUs having a relationship with our current customers.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	2. Overall, our BU benefits greatly from other BUs having a relationship with our potential customers.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



A2 Customers

· Please indicate the approximate number of your BU’s large accounts:      .

· As a percentage share of total sales please indicate the amount of sales to all of your BU’s large accounts:      %.

· On average, for how old are your BU’s large accounts:       months.

For your BU’s largest customers only, please indicate the extent to which you agree or disagree with the following:

	
	Strongly disagree
	Somewhat disagree
	Neutral
	Somewhat agree
	Strongly agree

	3. Overall, our BU benefits greatly from its customers having a relationship with suppliers offering products complementary to ours.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4. Overall, our BU benefits greatly from its customers having a relationship with suppliers who are competing with us.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



A3 Channel Partners

· Please indicate the approximate number of your BU’s largest channel partners:      .

· As a percentage share of total sales please indicate the amount of business with all of your largest channel partners:       %

· For how long has your BU maintained business relationships with your largest channel partners:       months.

For your BU’s largest channel partners only, please indicate the extent to which you agree or disagree with the following:
	
	Strongly disagree
	Somewhat disagree
	Neutral
	Somewhat agree
	Strongly agree

	5. Overall, our BU benefits greatly from its channel partners having a relationship with suppliers offering products complementary to ours.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6. Overall, our BU benefits greatly from its channel partners having a relationship with suppliers competing with us
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	7. Overall, our BU benefits greatly from its channel partners having a relationship with potential customers.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



SECTION C – Information Systems Characteristics
Since the questions in this section pertain to your IS capabilities, we shall welcome the inputs of your IS personnel in answering this section.

Please indicate the extent to which you agree or disagree with the following statements: In terms of channel partners and customers, only consider your largest ones.

	
	Strongly disagree
	Somewhat disagree
	Neutral
	Somewhat agree
	Strongly agree

	1. Data is entered only once in order for it to be retrieved by most applications of our:
	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	2. We can easily share data within our business unit.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3. We can easily share data with our:
	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4. We have successfully integrated most of our databases within our business unit.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5. We have successfully integrated most of our databases with the ones of our:
	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6. We have successfully integrated most of our software applications within our business unit.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	7. We have successfully integrated most of our software applications with the ones of our:
	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	8. Most of our software applications within our business unit can work seamlessly with each other.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	9. Most of our software applications work seamlessly across our:
	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	10. Software applications on multiple machines of multiple vendors are interoperable with each other.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	11. Software applications on multiple machines of multiple vendors are interoperable with each other across our:
	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Channel partners
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



Please indicate the extent to which you agree or disagree with the following statements from the perspective of your BU:

	
	Strongly disagree
	Somewhat disagree
	Neutral
	Somewhat agree
	Strongly agree

	1. The manner in which the components of our information systems are organized and integrated allows for rapid changes.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	2. Our information systems are highly scalable.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3. Our information system is designed to support new business relationships easily.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4. Our information systems are designed to accommodate changes in business requirements quickly.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5. Our software applications offer in-depth analytical support for our business functions.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6. We have implemented many software applications for different business functions.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



Please indicate the extent to which you agree or disagree with the following statements from the perspective of your BU:

	
	Strongly disagree
	Somewhat disagree
	Neutral
	Somewhat agree
	Strongly agree

	1. Our software application portfolio is large relative to our competitors.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	2. All employees within our business unit can access most of our software applications.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3. Compared to standard implementations our software applications have large number of features to use.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4. We have software applications to support all of our main business activities.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5. The same portfolio of software applications is available on every computer terminal within our business unit.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6. Our software can forecast/plan/predict future events/activities.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	7. Every activity at the operational level is supported by our software applications.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	8. Within our business unit we make available most of our software applications to all employees in all departments.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	9. Our software applications offer complex and sophisticated functions with regard to our business.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	10. Whenever presented with the choice, we decide in favor of using common IT standards over proprietary components and vendor-specific application interfaces.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	11. Our information system is built on common IT standards to the greatest extent possible.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	12. Whenever possible we avoid proprietary components and vendor-specific application interfaces.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



The next set of questions pertains to the IT infrastructure that supports your business unit’s interactions with customers and other business units.

Please indicate the extent to which you agree or disagree with the following statements:

	
	Strongly disagree
	Somewhat disagree
	Neutral
	Somewhat agree
	Strongly agree

	1. Every individual in our business unit can communicate via the computer with every individual in our:
	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	2. We have high bandwidth connections to support audio/video applications, online engineering product design, etc., with our:
	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3. Employees in our business unit are linked in real-time with the information systems of our:


	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4. Employees within our business unit are electronically connected through dedicated lines with all our:


	Other business units
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	
	Customers
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5. Taken as a percentage of total company sales, we invest a great deal in the area of information systems.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6. We think of ourselves as leaders in the use of information systems relative to our peers.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



7. As a percentage share of your total sales please indicate the amount that is invested in the area of information systems:       %.

Finally, please provide some information about your company and your business unit (BU).

Company Information

	Company name:
	     

	Approx. company revenues:
	     $ Millions


Please check the category that best describes the structure of your organization.

Product based organization:


 FORMCHECKBOX 

Customer segment based organization:

 FORMCHECKBOX 

Manufacturing process based organization:
 FORMCHECKBOX 

Other (please specify):



     
Therefore, please indicate the approximate number of business units in your company: 

Business Unit Information

	Your business unit's name:
	     

	Your business unit's share of total company revenue:
	      %

	Your business unit's industry:
	     

	Your business unit's market-share in its industry:
	      %


Thank you very much for your cooperation.
Survey Administration Details
You are asked to participate in a research study conducted by Profs. Christoph Schlueter-Langdon at the Marshall School of Business at the University of Southern California (USC) and Nilesh Saraf at the College of Business, Florida Atlantic University. This research study has been approved by the Institutional Review Board at USC (UPIRB #02-08-127) and therefore meets all requirements for ensuring confidentiality of responses.

You were selected as a possible participant in this study because of your knowledge of the topic. Your participation is voluntary. We are asking you to take part in a research study because we are trying to learn more about how marketing and IS strategy benefit your business unit. 

Completion and return of the questionnaire or response to the interview questions will constitute consent to participate in this research project.
You will be asked to answer a questionnaire that has taken less than 15 minutes to answer in our survey tests. You are requested to kindly email it to the project researchers as indicated in the survey. We do not see any foreseeable risks, discomforts or inconveniences to the respondents to this survey. Any information that is obtained in connection with this study and that can be identified with you will remain confidential and will be disclosed only with your permission or as required by law. When the results of the research are published or discussed in conferences, no information will be included that would reveal your identity. Your e-mailed responses will be maintained in strictly confidentiality in password protected computer accounts. On receipt of your responses, the front page of the survey will be detached from the rest of the survey and filed separately after inserting identifying marks. We do not foresee any need to re-establish contact with the respondents in regard to this survey once it is fully answered. 

You can choose whether to be in this study or not. If you volunteer to be in this study, you may withdraw at any time without consequences of any kind. You may also refuse to answer any questions you don’t want to answer and still remain in the study.  The investigator may withdraw you from this research if circumstances arise which warrant doing so. If you have any questions or concerns about the research, please feel free to contact:

Professors Chris S. Langdon (Phone: 213.821.1187) and

Nilesh Saraf (561.297.3924)
You may withdraw your consent at any time and discontinue participation without penalty. You are not waiving any legal claims, rights or remedies because of your participation in this research study.  If you have questions regarding your rights as a research subject, contact the

University Park IRB,

Office of the Vice Provost for Research,

Bovard Administration Building, Room 300,

Los Angeles, CA 90089-4019,

(213) 740-6709 or upirb@usc.edu.

Thank you,

Professor Chris S. Langdon

PAGE  
All data including your identity will be treated with strict CONFIDENTIALITY.
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