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EXECUTIVE SUMMARY

This case chronicles the problems that can arise in outsourcing agreements due to
factors such as poorly defined user requirements, passive resistance from technical
support personnel, and lack of contract specificity and documentation detailing who
performs what. It illustrates how delays up front will impact the final end user, i.e., the
organization’s customers. Eventually, in this case, all personnel became familiar with
the new system and it became an asset to the organization. The issues noted in this case

are applicable to the implementation of technology by any organization handling both
retail and service activities.
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BACKGROUND

University Golden (UG) enjoys a prestigious 1 75-year history thatis reflected in its
distinctive architecture, reminiscent of European villas on the Rhine. Located on 125
rolling acres overlooking the Oyster River, University Golden has 2,000 full-time residen-
tial undergraduate students and over 4,000 commuter graduate students who represent
members of the surrounding professional community. Over the years,University Golden’s
services to students, faculty, employees, and the numerous tourists who visit to view
its museum and architecture, have grown beyond the traditional text book and gift store
features to include dining facilities, catering and canteen services, barber shop, laundry,
tailoring and infirmary services, plus athletic and special event ticket sales. Each of these
functions utilized an independent sales system with their respective input and reporting
requirements. Some utilized bar coding for inventory control and reporting (text book and
gift sales) while others were strictly cash transactions (barber shop, dining facility and
canteen services). Physically dispersed over the campus, the employees handling sales
and inventories in these various areas followed diverse operating procedures ranging
from the use of relatively advanced electronic cash registers to simple one-step cash
drawers. Although the Book Store used barcoding for pricing and collection of sales data,
itdid not have the ability to maintain a perpetual inventory. As aresult, the organization’s
auditors had expressed concern over the tracking and reporting of stock losses. In
addition, increased sales caused the Gift Shop to outgrow its present recording system
and expand its reporting requirements. Both the Book Store and the Gift Store manager,
who operated independent entities but reported to the same vice president (VP) of
finance, agreed that it was time to investigate a new and improved system.

SETTING THE STAGE

In order to provide better inventory control and reporting features, plus improve
service to its customers, UG decided to establish a Point-of-Sale (POS) system that, in
addition to accepting cash and credit cards, would utilize photo identification (ID) cards
to authorize charges on personal accounts at these diverse facilities. Not only would this
decision involve handling the technical details of installing new hardware and software,
it would also necessitate the re-training of all sales personnel as well as the customers.
No longer could a customer drop by the tailor shop to have alterations handled on a
signature and a smile—now the proper use of a scanned ID card would be required.

Once the decision was made to install a POS system, the next step was to find a
suitable vendor at an acceptable price. A Request for Proposals (RFP) that laid out
general, overall system requirements and guidelines for bidding was sent to seven
vendors on January 26, 1994, with a preproposal conference set for March 11, 1994. The
intent was to obtain an off-the-shelf package that would allow for a turn-key operation
rather than one that was customized, so that the system could be up and running as soon
as possible. The RFP set forth the following conditions:

RFP—GENERAL

The University desires to solicit proposals to acquire a state-of-the-art bookstore
automation system. The system must contain specialized, comprehensive inventory
management facilities with specialized applications for each of the following: Textbooks,

Copyright © 2006, Idea Group Inc. Copying or distributing in print or electronic forms without written
permission of Idea Group Inc. is prohibited.



16 more pages are available in the full version of this document,
which may be purchased using the "Add to Cart" button on the

publisher's webpage: www.igi-global.com/chapter/training-challenge-

installing-pos-improved/6497

Related Content

Boys with Toys and Fearful Parents?: The Pedagogical Dimensions of the Discourse in
Technology Ethics

Albrecht Fritzsche (2013). Moral, Ethical, and Social Dilemmas in the Age of Technology:
Theories and Practice (pp. 281-290).
www.irma-international.org/chapter/boys-toys-fearful-parents/73625

Using Technology to Reach Caregivers of Veterans with Dementia

Candice M. Daniel, Bret Hicken, Marilyn Luptak, Marren Grantand Randall Rupper (2013).
Engaging Older Adults with Modern Technology: Internet Use and Information Access Needs
(pp. 263-273).

www.irma-international.org/chapter/using-technology-reach-caregivers-veterans/68317

Impact of Industry 4.0 Revolution on Science, Technology, and Society (STS):
Challenges and Opportunities in the Industry 4.0 Era

Tuba Ulusoy, Esra Yasarand Mehmet Aktan (2019). Critical Issues Impacting Science,
Technology, Society (STS), and Our Future (pp. 1-20).
www.irma-international.org/chapter/impact-of-industry-40-revolution-on-science-technology-and-society-
sts/222870

Reframing Information System Design as Learning Across Communities of Practice
Kevin Gallagherand Robert M. Mason (2009). Human Computer Interaction: Concepts,
Methodologies, Tools, and Applications (pp. 2052-2070).

www.irma-international.org/chapter/reframing-information-system-design-learning/22369

Believe It or Not: Virtual Religion in the 21st Century
Susan E. George (2005). International Journal of Technology and Human Interaction (pp. 62-71).

www.irma-international.org/article/believe-not-virtual-religion-21st/2859



http://www.igi-global.com/chapter/training-challenge-installing-pos-improved/6497
http://www.igi-global.com/chapter/training-challenge-installing-pos-improved/6497
http://www.irma-international.org/chapter/boys-toys-fearful-parents/73625
http://www.irma-international.org/chapter/using-technology-reach-caregivers-veterans/68317
http://www.irma-international.org/chapter/impact-of-industry-40-revolution-on-science-technology-and-society-sts/222870
http://www.irma-international.org/chapter/impact-of-industry-40-revolution-on-science-technology-and-society-sts/222870
http://www.irma-international.org/chapter/reframing-information-system-design-learning/22369
http://www.irma-international.org/article/believe-not-virtual-religion-21st/2859

