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Please read the following case and answer guestion 11, 12, 13; _
Mrs. Fields cookies stores were typically divided into two areas. The oven faced the retail area,

fronted by an island of counter space used to fill and unload cookie sheets. Customers were drawn into
the store by the openness of the design, and by the aroma of hot cookies fresh from the ovens plainly
in view under the Lucite covered display. The back room contained the mixers, a work space, a small
office area with a personal computer, and sufficient storage for ingredients. This was Mrs. Fields’ at
the level of the friendly, inviting retail outlets located in high-density shopping areas around the world.
But these was another level to Mrs. Fields’- the level of the sophisticated management information
system that tracked the financial performance of each company owned outlet and provided
comprehensive scheduling of activities within stores, including marketing support, hourly sales
projections, and even candidate interviewing for prospective employees.

| Each store’s personal computer accessed a sophisticated store management system designed by
the MIS organization. Menu-driven applications included day planning, time clocks, store accounting
and inventory, interview scheduling, skill testing, and electronic mail. One application dialed the
headquarters’ computer, deposited the day’s transactions, and retrieved any mail for store-employees.
A store manager’s day began in the back room at the personal computer. After entering workday
characteristics, such as day of the week, school day or holiday, weather condition, etc., the manager
answered a series of questions that caused the system to access a specific mathematical model for
computing the day’s schedule. The manager was subsequently advised to bake per hour and the
projected sales per hour. The manager would enter the types of cookies to be made that day and the
system would respond with the number of batches to mix and when to mix them. As store sales were
periodically entered through the day, either manually by the manager or by an automated cash register,
the system would revise its projections and offer recommendations. From sales and inventory
information stored in the computer, the information system computed projections, and prepared and
generated orders for supplies. A single corporate database tracked sales in each store and produced
reports that were reviewed daily. Headquarters thus learned immediately when a store was not meeting
its objectives and was able to respond quickly.

The most efficient way for managers to communicate was via E-mail, but they also calied their
phone mailbox in Park City for audio messages on a daily basis. Mrs. Fields, who had from the outset
promiéed to respohd within 48 hours to electronic and voice mail directed to her. Thus, the manager
did not simply read memos from the president, but often personally heard her voice.

The information system also helped the manager make hiring decisions. After conducting initial
interviews, the manager entered information from the handwritten applications into the computer,
which compared it with stored information on previous applicants who had been hired. The system
thus helped the manager to narrow the field to applicants who were “ Mrs. Fields’ kind of people,”

people who possessed attributes the company valued highly.
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