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Business

Hillcrest Research Associates (HRA) is a contract research firm that provides the service of clinical field testing of drugs for large pharmaceutical and biotechnology companies. HRA is wholly owned by the husband and wife duo of Polly Butler (CEO) and Tim Harlan (COO), minus shares that are reserved for an incentive Stock Option Plan.  This firm has a definite customer service mentality.  Its management, organizational structure and culture were built around this attitude.  They pride themselves in the quality of their work as well as meeting their clients’ needs; however, it becomes difficult achieve these lofty goals as there are no regularly processed products, which makes their job radically varies from client-to-client.  In addition, the resources available for each project are extremely limited. 
Functional Area Strengths and Weaknesses
From a financial perspective, they have grown rapidly in recent years. According to the case, they achieved 76% revenue growth between 1993 and 1994, and indicated 25% growth for 1995.  However, the net profit margin changed just a little form 10% to 11% and expenses remained high.  So, even though net worth showed positive number in 1994, their financial conditions remained unstable.
One of major functional weaknesses in HRA was in a function of human resource and organizational arena.  Originally HRA employees worked in a close-knit almost family like environment, but over the years this mentality has changed.  No longer do employees get regular calls from their superiors asking them how they are doing or how their projects are coming along.  Now employees nearly cringe at the thought of answering their phone because the only reason they are called now is when they have made a mistake.  This shift in employee relations seems to be lowering operating efficiency. In both interdepartmental and vertical communications, employees highly depend upon one another in order to get the job done.  It seems that employees have lost trust for one another and have become reluctant to assist one another, making it difficult for progress on projects to occur.  
Efficiency and profitability throughout the entire organization begins with sales.  The current sales situation generally is based upon roughly estimated, uneducated decisions.  After a contract has been written upon, it is commonplace for changes to occur, typically leaving their clinical research associates with much more work to do, with no additional time and no additional resources.  

In order to solve these problems, we recommend an intelligent Decision Support System (DSS) that will enable HRA’s sales personnel to make informed decisions when quoting customers and dealing contracts.  This will not only make the company more profitable and streamlined; it will also reduce the burden on the critical research associates and bring back the happy family-like atmosphere of their early years.
Once the issues dealing with Human Resources and Sales have been taken care of, operational inefficiencies should be eradicated.  Employees would no longer be overworked by attempting to achieve unrealistic goals.  Instead they would be working in a friendly environment, working as a united group with one goal in mind:  to do a good job for HRA.

Current and/or anticipated cross-functional issues

Sales and Operations

· Uninformed sales decisions leads to operation inefficiency

· Employees become exhausted due to unrealistic contracts

· Unrealistic contracts also lead to operation inefficiency and a lower bottom line

Information Technology and Sales

· Decision Support System within sales are needed in order to make informed sales decisions

Human Resources and Operations

· Lack of communication between and within departments has led to lower operating efficiency

· Personal relationships must be developed between employees at all levels in order to increase employee moral which will in turn increase operations productivity
Key issues from an overall business perspective

· How can they reduce cost while keeping up with current and future clients’ needs?
· How can they encourage interdepartmental and vertical communication?
· How can a decision support system be implemented into the sales department?
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