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ABSTRACT

Improving and deploying information qudlity, as a deeply practiced
organizationd culture viainformation technology systems, are important issues
for highly successful, adaptive, modern corporations.  This paper briefly
discusses several key books, papers, and web sites to demonstrate the importance
of integrating information quality into the culture and into al information
technology sysems. The importance of qudity integration increases as the
information technology system become larger. E-business and consumer concerns
will aggressively drive corporations to such key information quaity approaches.
This paper explores some generd needs and concerns in information quaity for
21% century corporations, government & public organizations. Much more work
by gatidticians, information technologidts, etc. in thisareaiis highly encouraged.



The paper further stresses the tremendous opportunities for leveraging with both
an IT culture and information qudity.

1. INTRODUCTION

The long time leader in business and management issues, Drucker (1995) states
how crucid the leveraging of information will be in the future for companies and, indeed,
countries that make up agloba community. His emphasisis not just to have I T systems,
but vauable information deployed as a deeply practiced culture within a group,
organization, country, etc. He sates explicitly that statisticswill be important in developing
that information. We are very fortunate in our Statistics community to have individuals of
Peter Drucker’s caliber snging our cause, wisdly gpplied, in information cultures around
the world.

For those who have a dtatistical process improvement background or just a statistics
background, but want to learn more practica approaches for information quaity, the book
of Redman (1997) is an extremely useful resource. Thisis abook written for the gpplied
person in the trenches of business. Also, see the helpful website
www.dataquaitysolutions.com/ developed by Thomas Redman, Robert Pautke, and others.

Scholars at or associated with MIT’ s Totd Data Quality Management Center have
developed a useful website web.mit.edwW TDQM/. The MIT group conducts asmdl dlite
Information Quality Conference held each year in October, which has moved this area
forward greetly. A third insghtful web repository is www.dataquality.com/ speared headed
by the tremendous energy of Jm Hurysz, Helena Zinkham, and others. It, dso, includes
accessto thejourna Data Quality.

For those with an IT or accounting type background, another book that | highly
recommend is Huang, Lee, and Wang (1999). It is by two scholars from MIT’ s Center and



an IBM Vice President and former Director of Knowledge Management. The website
Amazon.com comments on Huang, Lee, and Wang (1999),

“The Nov. 9, 1999 issue of Fortune (circulation 762,700) cites the book in

discussing knowledge products.
‘... Takewhat you know about strategy for ordinary, tangible products, and
map that onto what you can learn about the knowledge products you
produce and sll. In aforthcoming book, Richard Wang, Co-director for
MIT's Totd Data Qudity Management Program, offers four principles for
managing information products. Understand consumers informeation needs;
create a well-defined production process; stay on top of the life cycle of
information products; and appoint product managers. Those principles apply
to dl kinds of knowledge products; applying them can help you build a
grong pillar for an Information Age business!’

The Feb. 1, 1999 issue of Computerworld (circulation 170,000) recommends this

book as one of five when looking for books to navigate corporate waters aswell as

E-commerce seas.
‘Computers churn out tons of data daily, but why is so little of it truly useful
to anyone? The authors believe that information should be managed as a
product and knowledge as an asst. ... Thisbook isof vaueto IT managers
who are trying to provide an overdl framework that incorporates a Web site,
intranet, data warehousing, data marts and executive information systems
that truly attempt to turn information into knowledge.” ”

These books above with their related references and the three websites
(web.mit.edu/ TDQM/, www.datagualitysol utions.conV/, www.dataquality.conv) are helpful
darting pointsto vist for those beginning their work in information quaity (1Q). Both of
these books and the websites, well read, will suggest many avenues for further research
agendas and management strategies for academics, leaders, managers and othersinterested
in furthering development of 1Q.



Data qudity problems can cause incredible financid problems for

organizations. Firth (1996) notes how information quality problems:

made a fiber-optics manufacturer lose $500,000 when amidabeled
shipment caused the wrong cable to be laid along the bottom of alake
cost a brokerage firm to lose $500 million when adedler entered an
incorrect exchange rate

resulted in the U.S. government to losing over $2 hillion in federa

loan monies.

See, as0, Bowen, Fuhrer, and Guess (1998) and Collins and Guess (2000) for
further discussions and examples.

Greenman (1999) comments on the term cyberspace being first used in
1984 by science fiction writer William Gibson’s novel Neuromancer for the idea
of an,

“...agglomeration of the world’s computer data.... .”
Greenman (1999) quotes from hisinterview with Gibson that other dternatives
written down were dataspace, infospace, etc., which clearly did not make the cut
infavor of cyberspace. Greenman (1999), aso, notes that Gibson's

“... dark, data-cotted worldview has been immensdy influentid, reflected

in everything from tdevison... to film... tomusc... ”
It is curious the ambivaence of such information connectivity, with its many
positives aspects can, aso, generate dternative views of concerns for abuses.

Improving and deploying information quaity are important issues for
highly successful, adaptive, modern corporations. See, for example, the very
ingghtful works of

(1.) Sviokla (1999), whichwas a keynote talk about information quality
and its rapid deployment for business advantages at the Information



Qudity Conference at MIT’s Soan School of Management in 1999
[see his webste: www.sviokla.com/ , in generd, or more specificaly
web.mit.edwtdgm/wwwi/speech/d d001.htm for histalk’s PowerPoint
dideq)
and
(2.) Sviokla (1998) on virtua markets.

Thisinvited paper explores briefly some generd needs and concernsin
information quaity for 21% century corporations, government & public
organizations. The paper further stresses the tremendous opportunities for
leveraging with both an I'T culture and information qudity (1Q). In Section 2, |
discussthe needs of 1Q and IT in hedth issues, with related references for those
wanting to explore in that areamore. Section 3 covers business, financid and
other inditutions with their IQ and IT concerns. | make concluding commentsin
Section 4.

2. HEALTH INFORMATION MANAGEMENT SYSTEMS
AND ISSUES

Targeting health database and technology issues, the reader can start with
the ingghtful tomes of Donddson and Lohr (1994) and Dick, Steen, and Detmer
(1997). The later text dwells on computer based patient records and some ways to
improve them. For further useful references specificaly on hedth data, research
and related topics, | briefly mention Gochman (1997) Volumes 1 to 4, Gochman
(1988), Conner and Norman (1996), Cox (1982), Berkman and Bresow (1983),
Gdlijns and Dawkins (1994) and Anderson, Dumphy, and Wilson (1990). These
works range widely in perspective from the patient/end user, socia networks and
communities supporting that patient, health care providers (MD’ s nurses, €tc),
medica researchers, hospital adminisgtrators to actua hedlth database
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organizations. These works illugtrate the tremendous diversity of perspectives,
concerns, and even fears each group brings to health and/or dataissues.

Dobhbins and Guess (1999) stress the importance of management cultures
and peoplein the improvements of information with amedica IT systems. They
discussinitia employment of an information quaity Srategy in HedthMagic,
Incorporate with HealthCompass™. HedthMagic has positioned itsdlf asa
leading web-based technology company. One of its key products, HeathCompass,
isaweb-based lifelong hedth IT system that enables consumersto create a
portable and private repository of their entire hedth history over the Internet. In
short, it is an online consumer hedth information management system in the
fullest sense. It dlows consumers to not only develop alifelong hedlth record, but
a0 to access a credentialed hedth library, and a variety of other interactive
hedlth tools.

In February, 1999 HealthMagic publicly announced, “... amulti-year
agreement with drkoop.com, the award-winning Internet hedthcare porta led by
Dr. C. Everett Koop, former U.S. Surgeon Generd. As part of the agreement
drkoop.com will distribute the HealthCompass™ OnSite... .” Other clients of
HedthMagic include, for example, Walt Disney World's resident villages.

Hed thCompass places consumers a the center of aworld of information
about their hedlth by bringing the “best of class’ hedth information and products
to consumers ontling, in red-time. HealthCompass enables these end usersto
understand and make decisions about their hedlth, give them access to information
relevant to their hedlth, dlow communication with their hedth care teeam, and
remind them to take actions important to their health. Quality and the processes
for improving that quaity are crucia to such information systems and any
decisons based on them. This Strategy provides clear advantages to end users
having greater trust and confidence in HealthCompass and its information.

HedthMagic wantsto do this to understand drivers of customer
satisfaction and to segment its customer base by variables that will aid in ddivery



of additiond information to the customer. Many of you know how Amazon.com
has suavely used such datato provide greater value to its customers by providing
better matches of additiona information to a specific consumer. Itiscrucid for a
hedth data system to provide ways to initiadly prevent problems and to
continuoudy improve qudity. Data quality here dso means collecting information
that does not burden the customer unduly. HedthMagic designs and tests its
products with these gods asits focus. Also, the crucia needs of security and
confidentidity are maintain by digita certificates, the latest encryption and
security technology to prevent difficulties. A complete audit tral isavailable as
another safeguard for the users of thisIT system.

Dataqudity is akey Strategy for the company. Ways to prevent problems,
not jugt “fix” them isthe emphads. High qudity data are important to al parties.
Deveoping a culture of vauing information quality and continuous
improvements are aggressively affirmed with HedthMagic. See Dobbins and
Guess (1999) for more details.

Since many health groups and businesses are currently locating shop
fronts on the WEB this gpproach will be of generd interest. E-business and
consumer concerns will aggressively drive corporations to developing data quality

approaches.

3. BUSINESS, FINANCIAL & OTHERIT SYSTEMS

In Redman (1997), Blan Godfrey comments on Redman’s emphas's of
data quality as an important competitive strategy for corporations concerned with
excellence and thriving in the market place. Compare, adso, Caby, Pautke, and
Redman (1995), Redman (1995) and Redman (1992) for related comments on | Q.
Bowen, Fuhrer, and Guess (1998) discuss usage of a continuous process

improvement approach of data quality in an accounting and auditing setting. The



importance of a corporate culture and techniques of continuoudy improving
information quality isther emphass, aso.

Recdll Firth (1996) comments about poor |Q creating the loss of $2 hillion
in federd loans. Note that Clapp, Green, Poitrowski and Bell (1997) work on the
prevention of fraud in various government programs (e.g., welfare, Medicare,
etc.) by improving data processing and checks.

We mention other areas and papers dedling with |Q issues. Redman (1994)
congdersthe need on 1Q in telecommunications. For 1Q issuesin client server
environment see Bowen, Schneider, and Fields (1995). Compare, aso, Bowen
(1992) on 1Q in business and other accounting systems. Another excellent book,
for an accounting or IT audienceis Weber (1999). Callins and Guess (2000)
discuss further the current banking data management on loan gpproval processes.
These processes have great room for improvements of information quaity and
prevention of data problemsin genera, but especidly with regardsto fair lending
and fair pricing practices. They fird review briefly typica data collection
protocols deployed a many financid indtitutions for loan gpprova and loan
pricing. Portions of these data protocols are mandated by federd regulation. In
discussing the data capture and analysis for fair lending, they illustrate some
initid key steps currently needed in improving information qudity for al parties
involved.

Regarding client or customer information qudity improvements, Collins
(2000) paints out that the regulators and enforcement agents have escalated
testing for data qudlity in loan underwriting, including tests for patternsin missing
data dements by ethnicity, gender, age and income strata. 1n this compliance
environment, the only means by which to reduce the likelihood of unfavorable
examination findings for thistype of test isto eectronicaly capture the needed
data in the underwriting process so as to monitor and improve its quality.

As support for the value of collecting these additiond data eements,
Collins, Harvey & Nigro (2000) show that dataloss, particularly among credit



underwriting factors, works to the detriment of low-to-moderate income
borrowers relative to upper-income borrowers for home improvement credits.
That is, neglecting some quditative underwriting factors in favor of a

“greamlined” credit scoring process raises the denid rate for low-to-moderate
income borrowers more than for upper-income borrowers. This digparity in
denid rates generates a potentid fair lending violation due to poor data
warehousing. See, aso, Harvey, Callins, Nigro, and Robinson (2000) for more on
disparitiesin lending data.

4. CONCLUSIONS

Improving and deploying information quaity are important issues for
highly successful, adaptive, modern corporations. Effective and reliable IT
systems are the back bone of highly successful organizations, from airlines and
safeair traffic controls, internationdly focused stock markets and financia
indtitutions, medica and hedlth care providers, modern militaries, universities, to
telecommunications.

Clearly, IT sysemswill grow in both usage and needs of high qudity
information that help leverage agroup’ s advantages. Guess and Bowen (2001)
discuss briefly some of the many issues in improving the rdiability of IT sysems.
Drucker (1995) provides ingghtful views that the key will be for informeation that
isred with a culture that will implement that information. Also, | strongly
encourage more gpplied and theoretical research for improving 1Q and IT
deployment within industry, government and academic communities.
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