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1. OVERVIEW 

EXTRACTING MORE VALUE FROM INTERACTIONS 

As more 21st-century companies come to specialize in core activities and outsource the rest, they have greater need for workers who can interact with other companies, their customers, and their suppliers. Therefore companies have been automating or offshoring an increasing proportion of their production and manufacturing (transformational) activities and their clerical or simple rule-based (transactional) activities. Tacit interactions are complex interactions which involves negotiations and conversations, knowledge, judgment, and ad hoc collaboration. Raising the productivity of employees whose jobs can’t be automated is the next great performance challenge. 

Technology can allocate activities more efficiently between tacit and transactional workers . technology makes it possible to boost the quality, speed, and scalability of the decisions employees make. 
Technology tools such as wikis, virtual team environments, and videoconferencing, promote tacit interactions. Communications technologies such as e-mail and instant messaging have made interaction easier and far less expensive. Companies that get it right will build complex talent-based competitive advantages that competitors won’t be able to duplicate easily—if at all. 
Companies in sectors such as health care and banking are already moving down this 
road. 
The number of jobs involving more complex interactions among skilled and educated workers who make decisions is growing at a phenomenal rate. Salaries reflect the value that companies place on these jobs, which pay 55 and 75 percent more, respectively, than those of employees who undertake routine transactions and transformations. Innovations and experiments to raise the productivity of tacit employees (for instance, by helping them collaborate more effectively inside and outside their companies) and innovations involving loosely coupled teams will suggest new organizational structures. 

2. TECHNOLOGY AND TACIT INTERACTIONS 

Interactions in the broadest sense is the searching, coordinating, and monitoring required to exchange goods or services. Outsourcing, like the boom in global operations and marketing, has dramatically increased the need to interact with vendors and partners. And communications technologies such as e-mail and instant messaging have made interaction easier and far less expensive. 

Managers, salespeople, and customer service reps, such employees interact with other employees, customers, and suppliers and make complex decisions based on knowledge, judgment, experience, and instinct. Successful efforts to exploit the growing importance of complex interactions could well generate durable competitive advantages by making most talented, highly paid workers more productive. 

The use of technology can help managers make more decisions more effectively and quickly. Technology and organizational strategies are inextricably conjoined in this new world of performance improvement 

Every job can be placed in one of three categories: transformational (extracting raw materials or converting them into finished goods), transactional (interactions that unfold in a generally rule-based manner and can thus be scripted or automated), and tacit (more complex interactions requiring a higher level of judgment, involving ambiguity, and drawing on tacit, or experiential, knowledge). Complex interactions typically require people to deal with ambiguity , requires experience and make high levels of judgement. 

The number of jobs that involve relatively complex interactions is growing at a phenomenal rate. These jobs now make up 41 percent of the labor market in the United States. Salaries reflect the value that companies place on these jobs, which pay 55 and 75 percent more, respectively, than those of employees who undertake routine transactions and transformations. Tacit jobs dominate fields such as health care and many financial-services and software segments 

Technology will have to make tacit employees better at their jobs by complementing and extending their tacit capabilities and activities. Overall performance of sectors will only improve when the companies will adopt one another’s managerial best practices, usually involving technology. Technology can allocate activities more efficiently between tacit and transactional workers 

Tacit models usually involve environments that encourage tacit employees to explore new ideas, to operate in a less hierarchical (that is, more team-oriented and unstructured) way, and to organize themselves for work. Make the best use of tacit interactions—new ways to speed innovations to market, to make sales channels more effective, or to divine customer needs, for instance. But at least such capabilities will also be difficult for competitors to duplicate 

Companies will also have to think differently about the way they prioritize their investments in technology realted to transactional, transformational and tacit jobs. 

3. THE FUTURE OF WORK 
Thomas W. Malone the author of the book says that a convergence of technological and economic factors particularly the rapidly falling cost of communication is enabling a change in business organizations as profound as the shift to democracy in governments. For the first time in history, it will be possible to have the best of both worlds the economic and scale efficiencies of large organizations, and the human benefits of small ones: freedom, motivation, and flexibility. 
Based on twenty years of groundbreaking research, this landmark book provides compelling models for actually designing the “company of the future.” Through vivid examples of organizations around the world Malone outlines: 
There exists four decentralized organizational structures (loose hierarchies, democracies, external markets, and internal markets) that are enabled by technology but centered around enduring human values. In the future there will be shift from “command-and-control” management to “coordinate-and-cultivate”. The book provides a framework for determining if a company’s situation is ripe for decentralizing and which organizational structure would be most effective 
4. E – BUSINESS PLAYING ROLE IN B2B INTERACTIONS 

E-business services are loosely-coupled computing tasks communicating over the Internet that play a growing part in business-to-business (B2B) interactions. Companies are introducing new tasks, such as computerized auctions and e-marketplaces, as business services. E-business is based on a service-oriented model. 
To work easily, flexibly, and well together, E-business services are based on shared organizing principles. 

The collection of available services are organized into computer-accessible, hierarchical categories, or taxonomies, based upon what the services in each B2B interactions category. These taxonomies are maintained and made available by categorization services, or brokers, analogous to Yahoo! or Netscape Open Directory. If the growth of Yahoo is an example, the provision of category servers will be a business opportunity in itself. Thus B2B entrepreneurs provide categorization services for various types of B2B services and other various industries. 
E- business can provide various B2B interaction services : 
• Service providers publishing the availability of their services. 
• Service brokers registering and categorizing published services and providing search services. 
• Service requesters using broker services to find a needed service and then employing that service. 

Thousands of businesses have already made some of their IT services available to their customers or partners on the Web. Most of these services are intended for use from a browser. Many of the Web-enabled services can also participate in B2B collaborations. 
Other e-business services enable lightweight commerce, such as B2B purchasing of office supplies, or support of mission-critical B2B commerce transactions, such as multimillion-dollar purchases of CPU chips by a PC manufacturer. 

5. RELEVANCE TO INDIAN ORGANIZATIONS 

Indian companies have adopted e business tools that has influenced entrepreneurial characteristics, historical data of firms, and other firm-specific factors such as the size of operation, export intensity, technological collaboration, wage rates, and profit margins. This lead to better performance of Indian firms in international markets . 
Chemical companies have made considerable progress internally integrating e-business applications for interactions with trading partners, consulting firm Industry Insights and conference . Companies like Cisco system, Dell computers, General Electric make investment decisions by via the use of e-business paradigm . E business techniques help companies in executive decision making 
In Indian organizations tacit, transformational and transactional interactions occur in business via the use of e-business services. One of the common softwares used in Indian organizations is *. NET software(NET is introduced as a solution for developing the enterprise and its existing information systems in order to develop new technologies like the Web) , which helps : 
1. For internal business processes such as filing expense reports 
2. For collaborative project planning by employees and a way to share employee intellectual capital in diverse geographic locations 
3. For instant messaging with suppliers and other key members of the supply chain 
4. To communicate and coordinate with key resources outside the firm, such as filing insurance claims or transmitting catalogue materials to distributors 
5. For reordering and payment processes without human interaction for routine transactions 
6. To improve customer relationships and service with CRM (Customer Relationship Management) software and analytical tools 
Outsourcing is hugely relevant for India. First outsourced services was medical transcription, but outsourcing of business processes like data processing, medical billing, and 
customer support began towards the end of the 1990s when MNCs established wholly owned 
subsidiaries which catered to the offshoring requirements of their parent companies. Some of the 
earliest players in the Indian outsourcing market were American Express, GE Capital and British 
Airways. Today, Indian companies are moving up the value chain from BPO’s to KPO’s(Knowledge Process Outsourcing) and LPO’s (Legal Process Outsourcing). 

6. CASE STUDY OF AN INDIAN COMPANY 

TATA MOTORS AND DEALERS INTERACTION VIA TECHNOLOGY COLLABORATION 
Tata Motors has an adaptive supply chain that is resilient – it can sense and respond to changes in a very gracious and flexible manner. Technology drives competitiveness at Tata. 
Tata Motors has created an IT network that tightly integrates its supply-chain management system with its dealer network, made up mostly of small- and medium-size businesses. The network allows Tata to capture sales trends, consumer preferences, and complaints in real time, and helps suppliers quickly respond to new demand patterns. Most of Tata’s existing dealer network for its four car brands (Indica, Indigo, Sumo, and Safari) are selling the Nano also. 
Tata’s technology collaboration efforts could boost India’s auto ancillary parts manufacturers as other vehicle manufacturers similarly link their production and demand management systems with dealer networks. With this Tata was able to seamlessly integrate its supply chain with dealers because it did not have the baggage of legacy IT systems. Instead, it leveraged its Enterprise Resource Planning (ERP) system to mesh with supply-chain systems. 
 And instead of requiring dealers to buy assorted software to run their systems, Tata has equipped them with hosted applications they can access online, which lowers costs and enhances customization.  
 Tata Motors realizes the value of real-time dealer inputs in production planning . Supply chain technologies tend to work best when integrated with ERP systems, which will already have aggregated some of the data needed for the most informed decision making. 

7. WIKIS (TECHNOLOGY TOOL) 

A wiki is a website that uses wiki software, allowing the easy creation and editing of any number of interlinked Web pages, using a simplified markup language . 
Wiki is a piece of server software that allows users to freely create and edit Web page content using any Web browser. Wiki supports hyperlinks and has a simple text syntax for creating new pages and crosslinks between internal pages on the fly. 
Wikis are often used to create collaborative websites, to power community websites, and for note taking. The collaborative encyclopedia Wikipedia is one of the best-known wikis. Wikis are used in business to provide intranet and knowledge management systems. Ward Cunningham, the developer of the first wiki software, WikiWikiWeb, originally described it as "the simplest online database that could possibly work." 

Many wiki communities are private, particularly within enterprises. They are often used as internal documentation for in-house systems and applications. 

8. CONCLUSION AND FINDINGS 

Tacit interactions are complex interactions which involves negotiations and conversations, knowledge, judgment, and ad hoc collaboration. In the future there will be shift from “command-and-control” management to “coordinate-and-cultivate”. Technology and organizational strategies are inextricably conjoined in this new world of performance improvement. To work easily, flexibly, and well together, E-business services are based on shared organizing principles. Indian companies have adopted e business tools which has influenced entrepreneurial characteristics. Technology tools that promote tacit interactions, such as wikis, virtual team 
environments, and videoconferencing, may become no less ubiquitous than 
computers are now. 
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