
DOI: 10.4018/IJBIR.2020010102

International Journal of Business Intelligence Research
Volume 11 • Issue 1 • January-June 2020


Copyright©2020,IGIGlobal.CopyingordistributinginprintorelectronicformswithoutwrittenpermissionofIGIGlobalisprohibited.



22

Trust, Organizational Decision-
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ABSTRACT

Theuseofdataanalyticsofallkindsismakinginroadsintoalmostallindustries.Therearemany
studiesthatexploretheusefulnessandorganizationalbenefitsof thesetools.However, therehas
beenrelativelylittleattentionpaidtotheotherissuesthataccompanytheimplementationofthese
tools,namelytheleveloftrustfeltbytheconsumersoftheinformationproductsofthesetoolsand
thechangesindecision-makingcausedbytheintroductionofdataanalytics.Itisimportantthatthe
leveloftrustthesedecision-makershaveintheiranalyticstoolsbeunderstoodasthatwillhavegreat
impactonhowthesetoolswillbeusedandhowthefirmwillusethemtobuildvalue.Thisstudy
examinestheleveloftrustorganizationshaveintheiranalyticstoolsandhowthesetoolshavechanged
theirdecision-makingprocesses.Thisstudywilladdtothebroadunderstandingofhowandwhere
dataanalyticstoolsfitintothedata-drivenorganization.
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INTRODUCTION

Theuseofsomeformofdataanalyticshasbecomecommonplaceinagrowinglistofindustries
aroundtheworld.Whilethemannerofapplication,thespecifictoolused,andtheverydefinitionof
dataanalyticsvarieswidelyacrossfirms,industries,andcountries,thereareafewcommonthemes
thatdeserveinvestigation.Withinsometoleranceforindividualinterpretation,theunderlyingreason
foremployingthesetoolsistohelptheorganizationmakebetter,faster,andlessexpensivedecisions
(Davenport,2013).However,eventhoughthesedecisionsaresupportedbysophisticatedtechnology,
theunderlyingcoreingredientsofdecision-makingmuststillbeinplace:suitableinformationand
appropriateknowledge.The informationbeingmadeavailablebyanalytics tools is increasing in
sophistication, relevance, and depth very rapidly. Likewise, the knowledge to make decisions is
becomingmoreabundantinboththehumandecision-makersand,inanincreasingnumberofcases,
inthesoftwarebeingimplementedtotakeoverthedecision-makingtask.Disruptivechangessuch
asthesewilllikelybemetwithconcomitantorganizationalreactions,anditisthesereactionsthat
thispaperseekstounderstand.

Oneofthemostimportant,butsomewhatunderstudied,characteristicsoftheinformationused
bydecision-makersisthatitbetrusted(Sӧllner,Hoffman,&Leimeister,2016;Bruneel,Spithoven,
&Clarysse,2017).Trustcanbedefinedas“thesubjectiveexpressionofoneactor’sexpectations
regardingthebehaviorofanotheractor”(Baba,1999).Theevaluationofinformationasatrustee
(withtheorganizationastrustor)mightrefertoitsaccuracy,itsvalidity,itsprovenance,oranyother

Thisarticle,originallypublishedunderIGIGlobal’scopyrightonDecember13,2019willproceedwithpublicationasanOpenAccess
articlestartingonJanuary14,2021inthegoldOpenAccessjournal,InternationalJournalofBusinessIntelligenceResearch(converted
togoldOpenAccessJanuary1,2021),andwillbedistributedunderthetermsoftheCreativeCommonsAttributionLicense(http://cre-

ativecommons.org/licenses/by/4.0/)whichpermitsunrestricteduse,distribution,andproductioninanymedium,providedtheauthorofthe
originalworkandoriginalpublicationsourceareproperlycredited.



International Journal of Business Intelligence Research
Volume 11 • Issue 1 • January-June 2020

23

aspectoftheinformationoritscreationthataninformationconsumermightfindimportant.Upuntil
therecentpast,informationwasprovidedthrougharelativelyeasytounderstandprocessthatwas,
ifnotcompletelytransparent,understandabletothetypicalmanagerordecision-maker.Thisbasic
understandingofhowthedatawerecollected,processedintoinformation,andpresentedforuseis
whatenabledtheinformationconsumerstotrustthedataenoughtouseinmakingdecisions.However,
theincreasinguseofexternallysourceddata,remoteorcontractinformationsystems(IS)support,
andotherfactorsthatmuddytheprovenanceoftheinformationhasservedtoreducethetrustplaced
intheinformationavailable.Theintroductionoftoolslikepredictiveandprescriptiveanalyticsand
theproliferationofdataanalystswhocreatethemodelshavecreatedevenmoredistancebetween
theinformationanditsuser.Thisstudyexplorestheimpactthischanginginformationenvironment
hasonthetrustthatmanagersplaceintheinformationtheyconsume.

Justasthereisnosingledefinitionofdataanalytics,thereisnosingledefinitionofadataanalytics
tool.Inthisstudy,theconceptofadataanalyticstoolisnecessarilybroadbecausethevarietyofdata
analyticstoolsusedbythefirmsinthisstudyisverybroad.Someareusingveryadvancedprescriptive
decision-supportanddecision-makingtools,asinthecaseofthefinancialservicesfirm,andsome
areusingonlyentry-leveldatavisualizationtools,suchastheuniversity.And,someareusingabroad
mixoftoolsacrosstheanalyticsspectrum,suchastheinsurancefirmandhealthcareorganization.
Therefore,theterm“dataanalyticstools”willbeusedtorepresentthespectrumoftoolsinuseat
aspecificorganization.Itwillbelefttofurtherresearchtomakeananalysisoftheissueoftrustin
termsofspecificclassesofanalyticstools.

Some authors consider trusted information to be an essential input to the decision-making
process(Browne,1993).Assuch,theleveloftrustgiventoanalytics-derivedinformationleadsinto
thesecondgoalofthisresearch,todetermineiftheimplementationofanalyticstoolshaschanged
themannerinwhichorganizationsmakedecisions.Thisisverybroad,sincetheconceptofchanges
inthedecision-makingprocessesmightincludetheactualanalysesperformed,thelocationinthe
organizationinwhichthedecisionsaremade,oreventhetypeofdecisionbeingaddressed.Infact,it
couldencompassacombinationofallthreecharacteristics,ormore.Asthisisanexploratorystudy,
partoftheresultswillbetodeterminewhichofthesedecision-makingcharacteristicsareaffected
byanalyticsandinwhatmanner.

LITERATURE REVIEw

Thereisalargebodyofliteraturesurroundingboththeissueoftrust(Pirson,Martin,&Parmar,
2017;Huang&Wilkinson,2013)andhowtrustrelatestotheuseofinformation(Ebrahim-Khanjari,
Hopp,&Iravani,2012;Denize&Young,2007).Thisliteraturereviewwillfocusonthelatterin
thefirstsubsectionasthatisamorerelevanttopic.Likewise,thereexistsaverylargebodyofwork
surroundingtheact,andart,ofmakingdecisions,andasomewhatsmallerbodysurroundingthe
partplayedbyanalytical tools inmakingdecisions(Verhoef,Kooge,&Walk,2016;Hardoon&
Shmeuli,2013).Thesecondsubsectionwillfocusontheroleofanalyticsinmakingdecisionsasa
morefruitfulpathtowardlocatingthepresentstudy.

Trust and Information
Theliteraturedescribingthelinkagebetweentrustandinformationfallsintoafewcategories.Sacha
etal(2016)suggestthatthetrustplacedinthedatabeingprovidedbyaninformationsystemisa
factorofthetypeofuserconsumingtheinformation.Whereasasubjectmatterexpertmightaccept
arelativelylargeamountofvariationandunexpectedresultsfromananalysis,noviceusersaremore
likelytobethrownoffbyunexpectedactivitieswithinthesystem,thusdamagingwhatevertrust
hadalreadybeenbuilt.Muir(1987)pointsoutthatthistrust,oncelost,isverydifficulttorekindle.
Sachaetal(2016)alsodealwiththesituationsinwhichtheuserisawareofuncertaintiesinthe
system.Theexistenceofuncertaintyleadstoareducedleveloftrustbytheuser.Onlywhentheuser
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