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ABSTRACT

Effective decision-making within and across organizations is of strategic
importance as the global business environment becomes more complex.
Business processes and their related computer based information systems
(CBIS) must support integrated decision-making. While decision support
systems (DSS), executive information systems (EIS), and knowledge-based
systems (KBS) have been independently used to support problem solving
and decision making activities, they are still not widely implemented and
accepted by a broad spectrum of organizations. Identifying the reasons for
the lack of widespread use, as well as integration of these technologies
would enable organizations to better design and implement these support
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systems. Using 41 narratives, we have compared decision-making support
systems (DMSS) resistance factors with those of other CBIS to better
understand these factors and their impact on DMSS implementation.

INTRODUCTION

Mata, Fuerst and Barney (1995) suggest that for aresource or capability to
confer sustained strategic advantage, it must be valuable, unevenly distributed
andinimitable. Theseconditionsapply toafirm’sdecision-making competence
and competence in implementing the computer based information systems
(CBIS) on which effective decision-making depends. Hence, we consider
decision-making and CBI Simplementation competence ascompetitive capabili-
ties. Minimizing CBISimplementation resistance can provide sustained strategic
advantage for afirm, as can better decision making based on decision making
support systems (DM SS), which comprise more basic CBIS.

DMSS are especially strategic in today’s complex business environment
where heightened global competition pushes firms to diversify their product
offeringsinto product marketswith which they havelittle experience, and at the
sametime, to competeon cost, quality, reliability and responsivenessdimensions.
M anaging thecomplexity inherent in opti mizing multiple product linesonmultiple
performance dimensions across multiple organizations in the supply chain has
heightened the organizational need for competence and timeliness in decision-
making. DM SS present opportunities to streamline and integrate key decision
processesregarding activitiesdistributed within and acrossafirm’ sboundaries.
Decision processesinclude problemidentification, theproposal and eval uation of
solution alternatives, and the sel ection and i mpl ementation of the solution (Simon,
1960).

Improved decision-making is predicated on I T-supported collection, ma-
ni pul ation and di ssemination of dataand information. Better businessdecisions
presumably result from the use of DMSS, to the extent that the information on
whichthey’ re based isaccurate, complete, flexible, relevant, simple, verifiable,
accessible, secure, reliable, timely, and economical (Stair & Reynolds, 2001).

Traditionally, the decision-making role was supported by decision support
systems (DSS). Other systems such as executive information systems (EIS),
executive support systems (ESS), expert systems (ES), data mining systems
(DM), knowledge management systems (KMS), etc. have also facilitated
decision making by creating and managing knowl edge bases, throughinformation
aggregation, dataanalysisand the presentation of informationin easily navigable
and usable formats. These systems are becoming increasingly integrated to
facilitate all stagesof problems solving, enabling decision-making acrossfunc-
tions and across firms. It has therefore become important to study the role of
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