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	Chapter 3:

Decision Support Systems Concepts,

Methodologies, and Technologies:

An Overview




Learning Objectives for Chapter 3
1. Understand possible decision support system (DSS) configurations
2. Understand the key differences and similarities between DSS and business intelligence (BI) systems

3. Describe DSS characteristics and capabilities 
4. Understand the essential definition of DSS
5. Understand DSS components and how they integrate

6. Describe the components and structure of each DSS component: the data management subsystem, the model management subsystem, the user-interface (dialog) subsystem, the knowledge-based management subsystem, and the user

7. Explain Internet impacts on DSS and vice versa

8. Explain the unique role of the user in DSS versus management information systems (MIS)

9. Describe DSS hardware and software platforms 

10. Understand important DSS classifications

11. Become familiar with some DSS application areas and applications

12. Understand important, current DSS issues

CHAPTER OVERVIEW

In Chapter 1, we introduced DSS and stressed its role in the solution of complex managerial problems. In Chapter 2, we presented the decision making methodology. In this chapter, we show how DSS superiority is achieved by examining its capabilities, structure, and classifications. 
CHAPTER OUTLINE

3.1 
OPENING VIGNETTE: DECISION SUPPORT SYSTEM CURES FOR HEALTH CARE
A.
Problem
B.
Solution

C.
Results



(
Questions for the Opening Vignette


E.
What we can learn from this vignette

3.2 
DECISION SUPPORT SYSTEM CONFIGURATIONS




(
Section 3.2 Review Questions

3.3 
DECISION SUPPORT SYSTEM DESCRIPTION


A.
A DSS application
(
Application Case 3.1: A Spreadsheet-Based DSS Enables Ammunition Requirements Planning for the Canadian Army



(
Section 3.3 Review Questions

3.4 
DECISION SUPPORT SYSTEM CHARACTERISTICS AND CAPABILITIES




(
Section 3.4 Review Questions

3.5
DECISION SUPPORT SYSTEM CLASSIFICATIONS

A.
The AIS SIGDSS classification for DSS


1.
Communications-driven and group DSS (GSS)


2.
Data-driven DSS


3.
Document-Driven DSS

4.
Knowledge-driven DSS, Data Mining, and Management Expert Systems Applications


5.
Model-Driven DSS


6.
Compound DSS
(
Application Case 3.2: Expertise Transfer System to Train Future Army Personnel
B.
Holsapple and Whinston’s Classification

C.
Alter’s Output Classification

D.
Other DSS Categories


1.
Institutional and Ad Hoc DSS


2.
Personal, Group, and Organizational Support


3.
Individual DSS Versus a Group Support System

E.
Custom-made Systems versus Ready-made Systems



(
Section 3.12 Review Questions
3.6 
COMPONENTS OF DECISION SUPPORT SYSTEMS
A.
The data management subsystem

B.
The model management subsystem

C.
The user interface subsystem

D.
The knowledge-based management subsystem

E.
How the DSS components integrate



(
Section 3.5 Review Questions

3.7 
THE DATA MANAGEMENT SUBSYSTEM

(
Application Case 3.3: Pacific Sunwear Tracks Business Performance 
A.
The database

B.
Data organization

C.
Data extraction

D.
The database management system
(
Technology Insights 3.4: The Capabilities of a Relational DBMS in a DSS
E.
The query facility

F.
The directory

G.
Key database and database management system issues


1.
Data quality


2.
Data integration
(
Technology Insights 3.5: The 10 Essential Ingredients of Data (Information) Quality Management

3.
Scalability


4.
Data security



(
Section 3.6 Review Questions

3.8 
THE MODEL MANAGEMENT SUBSYSTEM

A.
The model base

B.
Model building blocks and routines

C.
Model components for building DSS

D.
Modeling tools

(
Application Case 3.6: SNAP DSS Helps OneNet Make Telecommunications Rate Decisions
E.
The model base management system

F.
The model directory

G.
Model execution, integration and command

(
Technology Insights 3.7: Major Functions of an MBMS



(
Section 3.7 Review Questions

3.9 
THE USER INTERFACE (DIALOG) SUBSYSTEM

A.
Management of the user interface subsystem

B.
The user interface process

C.
DSS user interfaces
D.
DSS developments
(
Technology Insights 3.8: Next Generation of Input Devices



(
Section 3.8 Review Questions

3.10 
THE KNOWLEDGE-BASED MANAGEMENT SUBSYSTEM

(
Application Case 3.9: IAP System’s Intelligent DSS Determines the Success of Overseas Assignments and Learns from the Experience



(
Section 3.10 Review Questions

3.11 
THE DECISION SUPPORT SYSTEM USER



(
Section 3.11 Review Questions

3.12 
DECISION SUPPORT SYSTEM HARDWARE




(
Section 3.12 Review Questions
3.13 A DSS MODELING LANGUAGE: PLANNERS LAB

(
Application Case 3.10: Nonprofits Use Planners Lab as a Decision-Making Tool
A.
Generating Assumptions
B.
Planners Lab Tutorial Example
C.
Summary of Planners Lab Charts

D.
Frequently used planners lab keywords
3.14 
RESOURCES, LINKS, AND THE TERADATA UNIVERSITY NETWORK CONNECTION
A.
Resources and Links


B.
Cases


C.
Miller’s MIS Cases


D.
Periodicals

E.
The Teradata University Connection

Chapter Highlights

Key Terms

Questions for Discussion
Exercises


Teradata University and Other Hands-On Exercises


Team Assignments and Role Playing Projects


Internet Exercises

(
End of Chapter Application Case: Spreadsheet Model-based Decision Support for Inventory Target Setting at Procter & Gamble
(
Questions for the Case
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TEACHING TIPS/ADDITIONAL INFORMATION (  (  (  (  (  (  (  (  
This chapter stands between the high-level DSS overview of Chapter 1 and the greater detail in the chapters that follow. The Chapter 1 material that is amplified here is primarily in Section 1.6. You may want to revisit that section with your students, especially Figure 1.5, when starting on this chapter.

At first glance the relationship between the opening vignette and the chapter content may seem to be a bit loose. Its value is not in introducing the specific DSS component issues that will occupy much of the chapter, but in motivating them. The third and sixth items in the “What we can learn from this vignette” list at the end of Section 3.1 will be the focus here.

The sections of this chapter have a tremendous amount of dense content. Students may despair of mastering it. It can help to point out that most of these sections are condensed versions of chapters yet to come, so the material will be revisited in a relatively leisurely fashion.

You may also find the Application Cases in this chapter especially useful, as they relate the concepts of the text to practical situations the students can “get their hands on.”

Finally, depending on your students’ background, you may find that you have to define some MIS concepts to make this chapter comprehensible. Java is mentioned several times as a tool for developing DSS models, but students may not know what makes Java more useful in this context than any other programming language. This chapter is a natural place for terminology issues to come up because it is the first chapter in the book that goes into technology in any depth. As you read the chapter, you may want to note terms that you feel might confuse your students or leave them in the dark. In some cases (e.g., the list of knowledge components in the first paragraph of Section 3.9) you will be able to say, “Don’t worry about those now; we cover them in Chapters 12 and 13.”

ANSWERS TO END OF SECTION REVIEW QUESTIONS(  (  (  (  (  (  
Section 3.1 Review Questions
1. 
Why would this decision involve senior executives in an organization?
Decision makers in this case were the hospital system’s CFO, the chief nursing executive, unit managers, and the human resources director. These are all senior executives. The Planners Lab model provided the information the decision makers needed to make informed decisions on how to proceed.
2.
What types of decision parameters were used in making this decision?
The model is structured on a biweekly basis in order to incorporate the number of hours worked by core and contingency staff, with a lag of 12 weeks for training new hires. The basic model includes each hospital within the health system, a node for the entire health system, a node for human resource variables, and a node for different adjustments to explain the behavior of new hires. The variables within this model are primarily quantitative and include the following:

• Total hours demanded for 2009 flu season

• Total hours from 2008 flu season

• Total hours from 2008 flu season after new hires

• Gap between hours demanded and actual hours from 2008

• Gap between hours demanded and actual hours from 2008 after new hires

• Total required hires to meet demand

• Total remaining hires to meet demand after new hires
3. 
What other modeling tools could be used for developing a model?

A commonly used modeling tool is Microsoft Excel. 
Because DSS deal with semistructured or unstructured problems, it is often necessary to customize models, using programming tools and languages. Some examples of these are .NET Framework languages, C++, and Java. OLAP software may also be used to work with models in data analysis.

4. 
Besides the parameters considered by the modelers in this case study, what other situations could a staffing projection model include?
Other situations that a staffing projection model could include are:

· The expected types of skills or levels of skill needed depending on the health care emergency
· The availability of overtime hours to cover increased demand
· Periods of low or lower demand

· Use of online recruiting methods

Stduents may have various other answers.

5. Why is this model a good example of a DSS?
There is no consensus on exactly what a DSS is, and no agreement on the standard characteristics and capabilities of DSS. Students will find the answers in Figure 3.5 on p. 77. Most likely, the students will state that this model meets the criteria of a DSS because of the following:
· supports a semistructured problem

· support managers at all levels

· interactive, easy-to-use

· humans control the process

· relatively easy to develop
· effective and efficient

· adaptable and flexible
Section 3.2 Review Questions
1. List and describe the three major components of DSS.

The three major components are: data, models, and user interface.
Data refers to the information needed to make a decision, typically stored in a database, and to how these data are organized and managed by a DBMS.
Models refer to the models used to analyze the data and predict the results of a decision, as well as to the software used to manage the use of the models in a DSS.
User interface refers to the way a manager or knowledge worker can use the system to support his or her decision making needs without having to become an expert in its technology.
2. Explain how subjective data can be utilized in a DSS in light of the situations described in the opening vignette examples.

Students may have trouble with this question because thy might not recognize the answer.  Subjective data can be utilized by using “what-if” scenarios to test the impact of values. 
3. Models play a key role in DSS. Why? Explain how models exist in spreadsheet packages like Excel.

Spreadsheet packages such as Excel include built-in models for common situations, primarily financial. For example, Excel’s model of mortgage payments can tell a potential home buyer what the monthly payments will be for a mortgage of a given principal, term, and interest rate. If this figure is too high the buyer can then find a less expensive home or a larger down payment, cut other expenses to afford it, consider extending payments over a longer term, or perhaps explore other options.


Excel formulas also make it possible for users to create a wide variety of models. For example, a formula might relate a firm’s revenues in year n to marketing expenditures in year n-1 and R&D expenditures in years n-1 and n-2. Using such a financial model could temper management’s inclination to deal with a revenue downturn by cutting these excessively.
Section 3.3 Review Questions
1. Why do people attempt to narrow the definition of DSS?

Broad definitions lead to disagreements as to what actually is a DSS. Narrower definitions are clearer enabling greater focus on common characteristics. Narrow definitions help to identify what is and what is not a DSS.  Students might recognizer that too much precision is not helpful.  
2. Give your own definition of DSS. Compare it to the definitions in question 1.

One definition would be “An information system whose primary purpose is to support knowledge workers making nonstructured decisions in a specific area.” Student definitions will vary.


This definition is closer to the first one, but requires a DSS to have a specific application area. It does not require decisions to be managerial or for problems to be management problems. (One can use these terms more generally than their literal reading suggests. In that case, this difference goes away.)


It allows for a wider range of technologies than the second definition, but would perhaps include systems that those who wrote it deliberately wanted to exclude.

Finally, it explicitly excludes systems that provide some decision support as a by-product of their primary purpose.
Students’ comparisons will differ depending on their answers to those two questions. 

3. Explain how the system described in Application Case 3.1 is a DSS. Use the definitions from questions 1.

The three major components are: data, models, and user interface.
Data refers to the information needed to make a decision, typically stored in a database, and to how these data are organized and managed by a DBMS.
Models refer to the models used to analyze the data and predict the results of a decision, as well as to the software used to manage the use of the models in a DSS.
User interface refers to the way a manager or knowledge worker can use the system to support his or her decision making needs without having to become an expert in its technology.
Section 3.4 Review Questions
1. List the key characteristics and capabilities of DSS.

These are shown in Figure 3.2, and amplified in the text below:

· Support for (mainly) semistructured and unstructured situations, combining human judgment with computerized information.

· Support for all managerial levels, from top executives to line managers.

· Support for individuals and groups.

· Support for interdependent and/or sequential decisions.

· Support all four decision-making phases: intelligence, design, choice, and implementation.

· Support variety of decision-making processes and styles.

· Users can add, delete, combine, change, or rearrange basic elements, or modify them to solve other, similar problems.

· User-friendly interface. (Most new DSS applications use Web-based interfaces.)

· Improves effectiveness of decision making (accuracy, timeliness, quality) rather than its efficiency. 

· Decision maker controls all steps of the decision-making process in solving a problem. 

· End users can develop and modify simple DSS by themselves; larger DSS require IS specialists.

· Models are generally utilized to enable experimenting with different strategies.

· Access to a variety of data sources, formats, and types, including GIS, multimedia, and object oriented.

· Used by an individual decision maker or distributed throughout one or more organizations
2. Describe how providing support to a workgroup is different from providing support to group work. Explain why it is important to differentiate these concepts.

A workgroup often works on separate problems within its area of responsibility. For example, a claim processing workgroup in an insurance company may consist of several people who work on their assigned claims by themselves.


In group work, multiple people cooperate to solve the same problem. Insurance claims processing could be group work if handling a claim required the cooperation of policy analysts, medical experts, vehicle dynamics experts, legal experts, and others.
3. What kinds of DSS can end users develop in spreadsheets?

Simple ones—this reflects both the limitations of the spreadsheet as a DSS development tool and the limitations of the typical end user in developing complex information systems.
4. Why is it so important to include a model in a DSS?

The modeling capability of a DSS, which is what differentiates DSS from other MSS, is needed to enable experimenting with different decisions under different configurations and assumptions.
Section 3.5 Review Questions
1. List the DSS classifications of the AIS SIGDSS.

· Communications-driven and group DSS (GSS)

· Data-driven DSS

· Document-driven DSS

· Knowledge-driven DSS, data mining, and management ES applications

· Model-driven DSS

· Compound DSS, hybrids that combine two or more of these categories
2. Define document-driven DSS.

A document-driven DSS relies on knowledge coding, analysis, search, and retrieval for decision support. This includes all text-based DSS and most KMS. Document-driven DSS have minimal emphasis on mathematical models.
3. List and compare the Holsapple and Whinston classifications to those of the AIS SIGDSS.

The H&W classifications map readily into those of the AIS SIGDSS, as follows:

· H&W text-oriented DSS are the same as AIS SIGDSS document-driven DSS.

· H&W database-oriented DSS are AIS SIGDSS data-driven DSS.

· H&W spreadsheet-oriented DSS are generally another form of AIS model-driven DSS, in which spreadsheet facilities are used to create and manage models. Because packages such as Excel can include a rudimentary DBMS or can readily interface with one, they can handle some properties of an AIS SIGDSS database-oriented DSS, especially manipulation of descriptive knowledge.

· H&W solver-oriented DSS map directly into AIS model-driven DSS.

· H&W rule-oriented DSS include most AIS SIGDSS knowledge-driven DSS, data mining, and management ES applications.

· H&W compound DSS integrates two or more of those cited above and corresponds to the same AIS SIGDSS concept.
4. List the capabilities of institutional DSS and ad hoc DSS.

An institutional DSS is planned and developed to handle a recurring decision. It must have the flexibility to deal with that decision in different manifestations, with different data, over time. Such DSS tend to be used at the managerial control and operational levels.


An ad hoc DSS is developed to handle a one-time problem. Such problems typically appear at the strategic and management control levels. Such a DSS need not have the same degree of flexibility as an institutional DSS to deal with variations in the problem. However, problems that were not expected to recur still often do so, or it turns out that the DSS is applicable to other problems as well. 
5. Define the term ready-made DSS.

A ready-made DSS is a DSS software product designed to be used, with minimal modifications, by several organizations that have comparable decision making needs. Such DSS are often designed for a specific industry (e.g., hospitals) or functional area (e.g., finance).
Section 3.6 Review Questions
1. List the major components of DSS and briefly define each of them.

The major components are: data management, model management, user interface and knowledge base.

· Data management includes a database management system and one or more databases.

· Model management includes models and their management system.

· User interface includes bi-directional human-computer communication and its management.

· Knowledge base includes artificial intelligence enhancements to the other components.

2. Briefly explain how the Web is utilized in each major component of DSS.
Table 3.3 lists these at length in its middle column. To summarize briefly:

· Database management system (DBMS): Data are usually stored on a server accessed via the Web.

· Model base management system (MBMS): Models may be stored externally and accessed via the Web. Models may also be developed to run on application servers, which are also accessed via the Web.

· User interface dialog system: Web browsers provide a familiar, consistent graphical user interface (GUI) structure.

· Knowledge-based management system (KBMS): Many AI methods have been implemented in Web-based systems, making them easy to integrate with other DSS components.
3. How can a knowledge-based component help each of the other DSS components?

A knowledge-based component can help each of the other three components in the ways listed in the right column of the lower part of Table 3.2. These are: 
· Artificial intelligence techniques can assist users in using the other 
components.

· AI methods can assist directly in decision making, for example via symbolic reasoning.

· AI methods can also enable automated decision making for sufficiently structured problems.

· Tools such as expert systems and neural networks can be more accurate than other methods.
4. Describe the basic structure of DSS and its components.
As shown in Figure 3.6:

· The user interface (UI) connects the user to the other system components.

· The knowledge-based subsystem, in addition to being connected to the user via the UI, may also connect to the database management system to obtain the data it needs, to external models, and to an organizational knowledge base.

· The model management subsystem links data management to the models.

· Data management, in addition to the connections to model management and the knowledge-based subsystem already noted, connects to internal and external data sources. 

· Models are controlled by the model management subsystem, may control or be controlled by the knowledge-based subsystem, and communicate with the user via the UI.

· The entire DSS can communicate with other systems and networks if necessary.
Section 3.7 Review Questions
1. Why does a DSS generally include its own database?

Large DSS generally have their own databases for three reasons:

· The DSS may have to integrate data from multiple sources, each of which is a separate database and which cannot be combined directly.

· The best database structure for static data used for analysis, with infrequent but complex queries, may not be suitable for dynamic data used for transaction processing with frequent but simple queries and updates, and vice versa.

· Sharing one database for both uses may lead to performance problems at peak load times. Splitting off part of its user community may be more economical than the hardware upgrades that would otherwise be required. 
2. Describe the similarities and differences among internal, external, and private data.
Similarities: All these types can be in any form—structured record/field files, text files, or multimedia of various types. All can be objective or subjective. All are, or can be, managed by a DBMS subject to appropriate access controls. All can be used to support a wide variety of decisions. And all can be accessed via a Web-like interface, even if they are not accessed over the Web.


Differences: Internal data come from the organization’s own transaction processing systems, whereas external data come from outside it. Internal data are typically accessed over an intranet whereas external data are accessed over the Internet, though the tool(s) used and the user interface may be similar or identical. (Private data is a subset of internal data, subject to access restrictions that go beyond normal corporate data security.)
3. Describe the components of a DBMS: the query facility, the directory, and the data.
· Query facility: Accepts requests for data from other DSS components, determines how those requests can be filled, formulates database accesses to fill them, and returns results to the issuer.

· Directory: The main purpose of the directory, and the data definitions it contains, is to answer questions about the availability of data items, their source, and their meaning. It also contains access rules that control users’ access to certain columns or rows of the database tables.

· Data: These
 are the actual content of the database.
4. What are the major functions (capabilities) of DBMS?

As listed and discussed in this section, its three basic functions are storage, retrieval, and control. The DBMS manages the database to organize, extract/access, modify, delete, and catalogue data.
5. What is extraction?

It is the process of capturing data (often from multiple sources), filtering them, summarizing, condensing and reorganizing the data to load into a DSS database such as a data warehouse.


Some authorities students may consult use the term extraction only for the first of these, referring to the entire process as Extraction, Transformation and Load (ETL). This usage is noted on p. 99.
6. What is the function of a query facility?

In building and using DSS, it is often necessary to access, manipulate, and query data. The query facility performs these tasks. It accepts requests for data from other DSS components, determines how the request can be filled (consulting the data directory if necessary), formulates the detailed requests, and returns the results to the issuer of the request.
7. What is the function of a directory?

It is a catalog of all data in the database. It includes data definitions and other information needed to facilitate and control access to data via the DMBS.

Section 3.8 Review Questions
1. Models are classified as strategic, tactical, or operational. What is the purpose of such a classification? Give an example of each type of model.

The purpose of this classification is to show the importance of the decision and indicate what managerial level is responsible for its execution. Knowing the type of a model also enables people to draw conclusions about its probable structure and user community without knowing more about it.


Strategic models support top management's strategic planning; e.g.,  examination of acquisitions, diversifications, and mergers.


Tactical models support mainly middle management in resource allocation and in control. For example, make-or-buy decisions or devising a major promotion plan.


Operational models support middle managers and supervisors in very short-term decisions; e.g., assessing the probable impact of alternative daily and weekly work schedules.
2. List some of the major functions of an MBMS.

See Boxed Text: Technological Insights 3.6 in Section 3.7, for list. It parallels the database management system in function by providing comparable capabilities to model management.
3. Compare the features and structure of the MBMS to those of the DBMS.

The DBMS includes databases that contain relevant data and is managed by database management software through a data dictionary, supported by query and reporting facilities. Information is taken from both internal and external data sources. 


Correspondingly, the MBMS includes statistical, management science, or other quantitative models that provide the system’s analytical capabilities, and model management to coordinate their use. It contains a model directory that parallels the data directory of the DBMS. Its model execution, integration, and command processing facility corresponds to the query and reporting facilities of the DBMS in that it allows users to access whatever models their requirements call for.
4. Why is model selection for DSS difficult?

Model selection is difficult because it requires expertise to understand the available models, their areas of applicability and their strengths and weaknesses.
5. How can a knowledge component assist in model selection?

A knowledge component can assist in model selection by capturing the knowledge of human experts as to the applicability of different models in different situations, making it available to people having less expertise in this area.
Section 3.9 Review Questions
1. What is the major purpose of a user interface system?

A user interface covers all aspects of the communications between a user and the DSS (or any MSS). Its fundamental purpose is to make it as easy as possible for the user to obtain decision assistance from the DSS.
2. Describe the user interface process.

The term “process” in this context refers to the flow of information (a) from the user to the system and (b) from the system to the user. It is handled by the User Interface Management System (UIMS). The UIMS processes user commands, issued in whatever action language it requires, and passes them on to the data and model management subsystems. In the reverse direction, it presents information from those subsystems to the user. Increasingly, the action language is based on Web or operating system GUI concepts. It may also incorporate natural language processing capabilities.
3. What are the major functions of a UIMS?

See the answer to the above question. Since the major functions of a UIMS must be discussed in describing the user interface process, it would be redundant to assign both.
4. Describe why Web tools are typically used for DSS interfaces.

Web tools are typically used because they have become the standard means for users to connect to many types of software, defining user expectations in this area. They allow users to access both internal (intranet) and external (Internet, extranet) sites, are available for a variety of devices ranging in size from computers down to mobile phones, are platform-independent at the laptop/desktop level (Windows, Mac OS, Linux) and are supported by a wide variety of problem-solving tools.
5. List four new developments in user interfaces.

Voice recognition, gesture interpretation, automated input (e.g., RFID chips, sensor networks), voice output, virtual reality, and others could be listed here. Students may also answer this question with developments that they have read about elsewhere or studied in other courses.
6. List four new developments in DSS, other than user interface developments.

Improved Web tools, parallel processing to improve scalability, better search engines as one manifestation of improved AI, ready-made DSS solutions for specific market segments, increased integration with diverse components such as GIS, and others could be listed here. 
Section 3.10 Review Questions
1. List the various knowledge-based tools that can comprise a knowledge-based management system.

Such a system can include expert systems, neural networks, intelligent agents, fuzzy logic, case-based reasoning, and so on. 


Some instructors may wish to distinguish between the first three items in the list and the last two. Expert systems, neural networks and intelligent agents are software tools. Fuzzy logic and case-based reasoning, by contrast, can be considered useful concepts, which can be incorporated into tools of any type, rather than tools in their own right.


The issue is really one of interpretation of the word tool. If it is taken to mean a software tool, it is appropriate to exclude the last two items. If it is understood more generally, they should be included.
2. What capabilities does the knowledge-based management system provide to DSS either in total or to each component?

The knowledge-based component can either supply required expertise for solving some aspects of the decision problem or provide knowledge to enhance the operation of other DSS components. As an example of the first benefit, an expert system could incorporate rules to help choose the best routing for an aircraft so it arrives at a maintenance base just before its 400-hour service is due, eliminating the need for an expensive, unproductive ferry flight. As an example of the second benefit, an expert system could figure out the best order in which to process database accesses for a complex query.
Section 3.11 Review Questions  

1. List and describe the two broad classes of DSS users.

Managers (or knowledge workers as well), who are charged by the organization with solving the problem the DSS is designed to assist with, and staff specialists, who help them use aspects of a DSS that are beyond their technical capabilities or would require too much of their (more valuable) time. 
2. List and describe the four types of DSS intermediaries.

· Staff assistants have specialized knowledge about management problems and some experience with decision support technology.

· Expert tool users are skilled in the application of one or more types of specialized problem-solving tools. An expert tool user performs tasks that the problem solver does not have the skill or training to perform.

· Business (system) analysts have a general knowledge of the application area, a formal business administration education (not in computer science), and considerable skill in using DSS construction tools. They typically perform tasks that a manager could, in principle, perform himself or herself, freeing up his or her time for more valuable tasks.

· Facilitators (in a GSS) control and coordinate the use of software to support the work of people working in groups. The facilitator is also responsible for the conduct of workgroup sessions.
3. Why are most users typically very hands-on in their DSS usage patterns?

Much of the value of a DSS is in its ability to try out various combinations of parameters and pursue interesting lines of inquiry in detail. This is inherently an interactive process that works better under the direct control of the user. (Instructors should note that this question is not answered directly in the text, so a wide range of answers should be expected. An instructor who assigns it might want to point out that it calls for thinking more than reading.)
Section 3.12 Review Questions

1. Why are DSS hardware and software choices often based on a firm’s existing systems?

Most MSS, including DSS, use standard hardware. They usually do not justify the acquisition of new systems optimized for their needs. New acquisitions are limited to DSS-specific hardware and software, such as storage for a data warehouse or a forecasting software package.
2. List potential PCs and mobile devices that decision makers could use to connect to a DSS.

Any PC, whether it runs Windows, Mac OS or Linux, supports Web browsers and can therefore connect to a Web-based DSS. Mobile devices include laptops using any of the above OS, PDAs (typically running either Windows CE or Palm OS today) and mobile phones. 
3. List the potential hardware options for DSS implementation.

The DSS itself can run on the client system, on a server (general-purpose or specialized application server) or on a mainframe. Complex models are typically run on fast hardware, which excludes most PCs and Web servers, but lightly loaded Web servers can also be used.
4. List the reasons why the Web is utilized for DSS development and deployment.

It is familiar to users, supports the well-known browser interface, is supported by a wide range of software tools, facilitates communication among parts of a DSS housed on different computers, and can be accessed from wherever a user happens to be.
� While the word data is technically a plural noun whose singular is datum, and is so used in this Instructor’s Manual, treating it as singular is increasingly acceptable.





Copyright © 2011 Pearson Education, Inc. Publishing as Prentice Hall
Copyright © 2011 Pearson Education, Inc. Publishing as Prentice Hall
Copyright © 2011 Pearson Education, Inc. Publishing as Prentice Hall

