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12-4 How do different decision-
making constituencies in an
organization use business
intelligence, and what is the role of
information systems in helping
people working in a group make
decisions more efficiently?

Earlier in this text and in this chapter, we described the different information
constituencies in business firms—from senior managers to middle managers,
analysts, and operational employees. This also holds true for BI and BA
systems (see Figure 12.4). More than 80 percent of the audience for BI consists
of casual users who rely largely on production reports. Senior executives tend
to use BI to monitor firm activities using visual interfaces like dashboards and
scorecards. Middle managers and analysts are much more likely to be
immersed in the data and software, entering queries and slicing and dicing the

data along different dimensions. Operational employees will, along with
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data along different dimensions. Operational employees will, along with

customers and suppliers, be looking mostly at prepackaged reports.

Figure 12.4

Business Intelligence Users

Power Users: Casual Users:
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Casual users are consumers of Bl output, while intense power users are the producers of reports,
new analyses, models, and forecasts.
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Decision Support for Operational and Middle
Management

Operational and middle management are generally charged with monitoring
the performance of key aspects of the business, ranging from the downtime of
‘machines on a factory floor to the daily or even hourly sales at franchise food
stores to the daily traffic at a company’s website. Most of the decisions these
managers make are fairly structured. Management information systems (MIS),
which we introduced in Chapter 2, are typically used by middle managers to
support this type of decision making. Increasingly, middle managers receive
these reports online and are able to interactively query the data to find out why
events are happening. Managers at this level often turn to exception reports,
which highlight only exceptional conditions, such as when the sales quotas for
a specific territory fall below an anticipated level or employees have exceeded
their spending limits in a dental care plan. Table 12.6 provides some examples

of MIS for business intelligence.
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Figure 12.7
The Balanced Scorecard Framework

In the balanced scorecard framework, the firm's strategic objectives are operationalized along
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