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1. Introduction 

1.1 Problem Statement 

In every industry, in every part of the world, senior leaders wonder whether they are 

getting full value from the massive amount of information they have within their 

organizations.
1
 New technologies are collecting more data than ever before, yet many 

organizations are not able to use their already existing data sufficiently.
2
 Today’s 

leaders must now be able to respond more cogently and convincingly to inquiries about 

competing on analytics.
3
 As the competitive environment becomes more and more 

complex, company stakeholders demand more and better support to compete in the 

markets.
4
 

 

Business intelligence and analytics (BI&A) is about technologies, systems, practices, 

and applications analyzing business data, converting them into new and better insights 

about business and markets.
5
  

 

It is a topic for research to analyze which success factors determine the success of a 

BI&A system during usage.  

 

The problem in research comprises the lack of sufficient success factors for BI&A for 

decision making. By gathering and explaining success factors for BI&A, research can 

help create an awareness of the different success factors and offer help for companies to 

understand these factors. 

 

The main aim is to derive success factors for BI&A systems for decision making. For 

this purpose success factors from current literature as well as success factors based on 

decision making are collected and distributed into different categories. Furthermore, 

they are explained to have a clear and unequivocal understanding of the success factors.  

                                                 

1
 Cf. Hopkins (2011), p. 21. 

2
 Cf. Ee-Peng Lim, Hsinchun Chen, Guoqing Chen (2013), p. 172. 

3
 Refer to chapter 2.4.    

4
 Refer to chapter 2.4.  

5
 Refer to chapter 2.1 and 2.2 
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1.2 Structure of the paper 

In chapter two the fundamentals of the decision making process will be explained to 

have the relevant understanding for the following chapters of this thesis. For this 

purpose the decision making process is fragmented and put in the point of view of basic 

descriptive decision theory and psychology. Furthermore, the challenges of modern 

decision making will be explained. 

 

In chapter three the fundamentals of BI&A will be explained to have a basic 

understanding about what the term comprises. Then the different types of BI&A 

systems and how they are distinguished will be explained. Then BI&A will be put in 

context with decision making to show how BI&A is used to support it. Lastly the 

problems of BI&A for decision making are shown. 

 

In chapter four the necessary definition of a success factor and the success dimensions 

for the success factors will be listed.  

 

In chapter five the collected success factors are shown. They are divided into different 

categories and explained. 

 

In chapter six a final evaluation will be given over the findings and limitations of this 

work.  

 

1.3 Research approach 

I will get a broad overview of the subject by reading papers of leading journals. Then I 

will check selected conference proceedings with high reputation. Then, after I have 

gained insight into the topic, I will start to distribute the topics in subtopics for further 

clustering.  

 

For the main research I will use the concept of search lists on the keywords “Business 

Intelligence”, “Business Analytics”, “Decision Making” and “Success Factors” using 

these terms and their synonyms. Using that search string with the information systems 

senior basket I will pick the most relevant literature based on the abstract. On this basis 
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I will review the citations of the articles I found in the rough overview to determine 

prior articles that should be considered. After that I will go forward by using Web of 

Science to identify articles citing the key articles I found before and determine which of 

these are relevant for my research.  

 

For the purpose of examining the decision process as a whole I will additionally search 

for non-Information Systems papers regarding this topic as this might unveil additional 

valuable insight. For this purpose I will specifically search in the fields of decision 

theory and psychology using EBSCO Host.  

For my literature review I will use a concept-centric approach using an enhanced 

concept matrix consisting of the concepts BI&A, Success Factor, Decision Making and 

Success Factor. On the other side of the matrix will be “Definition”, “Different types” 

and “BI&A for Decision Making”. Once I have finished reading I will synthesize the 

literature by discussing each identified concept.  

 

I will evaluate the literature regarding content, author and type of publication.  

 

For the success model I will pick an existing one that fits the purpose of this thesis the 

most. Furthermore, if needed it will be further adapted to fit this thesis. 

 

2. Decision Making 

2.1 What is Decision Making? 

Decision making can be defined as a cognitive process resulting in the selection of one 

course of action out of multiple alternative scenarios. The factors affecting decision 

making can be classified into five major categories: 

1. Decision-specific characteristics, 

2. Internal organizational characteristics, 

3. External environmental characteristics,  

4. Decision team's characteristics, and 

5. Decision maker’s characteristics.
6
 

 

                                                 

6
 Nooraie (20012), p. 64 regarding factors 1-4. For factor 5 refer to cognitive simplification process.  
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Decision-specific characteristics are factors as the complexity and recurrence of the 

individual decision. Internal organizational characteristics are the cultural aspects as 

well as the processes and overall internal business environment. The external 

environmental characteristics comprise everything that is outside of the direct control of 

the company. The external environment has an influence as decisions can be made 

because something occurred in the environment or to influence the environment with 

this decision. The decision team’s characteristics are influential because of factors as the 

knowledge that lies within the team as well as political aims.
 7

 The decision maker itself 

is influenced as each individual of the team is influenced by the knowledge and their 

personal aims. Additionally, effects like the cognitive simplification process are more or 

less represented in each individual.  

 

Fig 2-1: The conventional decision making process
8
 

Figure 2-1 shows a conventional decision making process that was designed to be easily 

supported by a business intelligence and analytics system (BI&AS). The process starts 

with the problem recognition. The different possibilities problems can be recognized is 

shown in more detail in chapter 2.2. As soon as the problem is recognized it is defined 

as precise as needed. Then possible alternatives for the decision are generated. Based on 

that the model is developed determining the analysis of the alternatives. Based on the 

analysis one of the alternatives has to be picked and implemented. Based on the 

implementation new decisions probably need to be taken sooner or later.
9
 As it is also 

                                                 

7
 Refer to knowledge success factors in chapter 6. 

8
 Courtney (2001), p. 19. 

9
 Refer chapter 2.2 about opportunity for decisions. 
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can be seen in the figure the decision making process can be seen as a iterative circle 

trying to get from a present state to a desired state and then further enhance what is then 

the present state.  

 

2.2 Types of Decisions 

There can be different kind of opportunities that lead to decisions. They arise from the 

either environment inside the company or come from the outside. Possible opportunities 

are missing, and wrong status of specific elements in the current implementation as well 

threats that have to be measured and in some cases countered.  

 

How decisions should be  made depends on the nature and circumstances of the 

decision. Apart from these four types showing how decisions can arise the management 

activity itself can be either operational or strategic. As shown in figure 2-2 the main 

difference lies within the attributes source, scope, level of aggregation, time horizon, 

currency, required accuracy and frequency of use. This results into completely different 

relevance of information requirements depending on the decision context. 

 

Figure 2-2: Information requirement by level of management activity
10

 

Another possible classification divides decisions into two major categories: routine and 

non-routine decisions.
 11

 
 
This scheme is significant because it distinguishes between 

decisions which must be subject to study and analysis, and decisions which may be 

made using rules and models to guide the decision maker.
 
 

                                                 

10
 Singh, Watson et. al (2002), p. 81. 

11
 Compare paragraph to Franklin (2013), p. 29. 
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Non-routine decisions do not provide a good domain for the application of expertise 

because they do not recur and it is not possible to acquirer experience, which is 

fundamental in order to improve the expertise.
 12

 Non-routine decisions require analysis 

if there is a demand for a high quality result.  

 

Routine decisions do recur and therefore the development of expertise is possible.
 

13
Occasionally the application of expertise can be routinized or programmed, as in the 

case of specifying stocking levels in an inventory system. In other cases the attention of 

the manager is required in every occurrence.
 
Routine decisions have characteristics that 

remain largely the same from one occurrence to another making it possible to develop 

expertise. 

 

2.3 Strategic Decision Making Process 

One of the most important executive activities is to be actively engaged in the strategic 

management process (SMP).
 14

 The SMP is complex, unstructured and requires inputs 

from various stakeholders of the organization as well as relevant information to 

successfully execute it. 
15

 

 

Organizational 
objectives

Strategy 
Formulation

Strategy 
Implementation

Environmental 
Scanning

Strategic Control

 

Figure 2-3: The strategic management process  

                                                 

12
 Compare paragraph to Franklin (2013), p. 29. 

13
 Compare paragraph to Franklin (2013), p. 29. 

14
 Cf. Singh, Watson, Watson (2002), p. 72. 

15
 Cf. Singh, Watson, Watson (2002), p. 72. 
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For strategic decision making the process can be divided into 5 phases: organizational 

objectives, environmental scanning, strategy formulation, strategy implementation, and 

strategic control.
16

  

 

In the first step organizational objectives are defined (see figure 2-3). Organizational 

objectives can be strategic, administrative or operational and form the basis for the 

overall direction for the organization.
17

 Administrative objectives particularize the 

required organizational infrastructure in order to achieve the strategic objectives. 

Operational objectives identify specific work tasks that must be performed. Metrics 

should be developed to measure progress on accomplishing the objectives.
18

 In order to 

obtain the required information, executives rely most heavily on external sources but 

nevertheless internal sources are also used.
19

 

 

The strategic management process continues with the development, evaluation, and 

selection of strategies.
 20

 Alternative strategies are formulated based on matching the 

strengths and weaknesses of the organization with the opportunities and threats facing 

it.  

 

Once strategies are formulated, they must be implemented. Two important activities in 

this phase hinge on the fact that two major activities are important in this case: the 

communication of actions to the different participants of the process and the 

identification of the most suitable persons. 

 

The final phase of the SMP is the formalization and institutionalization of a 

measurement and control process. A well-defined strategic control system can improve 

                                                 

16
 Cf. Singh, Watson, Watson (2002), p. 71. 

17
 Compare paragraph to Singh, Watson, Watson (2002), p. 72. 

18
 Cf. Singh, Watson, Watson (2002), p. 72. 

19
 Cf. Singh, Watson, Watson (2002), p. 73. 

20
 Compare paragraph to Singh, Watson, Watson (2002), p. 73. 
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the probability that the organizational strategies are implemented despite the chaotic, 

unpredictable, and dynamic nature of an organization’s environment.
21

  

 

2.4 Challenge 

The difficulties in the process of decision making increase more and more because the 

viability and success of modern enterprises are subject to the increasing dynamic of the 

economic environment.
 22

 They have to responsively adjust their policies and strategies 

in order to respond to sophistication of competitors, customers and suppliers, 

globalization of business and international competition. It is a significant challenge for 

the enterprise to extract useful and valuable facts from the mass amount of information 

in order to gain competitive advantages.
 
 

 

In addition to that, the nature of information itself has changed, in terms of volume, 

availability and importance.
 23

 The data complexity concerning structure and semantics 

grows with high acceleration. The internet, intranets and groupware systems are the 

main reasons for the strong increase of the volume of available data. Leveraging the 

value of intellectual property, asset and knowledge, which are included in the enormous 

crowd of information, is increasingly important in the competitive market. 

 

Apart from the factors explained in chapter 2.5 there is additionally the problem of 

tunnel vision, which deals with the fact, that a decision maker has a small and restricted 

view to the problem. This represents the major difficulty in problem identification as it 

leads to artificially restricting the search for alternatives.
24

 

 

2.5 Cognitive Simplification Process  

As research in cognitive psychology, behavioral decision theory and strategic decision 

making has shown the decision making process is influenced by several factors.
25

 

                                                 

21
 Cf. Singh, Watson, Watson (2002), S. 73. 

22
 Compare paragraph to Albescu, Pugna, Paraschiv (2008), S. 5. 

23
 Compare paragraph to Albescu, Pugna, Paraschiv (2008), S. 5. 

24
 Cf. Franklin (2013), p. 26. 

25
 Refer to this chapter, 2.1 and 2.2.  
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Among the first two research fields are availability, adjustment, anchoring, prior 

hypothesis and reasoning by analogy. 
26

 

 

Availability 

The chronological order of events influences the way people think about their 

importance.
 27

 Recent events seem to be of higher importance than prior ones which is 

caused by the fact that recent events are easier to remember and the first to recall from 

memory. Judgments and decisions made by executives are likely to be biased because 

they put higher weight on recent experiences. 

 

Adjustment and anchoring 

Typical errors that might occur in strategic decision making are often made by 

executives who rely on past experiences.
 28

 Executives might be prejudiced against new 

ideas and estimate a certain result based on prior experience which are not current and 

meaningful. These anchors in the past can lead to false prediction of the future and 

might let them miss new social trends or technological breakthroughs 

 

Prior hypothesis bias  

People tend to interpret information in a way that makes them fit to their beliefs.
 29

 

Information that does not fit into their belief is manipulated to not contradict it. On the 

other hand evidence for their belief is quickly and easily be found.  

This bias often leads to bad decisions made by individuals ignoring evidences that 

might have prevented them from making that decision. 

 

The passive presentation of information to executives should not be the only ability of 

an effective system dealing with the cognitive nature of human beings. It should rather 

actively engage in the executive’s thinking process and provide flexibility and guidance 

in decision making. 

 

                                                 

26
 Compare paragraph to Chen, Lee (2003), p. 150–151. 

27
 Compare paragraph to Chen, Lee (2003), p. 150–151. 

28
 Compare paragraph to Chen, Lee (2003), p. 150–151. 

29
 Compare paragraph to Chen, Lee (2003), p. 150–151. 
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Reasoning by analogy 

Decisions are often made because of analogy.
 30

 During the process of judgments and 

decision making it is possible, that uncertainty controls the final decision. In this case, 

decision makers often compare new problems with past cases or experiences from 

which useful information, strategies and courses of action can be derived. This process 

can greatly benefit effective decision making. In addition to that it has been shown, that 

reasoning by analogy can also be effective in generating creative solutions to problems. 

However, reasoning by analogy is also problematic. For example, human beings have 

difficulties to retrieve the required past experiences. The associations between existing 

circumstances and past events can be inappropriate and misleading at times. 

Furthermore, strategic decision making involving reasoning by analogy typically 

involves the application of analogies from simpler situations to complex strategic 

problems, which helps reduce the uncertainty perceived in the environment.  

 

Overconfidence 

Overconfidence can be dangerous.
 31

 It indicates that people often misjudge their own 

knowledge and the requirement for additional information. Many business blind spots 

can be attributed to the overconfidence of top management. The causes of 

overconfidence seem closely related to availability, adjustment and anchoring, and prior 

hypothesis biases discussed above. Recent information or information that can easily be 

recalled from memory is often the basis for the decision making process (availability 

bias). When information is abundant, decision makers tend to anchor on prior 

hypothesis or beliefs and seek confirming information (prior hypotheses bias). These 

biases might lead to ignorance towards important information or to overconfidence of 

the decision makers. Furthermore, decision makers have difficulties to consider all 

possible ways that events can unfold. 

 

                                                 

30
 Compare paragraph to Chen, Lee (2003), S. 150–151. 

31
 Compare paragraph to Chen, Lee (2003), S. 150–151. 
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3. BI&A  

3.1 What is BI&A? 

Put in the spotlight by the Gartner Group in 1990s, the term Business Intelligence (BI) 

covers a variety of information technology (IT)-based tools and approaches helping 

organizations facing their challenges upon rising amounts of data from internal and 

external sources. 
32

  

 

Business analytics (BA) will be used in this thesis as the term that represents the 

analytical components in BI. 

 

Despite this entry into BI and BA, it is a contentious issue to find a clear definition of 

what exactly business intelligence and analytics is. As exemplarily shown for the field 

of DSS in chapter 3.2 both terms are nearly context-free expressions. There are many 

acronyms especially for BI that are associated with one another. Concluding many 

various definitions and acronyms can be found for business intelligence in research. 

Each of these highlights different aspects. 

 

As the term BI&A is context-free the same is true for what is seen as BI&A in practice. 

Following is an explanation that comprises one possible understanding of the practical 

usage of BI&A. 

 

 

Figure 3-1: Typical BI&A architecture
33

 

 

                                                 

32
 Cf. Isik, Jones, Sidorova (2011), p. 161. 

33
 Chaudhuri, Dayal, Narasayya (2011), p. 90. 
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As shown in figure 3-1 the basis lies in the data generated from various transaction 

processing systems and other information systems being extracted and stored in the data 

warehouse or data mart. With BI&A tools as data mining, OLAP, DSS analytic), 

information can be extracted from the data warehouse and passed to the users for their 

purpose.
 34

 Usually data is visualized in a way to make it easier and more comfortable 

for the user to get the desired answer. 

 

Initially, reports provided a simple passive overview of current activity and past 

operation.
 35

 Over time BI&A solutions became a more interactive analysis. The part of 

BI&A solutions which enables interactive analysis is called Online Analytical 

Processing (OLAP). OLAP requires the existence of a database and specialists with a 

high level of qualification. Nowadays this function is integrated in BI solutions that 

allow business users to interactively analyze data and identify causes of potential 

problems quick and easy. Queries, reporting and interactive analysis are used to 

understand and evaluate the past while predictive analysis can provide forecast for the 

future. 

 

BI&AS provide the possibility to work with other tools that help business operations. 

Different data warehouses can be adapted into the BI&AS through special interfaces 

making it possible to integrate further data from different systems supporting further 

analysis.
36

 

3.2 Types of BI&A 

BI as well as BA as a term have lived through a historic development. Nowadays there 

is a distribution into a number of different Information Systems (IS) with different 

nomenclature. As already stated in 3.1 it is hard to put strict boundaries between those 

systems as the definitions are not strict and the boundaries blur depending on which 

author the focus is being set. For this work BI&A is used as an umbrella term 

comprising all the IS that are involved in decision making either as a direct support or 

indirect as for example generating the necessary data structure which decisions are 

                                                 

34
 Compare paragraph to Cheng (2012), p. 258.  

35
 Compare paragraph to Popescu (2012), p. 92. 

36
 Cf. Popescu (2012), p. 93. 
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based on. Still the differentiation into systems with different focus is helpful to look at 

in this context as the success factors also depend on the kind of system being used.
37

  

 

Figure 3-2: Evolution of the DSS field
38

 

 

Figure 3-2 shows the evolution of the decision support system (DSS) field over time 

and is one example for the different nomenclature and focus the different BI&AS can 

have. Noticeable is the wide spread that only one term as DSS has, reaching from 

artificial intelligence to social psychology and OLAP.
 39

  

One possible differentiation between DSS and executive information systems (EIS) 

against BIS is that those are more application oriented. BIS with a data-oriented 

approach in combination with data warehousing provide a uniform and integral view on 

data having the center on representing integral data sources for analytical decision 

making. 
40

 

 

                                                 

37
 See final evaluation. 

38
 Arnott, Pervan (2005), p. 69. 

39
 Cf. Arnott, Pervan (2005), p. 69. 

40
 Cf. Popescu (2012), p. 93. 
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Another term that can be found in research is the term management support system 

(MSS). These are “computerized systems that support managers in their day-to-day 

tasks by providing information and decision aids”
 41

. DSS as well as management 

information systems (MIS) and EIS are treated as MSS if they provide management 

support.
42

  

 

As BI and business performance management (BPM) are often used synonymously a 

delamination has to be mentioned here.
 43

 BPM is a business process that involves ”the 

processes, methodologies, metrics and technology used to monitor, measure and 

manage a business”
44

 BI is seen as „business measurement and not business 

performance management“ 
45

. Leaving out the “performance” indicates the missing 

metrics to monitor, measure and change selected business processes under improvement 

process.  

 

3.3 BI&A for Decision Making 

In 2010, BI topped the list of the most important application and technology 

developments in an annual survey of IT executives.
46

 As BI is stated a top priority for 

modern businesses it is natural to ask why it is of such importance and how BI can 

fulfill those expectations. 

As already mentioned there is an increasing amount of data from numerous 

heterogeneous sources being collect by organizations every day. Using BI&AS to 

collect and analyze these massive amount of data can add great value to a business. 

Providing decision makers with precise data to the right time allows them to make 

better decision concluding in putting them ahead of their competitors
47

. The three main 

                                                 

41
 Gelderman (2002), p. 594. 

42
 Cf. Gelderman (2002), p. 594. 

43
 Bogdana, Albescu, Babeanu (2009), p. 1026. 

44
 Bogdana, Albescu, Babeanu (2009), p. 1026. 

45
 Bogdana, Albescu, Babeanu (2009), p. 1026. 

46
 Cf. Luftman, Ben-Zvi (2010), p. 268 

47
 Cf. Isik, Jones, Sidorova (2011), p. 162. 



15 

 

enablers of BI&AS and concluding crucial for the use and success are technology, 

people and organizational culture.
48

  

 

Modern BI&AS are able to support the modern leader to draw up strategies for the 

development of their company to aim and improve their key core competencies.
49

 

 

Another factor that positively catalyzed the growing popularity and cost-benefit 

efficiency is the significant decline in the cost of data acquisition and storage.
 50

 BI&A’s 

data mining capabilities are sought to be able to provide insights on relationships hidden 

in the data that is valuable for the company putting it further ahead in the competition. 

The special aim is to search for insights that are hard to see without the help of a 

suitable tool. 

 

Furthermore, business flexibility and agility often needed in modern markets requires 

continuous monitoring of the business process and support of a BI&AS.
51

 Business 

flexibility and agility require continuous monitoring of the business processes and 

support of an appropriate BI&A environment. An environment that provides 

information sufficiently current to support the requirements for both operational and 

strategic decision making. BI&A technologies and products are evolving in order to 

provide such an environment. One trend is to link business process data to operational 

activity data for a coherent and complete overview on the current business.
52

 

 

BI&A solutions provide organizations the opportunity to make the best decisions in 

order to have a better image of business environment.
 53

 Today, the organizations cannot 

focus on solving problems just at the departmental or functional level in an isolated 

way. An integrated knowledgebase at organizational level enable to improve access to 

                                                 

48
 Cf. Cheng (2012), p. 256. 

49
 Cf. Năstase (2010), p. 458. 

50
 Compare paragraph to Singh, Watson, Watson (2002), p. 71. 

51
 Cf. Bogdana, Albescu, Babeanu (2009), p. 1028. 

52
 Cf. Popescu (2012), p. 88. 

53
 Cf. Popescu (2012), p. 88. 
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everyday decisions. Organizations have to select BI&A tools, easy to use, flexible and 

allow the user to see that parts of the business he is interest in. 

 

As shown in chapter 2.3 one major process executives are facing is the SMP. Using the 

support of a BI&A for all five phases is empirically not of success for three of them.
 54

 

As a result of the study, only organizational objectives and strategy implementation 

should be put in focus of the BI&AS. For the organizational objects a BIS can help by 

delivering the executive with the necessary information needed to set up these goals.   

 

For the strategy implementation the monitoring, delivery of information and 

responsiveness to changing market conditionsof the BI&AS greatly enhances the 

success of this stage. 
55

 

 

Important for a BI&AS to consider is the different stakeholders and different types of 

decisions. As stated in chapter 2.1 and 2.3 decisions can be classified into several 

categories. For each category there are different requirements that have to be fulfilled by 

the BI&AS as well as the importance of the relevant factors differ for each category. 

Therefore it is important to be aware of the different needs and usage in practice. 

However, when taking the needs of routine vs. non-routine and operational vs. strategic 

into consideration it is clear that they are not contradicting each other. Concluding it is 

possible to fulfill the needs of all end-users with the BI&A system. Yet, it is another 

question if it is worthwhile to fulfill all the needs of all end-users and not focus on one 

group more specific.  

 

  

3.4 BI&A for Decision Making limitations 

There are several occasions where BI&A hits the limit of what is possible with an IT 

system nowadays.  

 

                                                 

54
 Cf. Singh, Watson, Watson (2002), p. 72. 

55
 Cf. Singh, Watson, Watson (2002), p. 72. 
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Every so often it comes to the point that the decision that needs to be made is depending 

on an environment that is highly dynamic or unstable.
56

 Thus it is hard for modern 

BI&A systems to compensate this in their calculations. Still the system might be of help 

for the decision maker as a basis or to gather additional information the decision maker 

seems to be important to make the decision but still the support of the BI&AS is very 

limited in these situations.  

 

Another factor is another one about the decision environment the decision is held in.
 57

 

In some cases, especially when it comes to decisions that are highly influenced by 

psychological or behavioral variables it is impossible to generate a sufficient decision 

environment. The causal relations, human psychology and behavior is far too complex 

to be taken into consideration in any good quality. Despite this fact of a simple lack of 

understanding and knowledge on these variables there are no measurable variables that 

can be used to bring those factors into the decisions. It might be possible to create proxy 

variables that are used as indicators trying to comprise what is too complex to calculate 

but the quality of these is disputable.  

 

A third factor is computational complexity.
58

 Despite the potential power of modern 

BI&AS there are problems that remain too large to be calculated. Either the problem 

itself is too large or required decision interval is too short for the BI&A. When 

considering Moore’s Law this might be solved in the more or less distant future but for 

now this comprises a boundary that is insuperable in some cases.  

 

4. Success Factors 

4.1 What is a Success Factor? 

For this thesis a success factor is defined as a factor that can be aimed to achieve or 

improve to positively influence one or more of the success dimensions in the given 

context. This influence can be of a direct or indirect character. In this thesis there will be 

                                                 

56
 Cf. Franklin (2013), S. 31. 

57
 Cf. Franklin (2013), S. 31. 

58
 Cf. Franklin (2013), S. 31. 
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no distinction between the term critical success factors and success factors as there is no 

ranking between the success factors derived.  

 

4.2 Success Model 

Finding and measuring the success of a BI&AS is a tough problem in practice as it is for 

any IS due to the paradigm of the uncertainty in how far IT contributes to the success of 

a company.  

 

 

Figure 4-1: Success Model
59

 

 

For this thesis the BI&A success model of Popovič et al. 2012 is used. This model 

identifies 5 factors directly or indirectly determining the success of a BI&AS. Its main 

point is that success is determined by capturing the value of information along the 

information value chain. If organizations want information to contribute to their success 

it must be used within business processes to improve decision making, process 

execution or ultimately to fulfill consumer needs. BI&A maturity refers to “the state of 

being fully developed and a maturity stage refers to a succession of changes that affect 

an entity”. In other words it is determined by the integration of large amounts of data 

from heterogeneous sources within the BI&A and the provision of analytical 

capabilities. Consequently when BI&A maturity raises the IQ, especially the 
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19 

 

information content quality, is positively affected.
60

 A BI&A contributes to improved 

information quality (IQ) split up in information content quality (information relevance) 

and information access quality (features related to information access). The final factor 

that is the only direct factor for success is the use of information in business processes. 

This factor is determined by the IQ in context of the analytical decision making 

culture.
61

  

As “Use of Information in Business Processes” is too abstract for practical purposes, 7 

direct success factors are provided.
62

 Each success factor shown in chapter 5 is 

positively affecting at least one of these factors in a direct or indirect way.  

 

“The available information within our organization's business processes … 

UI1 … exposes the problematic aspects of current business processes and makes 

stakeholders aware of them. 

UI4 The information reduces uncertainty in the decision-making process, enhances 

confidence and improves operational effectiveness. 

UI5 The information enables us to rapidly react to business events and perform 

proactive business planning. 

UI6 We are using the information provided to make changes to corporate strategies and 

plans. 

 Through managing the organization's information, we are … 

UI7 … adding value to the services delivered to customers. 

UI8 … reducing risks in the business.  

UI9 … reducing the costs of business processes and service delivery.”
63

 

 

In order to give a complete view about how to maximize the use of information business 

processes when not only decision making is in focus the remaining factors are listed 

here as well:  

                                                 

60
 Popovič et al. (2012), p. 731.  

61
 For further information about how decision making culture affects the use of information refer to the 

culture factors in chapter 5.  

62
 These factors were derived by Hackney and are reduced here to fit the smaller context of this paper.  

63
 Popovič et al. (2012), p. 734.  
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“UI2 … provides a valuable input for assessing business processes against standards, 

for continuous process improvement programs, and for business process change 

projects. 

UI3 … stimulates innovation in internal business processes and external service 

delivery. 

UI6 We are using the information provided to modify existing KPIs and analyze newer 

KPIs. 

 Through managing the organization's information, we are … 

UI7 … adding value to the services delivered to customers.  

UI9 … reducing the costs of business processes and service delivery.”
64

 

 

 

5. Success Factors for BI&A for decision making 

5.1 Overview 

 

 

Fig. 5-1: Overview 

 

As already Popovič et al. (2012) found out, the three main enablers of BI&A and 

concluding crucial for the success of the BI&AS are technology, people and 

organizational culture.
65

 This thesis is supported here since as a result of gathering and 

clustering the success factors these three main category emerged.  
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Human factors are factors that deal with human behavior and knowledge. They mainly 

describe how people in the organization should deal with knowledge about the BI&AS 

and how human psychology is effecting the success of the BI&AS in a direct or indirect 

way.  

 

Overall, the proper understanding of the BI&AS of all relevant participants in the 

company is one key issue here. As more knowledge is created and transferred within the 

artificial boundaries within a company the effective use as well as proper understanding 

of what BI&A can do and what it cannot is leveraging the success.  

 

As shown in chapter 2.5 the cognitive simplification process is helpful to look at when 

it comes to the question of how decision makers have to be supported in a correct way 

to diminish the imperfect human nature as well as helping them making the best out of 

the positive factors of the cognitive simplification process.  

 

The technical factors are factors that are directly related to the technical framework, 

quality and maturity. These factors can mostly also be used as success factors for the 

implementation of a BI&AS nevertheless are important to obtain or maintain during 

usage.
66

  

 

The realized use of information in business processes is dependent on the Information 

Quality which is influenced by not only the methods used to obtain and restrain the data 

and present it to the user but having also a good integration of different data sources. 

One important delimitation to mention is that information access quality in comparison 

to the information content quality is not as far as relevant. The factor of a flexible 

framework which has the strongest background from the implementation and pick of the 

BI&AS is relevant when it comes to change management and living the process within 

the company.  

 

The last category comprises organizational factors. As BI&A systems are having a high 

impact on organizational level it must be steered by management to not face 
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insurmountable resistance in many layers of the company. Management support 

especially from top management can be seen critical here but resistance from lower 

hierarchies can be negatively influencing the success.  

 

Communication plays a role here finding and diminishing possible resistance as well as 

accelerating the knowledge transfer within and outside the company. For the idea of the 

BI&AS to be one big system comprising much of the knowledge and decision power it 

accelerates diminishing the boundaries between the horizontal and vertical sections 

within the company.  

 

Quality governance as a process to be introduced for BI&AS if not already existing is a 

pure indirect factor influencing the perpetuation and improvement in quality leveraging 

the decision quality at the end.  

 

Cultural aspects are further indirect and direct factors influencing the success. A BI&AS 

can propose the best and powerful solutions to the decision maker but still it depends on 

the user to use this information the right way. It may be true that intuition is helpful in a 

decision making context, still the risk of factors as example overconfidence is there. The 

other dimension is the collaborative culture in the company. This is nearly 

superimposable with the factors of communication but can be controlled in different 

matters.  

  

As already stated at some points here there is a high amount of interdependencies 

between the subcategories of each category. Analyzing all interdependencies would 

have been gone too far for this first line up of success factors but some are used to 

explain the impact of a success factor more clearly.  

 

Although many of the factors are applicable for the implementation project of a BI&A 

the focus of this success factors lies within the use of the BI&AS for decision making. 

There have been many studies about success factors for IT projects and further analysis 

of failures. Although there may be specific BI&AS implementation project success 

factors these are not in the focus of the here listed success factors. Many factors, 

especially the technical and organizational ones can or must often be handled in the 
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implementation phase but still they have to be obtained or enhanced to improve the 

success of the BI&AS.  

5.2 Human Factors 

Knowledge 

Success Factor (SF) Source(s) 

Proper understanding of IT Empiric: Teo, Ang 1999; Poon, Wagner 2001  

Various: Hartono, Santhanam et al. 2007  

Existence of business 

champion 

Empiric: Poon, Wagner 2001 

IS management proper 

understanding of business 

Empiric: Teo, Ang 1999; Rainer, Watson 1995 

Training for end-users Various: Hartono, Santhanam et al. 2007  

Empiric: Bajwa, Rai et al. 1998; Hejazi, Yazdanpanah et 

al. 2011; Woodside 2011 

Right BI team Empiric: Rainer, Watson 1995; Poon, Wagner 2001;  

Yeoh, Koronius, Gao 2008 

Tab. 5-1: Knowledge 

 

Proper understanding of IT 

In order to use the BI&A at the full potential users have to become experts in their field. 

Additionally, it is important to have business domain experts, especially for such 

activities as data standardization, requirement engineering, data quality analysis, and 

testing. 
67

 

 

Seeing it from a top management point of view it is important that they are 

knowledgeable of IT to be able to objectively evaluate proposals for purchase or 

upgrade of hardware and software. Also, this positively influences the ability to 

evaluate payoffs from further investments in the existing or a new BI&AS having more 

realistic expectations of the outcome of this investment. Every so often IT is seen as 

panacea for all organizational problems, but it’s not. 
68
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Existence of a Business Champion 

A business champion is someone who “understands the business and the technology and 

is able to translate the business requirements into a (high-level) BI architecture for the 

system”
 69 

. The existence of at least one of these champions is critical for 

implementation success but also during the lifecycle of an active BIS. The champion 

can foresee the organizational challenges and is able to change the course accordingly. 

Additionally, this business-centric champion is viewing the BIS primarily in a strategic 

and organizational perspective which is of more success than over-focusing on technical 

aspects.
70

 

 

IS Management is knowledgeable about Business  

The extent of IT deployment in business strategies, value chain actives as well as 

aligning business and IS planning is highly influenced by the business competence of 

the IS executive. Business competence includes business knowledge based on internal 

knowledge as business strategies and processes as well as environmental knowledge 

about strengths, weaknesses and potential actions of competitors. Concluding it is 

important for IS management to not only focus on the technical aspects of the BI&AS 

but on how to exploit IT strategically for their decision making. The main focus here 

should be laid on strategic objectives and implementation.
71

 Additionally, this affects 

the reputation of the IS to be more business-focused which may conclude in a higher 

acceptance and support of top management. 
72

 

 

 

 

Training for End-users 
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Training general BI&A concepts as well as the proper use of the specific used BI&A is 

important to generate basic knowledge that might be lacking from an IT point of view, 

inexperience of the user with BI&A in general or with the specific BI&AS. Training 

should include process changes, overall flow of information, standards and policies that 

can be followed to optimize the use of the BI&AS. New users should be required to take 

established training and existing users on an annual basis and directed to the training 

materials as questions arise.
73

 

 

Right BI Team 

Having the right composition and skill set of a BI&A team does have a major influence 

on the implementation success of a BI&AS. However, this is true for live use as well. 

The team should be cross-functional and composed of personnel with technical 

expertise and others with strong business background. This is important as a BIS is a 

business-driven IT system providing support for managerial decisions. Therefore a 

suitable mix of IT expertise for the technical aspects and business expertise for 

reporting and analysis aspects is important.
74

 Furthermore, the BI&A team must include 

business domain experts, especially for such activities as data standardization, 

requirement engineering, data quality analysis, and testing. 
75

 

 

Individual Motivation 

SF Source(s) 

Management of resistance Empiric: Rainer, Watson 1995; Poon, Wagner 2001 

Individual motivation Empiric: Rainer, Watson 1995; Hejazi, Yazdanpanah et 

al. 2011 

Various: Hartono, Santhanam et al. 2007  

 

Individual satisfaction Empiric: Rainer, Watson 1995; Hartono, Santhanam et 

al. 2007; Hejazi, Yazdanpanah et al. 2011 

Various: Hartono, Santhanam et al. 2007 

Tab. 5-2: Individual motivation 
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Management of Resistance 

Resistance can be executed in several ways. Individuals can refuse to communicate or 

align with the collaborative culture making a company-wide BI&A approach harder to 

obtain.
 76

  

 

One possible reason for resistance is the lack of interest of individuals working on an 

organizational level giving up their power and revealing the performance open for 

everyone with access to the system.
 77

 Other issues can occur because of political power 

fights as internal problems are exposed and presented.  

 

Individual Motivation  

Individual motivation can be considered as an intuitive success factor. If the individual 

decision maker is not motivated in using the BI&AS it is clear that the BI&AS has 

nearly no influence on the decision making of this individual.  Hence he will either get 

back to the methods used before or may try some form of resistance. 

 

Individual Satisfaction 

Individual satisfaction is an indirect success factor that positively influences the 

analytical decision making culture. As this factor highly depends on the given 

organization this success factor has to be always critical. Nevertheless empirical studies 

stated these to be success factors of BI&A.
78

  

 

 

Psychological Cognitive Factors 

SF Source(s) 
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Support introspective Theoretical: Chen, Lee 2003  

Support retrospective Theoretical: Chen, Lee 2003 

Support prospective Theoretical: Chen, Lee 2003 

Tab. 5-3: Psychological factors 

 

Based on chapter 2.5 about the cognitive simplification process three additional success 

factors can be derived. It must be said that those could be aligned as well under the 

BI&A maturity factors but it is important to create the awareness of these factors on 

their own. Analytical methods can be supplied to support the retrospective, introspective 

and prospective but there might be other approaches supporting these factors. For 

example it could be helpful for individuals to create an individual visualization of their 

best working processes helping them remember these when it comes to other processes 

or projects. Furthermore, individuals can ask their selves in how far they depend and 

use the different dimensions of support that can be obtained from the BI&AS as well as 

from other sources in the company in their decision making. It may be just needed to 

create the awareness to trigger a self-evaluating thinking process.  

 

Support Retrospective  

In order to reduce availability bias, imperfect memory and aid analogical case creative 

thinking a case memory functionality can be the one to choose.
 79

 Bringing up older 

cases with sufficient support of the BI&AS can enhance the information content quality 

the decision maker can use for the basis of his decision.  

  

Support Introspective 

Having a look at the introspective and reflect on and examine the assumptions and 

belief system grants possible aid to surface and examine explicit and implicit 

assumptions, overcome blind spots and increase self-assurance.
 80

 A method that can be 

provided by the BI&A is cognitive mapping.
 
 

  

Support Prospective 
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When trying to envision future state of business environments and understand possible 

consequences of decisions a BI&A systems’ capability to provide these by scenario 

building possibly reduces overconfidence, anchoring effects, availability bias and 

change the frame of reference.
 81

 

 

5.3 Technical Factors 

Flexible Framework 

SF Source(s) 

Customization Empiric: Rainer, Watson 1995; Poon, Wagner 2001 

Delphi Yeoh 2008; Hejazi, Yazdanpanah et al. 2011; 

Woodside, Joseph 2011 

Tab. 5-4: Flexible framework 

 

Customization 

As the business environment changes the requirements for IT systems change. No 

matter how good the initial quality of a BI&A is for the current business environment it 

was built for it is essential that it can respond or is at least flexible enough to align with 

the changes accelerating the company’s reaction to market and business changes.
 82

 

Important to note is the knowledge that is needed after and before these customizations. 

Depending on the severity of the customization users must be aware of how to use the 

system properly after it has been customized. As the technical framework that is 

essential for the ability of the BI&S to be customized is picked before the 

implementation stage there is not as much that can be done to change this without 

enormous costs. However it is possible to expand the BI&S with additional software if 

needed. This may work as a work-around helping to aid a possible inflexible framework 

when it seems to be too late. 
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BI&A maturity 

SF Source(s) 

Information quality Empiric: Singh, Watson et al. 2002 Emp. Popovic, 

Hackney et al. 2012; Poon, Wagner 2001; Yeoh, 

Koronius, Gao 2008; Hejazi, Yazdanpanah et al. 2011 

 

Analytical capability Empiric: Rainer, Watson 1995; Popovic, Hackney et al. 

2012; Hejazi, Yazdanpanah et al. 2011 

Theoretical: Popescu 2012 

Tab. 5-5: BI&A maturity 

BI&A Maturity 

Data integration and Analytical capabilities are two significant dimensions of BI&A 

maturity. For organizations striving to reach higher levels of BI&A maturity it is 

necessary that they first solve data integration issues. These can be data quality and 

security issues, metadata management issues, lack of IT data integration skills, data 

transformation and aggregation issues. However, it is the introduction of advanced 

analytical technologies, such as OLAP, data mining, and dashboards that enable 

reaching higher levels of maturity which significantly contribute in advancing BIS from 

low-value operations to strategic tool. 

 

BI&A maturity has a significant positive impact on both segments of IQ, namely 

Information content quality and Information access quality. 

 

Information Quality 

BI&A is concerned with knowledge-intensive activities. Therefore it is essential on 

which knowledge the decisions are based on.
 83

Data that is being corrupt, incorrect or 

incomplete is leading to problems that directly influence the decisions being made 

based on these. Furthermore, low IQ leads to higher dissatisfaction of end-users with the 

BI&AS as the results are not as good as they could be and individuals are more likely to 

return to their previous decision making. Additionally, less suitable and acceptable data 

quality drives the whole process into a vicious-circle as data generated from this data is 

of lower quality as well. As already stated before it is essential to focus on the content 
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quality rather than the access quality of the information. When information is needed it 

is more important to get the information needed in any possible way despite the unusual 

great time it may need to access and collect the data that is being needed. This can be 

due to the fact that information may not be available through other channels within the 

company. It may also be the case that information can be gathered through others 

channels but it is in the end far more costly so lower access quality is more accepted and 

less critical when it comes to decisions.
84

 

 

BI&AS have to be working with all kinds of data needed for the analysis.
 85

 Having no 

differentiation in importance between the different kinds of data such as numerical and 

non-numerical data it is important to attach the same level of data quality for all these 

factors. However, in practice some focus on leveraging the IQ of specific types of data 

which might be a factor influencing the success of their BI&AS. More research is 

needed here in how far this factor is of what level of relevance determining the success 

of a BI&AS.  

An additional requirement indicates that the quality of data of the source system is 

depending on the ability of the BI&A to integrate all different kinds of data sources 

within the enterprise.
 8687

 Thus corporate data is only at its best value once these data 

sources are fully integrated within the company and quality and integrity are assured. 

 

5.4 Organizational Factors 

Culture 

SF Source(s) 

Management support Empiric: Teo,Ang 1999, Emp Singh, Watson et al. 

2002; Rainer, Watson 1995; Poon, Wagner 2001; 

Woodside; Bajwa, Rai et al. 1998; Delphi Yeoh 2008  

Various: Hartono  

Analytical decision Empiric: Teo,Ang 1999; Popovic, Hackney et al. 2012 

                                                 

84
 Cf. Popovič u. a. (2012), p. 737. 

85
 Cf. Yeoh, Koronios, Gao (2008), p. 0–91. 

86
 Cf. Yeoh, Koronios, Gao (2008), p. 90–91. 

87
 Cf. Albescu, Pugna, Paraschiv (2008), p. 5. 



31 

 

making culture 

Collaborative Culture  Empiric: Teo,Ang 1999;Woodside 

 

Tab. 5-6: Culture 

 

Collaborative Culture 

Strongly related and influencing the communication success factors is the extension of a 

collaborative culture within the company. Shared visions and teach ability influences 

the collaborative culture the most. In order to achieve a well working collaborative 

culture the team work and alignment between units in support of a common objective 

and set of goals have to be strengthened. 
88

 

 

Analytical Decision Making Culture 

Analytical decision making culture describes a culture that has been integrated into an 

organization or has developed throughout the years.
 89

 It is characterized by a high 

importance and value for analysis and decisions based on these analysis. It can be said 

that this culture focusses on a more rational and data-driven decision level.  

 

An analytical decision making culture diminishes the decision makers’ perception of the 

relevance of information content quality for the use of information in the business 

processes.
90

 The influence of analytical decision making culture on the success, 

especially on the information content quality is complex. Organizations with a high 

level of analytical decision making culture are not as dependent on the quality of the 

information that is delivered. Decision makers then use the currently available 

information that is in the business processes of the company.  

 

Organizations with a low level of decision making culture highly benefit from the 

improvement of content quality whereas this cannot be said is always true for 

organizations with a high level of decision making culture.
91 

Anyways the influence of 
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decision making culture on IQ is there but it cannot be clearly said that it is always 

negative or positive.  

 

Communication 

SF Source(s) 

Vertical communication Empiric: Teo,Ang 1999; Emp Singh, Watson et al. 

2002; Bajwa, Rai et al. 1998; Hejazi 2011  

 

Horizontal communication Empiric: Teo,Ang 1999; Singh, Watson et al. 2002  

End-user communcation Empiric: Teo,Ang 1999 

External/Consultant 

communication 

Empiric Rainer, Watson 1995; Bajwa, Rai et al. 1998; 

Hejazi 2011  

 

Tab. 5-7: Communication 

 

Vertical Communication 

Vertical communication is one of the main dimensions communication can be 

distributed in. As seen in the SMP there are phases as the strategy implementation 

where it is important to establish a communication between the higher management 

level and the operational level.  

Decisions that are perfectly made and based on highest quality data can still fail when it 

is not implemented correctly in the operational level and through the vertical lines of the 

organization. Communication processes should be established and information shared 

across the vertical boundaries.
92

 This allows knowledge to be spread among the 

organization and not be concentrated on one spot where people who need it don’t have 

access to it. This is one factor that is very important during an implementation process 

but as argued before still is accelerating success during the use of the BI&AS. One 

possible process that can be established to maintain a well operating communication 

between the layers is to organize recurring meetings where information about the 

current progress, status and problems is shared among all participants. Participants in 

this case should be coming out of all vertical layers.  
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Horizontal Communication 

Also concluding from the need of IS management to know about business as well as top 

management to know about their IS and IT communications on a horizontal level is 

important for the success of the BI&A.
 93

 IS management has to bring their IS plans 

together with the business plans of top management resulting into a better competitive 

situation in the market for the company. In order to have the IS management as well as 

top management make the right decisions they need to communicate to aim at the same 

direction. Without a deeper communication organization may become inefficient 

regarding their internal IT as well as using IT as a competitive advantage.  

 

End-user Communication 

This factor could also be seen as included in the previous two factors but nevertheless is 

stated here to specifically emphasize the need of communication to the end-user.
94

  

Frequent communication between the user and IS department is necessary for 

continuous improvement of the use the BI&AS.
 
At the same time they build a 

communication basis where problems and success stories can be shared and used as 

valuable input to positively influence the work of the IS department and at the end of 

the user itself as he and his needs are recognized within the process. On the other way 

around IS department is becoming more aware of the current business and can align 

their decisions and approaches upon these.  

 

External/Consultant Communication 

External consultants play a role helping in the process of improving and establishing the 

BI&AS.
95

 They are especially helpful in the beginning of the process as they have the 

knowledge that is missing or rare in the company. Communication with consultants 

complements arising knowledge issues as well as providing additional other benefits. 

As stated in the human factors there is the problem of resistance within the company 

which is often influenced by political reasons. Consultants are impartial and out of the 

influence of political circumstances within the organization. They can provide the 
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unbiased view that is needed to solve problems with as well as helping executing the 

decisions made.
 
 

 

Additional Processes 

Success Factors Source(s) 

Business user-oriented 

change management  

Empiric: Rainer, Watson 1995; Poon, Wagner 2001; 

Delphi Yeoh 2008 

Data Quality Governance Empiric: Rainer, Watson 1995; Delphi Yeoh 2008 

Clear link to business 

vision 

Empiric: Teo,Ang 1999; Poon, Wagner 2001 

Tab. 5-8: Additional processes 

 

Business User-oriented Change Management 

User participation in the change management can lead to better communication of their 

needs.
 96

 Data, methods, problems and others needs are best known by those who have 

these artifacts. Involving them into the change management processes not only gives the 

organization a better feedback on what is exactly needed by the end users but it can 

enhance the knowledge of the users about their organization.  

 

Another point to consider is user acceptance through participation in change 

management.
 97

 When users are given the chance to participate and express exactly what 

they need a much higher acceptance can be expected. This can even go so far that users 

are setting the goals and circumstances that determine what exactly and how changes 

have to be completed giving them much power. Thus users create a sense of ownership.  

 

However, there is always the risk that end users act according to the principal agency 

theory and therefore seek to guide the changes in directions that make themselves feel 

comfortable but is not effective in terms of continues improvement of processes and the 

included decisions. 
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IS departments shall be responsive to serve users need making it less probable that 

Being responsive to user needs makes changes to the BI&A more likely to be viewed as 

important and useful.
 98

 Hence, the acceptance and satisfaction rises. Furthermore it 

contributes to a collaborative culture and communication among different sections of 

the organization. 

 

Data Quality Governance 

As the data quality of a BIS is crucial for its success it is also important to establish and 

continually enhance data quality governance.
99

 It should include a governing committee, 

a set of procedures and an execution plan ensuring that data quality is not only sufficient 

at the start but throughout the lifetime of a BI&AS. Meanwhile, a set of policies and 

audit procedures must be put into place that ensures ongoing compliance with 

regulatory requirements as most like utilities are public-owned company. 

 

In order to achieve a consistent and sustainable quality governance it is necessary to 

create a coming basis of understanding.
 100

 In practice accurate data has been captured at 

the source level but is not linked to other data sources due to inconsistencies. The wide 

spread of different people having different approaches and styles how they manage and 

visualize their data leads to a problem when trying to enhance the data quality. It may 

be sufficient at the start and all decision makers are happy with their best of breed 

solutions but over time this concludes into masses of non-high quality reports and 

analysis in the system. To reconstuct these areas is a huge issue and project that could 

have been prevented by deciding on beforehand how reports and analysis are to be 

structured. This can be done my sorts of master data set that are given to the employees 

making them likely to align with the rules given in the business and in their quality 

governance. At the end the spread is declined and overall quality and efficiency is 

improved.  
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What is needed for these master data sets is a business-led commitment and 

prioritization. 
101

As a BI&A is always business-driven it is important to have 

individuals having high business knowledge as well as people from IT preparing those 

sets to not make mistakes that affect all users of this sets having a bad basis for the 

wanted quality improvements. Additionally, it creates confusion in the organization
 
of 

what actually is the current state of the art that they should use for their operations. 

 

The combination of the BI&A with the higher quality governance and the expected 

higher use of the user and control of the spread is what is leading to the success here.  

 

Clear Link to Business Vision 

This success factor can be derived looking back at the SMP as well as the need for 

communication among the vertical but especially the horizontal communication. As 

already stated and explained in more detail in chapter 2 and 3 BI&A systems are used to 

support the decisions made by the managers that want to get from the present state to 

the desired state. Therefore it would be inconsequent to put a high importance on high 

quality data leading to high quality decisions when the picked decision would just be 

followed as individuals effected by the decision please it the most. Concluding, it is 

important to have decisions on strategic as well as operative level having a clear link to 

the business vision or in other words the strategy that has been developed and decided 

to be the right one.  

 

6. Final Evaluation 

First of all a reflection on what has been achieved in this thesis: The success factors that 

have been collected and categorized all have at least one source of proof. This is due to 

the way the success factors have been collected. Anyway this does not mean that the 

success factors can be totally contradict free. As human psychology and decision theory 

are complex and especially in combination with BI&A not fully researched it leaves 

open questions in these fields which answers could contribute to underline the findings 

here. For the sources of the success factors it can be said that nearly all have been using 

empirical methods to derive their success factors. Consequently, this may lead to the 
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fact that all found out mostly similar success factors giving away the potential to find 

new unknown success factors. This is one of the reasons this paper also focused on 

decision theory in its form of the cognitive simplification process. The three generated 

success factors may be not surprising but still show where concept as cognitive decision 

support systems are leading to.  

 

The success factors can more or less easily be used for practice as a checklist for 

upcoming or ongoing BI&AS. It was not intended to be the most precise success factors 

as panacea for all BI&A solutions that are available on the market for all types of 

companies. It shall be used as an entry for decision makers starting into analysis how 

well they roughly do in their company. Depending on greater problems that are 

identified or simply the awareness that some points of this checklist where not 

recognized enough in their current company they can start going into more precise 

literature on how to actually achieve improvement.  

 

In my opinion it is important to supply decision makers in this context of BI&A with 

the big picture of all the factors that contribute to the failure or success of their BI&AS. 

Having the big picture allows to rate and put specific factors in relevance to each other 

as well as expanding the boundaries that might have been created artificially in their 

job.  

 

For each individual there are two sides on how to evaluate these factors. The first 

question should be how the individual can contribute to the success factors. The other 

question should be how the individual can help others contributing to their success 

factors. An example would be an IT management staff that is continually getting 

information about business plans and strategies and thus is perfectly able to align there 

IS plans with the business plans but they don’t communicate their IS plans and discuss 

with the management about them. The potential that is given away here is the enhanced 

knowledge of the management staff itself. With greater knowledge from the IT side 

business planning may include IT in a completely different way making the company 

better compete in business and therefore the decision that was made turned out to be of 

greater quality. 

 



38 

 

Another important thing to keep in mind is that the decision making process itself is an 

iterative circle. This has to be kept in mind when running the BI&AS.  

 

Having a look at the success factors and their overall structure it is true what is 

anticipated at first. BIS is influenced by many factors that could generally be used for 

many IS systems.
102

 What makes a huge difference to other IS when looking at BI&AS 

and leverages the success of it is having a close look at the decision making culture as 

well as human psychology, especially the described cognitive simplification process.  

 

One of the major points to scrutinize is in how far pure implementation factors are 

important during the lifetime of a BI&AS. It may be depending on the flexibility of use 

because small iterates can be seen as small BI&AS projects fulfilling the needs of 

typical IT project as well as the specific BI&A factors. Furthermore, it is critical to use 

success factors from the implementation of the system as success factors for the use of 

the system without careful consideration of the relevant contextual issues
103

.  

 

Due to the size of the topic of this thesis it is limited in many ways. The gathered 

success factors are focusing on BI&AS for strategic decision making. What is missing 

is a more clear distinction between strategic and operative decision making as well as a 

distinction between the different BI&AS. Furthermore, the distinction between routine 

and non-routine and or between different kinds of opportunities that lead to decisions 

can be valuable. In this context it has to be named that precise rankings of the 

importance of different success factors were next to impossible to generate within this 

thesis.  
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Figure 6-1: Ranking of success factors on system types
104

 

Without going into too much detail, Figure 6-1 shows one analysis trying to rank 

different factors based on empirical studies. The link between the type of system and 

ranking of the specific success factors is highly significant. Therefore the success 

factors can be used as a general overview and start for users in practice to get into the 

basic improvement process of their BIS. When more precision and a weighted relevance 

are necessary more specific literature should be considered.   

An analysis of the findings further indicates that non-technical factors, including 

organizational and process-related factors, are more influential and important than 

technological and data-related factors.
105

 

 

It could have been more valuable to derive success factors for only one type of IS but 

without further empirical studies the reliability and ranking would have been hard to 

obtain and sustain. Additionally, the context-free expression problem from chapter 3.2 

might have been destroying that additional value in the end. 
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Additionally, the gathered success factors should be underpinned by further empirical 

studies. 

 

There are several ways to expand this thesis. Based on the success factors something 

similar to balance scorecard for BI&AS could be researched on and verified in practice. 

This would have the potential to greatly enhance the control and insight on the BI&AS 

through it its lifecycle and conclude in a greater success of the BI&AS. 
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