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Learning Objectives for Chapter 12
1. Define knowledge and describe the different types of knowledge

2. Describe the characteristics of knowledge management

3. Describe the knowledge management cycle

4. Describe the technologies that can be used in a knowledge management system (KMS)

5. Describe different approaches to knowledge management

6. Understand the basic concepts and processes of groupwork, communication, and collaboration
7. Describe how computer systems facilitate communication and collaboration in an enterprise
8. Explain the concepts and importance of the time/place framework
9. Explain the underlying principles and capabilities of groupware, such as group support systems (GSS)
10. Understand how the Web enables collaborative computing and group support of virtual meetings
11. Describe the role of emerging technologies in supporting collaboration
CHAPTER OVERVIEW

In this chapter, we study two major IT initiatives related to decision support. First, we describe the characteristics and concepts of knowledge management. We explain how firms use information technology (IT) to implement knowledge management (KM) systems and how these systems are transforming modern organizations. Knowledge management, although conceptually ancient, is a relatively new business philosophy. The goal of knowledge management is to identify, capture, store, maintain, and deliver useful knowledge in a meaningful form to anyone who needs it, anyplace and anytime, within an organization. Knowledge management is about sharing and collaborating at the organization level. People work together, and groups make most of the complex decisions in organizations. The increase in organizational decision-making complexity increases the need for meetings and groupwork. Supporting groupwork, where team members may be in different locations and working at different times, emphasizes the important aspects of communications, computer-mediated collaboration, and work methodologies.

Group support is a critical aspect of decision support systems (DSS). Effective computer-supported group support systems have evolved to increase gains and decrease losses in task performance and underlying processes. So this chapter covers both knowledge management and collaborative systems. It consists of the following sections: 
CHAPTER OUTLINE
12.1
OPENING VIGNETTE: EXPERTISE TRANSFER SYSTEM TO TRAIN FUTURE ARMY PERSONNEL



(
Questions for the Opening Vignette

A.
What we can learn from this vignette

12.2
INTRODUCTION TO KNOWLEDGE MANAGEMENT

A.
Knowledge management concepts and definitions

B.
Knowledge
C.
Explicit and tacit knowledge




(
Section 12.2 Review Questions

12.3
APPROACHES TO KNOWLEDGE MANAGEMENT

A.
The process approach to knowledge management

B.
The practice approach to knowledge management

C.
Hybrid approaches to knowledge management
D.
Knowledge repositories




(
Section 12.3 Review Questions

12.4
INFORMATION TECHNOLOGY (IT) IN KNOWLEDGE MANAGEMENT

A.
The KMS cycle

B.
Components of KMS

C.
Technologies that support knowledge management


1.
Artificial Intelligence

2.
Web 2.0
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Section 12.4 Review Questions

12.5
MAKING DECISIONS IN GROUPS: CHARACTERISTICS, PROCESS, BENEFITS, AND DYSFUNCTIONS

A.
Characteristics of groupwork

B.
The group decision-making process

C.
The benefits and limitations of groupwork
(
Technology Insights 12.1: Benefits of Working in Groups and Dysfunctions of the Group Process
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Section 12.5 Review Questions

12.6
SUPPORTING GROUPWORK WITH COMPUTERIZED SYSTEMS

A.
An overview of Group Support Systems (GSS)

B.
Groupware
C.
Time/Place framework
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Section 12.6 Review Questions

12.7
TOOLS FOR INDIRECT SUPPORT OF DECISION MAKING

A.
Groupware tools


1.
Synchronous Versus Asynchronous Products


2.
Virtual Meeting Systems

B.
GROUPWARE
C.
COLLABORATIVE WORKFLOW

D.
WEB 2.0
E.
WIKIS

F.
COLLABORATIVE NETWORKS



(
Section 12.7 Review Questions

12.8
DIRECT COMPUTERIZED SUPPORT FOR DECISION MAKING: FROM GROUP DECISION SUPPORT SYSTEMS TO GROUP SUPPORT SYSTEMS

A.
Group Decision Support Systems (GDSS)

B.
Group Support Systems
C.
How GDSS (or GSS) ImpRove Groupwork
D.
Facilities for GDSS

1.
Decision Rooms

2.
Internet/Intranet-Based Systems




(
Section 12.8 Review Questions
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TEACHING TIPS/ADDITIONAL INFORMATION (  (  (  (  (  (  (  (
This chapter is somewhat free standing in its content. If you are pressed for time in your course and need to cut topics, it offers one possibility. Its content is not used later in the book. Should you go this route, you may still want your students to read some of the early part of this chapter and Section 12.7 so they’ll have at least vocabulary-level acquaintance with the concepts.

Knowledge management has fast become an integral part of many organizations’ IT strategy. It is important to relate the concept of knowledge management to its practical implementations. As students study this chapter, you could have them research different KMS implementations as individual or team projects. How do they differ? What issues did each organization encounter? The results can lead to interesting discussions. 

An example of knowledge students can relate to is “What should I take next year?” Some answers are documented in official policies: “All business sophomores must take Accounting 101–2.” Some are part of a nominal program that can be varied: “MIS juniors normally take Marketing 301, but it can be taken in the fall of the senior year.” Some are part of advisors’ personal knowledge: “Art 311, Web Site Design, is a good way for MIS majors to fulfill half their liberal arts distribution requirement.” And some is even less official: “Prof. Fink is a better MIS 301 instructor than Prof. Lavin; she grades easier, too.” Most topics in this chapter can be related to this example: how could this information be stored? How could it be retrieved? Does the culture encourage people to share it? What would it take to change that? How can the technologies of this chapter be applied to it?

The Defense Ammunition Center vignette that opens this chapter is a good preview of what is to come. You might want to point out some of the coming themes in it, such as the nature of the knowledge, the technologies used, and the organizational resistance to informal learning. Some of these are brought out in the review questions for the section, but they’re worth noting even if you don’t use those.

In Section 12.2, tacit knowledge is the tricky concept. How can you manage something if you don’t even know exactly what it is? One point is that a lot of tacit knowledge doesn’t have to be tacit, if we think of it the right way.

Section 12.3 continues in a nontechnical vein by discussing KM processes and approaches. Section 12.4 gets to what some of your students have undoubtedly been waiting for: how technology fits into all this. Several of the tools mentioned here, such as document management systems, were not originally designed for knowledge management but turned out to be useful in it nonetheless.

In Section 12.5, the discussion shifts to the second chapter topic, collaborative systems. As with knowledge management, the chapter begins by laying a foundation, describing the business processes the systems are meant to assist. Section 12.5 is a review of group decision making; students likely will have encountered these principles in a management course, so you can review them quickly. Sections 12.6 and 12.7 move back to technology, identifying the elements of group support systems and groupware. Section 12.8 wraps up the material on collaboration with a comparison of the group decision support system (GDSS) and the more broadly useful group support system (GSS). Remind students—as they have probably heard time and again—that in organizations today, much of the work is done by groups. Whether or not an organization has a sophisticated, dedicated KM system or GSS, its people will likely use many of the applications.
ANSWERS TO END OF SECTION REVIEW QUESTIONS(  (  (  (  (  (
Section 12.1 Review Questions
1. 
What are the key impediments to the use of knowledge in a knowledge management system?
These systems fail for two main reasons: inadequate representation and lack of integration into the department’s decision-making process.
2. 
What features are incorporated in a knowledge nugget in this implementation?
Knowledge nuggets in this implementation have several features that make the KNs easy to find, more user-friendly, and more effective in classroom training. The summary page delivers the main point along with links to the features. Users can link to the video (with captions) of the interview that was used to capture the knowledge. Another link takes the user to a transcript of the interview, and still another links to a causal map illustrating the interviewee’s thought process. A feature called “related links” takes the user to lists of related regulatory guidance and KNs on relevant topics. The KN also provides information about the interviewee and subject matter experts, as well as supporting images. Users can apply Web 2.0 tools such as the ability to rate the KNs and suggest additional tags to aid future searches. A feature called My URL lets trainers insert URLs into lessons to link the lesson to the KN.
3. 
Where else could such a system be implemented?
This type of system could be implemented wherever an organization would benefit from capturing and sharing ideas that employees have devised. Some of the conditions in the case are relevant: significant turnover (service members leaving and being replaced by new recruits) and working conditions that require individuals to improvise and be innovative. It would be less useful where jobs are very routine. Any reasonable ideas from students would be correct. Examples would be sharing knowledge from salespeople at a company that requires creative selling, sharing repair solutions among repair technicians who encounter unusual problems, and sharing customer service solutions at a company with high standards for customer satisfaction.
Section 12.2 Review Questions
1. Define knowledge management and describe its purposes.

Knowledge management (KM) is the systematic and active management of ideas, information, and knowledge residing in an organization’s employees.

Its purposes include effective and efficient problem solving, dynamic learning, strategic planning, and decision making. KM initiatives focus on identifying knowledge, explicating it in such a way that it can be shared in a formal manner, and leveraging its value through reuse.
2. Distinguish between knowledge and data.

Knowledge and data are related through information, which is also defined in this answer.

Data are facts, measurements, and statistics.

Information is organized or processed data that is timely (i.e., inferences from the data are drawn within the time frame of applicability) and accurate (i.e., with regard to the original data).

Knowledge is information that is contextual, relevant, and actionable.
3. Describe the knowledge-based economy.

A knowledge-based economy is one in which the primary resource used to produce economic benefits is knowledge—as distinct from land, capital, energy, or any other resource. One difference between knowledge and these other resources is that knowledge can be shared without diminishing, and can actually increase as a result of such sharing. Knowledge is also easier to transfer than are other resources, making laws and barriers difficult to apply and reducing the effect of location. Also, knowledge can have widely different values to different people, or even to the same person at different times.

4. Define tacit knowledge and explicit knowledge.

Explicit knowledge is knowledge that has been or can be articulated, codified, and stored. It deals with objective, rational, and technical information in manuals, documents, procedures, software, and even stories (though this last is less common in business).
Tacit knowledge has been described as “know-how,” as opposed to the “know-what” and “know-why” of explicit knowledge. It is often highly personal and difficult to formalize, and deals with subjective, cognitive, and experiential learning. Some tacit knowledge could be made explicit if the person holding the knowledge recognized the value of doing so, but in other cases it is difficult to codify (such as knowing how to ride a bicycle). Capturing and sharing tacit knowledge is a more difficult knowledge management task than is capturing and sharing explicit knowledge.
5. Define KMS and describe the capabilities of KMS.

The term KMS, or knowledge management system(s), refers to the use of modern information technology to systematize, enhance, and expedite knowledge management inside and outside a firm. (See the answer to Review Question 1 of this section above for “knowledge management.”)

KMS capabilities include capturing knowledge, storing it, allowing users to search the system for relevant knowledge, and making knowledge available to them. Some KMS use specific technologies for these purposes and some add additional features (e.g., the ability to contact a person who stored certain knowledge in the system with a question about it) but those are the basic conceptual elements.
Section 12.3 Review Questions 

6. Describe the process approach to knowledge management.


The process approach attempts to codify organizational knowledge through formalized controls, processes, and technologies. It frequently uses IT in forms such as intranets and data warehousing.

7. Describe the practice approach to knowledge management.

The practice approach to knowledge management assumes that the vast majority of organizational knowledge is tacit and that formal controls and processes are not effective in their transfer. The focus of this approach is to build communities of practice.
8. Why is a hybrid approach to KM desirable?

Because both the practice approach and the process approach have drawbacks. By using each where it is most appropriate, typically evolving from a practice approach to a process approach, the advantages of both can be obtained while minimizing the impact of their drawbacks.
9. Define knowledge repository and describe how to create one.

A knowledge repository is a database in an informal sense, though not in the formal sense of database management systems. It is an electronic storehouse of knowledge, which is often text based and may have widely varying characteristics. Its structure will depend on its purpose, the type(s) of knowledge it stores, and the way that knowledge is represented.

There are three ways to create a knowledge repository: to develop a custom Internet-based system, to purchase a document management system, or to purchase a knowledge management package. Whichever of these is chosen, it is important to make contributing knowledge easy for the contributor and to have a good way to catalogue the knowledge it will contain.
Section 12.4 Review Questions
10. Describe the KMS cycle.

The KMS cycle has the steps listed below.

1. Create knowledge.

2. Capture knowledge. 

3. Refine knowledge.

4. Store knowledge. 

5. Manage knowledge.

6. Disseminate knowledge.
11. List and describe the components of KMS.

Components of KMS include communication, collaboration, and storage and retrieval.
12. Describe how AI and intelligent agents support knowledge management.

Artificial intelligence supports knowledge management by doing the following:

· Assist in and enhance searching knowledge (e.g., intelligent agents in Web searches)

· Help establish knowledge profiles of individuals and groups

· Help determine the relative importance of knowledge when it is contributed to and accessed from the knowledge repository

· Scan e-mail, documents, and databases to perform knowledge discovery, determine meaningful relationships, glean knowledge, or induce rules for expert systems

· Identify patterns in data (usually through neural networks)

· Forecast future results by using existing knowledge

· Provide advice directly from knowledge by using neural networks or expert systems

· Provide a natural language or voice command–driven user interface for a KMS

Intelligent agents support knowledge management by learning what the user prefers to see and how the user organizes it. Then, the intelligent agent takes over to provide that information at the desktop, just as a good administrative assistant would.
13. Relate Web 2.0 to knowledge management.

Web 2.0 is a collective term for interactive applications that allow communication and collaboration online. These applications include mashups, social networks, media-sharing sites, RSS, blogs, and wikis. They make it easy and natural to share knowledge, thereby giving knowledge management a strong boost. In fact, they have made the term knowledge management almost redundant because nontechnical people now can readily share their knowledge. The ultimate value of Web 2.0 in knowledge management is its ability to foster greater responsiveness, better knowledge capture and sharing, and more effective collective intelligence.
Section 12.5 Review Questions
14. Define groupwork.
Groupwork is work done by two or more people together.
15. List five characteristics of groupwork.

The text gives the characteristics listed below. A correct answer can consist of any five:

· A group performs a task (sometimes decision making, sometimes not).

· Group members may be located in different places.

· Group members may work at different times.

· Group members may work for the same organization or for different organizations.

· A group can be permanent or temporary.

· A group can be at one managerial level or can span several levels.

· There can be synergy (leading to process and task gains) or conflict in groupwork.

· There can be gains and/or losses in productivity from groupwork.

· The task may have to be accomplished very quickly.

· It may be impossible or too expensive for all the team members to meet in one place, especially when the group is called for emergency purposes.

· Some of the needed data, information, or knowledge may be located in many sources, some of which may be external to the organization.

· The expertise of non-team members may be needed.

· Groups perform many tasks; however, groups of managers and analysts frequently concentrate on decision making.

· The decisions made by a group are easier to implement if supported by all (or at least most) group members.

16. Describe the process of a group meeting for decision making.

The text lists the items listed below as “activities and processes” that characterize meetings. Other answers, that are more descriptive of the meeting process, can also be correct. If you have specific requirements in this regard, it might be well to state them.
· The decision situation is important, so it is advisable to make it in a group in a meeting.

· A meeting is a joint activity engaged in by a group of people typically of equal or nearly equal status.

· The outcome of a meeting depends partly on the knowledge, opinions, and judgments of its participants and the support they give to the outcome.

· The outcome of a meeting depends on the composition of the group and on the decision-making process the group uses.

· Differences in opinions are settled either by the ranking person present or, often, through negotiation or arbitration.

· The members of a group can be in one place, meeting face-to-face, or they can be a virtual team, in which case they are in different places while in a meeting.

· The process of group decision making can create benefits as well as dysfunctions.

Section 12.6 Review Questions
17. Why do companies use computers to support groupwork?

Because it can help a group follow a process, save cost, expedite decisions, support virtual teams, improve access to external experts, and improve the decision-making process overall.
18. Describe the components of the time/place framework.


The two components of the time/place framework are time and place. Either can be the same or different. The four combinations that result (same time/place, same time/different place, different time/same place, different time/place) define the framework.
Section 12.7 Review Questions
19. List the major groupware tools and divide them into synchronous and asynchronous types.

Synchronous (real-time) groupware tools include audio teleconferencing, videoconferencing, data conferencing, Web conferencing, whiteboards, screen sharing, and instant video.

Asynchronous groupware tools include blogs, wikis, discussion groups, autoresponders, workflow software, interactive portals, and online workspaces. Other asynchronous communication tools, such as e-mail, can be useful to groupwork but are not true “groupware.”
20. Identify specific tools for Web conferencing and their capabilities.
Web-based systems allow improved, electronically supported virtual meetings. Sources of online meetings and presentation tools include webex.com, gotomeeting.com, Adobe.com, and Skype.com. Microsoft Office has a built-in capability for virtual meetings. These systems feature Webinars, screen sharing, audioconferencing, videoconferencing, polling, and question-and-answer sessions. Mobile phones allow live meetings through applications such as Facetime.
21. Define wiki and wikilog.
A wiki is a Web site in which users can freely create and edit content, using any Web browser, via special server-based software. A wiki supports hyperlinks and has a simple text syntax for creating new pages and cross-links between internal pages on-the-fly. It is especially suited for collaborative writing. (The word wiki means “quick” in Hawaiian.)

A wikilog is essentially a blog that allows everyone to participate as a peer (a combination of wiki and blog). Anyone may add, delete, or change content.
22. Define collaborative hub.

A collaborative hub is used by members of a B2B supply chain to improve effectiveness among manufacturing companies, their suppliers, and contract producers by reducing inventory, improving flexibility, and increasing supply-chain transparency through the Internet.
Section 12.8 Review Questions

23. Define GDSS and list the limitations of the initial GDSS software.

A GDSS is “an interactive computer-based system that facilitates the solution of semistructured and unstructured problems by a group of decision makers.” Its goal is “to improve the productivity of decision-making meetings, either by speeding up the decision-making process, by improving the quality of the resulting decisions, or both.”


The initial GDSS software had these three major limitations:

1.
Its use was limited to face-to-face meetings.

2.
Its use depended on a special “decision room” facility. This was expensive.

3.
It was designed to support a single, clearly defined, narrow task.
24. Define GSS and list its benefits.
A group support system (GSS) is “any combination of hardware and software that enhances groupwork either in direct or indirect support of decision making. GSS is a generic term that includes all forms of collaborative computing.”
GSS benefits are improving the productivity and effectiveness of meetings by streamlining and speeding up the decision-making process (efficiency) and/or improving the quality of the decision (effectiveness). This is achieved by providing support for group members in generating and exchanging ideas, opinions and preferences, using specific features such as parallelism and anonymity.

The book provides a list of twelve GSS support activities. Students may be attracted to this list to answer this question. This would be incorrect, since activities are not benefits.

25. List process gain improvements made by GSS.
GSS addressed limitations of earlier-generation GDSS by adding support for virtual teams and by providing indirect support as well as decision-making tools. Along with providing structure to decision making and ready access to information, a GSS supports activities such as idea generation, consensus building, conflict resolution, voting, and anonymous ranking of alternatives. A complete GSS is considered a specially designed information system, but many capabilities today are embedded in standard productivity tools. Modern systems also have been made easy to use, thanks to a Windows-based graphical user interface or Web browser interface. GSS are building up their capabilities to operate in both asynchronous and synchronous modes.
26. Define decision room.
A decision room is an electronic meeting room with networked PCs and a large public screen at the front of the room. It may have software that runs over a LAN. A server PC is attached to a large-screen projection system and connected to the network to display the work at individual workstations and aggregated information from the facilitator’s workstation. 
27. Describe Web-based GSS.
Web-based GSS is a system in which groupware allows group members to work from any location at any time, using their computers or mobile devices. It often includes audioconferencing and videoconferencing.
ANSWERS TO end of chapter QUESTIONS FOR DISCUSSION(  (  (  
28. Why is the term knowledge so difficult to define?

There is a vast amount of literature about what knowledge and knowing means in epistemology, social sciences, philosophy, and psychology. Although business is more pragmatic, there is no uniform definition or consensus on what knowledge and knowledge management specifically mean. We suspect that there are so many definitions because each field approaches knowledge differently, and each has different sets of assumptions.
29. Describe and relate the different characteristics of knowledge to one another.

Unlike other assets, knowledge has: (see Gray 1999, cited in the chapter references)

· Extraordinary leverage and increasing returns. Knowledge is not subject to diminishing returns. When it is used, it is not consumed. Its consumers can add to it, thus increasing its value. It can improve.

· Fragmentation, leakage, and the need to refresh. As knowledge grows, it branches and fragments. Knowledge is dynamic; it is information in action. Thus, an organization must continually refresh its knowledge base to keep it as a source of competitive advantage.

· Uncertain value. It is difficult to estimate the impact of an investment in knowledge. 

· Uncertain value sharing. Similarly, it is difficult to estimate the value of sharing the knowledge, or even who will benefit most. 

30. Explain why it is important to capture and manage knowledge.

Knowledge can have incredible impact on an organization when it is captured, managed, and most importantly reused. The leveraging of knowledge is clear from the opening vignette. An investment of less than $8 million in KM contributed, presumably significantly, to a sales increase of $122 million during two years. While we don’t have figures tying the revenue increase to a profit increase, the positive impact of these incremental sales on the bottom line is almost surely over $8 million.
31. Compare and contrast tacit knowledge and explicit knowledge.

See answer to Review Question 4 of Section 12.2. While it is more desirable to capture tacit knowledge because it is more valuable, explicit knowledge is typically more readily available.
32. Explain why organizational culture must sometimes change before knowledge management is introduced.

If there is no culture of sharing, it must be developed or any KM effort is doomed to failure.
33. How does knowledge management attain its primary objective?

The objective of KM is to identify knowledge, explicate it so it can be shared, and leverage its value through reuse. KM attains its objectives by providing a means to capture knowledge and then make it available throughout an organization.
34. How can employees be motivated to contribute to and use KMS?

Real reward systems and recognition seem to work best. People really like recognition (putting their names at the bottom as contributors). It can help if raises and promotions are tied to knowledge contribution and use.
35. What is the role of a knowledge repository in knowledge management?

The knowledge repository is the storage mechanism for the knowledge. It is like a database in function, but is not a database as the term database is usually understood.
36. Explain the importance of communication and collaboration technologies to the processes of knowledge management.

Without communication, there is no mechanism to share knowledge. Collaboration, a fancy word for people working together, is at the heart of any type of sharing—including knowledge. 
37. List three top technologies most frequently used for implementing KMS and explain their importance.

The three top technologies most frequently used for implementing KMS  are communication technologies, collaboration technologies, and storage/retrieval technologies. Without all of these, the objectives of knowledge management cannot be achieved.
38. Explain why it is useful to describe groupwork in terms of the time/place framework.

Because the type of information system needed to support the groupwork depends on where the work is in terms of this framework.
39. Describe the kinds of support that groupware can provide to decision makers.

The support can be divided into three categories:

General (can be either synchronous or asynchronous)

· Built-in e-mail, messaging system

· Browser interface

· Joint Web-page creation

· Sharing of active hyperlinks

· File sharing (graphics, video, audio, or other)

· Built-in search functions (by topic or keyword)

· Workflow tools

· Use of corporate portals for communication, collaboration, and search

· Shared screens

· Electronic decision rooms

· Peer-to-peer networks

Synchronous (same-time)

· Instant messaging (IM)

· Videoconferencing, multimedia conferencing

· Audio conferencing

· Shared whiteboard, smart whiteboard

· Instant video

· Brainstorming

· Polling (voting), and other decision support (consensus builder, scheduler)

Asynchronous (different times)

· Workspaces

· Threaded discussions

· Users can receive/send e-mail, SMS

· Users can receive activity notification alerts, via e-mail or SMS

· Users can collapse/expand discussion threads

· Users can sort messages (by date, author, or read/unread)

· Auto responder

· Chat session logs

· Bulletin boards, discussion groups

· Use of blogs, wikis, and wikilogs

· Collaborative planning and/or design tools

· Use of bulletin boards

40. Explain why most groupware is deployed today over the Web.


Group members can work from any location at any time. Also, the software is relatively inexpensive, and it can run on computers and mobile devices that now offer sufficient power at a low cost.
41. Explain why meetings can be so inefficient. Given this, explain how effective meetings can be run.


Almost all of the reasons involve people. Some don't take meetings seriously. Other issues are that a large amount (perhaps as high as 90 percent) of the information discussed at a meeting is either not remembered or remembered incorrectly. This could become an open-ended answer if you let the students describe their meeting experiences.

How can effective meetings be run? Some items that might be included are: have an agenda, keep to the subject, record the minutes of each meeting, send out a meeting notice, and ask meeting participants to summarize results.
42. Explain how GDSS can increase some of the benefits of collaboration and decision making in groups and eliminate or reduce some of the losses.

GDSS provides support to reduce the negative effects of group decision making and increase the positive effects. For example, anonymity means more equal participation, whereas parallelism saves time. By moving quickly, people get the urge to contribute. There might be less free-riding. There are many more benefits.
43. The original term for group support system (GSS) was group decision support system (GDSS).Why was the word decision dropped? Does this make sense? Why or why not?


Because GSS can help even when there is no decision to be made. For instance, it can help group members communicate. Many meetings are not held to make a formal decision. Researchers noticed this and changed the name of the technology to reflect reality.
ANSWERS TO END-OF-CHAPTER APPLICATION CASE QUESTIONS(  (
44. Why should digital forensics information be shared among law enforcement communities?
Law enforcement agencies seeking evidence face a staggering number and variety of digital devices to search, and each type of hardware and software requires the creation of new methods of search. As new techniques are developed and tested in the courts, applying the accepted methods would save an enormous amount of time and effort. Although little time is available for sharing through formal means such as briefings, not sharing causes duplication of effort and failure to take consistent advantage of precedent rulings that could strengthen the chance a court will accept the use of a given process. 
45. What does egocentric theory suggest about knowledge sharing?

Egocentric theory says that within a group, members identify experts through interaction, and knowledge remains primarily tacit. Group members use informal means of communication to transfer knowledge from one person to another. The informality of knowledge transfer results in local pockets of expertise and redundant effort across the larger community.
46. What behavior did the developers of NRDFI observe in terms of use of the system?

The developers saw that more than 1,000 users quickly joined, but their usage pattern was almost entirely unidirectional. Typically, a user would log on, download tools and documents, and then wait to return until after the content on the site had be extensively refreshed. For the most part, the tools for communities to share information with one another were unused. The culture of law enforcement values the protection of information, rather than the sharing of knowledge. The developers have been exploring and trying ways to promote greater communication and knowledge sharing. 
47. What additional features might enhance the use and value of such a KMS?
Answers will vary; accept any reasonable suggestions, including features described in other chapters, if they enhance knowledge sharing. Tools and technologies mentioned in the chapter include artificial intelligence, Web 2.0 (for example, social networking, media sharing, and blogs), groupwork applications to improve the efficiency and effectiveness of meetings, virtual meeting systems, and group support systems. 
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