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Abstract:

Expert Systems (ESS) have the potential to make a competitive difference in industry,
academia, and government, yet there is little knowledge of how to manage these
complex software tools. New activity in the field is booming, as a result of civilian and
government programs that are investing more time and money in ES development.
Early initiatives, aided by improvements in computer hardware and software, have

successfully created ESS to rival human experts within some narrow problem domains.

The study is guided by the notions of organizational programs as defined by March and
Simon [3], and the information-processing capacity of the firm as defined by Galbraith
[1,2] to organize, describe, and compare the effects of ES use across the site.
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It was clearly shown that, within the definition, the information-processing capacity of
the PlanPower site did increase from pre-ES to post-ES. The interesting implication of
the increased information processing capacity was that the firm (The Financial
Collaborative) seemed to gobble up the capacity and create new issues and concerns.
Instead of the task becoming more certain and more simple, as one might expect with
increased information-processing capacity, the task mutated and the firm began to
operate with a higher need for information-processing capacity.

The ES seemed to increase the effectiveness and efficiency of the user firm. The price
of the benefits was an increased rigidity in the task. In considering ESS, a manager
should be concerned not only with the ES itself, but with the process by which the ES is
adapted, and the overall process of creating and using the ES. In addition, the manager
needs to consider the effects of the ES on the uncertainty associated with the task and
should consciously manage that uncertainty to foster the level of adaptation necessary
to keep the ES alive and viable in the organization.
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