
DOI: 10.4018/IJPADA.2019040102

International Journal of Public Administration in the Digital Age
Volume 6 • Issue 2 • April-June 2019


Copyright©2019,IGIGlobal.CopyingordistributinginprintorelectronicformswithoutwrittenpermissionofIGIGlobalisprohibited.



20

Employees’ Participation in IT-
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ABSTRACT

EmployeeparticipationinITprojectsinthepublicsectorisarguedintheliteratureasacriticalfactor
forthesuccessandacceptanceofIT.However,studiesonemployeeparticipationreportedonthelack
ofend-usersparticipationinthepublicsectorandontheneedofimprovementofparticipationconcepts.
Thisarticleinvestigatesdifferentparticipationpracticesandusedmethodsforparticipationwithin
differentapproachessuchasHumanCenteredDesign,Ethnography,ContextualDesignandHuman
ResourceManagement,andexploresopportunitiesforparticipationacrossthesystemdevelopement
lifecycleinthepublicsector.Thefindingsrevealavarietyofparticipationopportunietiesacrossthe
wholeprocess.Finally,implicationsofthesefindingsarediscussedwithsuggestionsforfutureresearch.
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INTRoDUCTIoN

Thebenefitsofuserparticipationininformationtechnology(IT)projectshavebeenreportedinseveral
studieswithinvariousresearchareas.EffectiveuserparticipationwithintheSystemDevelopement
LifeCycle(SDLC)hasbeenshowntohaveapositiveeffectonthesuccessofthesysteminterms
ofusersatisfaction,systemuse,systemquality,easeofuse,aswellaskeepingtheprojectintime,
withinbudget (Abelein&Paech,2015),andwithin the levelofsystemacceptance(Damodaran,
1996). User satisfaction and attitude toward an information system are positively influenced by
their participation and involvement within the development process (Lin & Shao, 2000). Other
thantypicalelicitationtechniques,userparticipationintheSDLCisaneffectivewaytounderstand
theusers’applicationdomain,theirdailyworkpractices,theenvironmentofthesystemuse,their
requirementsandespeciallytheirbehaviorandpreferences(Muneera&Didar,2015).Employeesin
thepublicsectorseemtohavestrongerresistancetochange,hinderingtheirITadoptionthanthose
intheprivatesector(Parente&Prescott,2016).End-userparticipationinthepublicsectorhasbeen
identifiedasastrategyforovercomingorganizationalandmanagerialchallengesofITprojects(Ramó
NGil-García&Pardo,2005).Changemanagementapproachesbaseduponparticipationbenefit

Thisarticle,originallypublishedunderIGIGlobal’scopyrightonApril1,2019willproceedwithpublicationasanOpenAccessarticle
startingonFebruary3,2021inthegoldOpenAccessjournal,InternationalJournalofPublicAdministrationintheDigitalAge(converted

togoldOpenAccessJanuary1,2021),andwillbedistributedunderthetermsoftheCreativeCommonsAttributionLicense(http://cre-
ativecommons.org/licenses/by/4.0/)whichpermitsunrestricteduse,distribution,andproductioninanymedium,providedtheauthorofthe

originalworkandoriginalpublicationsourceareproperlycredited.



International Journal of Public Administration in the Digital Age
Volume 6 • Issue 2 • April-June 2019

21

public-sectororganizationsworkingtoachieveenduringorganizationalchange(O’Brien,2002).This
perspectivestimulatesemployeestoactivelycontributetoITprojects(VanDerVoet,2013).Despite
theimportanceofparticipation,manystudiesreportonlackofend-userparticipationinITprojects
inthepublic-sectorandunderlinetheneedforimprovementofsuchconcepts(BenRehouma,2018;
Følstad,Jørgensen,&Krogstie,2004;Horton,2003;RaoBaliwada&Jayaram,2014).Aprimary
reasonforthelackofparticipationisthemissingofmanagementofandknowledgeconcerningthe
opportunitiesandmethodsusedforparticipationinITproject(BenRehouma,2018).Despitethe
awarenessofuserparticipationwithinthepublicsector,thereremainsaneedforexternalexperts
toexplicatetheimportanceofutilizingparticipationmethodssuitedtotheITdevelopmentprocess
(Følstad, Krogstie, Oppermann, & Svanaes, 2005). Employee participation in the public sector
remainsatopicthathithertohasbeenlessinvestigatedine-GovernmentandInformationSystems
(IS)research.Participationresearchershavesofarprioritizedthestudyofemployeeparticipationin
IT-projectsasmotivationalpracticesandhavefocusedonoutcomesofparticipationintheformof
benefitsofsystemsuccess.Anotherresearchstreamhasfocuseduponcitizenparticipationtoimprove
governmentservices(Abu-Shanab,2015;Fung,2015;Jho&Song,2015).Tofillthisgap,thisstudy
aimstoadvancetheresearchinthisfiledbyinvestigatingopportunitiesforemployeeparticipation
across theSDLCinthepublicsector,byaddressingthefollowingresearchquestion:Howcould
governmentemployeesparticipateinITprojects?

Inordertoachievethispurpose,thispaperusesahermeneuticframeworktoidentifyparticipation
approachesandexploresopportunitiesforemployeeparticipationandmethodsthatcanbeusedacross
theSDLCwithinthepublicsector.Thispapercarriesoutaqualitativeanalysisandevaluationof
findingswithafocusonthecontentofthereviewedarticles;byexploringpracticesofparticipation
andusedmethodsfromtheidentifiedapproachesandmappingthemintotheactivitiesoftheSDLC.

Thispaperisorganizedasfollows:Section2presentsthetheoreticalframework,includingthedefinition
ofparticipationanditsspecificationsinthecontextofinformationsystems.Section3describestheapplied
researchmethodology,followedbytheresultswithinsection4.Theestablishedframeworkispresentedin
section5.Lastly,section6summarizesthefindings,discussesimplicationsforresearch,policyandpractice.

THEoRETICAL BACKGRoUND

Participation
Literatureonparticipationembracesdifferentsciences,withtopicstreatingorganizational,social,
andpoliticalissues(Dachler&Wilpert,1978).Participationrefersto“takingpart”andmeans“to
contributetosomething”(Barki,Hartwick,&Hartwick,1994).AccordingtoHeller,Pusic,Strauss,
andWilpert(1998),participationindecisionmakingis:

the totality of forms, i.e., direct (personal) or indirect (through representatives or institutions) and 
of intensities; i.e., ranging from minimal to comprehensive, by which individuals, groups, collectives 
secure their interests or contribute to the choice process through self-determined choices among 
possible actions during the decision process. (p. 42)

Followingamultidimensionalanalysis,alongwhichparticipatorysystemsmayvary,Dachler
andWilpert(1978)emphasizethedifferentpropertiesofparticipationexplainedinthisdefinitionand
providefourdefiningdimensionsofparticipationinorganizations.Whileindirectparticipationimplies
someformofrepresentation,directparticipationisconsideredtheidealformofparticipation,referring
toimmediatepersonalinvolvementindecisionmaking.Formalandinformalparticipationrefertothe
formoflegitimizationandvaryfromformalagreementstoinformalnon-statutoryconsensusbetween
interactingmembers.Thedegreeofformalityorinformalityofparticipationisrelatedtothegoalof
participationandtothecontexttowhichtheparticipatorysystemexists(Dachler&Wilpert,1978).
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Theliteratureusesdifferenttermstodescribeemployees’orusers’participationissues,suchas
“involvement”and“empowerment.”RaoBaliwadaandJayaram(2014)describeinvolvementas“a
subjectivepsychologicalstateofuserswhichispracticedinformsofparticipationthroughbehavior
andactivities”(p.7).Thisdefinitionarguesthattheinvolvementofemployeesinanorganizational
change grants them a sense of responsibility and commitment to the organization. Employee
empowermentisconsideredasamanagementapproachtoencourageinnovativebehavior,mainly
throughfourpractices:providinginformationaboutgoalsandperformance;offeringrewardsbased
onperformance;providingaccess to job-relatedknowledgeandskills;andgrantingdiscretionto
changeworkprocessesthroughemployeeparticipation(Fernandez&Moldogaziev,2013,p.159).

Differentissuesimplydifferentformsofparticipation.Whereasorganizationaldecisionsareoften
subjecttoindirectparticipationthroughemployeerepresentatives,proximalissueslikeorganizingwork
tasksaremoreoftensubjecttodirectparticipation(Joensson,2008).Inthiscontext,specifyingthe
formofparticipationbyconductingresearchregardingparticipationisrecommended.Inthispaper,
participationisunderstoodasdifferentopportunitiestoinvolveemployeesinadirectformal,direct
informal,indirectformal,orindirectinformalwayinITprojectsduringtheSDLCinthepublicsector.

Participation Theory in the Information System Context (IS)
TraditionalISparticipationtheoryhadmainlyfocusedontheroleofuserparticipationinsystem
developmentasafactorofISsuccess,andunderstandsparticipantsintermsofusers,specifically
ashands-onusers(Markus&Mao,2004).AnupdateoftheareaofparticipationinIStheoryhas
elaboratedonkeyelements, includingtheconceptualizationofstakeholdersandparticipantsand
thecharacterizationofparticipationactivities(Markus&Mao,2004).Inthiscontext,participation
activities consist theoretically of three types: solution-design participation activities, solution-
implementation, participation activities, and project-management participation activities. These
activitiesaredifferentiatedintermsofrichnessandrelationtotheiroutcomes.Theimplicationof
participationactivitiesinplanningordecision-makingactivities,suchasdesigningtrainingprograms,
aremorerichparticipationactivietiesthanitwouldbeinoperationalactivitiessuchastrainingothers
orbeingtrained.Suchtrainingactivitiesarerelatedtooutcomessuchassystemacceptanceanduse,
ratherthanoutcomesintermsofsystemquality.This“new”theoryofparticipationinISrevealsthe
needtoincludetheconceptof“changeagents”inthiscontext.Changeagencyisarolethatmanagers,
ISprofessionals,HRprofessionals,orexternalconsultantsandvendorscanassume,andisresponsible
fortheselectionofparticipantsfromamongtheaffectedstakeholders,forthecreationofparticipation
opportunitiesacrosstheproject(Markus&Mao,2004).

RESEARCH METHoDoLoGy

Literature Review Design
Theframeworkpresentedinthispaperisbasedonahermeneuticliteraturereview(Boell&Cecez-
Kecmanovic,2014).Thehermeneuticframeworkfollowsadifferentapproachthantraditionalliterature
reviews.Itisaniterativeprocessofunderstandingthetextasapartandthecontextasthewhole;i.e.,
theunderstandingoftheresearchphenomenonarisesgraduallyafterreadingtheidentifiedliterature,
andincreaseswiththesearchandreadingoffurtherpublications(Boell&Cecez-Kecmanovic,2014).

As described in Figure 1, the review process consists of two major hermeneutic circles
intertwined, the search-and-acquisition circle and the analysis-and-interpretation circle (Boell &
Cecez-Kecmanovic,2014).Thereviewprocessbeginswithinitialideasorquestionsinthesearch-
and-acquisitioncircle,whichinturnleadstotheredefinitionofthesearch.Readingtheidentified
publicationscontributestothedevelopmentandincreasingunderstandingofthephenomenaofinterest
andenables the reader to identify furtherpublicationsofpotential interest.Additionally, further
readingenablesonetodeveloplinksbetweenthesearch-and-acquisitioncircleandtheanalysis-and-
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interpretationcircle.Afterfirstdevelopinganunderstandingoftheresearchphenomena,mapping
andclassifyinghelptheresearchertoprovideasystematicanalysisandclassificationofthefindings
withinthebodyoftherelevantliterature.Onthebaseofthisanalysis,theresearchercanconduct
criticalassessmentofthebodyofliteratureandidentifygapsforfutureresearchthroughargumentation.

Identifying the Relevant Literature
Inthisstudy,thesearchoftheliteraturewasconductedbetweenMarch1andMay31,2018and
beganwith,identifyingthegapinthestateofresearchinthisarea,namelythatparticipationisseldom
investigatedinthiscontext.Atfirst,thesearchwasconductedprimarilyindatabases,“Scopus”and
“WebofScience”.Byintroducingthekeyterms“userparticipation”and“userinvolvement”inthe
formofsearchquerieswithand/orincombinationswiththeterms“IT,”“project,”“publicsector,”
“government,” and “systems”. After reading the identified literature in this iteration, the search
forfurtherliteratureprogressedwiththeaimofunderstandingwhichmethodsinvolveusersinthe
developmentofITinpractice.Thementionedsearchkeywordswereextendedwiththekeywords
“methods,”“development”and“SDLC”.

The identified articles offered a wider range of specific vocabulary for further search in
differentparticipationapproaches,especiallyintheHuman-ComputerInteraction(HCI)field.The
previoussearchkeywordswerecombinedwiththefollowingapproachesidentifiedintheliterature:
“participatory design,” “user-centered design,” “user innovation,” “lead users,” “ethnography,”
“contextualdesign,”and“humanresourcemanagement.”Basedonthismatchingofkeywords,the
searchandidentificationofrelevantliteraturewascontinuouslyexploredacrossthesetopicsofinterest
withtheaimofexploringmethodsusedforparticipationintheseapproaches.Table1providesan
overviewoftheutilizedsearchkeywords.

ForthesearchprocesscombinationsofthefourcategoriesmentionedinTable1wereusedbut
alsosingleterms.Exemplarysearchstringslookedlike:

{(Participation)OR(Involvement)}AND{(User)OR(Employee)OR(Servant)}AND{(IT)OR 
(System)OR(Software)AND{(PublicSector)or(Government)}

Figure 1. A hermeneutic framework for the literature review process consisting of two major hermeneutic circles (Boell & Cecez-
Kecmanovic, 2014, p. 264)
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Criteria for Inclusion
Giventhereviewisconceptualinpurpose,itdoesnotconsiderwithquantitativeresults,andthus
includesadditionalarticlesintheanalysis,onlyiftheyhaveenrichedthepreviousexistingknowledge
andreportedonadditionaluser-participationapproaches,practicesormethods.Toensurethequality
ofthefindings,onlypeer-reviewedarticleswereincluded,andthecitationindexofeacharticlehas
beenchecked.

Data Coding and Analysis
Theinitialiterationforarticleselectionwasmadebytheauthorbasedontitleandabstractofeach
article.The identifiedarticleswerecoded tocontent relatedcategoriesaccording to (Webster&
Watson,2002).Thisisasuitableapproachforsynthesizinganddiscussingeachidentifiedconcept
intheliteratureandrequiresthereadingofthefulltextofeacharticle.Thecategoriesarecomprised
of“ParticipationApproach,”“PracticesofParticipation,”and“TypicallyUsedMethods.”Thecodes
wereconductedfromtheauthorandexperiencedresearchertoensuretheintercodereliability.For
thedatacoding“MAXQDA”,whichisatoolforqualitativedataanalysis,wasused.Theanalysis
andinterpretationoffindingsarebasedonmappingandclassificationoftheidentifiedpracticesof
participationandtheusedmethodstotheactivitiesineachphaseoftheSDLC.Excelspreadsheets
wereusedtostructurethemappingandclassificationofthefindings.

RESULTS

Theidentifiedliteratureconcerninguserparticipationrevolvesaroundtheapproachesof“Participatory
Design,”“HumanCenteredDesign,”“UserCenteredDesign,”“Ethnography,”“ContextualDesign,”
“UserInnovation,”“LeadUsers,”and“HumanResourceManagement”.Thefocusofthisstudyisto
exploreopportunitiesandmethodsforuserparticipationfromtheseapproaches,andnottocompare
thementionedapproachesassuch.Thefollowingsectionsgiveorprovideanoverviewofpractices
forparticipationandusedmethodsforuserparticipationineachoftheidentifiedapproaches.

User Participation in the Context of Participatory Design
FromtheperspectiveofParticipatoryDesign(PD),usersareconsideredequalpartnerstosystem
developersandmustparticipateinthedecision-makingprocesswhenadecisionorchangeaffects
them.Inthiscase,theusersmusthaveaccesstorelevantinformationtoobtainknowledgeabout
technologicaloptions.Theycanthenparticipateasadvisorsinspecificdesigndecisionswhere,for
example,userscanassessprototypesdevelopedbythesystemdevelopers,asrepresentativesinthe
formofaselectedsmallgroupofuserswhomakedesigndecisions,orthroughconsensusagreements
(Karlsson,Holgersson,Söderström,&Hedström,2012).AccordingtoKensingandBlomberg(1998),
thePDapproachoutlines five requirements forparticipation:access to relevant information; the
possibilityoftakinganindependentpositionontheproblems;participationindecisionmaking;the
availabilityofappropriateparticipatorydevelopmentmethods;androomforalternativetechnical

Table 1. Search keywords

Behavior Stakeholder Domain Approach Environment

Keywords Participation,
involvement

User,employee,
servant

IT,projects,
software,
system,
development
lifecycle

Methods,participatory
design,user-centereddesign,
userinnovation,leadusers,
ethnography,contextual
design,humanresource
management

Government,
public
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and/ororganizationalarrangements.Inadditiontothis,PDallowsuserstoparticipateinprojects
wherespecificsystemsaredesignedandneworganizationalformsarecreated.Asmembersofproject
workgroupsandsteeringcommitteestheyareactivelyinvolvedinactivitiesforanalysisofneedsand
possibilities, formulatingsystemrequirements,evaluatingstandardsystems,selectingtechnology
components,designingandprototypingnewtechnologies,andorganizational implementation.In
somePDprojects,steeringcommitteesarekeptinformedconcerningtheactivitiesoftheproject
workgroupsandmayserve inanadvisorycapacity.Additionally,otherorganizationalmembers
canparticipateinarrangedworkshops(Kensing&Blomberg,1998);wherebytypicalmethodsused
in the PD approach are workshops and prototyping (Kujala, 2003), but also visiting other work
sites,courses,lectures,supervisedprojectworkwithorganizationalmembers,questionnaires,and
interviews,tohelpemployeestolearntoevaluatetheproposedtechnologyandtogainaviewofthe
relationsbetweentechnologyandworkacrossorganizations(Kensing&Blomberg,1998).Reeder,
Hills,Turner,andDemiris(2014)recommendconsideringtheconstraintsofworkresponsibilities
andschedulesoftheparticipants,whichlimitengaginginatime-intensivedesignproject.Theyhave
thereforeconductedon-siteinterviewsandusedtheinformationgainedfromtheinterviewstocreate
ascenario-baseddesignSuchdesignincludesscenariosofuseandpersonas.

User Participation in the Context of HCD and UCD
Human-CenteredDesign(HCD)methodsareappliedinsoftwaredevelopmenttoachieveausable
systemfromtheuser’sperspective(Maguire,2001).TheprinciplesofHCDconsistoftheactive
involvementofusersandclearunderstandingofuserandtaskrequirements,iterationofdesign
solutions,andmultidisciplinarydesignteams(Maguire,2001).Severalmethodshavebeenapplied
tosupporttheprocessofHCD,accordingtoMaguire(2001).Meetingswithkeystakeholdersare
relevantforusabilityplanningandscoping.Methodsforunderstandingandspecifyingthecontext
ofusearecontext-of-useanalysis,surveyofexistingusers,fieldstudies,userobservation,diary
keeping,andtaskanalysis.Methodsforspecifyingtherequirementsareuser-requirementinterviews,
focus groups, scenarios of use, personas, existing system/ competitor analysis, task/function
mapping,andallocationoffunction.Additionalmethodsincludebrainstorming,storyboarding,
cardsorting,andpaper/softwareprototypingforproducingdesignsolutions.Fortheevaluationof
thedesignagainsttherequirements,Maguire(2001)recommendsapplyingparticipatoryevaluation,
evaluationworkshops,evaluationwalkthroughordiscussion,assistedevaluation,controlleduser
testing,andsatisfactionquestionnaires.

Other than inPD,whereusersareviewedasequals tosystemdesigners,designers inUser-
Centered Design (UCD) take the role of system developers with extensive business knowledge,
spending time with users in their working environment to better understand their requirements.
UsersparticipateinUCDasadvisorsorrepresentatives(Karlssonetal.,2012).UCDisbasedon
threeprinciples:earlyfocusonusersandtasks,empiricalmeasurement,anditerativedesign(Kujala,
2003).Earlyfocusonusersandtasksimpliesdirectcontactwiththedesignerswithpotentialusers.
Empiricalmeasurement,suchasscenariotechniqueswithfocusgroups,helpstogainrequirements
for the initial design. Typical methods used in this approach are task analysis, prototyping, and
usabilityevaluation(Kujala,2003).AstudyofthemostcommonlyusedUCDmethodsranksfield
studies,user-requirementanalysis,anditerativedesignasmorerelevantthanusabilityevaluation,task
analysis,focusgroups,formalheuristicevaluation,userinterviews,prototypewithoutusertesting,
surveys,informalexpertreview,andcardsorting(Vredenburg,Mao,Smith,&Carey,2002).Salah,
Paige,andCairns(2014)recommendusinganexistinguserpool,contactinguser-recruitingfirms,
andconductingremoteusabilitytesting.Harteetal.(2017)arguethattraditionallyusedmethods
suchas interviewsand surveys are resource intensive.They thereforederivedamethodology to
enhanceusabilityintheHCDapproach,whichincludesthreephases:EstablishingContextofUse
andUserRequirements,ExpertInspectionsandWalkthroughs,andUsabilityTestingwithEndUsers.
Furthermore,ethnographicobservation(Karlssonetal.,2012)aswellassimulationscanbeusedto
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evaluateandanalyzethedesigninarealworkenvironment(Kujala,2003).Theethnographicapproach
willbeexplainedinmoredetailinthenextsection.

User Participation in the Context of Ethnography
Ethnographyfocusesonthesocialaspectsofhumancooperationandemphasizesthesocialaspect
ofwork(Kujala,2003).Thebasicprinciplesofthisapproacharethenaturalenvironmentinwhichit
takesplace,theprincipleofholismimplyingtheunderstandingofparticularbehaviorinitsrespective
context,andthemembers’pointofview(Kujala,2003).Typicalmethodsusedbyethnographyare
observation, interview, andvideo analysis.Open-ended (contextual) interviews and (participant)
observations,oftensupportedbyaudioorvideorecordings,helptodevelopsharedviewsofthework,
understandspecialworkprocessesandbehaviors(Kensing&Blomberg,1998),andactaspromptsfor
requirementelicitationaswellasforsystemdesign(Kujala,2003).Designethnographyisanewtype
ofethnography,wheretheethnographeractivelyengagesinthisfieldwiththeusersanddesigners.
In thisapproach,ethnographic techniquesused to findoutuser requirementsarewell combined
withthedesigntaskitself,suchasgeneratingdesignandprototyping(Baskerville&Myers,2015).

User Participation in the Context of Contextual Design
Contextualdesignfocusesaswellonearlydesignactivities(Kensing&Blomberg,1998)andcombines
methodssuchasobservationandinterview,inordertobetterunderstandemployeesintheirwork
environment(Kujala,2003).Thiscontextualinquiry(interviewingmethodthatcombinesobserving
andinterviewing)helpstostudyworkprocessesandoptimizethem.Theinterviewswithpotentialusers
andotherorganizationalmembersareguidedduringworktoprovideinputtotheproduct-definition
process(Kensing&Blomberg,1998).Aprominentmethodinthisapproachisthe“MUST”method,
whichimpliescooperationbetweenusers,managersandinternalITprofessionalsresponsibleforthe
designandimplementationofthedesiredsystem.Thismethodprovidesconceptsandguidelinesof
technologicalandorganizationalissues,suchastheskillsusersneedtoworkwiththenewtechnology
(Kensing&Blomberg,1998).Furthermore,fieldstudiesofworkincombinationwithcase-based
prototypingarealsodescribedhereasmethodsforwork-orienteddesign.

User Participation in the Context of UI or Lead Users
UserInnovation(UI)orLeadUsersisaquitedifferentapproachtocreatinguserparticipation.Usersin
UIarethesourceforinnovation,providingnewideasbasedontheirneedsandperceptions,identifying
thedesignsolutionsandtheproblem,collaboratingwithdevelopers,andtakingresponsibilityfor
problemsandsolutions(Karlssonetal.,2012).Thisapproachimpliescertaincharacteristicsofusers
whocanparticipateasLeadUsers.LeadUsersareup-to-dateonmarkettrends,andsoanticipate
relativelyhighbenefitsfromobtainingasolutiontotheirneeds,andmayinnovateaccordingly(Gales
&Mansour-Cole,1995).LeadUsersparticipateintheimprovementofexistingproductsorwiththe
initiationofthedevelopmentofnewproducts(Steen,Kuijt-Evers,&Klok,2007).Employeeswho
areLeadUsersaredefinedas“embedded”users,moreactivethanregularemployeesinacquiring,
disseminating, and utilizing market-need information for corporate innovation (Schweisfurth &
Raasch,2015),butproducing ideasof lowerquality thandoexternalLeadUsers (Schweisfurth,
2017).Generally,LeadUsersreflecttheirownneeds;therefore,systemdevelopersbuildthefinal
solution,inordertomeetgeneraluserneeds(Karlssonetal.,2012).

User Participation in the Context of HRM
Employee participation strategy utilizing Human Resource Management (HRM) refers to four
organizationalprocesses:power,information,knowledge,andrewards(McMahan,Bell,&Virick,
1998).Powerdescribesany formofdecision-makingwithin theorganization,butoutsideof top
management.Thiskindofdecision-makingisarguablyparticipativedecision-making.Informationis
consideredasasourceofpowerintheorganizationandreferstodifferentmethodsofcommunication
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andknowledgetransfertocoordinateandcooperatewithintheorganization.Knowledgereferstothe
expertise,intheformofskills,abilities,andknowledgeoftheemployeeswhoshouldparticipateinan
organizationdecision.Rewardsaredescribedasaninstrumenttoachieveparticipationeffectiveness.
Bondarouk and Kees Looise (2005) argue that the contribution of the HR department plays an
importantroleinthepracticalsupportofIT-innovationprojects.HRshouldmoreactivelyintervene
by maintain responsibility for explicitly defining job tasks, analyzing training needs, providing
adequateusertrainingaccordingtothoseneeds,andmotivatingpotentialusersbyestablishingreward
systems.Albrecht,Bakker,Gruman,Macey,andSaks(2015)arguethatemployeeengagementhelps
organizations to achieve competitive advantage. He recommends that HRM practitioners embed
employeeengagement inHRMpoliciesandpractices, suchaspersonnelselection, socialization,
performancemanagement,andtraininganddevelopment.

Table2illustratesthetypicallyusedmethodsforparticipationineachoftheidentifiedapproaches.

Table 2. Overview of participation in the identified approaches

Practices of Participation Typical Methods Used

PD

•Asadvisorsinspecificdesigndecisions
•Assessprototypesdevelopedbythesystemdevelopers
•Asrepresentativesintheformofselectedsmallgroupofusers
whomakedesigndecisions
•Asmembersinprojectworkgroupsandsteeringcommittees
•Inactivitiesforanalysisofneedsandpossibilities,formulating
systemrequirements,evaluationofstandardsystems,selection
oftechnologycomponents,designingandprototypingofnew
technologiesandinorganizationalimplementation

•Workshops,prototyping,visitofotherworksites,courses,
lectures,supervisedprojectwork,questionnaire,andinterviews.

HCD and UCD

•Asadvisorsorrepresentatives
•Inmeetingswithkeystakeholdersforusabilityplanningand
scoping
•Bytaskrequirements
•Byiterationofdesignsolutions
•Inmultidisciplinarydesignteams
•Byunderstandingandspecifyingthecontextofuse
•Byspecifyingtherequirements
•Fortheevaluationofthedesignagainsttherequirements

•Contextofuseanalysis,surveyofexistingusers,fieldstudies,
userobservation,diarykeeping,taskanalysis,userrequirement
interview,focusgroups,scenariosofuse,personas,existing
system/competitoranalysis,task/functionmappingandallocation
offunction,brainstorming,storyboarding,cardsorting,paper/
softwareprototyping,participatoryevaluation,evaluation
workshops,evaluationwalkthroughordiscussion,assisted
evaluation,controlledusertesting,andsatisfactionquestionnaires

Ethnography

•Bydevelopingsharedviewsonthework
•Byrequirementelicitation
•Bysystemdesign

•Observation,interviewandvideoanalysis.Open-ended
(contextual)interviewsand(participant)observations,audioor
videorecordings

Contextual Design

•Byearlydesignactivities
•Byoptimizingworkprocesses
•Byprovidinginputtotheproductdefinitionprocess

•Contextualinquirysuchasobservationandinterviewtogether,
“MUST”method,fieldstudiesofworkincombinationwithcase-
basedprototyping

UI or Lead Users

•Byprovidingnewideas
•Byidentifyingproblemsanddesignsolutions
•Asresponsibleforproblemsandsolutions
•Bycollaboratingwithdevelopers

•Initiationofthedevelopmentofnewproducts,improvementof
existingproducts

HRM

•Byparticipativedecision-makingassourceofpower
•Bycommunicationandknowledgetransfertocoordinateand
cooperatewithintheorganization

•Explicitlydefinejobtasks,analyzetrainingneeds,provide
adequateusertraining,andmotivatepotentialusersbyestablishing
rewardsystems
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oPPoRTUNITIES FoR PARTICIPATIoN ACRoSS THE SDLC

Despitevariousdifferencesbetweentheprivateandpublicsectors,theintroductionprocessofIT
projectsisusuallysimilarandreflectsstepsoftheSDLC(Rosacker&Rosacker,2010).TheSDLC
offersasetofstandardphases,akindoftemplatethatcanbeusedforfurtherprojects(Wirick,2009).
Thisincludesprojectphasesfromtheinitiationtodevelopasystemtoitsdispositionoroperation.A
projectphasehelpstoorganizeaprojectandtocommunicateaboutitanddescribesasetofactivities.
Eachofthosephasesshouldendwiththecreationofadeliverablethatcanbeevaluatedandreviewed
bytheprojectstakeholder(Wirick,2009).Deliverablesaredocuments thatcanincludeaproject
plan, trainingmanuals (Wirick, 2009), or system-requirement specificationdocument (Laplante,
2014).Theinvolvementofthestakeholderintheevaluationofthedeliverablesiscrucialtomaking
decisionsonthecontinuationoftheprojectandtoidentifyingnecessarychanges.Furthermore,the
reviewofthedeliverablesprovidesformalacceptancebytheusers(Westland,2006).Ingeneral,the
processconsistsofthebroadprojectphasesofinitiationandplanning,requirementsdefinitionand
sourcing,designanddevelopment,deploymentandoperation-test,andfinallythephaseofoperation
andmaintenance.Thispaperfocusesspecificallyonparticipationacrossthewholeprocessandmaps
practicesandusedmethodsforparticipationfromtheidentifiedapproachestoactivitiesineachphase.

Participation in the Initiation and Planning Phase
The initiationphaseprovidesmanyactivities thataremorestrategicandbeginswith identifying
businessneeds(Westland,2006).Thiscanbe thedevelopmentofanewsystemor thechanging
ofanexistingsystem.Leaduserscanparticipateintheinitiationoftheprojectbyidentifyingsuch
needs.Typically,topmanagersinitiatesuchprojectinitiatives.Nevertheless,theparticipationofother
membersintheorganizationatthisearlystageinfluencethedecision-makingprocess(Damanpour
&Schneider,2006).Furtherkeyactivitiesinthisphaseareidentifyingstakeholders,developinga
projectconceptthatincludescostsandriskanalysis,planningforrequiredresourcesandactivities,
andbuildingprojectteams(Westland,2006).Astakeholderanalysisisestablishedforidentifyingall
memberswhomaybeimpactedbythisproject.Employeescanparticipateonsteeringcommitteesas
projectleaders,members,and/oronworkgroups,andsoareactivelyinvolvedindifferentactivities,
suchasanalysisofneedsandpossibilities,projectdefinition,andprovidingandreviewingtheproject
plan.Theactiveparticipationofallusersisnotpossibleandislimitedtoemployeerepresentatives,
includingmanagers,ITprofessionals,andworkcouncils.Maguire(2001)recommendsbuildinguser
groupsincludingend-users,supervisors,installersandmaintainers,andotherstakeholdersuchas
marketingstaff,purchasers,andsupportstaff.Severalaspectsarecriticalinselectingrepresentatives,
suchasskillsandworkexperience.Aformalrequestbye-mailisatypicalwaytorecruitinterested
membersoftheprojectgroups.Toputinplacesomeofthoseorganizationalfeatures,itisusefulto
includetheroleof“changeagent”insuchaprojectstructure(steeringcommitteeorprojectwork
groups)accordingtothetheoryofparticipationdescribedinsection2.Inaddition,theinformation
abouttheinitiationoftheprojectplaysanimportantroleforensuringallemployees’participation.
Information helps to inform and communicate with all organization members about the project
intent,aswellasitsprogressduringtheprojectlifecycle.Simplewaysofdoingthisincludee-mails,
informationontheinternalwebpage,newsletters,orarrangedworkshops.

Participation in the Requirements Definition and Sourcing Phase
Thisphaseisexpectedtobethemostsignificantofallphasesandincludestheelicitationofuser
requirements,analysesthestakeholdersandtheirneeds,documentation,validationandmanagement
(Sharma&Pandey,2014)andsourcingactivities(Westland,2006).Employeescanparticipatedirectly
inthisprocessindifferentways.Forrequirementgatheringinthecontextofuseanalysis,questionnaires
helptoprovideinformationaboutthecharacteristicsoftheusers,theirtasks,andtheiroperating
environment(Maguire,2001).Furthermore,participationasaninterviewpartner,amemberoffocus
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groups,orothermethodssuchascontextualinquiryandethnographyarewellsuitedforstudyingthe
workprocessesintherealenvironmentandspecifyingtherequirements.Furtheractivitiessuchasuser-
trainingplansorconceptsalsobegininthisphaseandcanbeupdatedinsubsequentphases(Pollard,
Gupta,&Satzinger,2010).HRdepartments,userrepresentativesintheworkprojectgroups,aswell
asothermembersintheorganizationcanparticipateinanalyzingtrainingneeds,provideadequate
usertrainingaccordingtotheseneeds,andprovideandevaluatetrainingconcepts.Thereviewingof
thedeliverables,suchastherequirement-specificationdocumentandtrainingmanuals,isaconcern
oftheinvolvedstakeholderprojectteamaswellastheinvolvedendusers,toensurechangesifthey
arenecessary.Afterthedecisiontocontinuewiththedefinedrequirements,thesourcingactivities
begin.Theseactivitiesdealmainlywithprocurementproceduressuchasrequestsforproposals,vendor
evaluation,vendorselection,andcontractdocuments/agreements(Westland,2006).Thoseactivities
aremainlymattersforprojectleadersanddecisionmakers.Nevertheless,userrepresentatives,such
asemployeeswithadequateskillsandworkcouncils,couldparticipatebybeinginformedaboutthe
process,inspectingtheproposalsandcontractdocuments,andselectingthevendors.

Participation in the Design and Development Phase
Duringthisphase,theapplicationsystemisdesignedanddevelopedaccordingtotherequirement
specification.Thedevelopedsystemistestedinaseparatetestenvironmenttoensurethefunctionality
ofthesystemanditsinstallationintoaproductionenvironmentforthenextphase(Pollardetal.,
2010).ThedesignphaseisthecentralphaseinallHCIapproaches,theparticipationoftheendusers
iscriticalinthisprocessandthroughtheirearlyfeedback,designchangescanbemadetoensure
thedevelopmentof ausable system.A rangeofdesignmethodsoffers severalopportunities for
participation,particularlybytheendusers.Fromthecontextualdesign,ethnographytoparticipatory
methods,thecommonmethodsusedareinterview,focusgroups,scenariosofuse,personas,existing
system/competitoranalysis,task/functionmapping,allocationoffunction,andprototyping.

Participation in the Deployment and operation-Test Phase
Inthisphase,thesystemisintegratedinapilotproductionenvironmenttotestitinarealenvironment
withrealusers.Theuser-systemtestsaresuitableforevaluatingthesystembasedonthedefined
requirements(Pollardetal.,2010).Usabilitytests,cardsorting,aswellasquestionnaires,observation,
andinterviews,arealsosuitableforobtainingfeedbackfromtheendusersaboutthedevelopedsystem
inthisphase.Usertrainingshouldbeconductedandevaluatedforeventualconceptimprovement
beforetherolloutinthenextphase.

Participation in the operation and Maintenance Phase
Thisisthelastphaseandincludesmainlytherolloutofthedevelopedsystem,theongoingsystem
operation,installationofsystemmodifications(updates/releases),themaintenanceofthesystemand
support(Pollardetal.,2010).Feedbackfromtheend-usersontheirroutineworkwiththesystem,by
questionnaire,interviews,andthroughcommunicationwithmanagersandworkcouncils,helpsthe
evaluationprocessonpossibleupdatesormaintenance.Furthermore,itisimportantfortheemployees
tohaveinstitutionalpointsofsupportforanyquestionsabouttheimplementedsystemorhelpneeded.

Table3providesanoverviewofopportunitiesforemployeeparticipationacrosstheSDLCby
mappingpracticesofparticipationfromtheidentifiedapproachesinSection4onthemainactivities
ineachprojectphase.

DISCUSSIoN, IMPLICATIoNS AND CoNCLUSIoN

TheanalysisoftheopportunitiesforparticipationinITprojectsduringtheSDLCinthepublicsector
illustratesagreatpotentialtogetemployeesengaginginthisprocess.However,thefindingsofthis
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Table 3. Opportunities for participation across the project life cycle in the public sector

Activities Opportunities for Participation

Participation in the Initiation and Planning Phase

•Identifyingofbusinessneeds
•Identifyingofstake-holders
•Developmentofaprojectconcept
•Includingcostsandrisksanalysis
•Planningofrequiredresourcesandactivities
•Buildingprojectteams

•Leaduserscaninitiateprojectinitiativesbyprovidingnewideas
forthedevelopmentofnewproductsorimprovementofexisting
products
•Employeescanparticipateinsteeringcommittees,asproject
leaders,asmembersofaprojectteamand/orworkgroups,as
advisorsorrepresentatives,andsoareactivelyinvolvedindifferent
activitiessuchasanalysisofneeds,projectdefinition,andreviewof
theprojectplanandfurtherdeliverables
•Employeeinformationabouttheinitiationoftheprojectvia
e-mails,informationoninternalwebpages,newsletter,orarranged
workshops

Participation in the Requirements Definition and Sourcing Phase

•Elicitationofuserrequirements(requirements
gatheringandrequirementsanalysis)
•Developmentofuser-trainingplansor
concepts
•Procurementprocedures
•Requestforproposals
•Vendorevaluationandselection
•Contractdocuments/agreements

•Inactivitiesforanalysisofneedsandpossibilitiesandfor
formulatingsystemrequirements
•Provideinformationaboutthecharacteristicsoftheusers,their
tasksandtheiroperatingenvironmentforrequirementgathering
•Provideinputtotheproductdefinitionprocess
•Asinterviewpartner,memberoffocusgroups,orforfurther
methodswithincontextualdesignorethnography
•HRdepartments,userrepresentativesintheworkprojectgroups
aswellasothermembersintheorganizationcanparticipate
foranalyzingtrainingneeds,providingadequateusertrainings
accordingtotheseneedsandevaluationoftrainingconcepts
•Reviewingofthedeliverablessuchastherequirement
specificationdocumentandtrainingmanuals
•Userrepresentativessuchasemployeeswithadequateskillsand
workcouncilsparticipatebyinspectingtheproposalsandcontract
documentsandselectingthevendors

Participation in the Design and Development Phase

•Theapplicationsystemisdesignedand
developedaccordingtotherequirement
specification
•Thedevelopedsystemistestedinaseparate
testenvironment

•Assessprototypes,earlyfeedbackaboutthedesign,the
functionalityaswellastheusabilityofthesystem
•Thecommonmethodsusedforthoseactivitiesareinterview,
focusgroups,scenariosofuse,personas,existingsystem/competitor
analysis,task/functionmapping,allocationoffunction,and
prototyping

Participation in the Deployment and Operation-Test Phase

•Thesystemisintegratedinapilotproduction
environment
•Testsinarealenvironmentwithrealusers
•Evaluatingthesystembasedonthedefined
requirements

•Usabilitytests,cardsorting,aswellasquestionnaires,observation
andinterviewsarealsosuitabletogetfeedbackfromtheendusers
aboutthedevelopedsysteminthisphase
•Employeescanparticipateintrainingactivitiesandevaluatethe
trainingconceptforeventualconceptimprovement

Participation in the Operation and Maintenance Phase

•Rolloutofthesystem
•Ongoingsystemoperation
•Monitoringandevaluationofthesystem
•Installationofsystemmodifications(updates/
releases)
•Maintenanceofthesystem

•Feedbackfromtheend-usersintheirroutineworkwiththesystem
withquestionnaire,interviewsaswellasthroughcommunication
withmanagersandworkcouncilshelptheevaluationprocessfor
possibleupdatesormaintenance
•Supportduringthesystemuse(foranyquestionsaboutthe
implementedsystemorhelpneeded)
•Knowledgesharingthroughcommunication
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studyrevealthatparticipationofallusersislimitedtotheinformation,communication,training,
support, and feedback about the introduced system in the operation phase. Additionally, most
availableopportunitiesforparticipationarethoserelatedtorequirementdefinitionandsystemdesign.
Participationtheorydifferentiatesparticipationactivitiesinsolutiondesign,solutionimplementation,
andprojectmanagementparticipationactivities.Whileprojectmanagementparticipationactivities
aremainlyusedin theearlyprojectstages,suchas the initiationphase,solution implementation
activitiesaremorethematteroflaterstages,suchasdesignandimplementation.Involvingusersin
earlystagesoftheSDLCallowsdetectingflawsofconceptualanddesignnature,minimizeunnecessary
developmentcosts,andwarrantrelevanceforcustomers(Alvertisetal.,2016).Userparticipationin
suchearlystagesareconsideredtobemoreeffectiveandcaninfluencethesubsequentstages(Muneera
&Didar,2015).Nevertheless,participationinformofinformation,communication, trainingand
supportareconsideredtoberelevantfactorsthatinfluenceemployees’adoptionofITinthepublic
sectorandshouldbeinvestigatedinfutureresearch(BenRehouma&Hofmann,2018).

Employeeparticipationinthepublicsectorisarguedthroughouttheliteratureasacriticaladoption
factor.Theauthorbelievesthatfurtherresearchonparticipationfromtheemployees’perspective
investigatingparticipationopportunitiesinITprojectsinthepublicsectorthatincreasetheiradoption
ofITisrequired.Furtherchallengesinthiscontextarerelatedtothemanagementofuserparticipation,
identifyingandselectionoftheappropriateparticipantsfromagroupofstakeholder(Muneera&Didar,
2015)andidentifyingthebarriersandmotivesbehindparticipation(Thakurta,2017).Furthermore,
achievingeffectiveparticipationrequirestheconsiderationoffactorssuchasrelaxingofdeadlines,
providingtimeoffinlieufromdailywork,allowingtimeforexperimentation(Kensing&Blomberg,
1998)andrewardsascompensation(Park,2015).Furthermethodsthatcanimprovetheparticipation
rateinIT-projectsinthepublicsectoristoincludeagileapproachestoengagedevelopersandusersto
collaboratetogetherinaniterativewayandtoidentifylessonslearnedintheclosedprojecttobetter
managenextprojects(Wirick,2009).Thischallengecanalsobeaddressedinfutureresearch,e.g.,
regardingthetrendofagileITdevelopmentinthepublicsector.

TheresultsofthisstudyrevealthatemployeeparticipationinITprojectsinthepublicsector
shouldbemanagedcarefullytoreceivetheexpectedbenefits.Thispaperprovidesanoverviewof
possibleopportunitiesforemployeeparticipationandshouldserveasaguidelineforpractitioners
betteroperatingwiththisissueinthisfuture.Theanalysisidentifiesawiderangeofopportunities
forparticipationacrossthewholeprocess,howeverthereisalsoanabsenceofinvestigationsofsuch
opportunitiesinIT-adoptioncontext.

Thisstudyhasseverallimitations.First,thetotalnumberoftheselectedarticlesislimiteddueto
theacknowledgedcriteriaforinclusion.Inaddition,thisresearchfocusedonparticipationfromthe
perspectiveoftheemployeesasusersinthepublicsector.Therefore,futureresearchcouldinvestigate
furtheropportunitiesforparticipationine.g.aqualitativeapproachandtoidentifyneedsfromthe
perspectiveofotherstakeholdersuchasmangersandstaffcouncils.
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