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..But many large-scale IT projects still use traditional development
with low level of user participation and involvement
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User participation and involvement in software development is essential
for system success....

Users do not feel integrated in project
Users do not recognize the requirements
Users have low motivation to participate
Frustration and inefficiency

Improved quality due to more precise requirements
Prevention of expensive features

Positive attitude of users towards system

More effective use of system
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All End Users _ _ Use Cases for Descriptive Classification
What decisions made by Train developers on capturing
S8s SEF SR IT project members are decisions End users . .
DD ot endusers? — Better understand decisions in the design
\ l / ' and implementation phase
e  Setup — Explicitly describe their notification
End User & \? communications preferences
Repl’esentaﬁves structures IT personnel
— ) — Use the examples to understand the
P User | Sys. AR implications of their decisions
[ Notification ] )| Rea. | r 1Req. < [ [I)qec!smnl N ] — Use classification to categorize decisions
Preferences 7 ationale for documentation

Project managers

-", . @ Eeposit@ ‘:’fzzggzﬁ?gmy — Use checklist to identify important decisions
> \: ’f}r i E T — Use classification structure to track
. end user e .
notification preferences

representatives

Define means of communication — Section presentations or workshops

€ Descriptive Classification of User-Relevant Decisions

Reoccurring Topics

_ _ Example of User-Relevant Decision Sum
Abstraction level Trigger Points . o
Context Decision Eteaen 1 License cost incl. tradeoff
. . CRM Flexibility of promotions for contracts, open source vs. proprietary
Cost allocation (project S : : : : T
: telecommunication i.e. adaptable from the business team or Large implementation cost implications 9 software
and operations) : :
contract system need to change system configuration
Timing (project and Adaptations of original template for Changes in roll out alters the whole project 10
Project level g (prol ERP system ptatior 9 P g proj
operations) some business units plan 2 Sia ffing for tests
Insurance industry : : : L
Organization/Skills* (with seasonal Changes in project schedule Requires early communication to all 4
: stakeholder
business)
Business process BUSINESS Drocesses n/a Integrate content management system Changed business process as user needed 9 3 Standard central
level P function within larger system only to use one system instead of two processes
Automatic validation checks from legacy End users now need to implement new
Task level Responsibilities of users  n/a health care system cannot be process to check validity of input, e.g. 9 A iaht d
implemented in new system double entry 4 ccess r Ights an
Emp| | n automation of approvals
L CRM system in Automatic assignment of queues Mployees ho fonget ggt 5@ 00S€ (e
To-be activities though it's a limited choice that is relevant 6
call center : N
for them and their motivation)
Domain level Features Onlme_ system 3 No implementation of offline functionality SySte”T‘ et el as Sl EImgleesE 12
sales in insurance sometimes have no internet access 5 Manual vs. automated
. i o . iviti
Domain data n/a SAP standard system did not allow Dismissal of SAP for accounting system 4 ST
20-digites account numbers
Travel booking Decision on order of transactions, e.g. " : _
Workflow of the system system 1_flight, 2. hotel. 3. rental car Significant influence on rollback effort 3} 6 Unfeasible user
. requirements due to
: Usage or non-usage of back-button in : :
Interaction level .
User Interface n/a browser Different user experience 4 complexity
System Interfaces® Call center Decide how many systems are used in Call center employees need to know how 5
parallel many systems
No support of iPads due to usage of . [ Support of end user
System level Technology n/a standard calendar package User cannot use iPads 7 devices
Total 81
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* 12 semi-structured interviews with experts in large-scale IT projects

* ~18 hours of interview time
* Transcribed 322 pages
* Coded with descriptive codes

* Two new trigger points included (see *)

* 81 examples of user-relevant decisions collected

* No communication setup captures decisions of design and implementation
Majority of experts consider the classification valid and comprehensive



