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INVOLVING END-USER IN IT-SYSTEM DEVELOPMENT:
THE CASE OF ONLINE ANNOUNCEMENT CONFIGURATOR

Mazzarella, Ciro, University of Trento, Faculty®bciology P.zza Venezia 41, 38100
Trento, ciro.mazzarella@studenti.unitn.it

In this exploratory paper | propose to analyse thgortance of design games in participatory
design techniques in the development of a techpadtog public administration. The importance
of end-users is one of the participatory designs'nerstones and design games are, without
doubt, one of the most effective instruments imgkearchers’ hands to realize their involvement.

My subject of analysis is a public administrationvhich, during a paper prototyping session,
workers try to create a web interface of online ammcement configuration. The configurator is a
technology used in a public administration, in pautar in an Italian region, in the publication of
announcements in which the administration annouitsedecision to find contractors to entrust
services, labor or supplies. The announcement'stidcais made up of many binding stages
because each provides a breakdown by categoryppesy resources, regulations in use etc.

Through this example | will try to emphasize howe éfffective end-user involvement is important
in the development of a new technology.
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1 GENERAL AIM AND CONTEXT

The aim of this paper is to describe a projectre&tion of an informatic system, such as a
web interface of online announcement configurationyunderline how the participatory
design approach aims to achieve products throughntrolvement of the end-users. The
worker’s participation is considered a fundamengaint for the Participatory design
projects not just because their skills are considlevaluable but also because the
introduction of new IT-system directly effects theiork and the direct use of technology:
during the participatory design process, in fabeyt share the desire to change the
situation according to their vision, their ideasofv the system should be made.

So, when we talk about organizational reality we facing a complex environment in
which the human factor is the most important comtipgetfactor and it's enhancement
represents a fundamental point for the developneérthe same organization.(Mayo.
1969)

Participatory design, in this sense, has to imprewd-users’ rights and abilities to
influence and participate in technological develepmand to improve the cooperation
between various stakeholders in the IT-work.(Kans# Bertelsen. 2006)

“If we want to make technology that really works meed to move out the constructor’s-
eye-view to a designer’s-eye-view taking the systéne users and the context all
together’(Winograd.1996)

2 METODOLOGIESAND INSTRUMENTS

In reaction to the ways in which computer-basedtesys were introduced in the
workplace and to the deleterious effects that thestems were having on workers,
design professionals realized that the skills afegences of workers need to be present
in the design and organizational implementatiorcahputer system and the work they
support(Kensing & Blomberg. 1998).

That oblivion of that, in fact, represents for thanagement just a way to control the end-
users' everyday jobs and not to improve workingd@mns.

So the participation of workers, often represembgaroject groups, is seen as necessary to
test and for their evaluation of technology: thealgsis of technology's needs and
possibilities but also the possibility to desigml gamototyping of new technologies.

To promote active worker cooperation, starting witle analysis of how workers can
influence a participative analysis of relations westn their work and technology,
participatory design’s practices improve new methadd new tools to give them the
possibilities to influence technology projects.

Most of this project is based on work groups inwloekplace to penetrate the “real word”
setting with their limited resources, conflict asdrious time constraint (Kensing &
Blomberg. 1998).



The object of that is to go inside the work’s orngation to evaluate the effect of the
introduction of new IT-instrument inside the orgation which primarily involves
creation of new knowledge and deep organisatidmahges inside the same organisation.
Doing that, the participatory design meets the woskdemands and needs but often faces
resistance of management who may see in it a way fpossible change that would
modify the distribution of power within the orgaation.

To implement an approach to who is considered tbakest part of a company, the
workers, PD researchers, have promoted a seri¢sotd and techniques that put into
practice the principles to which the participatdgsign is inspired.

Often, participatory design's project involve thseuof design games that allow the
construction of scenarios and the possibility fasrkers to transform a collaborative
analysis inside a work situation in a future visadrthe instrument that they will use.
Through these instruments the participatory desigriements a two-pronged strategy to
achieve a single purpose: researchers and designtgsng the real world of worker's
everyday life and workers, the end-users of thartelogy, start to take an active part in
the implementation of new systems that will berikey work tools for them and that will
contribute to the development of their organisation

The collaboration among workers through design gaallews for practical analysis of
the workers’ skills and experience through the troicion of scenarios that can be put
into practice and give the possibility to introdwceystem that is truly beneficial and suits
real benefits to those who will use it.

It has been often reported that systems, considefedent and valuable from an
engineering prospective, are complex an unintelégifor end-users. Systems’ design
limits, in fact, relate primarily an approach timaay be considered strictly functional and
consequently not worker oriented; to make the sysedficient, usable, it must not
underestimate all the suggestions, inputs arisiom fthe users in the form of practical
knowledge of their work and expectations/needfiefstystem that is going to introduce.
Through this approach, the user can no longer bsidered only a simple observer but
takes a more active role such as a co-designar exgertise contributor.

The participatory approach provides collaboratietween users and designers during the
design phase so the indications provided by endimgwact effectively on design choices.

3 THE CASE STUDY

The design games’ session, the object of my casly stepresents a clear example of how
the active participation of workers may be usetuimiprove or to introduce a new IT-
system by increasing the organizational capacignobérganization.

My observation was integrate with transcription amdeo recordings trying to give the
whole picture of what was happening between theuseds in the design process.

In this session workers were divided into threeugeo to try to create a new
announcement’s configuration that should be moiteduo the needs of workers and that
goes to improve the system previously used by them.

Despite the absence of any public manager, théosedssign games were followed by an
engineer, that has designed and works on configaravhich has listened to the debate
which occurred among workers.



The configurator is a technology used in a pubdimiistration, in particular in an Italian
region, in the publication of announcements in Wwhilse administration announces its
decision to find contractors to entrust servicalpl or supplies.

The announcement’s drafting is made up of manyibgqstages because each provides a
breakdown by category, purposes, resources, régugan use etc.

The three groups, who worked separately from edbbrausing sheets and post-its to
implement a kind of paper prototyping, have to sule their work in three phases up to
the realization of three paper mock-ups that repdd the solutions designed.

In the first phase, called the creative phasegmlps try to identify the characteristics
that their ideal configurator had to have. They eveupposed to create a new web
configurator’s interface trying to forget the exigt one. Therefore, they wrote the
peculiarities of the "new" configurator in any ordesting the functions essential to the
functioning of the same.

In the second phase workers have moved to a diagfdhe work done in the first phase
to build a possible sequence of the necessary deaistics for completing an
announcement.

The third phase was the realization of prototydgsaper configurator. At this stage each
group exposed to the other one their work explgirtive contents and analysing step by
step the various characteristics with the posgjbitir other groups to list, for example,
any deficiencies or possible improvements.

The last phase is certainly the most interesting giathis case study. The groups, once
completed their mock-up, have openly confrontedtltmee hypothetical Configurators
showing a high interest and intense participati@neasuggested some fundamental steps,
the elimination of certain content or a list of sofundamental objectives.

So, during the session design games, users havessed a very favourable orientation
showing a broad involvement underlining their dete@ation to transform the instrument
of their work into something that is close to aeatdmodel of a configurator that their
experience and their daily activities could makegiale.

4 A SUMMARY CONCLUSION OF MY CASE STUDY

The construction of scenarios through design garsession represents an “important
technique for creating, testing and presentinggitegieas.” Through the design games,
groups of workers have shown the need to subsligniiadify the technological tool that
is an integral part of their daily work: methodeelithis have been developed and used in
participatory design IT projects in order to in@eaiser participation.

“Participants in exploratory design games oftenehdifferent interests and preferences
but instead of utilizing this by competing the asro take advantage of the various skills
and expertise’s represented and jointly exploréouardesign possibilities within a game
setting”(Brandt. 2006)

So this kind of participation among people who had#éferent expertise and
responsibilities gives them the possibility to n@ge their ideas, make their own
proposals and set rules for the work that shoulddres.



Through discussions and the sharing of ideas amughr the participatory design it is
possible to highlight aspects of a system whicha idifferent way, were not taken into
account

The passion and involvement that workers have espck underlines how cognitive
aspects and participation of end-users may be tekkeexample and how to push and to
create a new system or substantially modify antiexjone.

Through the participatory design, in fact, you caeate a system to accommodate the
needs of people working on it.
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