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Abstract 
Fundamental differences exist in the views of technology held by IT professionals and users, creating a gap 
between the two groups.  This gap creates obstacles in information system design and development through 
communication difficulties and misunderstandings.  In order to explore this, a Gap Model has been developed to 
examine the nature of the differences and the relationship between these differences and technology acceptance 
and information system success.  This paper presents the Gap Model and preliminary findings from an initial set 
of interviews. 
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INTRODUCTION 
In general discussion both academics and IT industry representatives can be heard discussing the differences 
between IT professionals and users.  These differences have been described in terms of background differences 
(Cavaye 1995), cognitive differences (Smith 1997), a lack of knowledge of IT on the part of users (Igbaria 
1993), or communication difficulties (Mayhew 1992).  While research has been conducted into user 
characteristics, little has been done to examine the differences between users and IT professionals.  This paper 
seeks to address this by presenting a set of factors organised into a framework for examining the gap between IT 
professionals and users in order to identify where similarities and differences exist.  This framework also seeks 
to explore the possible relationship between the gap and information technology acceptance and success.   

Much has been said of the difficulties that exist with user acceptance of computer systems (Ives and Olson 1984, 
Butler and Fitzgerald 1997, Zhang et al 2004) and of the failure rate for system development (Oz 1994, Legris et 
al 2003).  Work has been done in the area of user centred design and improving information system usability, 
and yet difficulties remain with successful information system development.  The fundamental problem 
underlying information system development success and failure may be related to the basic technological view 
held by IT professionals and information system users.  IT professionals and users are not operating from a 
common point of reference and are not speaking the same language (Mayhew 1992, Grudin 1993).   

Stair and Reynolds (2003) discuss the reluctance of users to work with “computer people” as a problem in 
information system development.  The fundamental differences in technological views between IT professionals 
and users may lead to communication difficulties and misunderstandings or antagonism.  Difficulties in creating 
information systems that address the needs of the user and in eliciting information system requirements would 
be encountered through this lack of understanding.  Each group may have different attitudes towards change, 
different expectations, different languages, and different views of what technology can achieve, how it can be 
used, and its level of difficulty and desirability.  These differences will be explored to see if there is a ‘gap’ in 
the views of technology held by IT professionals and users.  An understanding of such a gap may assist in the 
development of information systems that suit the current needs of organisations and society. 

For the purpose of this research, IT professionals are defined as individuals involved in information system 
development who are directly involved in the information technology industry, whether they are developers, 
designers, business analysts, or technical personnel.  Users are defined as the actual operators of an information 
system, regardless of position or status (Robson, 1997, Bevan, 1997).  For the purpose of this study this 
grouping is confined to those users who are not directly involved in the information technology industry.     

This work stems from a current and ongoing research project investigating the differences between IT 
professionals and users in terms of their approach and attitude towards technology.  A framework for 
investigating the potential differences has been developed based on a review of available literature from a range 
of research areas.  This Gap model presents a set of factors sorted into three groups.  Interviews with IT 



professionals and users will be analysed to determine which of these factors exhibits different conditions for 
each grouping.  The model will then be refined based on which factors show variance and which do not.  The 
model could then be used to identify potential areas of difficulty within information systems development that 
may impact of the success of the development and the acceptance of the technology. 

The first section of this paper will present the research approach used in this work and describe the case study 
site that has been used in preliminary research.  The second section will describe the Gap Model detailing the 
factors and characteristics that have been identified from a review of literature.  The third section will present 
the preliminary findings from early interviews within the case study site.  Primary differences between IT 
professionals and users will be identified, and differences within the two groups will be described.  Early 
findings concerning the success of the information system development will be presented. 

RESEARCH APPROACH 
The research conducted in this work has followed the guidelines suggested by Miles and Huberman (1984) for 
qualitative research and has consisted of a review of literature, development of a conceptual model, preliminary 
interviews, case study work, and data analysis using the conceptual model.  The research question is dependant 
on different environments and is concerned with social interpretation and understanding human work and 
human activity, characteristics described by Nurminen (1997) as belonging to the interpretive research 
paradigm.  The very nature of attempting to represent the ideas and perceptions of an individual is an 
interpretive act, and generalisation across a variety of individuals and organisations is problematic.  Attempting 
to model those ideas and perceptions may alter the participants’ views as they endeavour to structure their 
thoughts.   

A review of available literature has been undertaken to identify the nature of the gap between IT professionals 
and users.  There does not appear to be a coherent research direction concerned with this field and factors 
described as differentiating IT professionals and users were identified from the areas of user acceptance, 
innovation diffusion, human factors and mental models.  These factors will potentially describe the nature of the 
gap that appears to exist between IT professionals and users, with specific attributes for each of the factors 
belonging to each group.  The list of factors was sorted into the major groupings of general factors, IT specific 
factors, and mental model factors.  A conceptual model was then developed resulting in the Gap Model.   

An investigation of users and developers from both unrelated situations and within a case study organisation has 
been undertaken.  Case studies are idiographic methods that allow the exploration of individuals in unique 
situations. I have used idiographic methods as these place emphasis on the background and history of the subject 
under investigation (Burrell and Morgan 1979).  The Gap Model was applied to the information gathered from 
these interviews to determine the importance and relevance of the factors in relation to the gap between IT 
professionals and users.  Early investigations have found a variance in the degree of importance of different 
factors and the model continues to be refined as further research is undertaken. 

Case Study Description 

Case study research has been undertaken with a set of preliminary interviews and an examination of a specific 
information systems development project.  The interviews were semi-structured, with a set of open questions 
addressing each factor in the Gap model used as a guide for the interviews.  All interviews were recorded and 
transcribed.  The initial set of interviews involved four unrelated IT professionals and four unrelated users.   

The second set of interviews took place within a case study organisation with a group of IT professionals and 
users involved in the development of an internet application.  All individuals involved in the development 
project at the time of access were interviewed, including development staff, analyst staff, management and user 
representatives.  Access to the case study site was delayed pending the resolution of a specific conflict that 
centred on one of the IT professionals.  Information relating to this conflict was obtained from other 
participants, however had access been granted earlier more insightful information may have been obtained.  
Another key user left the project during the delay, and this hindered access to information.  An opportunity to 
observe interaction between users and IT professionals during the testing phase of the project was initially 
promised, however it did not eventuate.  Documentation relating to the project was provided for examination. 

The interview process allowed the exploration of the personal attributes of the participants, and it is this personal 
view that is vital in determining how an individual feels about technology.  However, the information gathered 
is limited by the self-reported nature of interview process.  The opportunity to observe an individual directly 
interacting both with technology and with representatives of either the IT professional or user groups would 
assist in overcoming this limitation. 

The next section will describe the Gap model, detailing the sources of the different factors identified as relevant 
for examining the differences between IT professionals and users. 



DESCRIPTION OF THE ‘GAP MODEL’ 
The relationship between the characteristics of an individual and their interaction with information technology is 
acknowledged in literature. Smith (1997) discusses user characteristics in terms of a range of attributes including 
physiology and psychology.  He acknowledges that individual characteristics will determine the perceptions and 
attitudes individuals form of new technologies, and that this in turn will influence their behaviour.  Cavaye 
(1995) describes how different user-developer backgrounds and divergent “world views” can impact on the 
relationship between users and analysts.  Rogers (1995) presents a classification of technology adopters 
according to five categories: innovators, early adopters, early majority, late majority, and laggards, with specific 
characteristics for each category.  These and other characteristics derived from literature from a range of areas 
including user acceptance, innovation diffusion, human factors and mental models provided a list of factors 
appropriate for the exploration of the differences between IT professionals and users. These initial factors were 
compared for an overlap of concepts and grouped according to similar principles into three primary groups: 
general, IT specific, and mental model factors.  This grouping formed the basis of the Gap Model shown in 
Figure 1. 

Figure 1: The Gap Model 

The information technology gap is represented by the factor groupings, with IT professionals demonstrating a 
specific set of attributes for these factors and users demonstrating a different set of attributes.  It is 
acknowledged that individuals will vary within each group and attributes for the factors for different individuals 
will be found across the spectrum regardless of the speciality of the individual, however it is expected that users 
and IT professionals will cluster.  It is proposed that the different attributes for the factors will influence the 
likelihood of an individual to accept technology and that the variance between IT professionals and users will 
affect communication and interaction between the two groups impacting on information system success.   

General Factors 

General Factors include demographics and socioeconomic characteristics as shown in Table1. 
Primary Factor Indicator 

Demographics  Age  
 Education 
 Employment (Position) 
 Gender 
Socioeconomic characteristics Economic Status 
 Family status 

Table 1: General Factors 
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Age and education are factors that are widely viewed as influencing technology acceptance (Benbasat and 
Dexter 1982, Mock et al. 1972, Taylor 1975).  Smith (1997) views younger individuals as likely to take to 
technology more easily than older individuals, and the level of education and training an individual has had as 
influencing their interaction with technology.  Rogers (1995) does not view age as an influencing factor but does 
describe individuals with a higher level of education as having a favourable attitude towards education and 
science and more likely to adopt new technology.  Dillon and Morris (1996) suggest that age, education and 
training are influences rather than defining characteristics for technology acceptance and it is felt that this is an 
accurate view.  Anecdotal evidence suggests that these factors are becoming less relevant as an influence as 
technology becomes more pervasive and is routinely introduced to children as part of their schooling. 

Employment has been described as influencing technology acceptance.  Smith (1997) suggests that new 
employees may have a more positive response towards information systems than more established employees.   
Rogers (1995) lists work focus as influencing technology adoption, with a commercial economic view 
associated with a positive attitude towards technology. 

Gender has been described as affecting patterns of behaviour towards technology (Smith 1997, Ramamurthy et 
al. 1992).  Additionally, Rogers (1995) lists socioeconomic traits as an influencing factor on technology 
adoption, with higher social status and economic standing linked to early adoption of technology.   

Information Technology Specific Factors 

Information Technology specific factors include such areas as experience, training, and the level of involvement 
an individual has had in information system design and development as shown in table 2.   

Primary Factor Indicator 

Experience/Expertise  Experience Level 
 Domain of expertise 
Training and education Specific tech training 
 Tech as part of education 
User  involvement  Level of involvement in system design/development 
 Attitude towards user involvement 

Table 2: Information Technology Specific Factors 

Experience/Expertise:  

Mayhew (1992) states that users differ from designers and from each other in their degree of technical 
sophistication.  Cavaye (1995) discusses problems with the ability of users and developers to communicate with 
each other stemming from differences in the understanding each possesses of the technology, tasks involved and 
the system environment. Igbaria (1993) and Alavi and Joachimsthaler (1992) also cite experience as a factor 
influencing technology acceptance, and Ramamurthy et al. (1992) discuss domain expertise and experience, and 
system experience. 

Owen (1986) suggests that professionals use their existing knowledge about the world to form the basis of their 
personal naïve theory of computational objects – an informal understanding based on individual experience.  He 
states that knowledge concerning technology and the procedures available (and those that are “sensible” to use) 
in a technological sense are not necessarily evident to a less experienced individual, and this combination 
introduces a significant potential for problem solving difficulties to occur. 

Training and education:  

User training is a factor that can affect the interaction of an individual with technology by influencing 
satisfaction and confidence (Torkzadeh and Dwyer 1994).  Mayhew (1992) cites technical education as a factor 
that varies between users and designers and Alavi and Joachimsthaler (1992) cite training.  Borgman (1987) has 
also completed research linking not only the training an individual receives in a specific information system but 
also their general level and field of education with their performance and confidence with technology. 

User involvement:  

Ives and Olson (1984) define user involvement as “the participation in the system development process by 
representatives of the target user group” (Ives and Olson, 1984).  User involvement is widely discussed in 
usability literature in relation to information system acceptance and success.  User involvement in system 
development may also impact on an individuals perceptions of technology. 



Mental Models 

Byrne (1992) describes mental models as an internal representation of the external world that allows 
manipulation of different concepts and predictions, and allows inferences to be made of that manipulation.  They 
are specific to an individual reflecting the attitudes and opinions that influence the reactions and behaviour of 
the individual.  For the purpose of the Gap Model a mental model consists of personal factors including an 
individual’s attitude towards technology, personality and communication behaviour as shown in table 3. 

Primary Factor Indicator 
Attitude towards technology Confidence 
 Enthusiasm 
 Fear of technology 
 Motivation (type and degree) 
 Feeling of Control  
 Image 
 Understanding of other’s attitude 
 Approach to innovation 
Personality  the need for achievement 
 Fear of failure 
 degree of defensiveness 
 locus of control 
 Dogmatism 
 Risk Taking Propensity 
 Attitude to Change 
Communication behaviour Exposure to Media 
 Interpersonal Communication methods 
 Social network 

Table 3: Personal Factors 

Attitude towards technology  

Payne (1992) states that the way an individual interacts with technology is dependant on their beliefs and 
attitudes in relation to that technology.  Confidence can be defined as the individual’s feelings of assurance or 
certainty about an information system (Bailey and Pearson 1983).  Dillon and Morris (1996) cite factors such as 
a sense of mastery as favouring user acceptance of technology, however also acknowledge that evidence 
supporting this link is minimal.   

Mayhew (1992) describes a relationship between anxiety and fear and the error rate of an individual called an 
arousal-performance relationship curve.  An anxious or fearful individual may have a high level of arousal due 
to increased stress resulting in a higher level of errors, and users may find their performance impeded and error 
prone, possibly resulting in a fear ‘loop’ where negative experiences add to the anxiety and fear that a user feels. 

 Mayhew (1992) also lists motivation as a differing factor between users and designers.  She describes the 
impact the motivation of an individual has on their interaction with an information system using the arousal-
performance relationship curve, where a low level of motivation due to apathy results in a higher number of 
errors and an impeded performance.   

Dillon and Morris (1996) describe feelings of control as influencing technology acceptance.  They state that 
when users feel a lack of control they experience a rise in resistance towards technology.  Smith (1997) 
describes the degree to which users believe they have self control over a system as an influence on their 
interaction with the system.  He also states that failure experienced with one information system may influence 
interaction with other systems. 

A range of other factors are mentioned in literature.  Rogers (1995) lists personal and career aspirations and 
empathy as influencing factors, with higher aspirations and a higher degree of empathy with others associated 
with earlier technology adoption.  Rogers (1995) also describes early adopters of technology as more like to 
actively seek out innovations and have a higher degree of knowledge about innovations. 



Personality  

Factors associated with personality are mentioned by many authors, including Alavi and Joachimsthaler (1992), 
Borgman (1987), Ramamurthy et al (1992), and Smith (1997).  Personality traits specific to IT include the need 
for achievement, degree of defensiveness, locus of control, dogmatism, and risk-taking propensity (Gingras 
1977; Zmud 1979; cited in Dillon and Morris (1996)).   

Rogers (1995) describes early adopters as less dogmatic, more able to adapt to uncertainty and cope with risk, 
and more accepting of change.  He also suggests that they have a high need for achievement, 

Communication behaviour:  

Rogers (1995) discusses a range of communication behaviour that determines the likelihood of an individual to 
adopt technology.  Early adopters have a higher degree of social participation and are more highly connected 
within their social system.  They also have a higher degree of orientation outside their social system.  They have 
a broader exposure to varying media and interpersonal communication channels. 

CASE STUDY FINDINGS 
Two sets of interviews with IT professionals and users have taken place.  Early findings from this small group of 
interviews involving fifteen people revealed some interesting discrepancies between IT professionals and users.  
The general group of factors showed little differentiation, with similar variations within the group in terms of 
age, education, level of employment, and socioeconomic standing.  It is worth noting that the majority of the 
interviewees were under the age of 35, and as such routinely received exposure to information technology and 
systems while still at school.  When examining technology specific and mental model factors however larger 
differences appeared.  The greatest differences are summarised in Table 4. 

Factor IT professionals  Users 

Technology as a Tool 
or a Toy Tool at work, toy outside work Tool 

Confidence with 
technology 

Highly confident with using 
technology, less confident with the 
stability and capabilities of technology. 

Less confident with technology, more 
confident with the stability and 
capabilities of technology. 

Enthusiasm towards 
technology 

Highly enthusiastic, view technology 
as part of all aspects of their lives 

Less enthusiastic, cautious, lower ‘care 
factor’ 

Type and degree of 
motivation to use 
technology 

Pre-existing interest, challenge, fun, 
highly motivated to use technology 

Work related use, less motivated to use 
technology 

Feeling of control over 
technology In control of the technology Lower feeling of control, ‘helpless’ 

when difficulties arise 

Risk Taking Propensity Generally risk takers More conservative 

Approach to innovation 
Actively seek and use new 
technologies. Variations between IT 
professionals on innovation acquisition 

Cautious with new technology 

Attitude to change Embrace change Comfortable with change, however do 
not seek it out. 

Table 4: Greatest variance between IT professionals and users 

Users were more likely to think of technology from a business viewpoint and to see it as a tool.  IT professionals 
were more likely to use technology as a tool within the workplace, and use it is a toy outside that environment.  
IT professionals were generally more enthusiastic about technology than users and saw opportunities for 
technological applications in arena’s that users did not see as either opportunities or as generally desirable.  IT 
professionals enjoy using technology and demonstrate intrinsic motivation.  Users are more likely to use 
technology as part of their work and are unlikely to carry that use outside the work arena.  That being said, users 
will use the internet and email facilities at work for personal use. IT professionals feel in control of the 
technology they use, and users describe a lower feeling of control and a feeling of helplessness when the 
technology does not work as they expect.  IT professionals and users vary greatly in their risk taking propensity, 
with IT professionals more likely to be risk takers.  IT professionals show some variation in their propensity to 
seek out and obtain new innovations.  IT professionals with a technical focus actively follow new technological 
developments and seek to obtain these new innovations as soon as they are available.  IT professionals with a 
more user and business related focus actively follow new technological developments, however they will only 



obtain these innovations where they can see a specific application within their own environment.  Users are 
more circumspect, preferring to see a new tool proved first. 

Neither IT professionals or users described a fear of technology, a concern with how technology relates to their 
image, a fear of failure, or a high level of dogmatism.  Both IT professionals and users had mixed positions in 
relation to the need to achieve, both exhibit some defensive characteristics, and both exhibit varying degrees of 
the need for control over a situation.  Similarly, the stance of both groups in relation to communication 
behaviour varied within each group.  Neither IT professionals or users describe themselves as fearful of change, 
however IT professionals were more likely to openly embrace change. 

An interesting observation was made comparing users experience with and use of technology with their self-
assessed knowledge of and confidence with technology.  Several users interviewed use technology as an 
everyday part of their work and have extensive experience dating back to school.  One stated that others in her 
office would come to her for assistance when they encountered difficulties.  However, this group continually 
referred to their lack of experience, knowledge and aptitude for technology.  This does not appear to be false 
modesty on the part of the participants, rather it appears to stem from a view that information technology is not 
their specialty, therefore they could not possibly be well versed in its application.   

Differences within the IT professionals group 

Individuals within the IT professionals group shared similar attributes for each of the factors identified in the 
model.  In a number of factors the group separated into two distinct subgroups.  These factors are identified in 
Table 5. 

Factor Technically focused IT professionals  User and Business focused IT 
professionals 

Work Preference Prefer to focus on technical roles and 
minimise contact with users 

Enjoy interacting with users and the 
challenge of obtaining requirements. 

Technology as a Tool 
or a Toy Tool at work, toy outside work Primarily a Tool, some toy usage outside 

work. 

Approach to 
innovation 

Actively seek, obtain and use new 
technologies.  

Follow new developments, only obtain 
innovations that are relevant to them. 

Understanding of 
others 

Do not have an accurate understanding 
of users, tend to be arrogant in 
discussing users. 

Have a fairly accurate understanding of 
users. 

Communication 
Are uncomfortable in an interview 
situation, do not like to discuss 
themselves. 

Are relaxed and comfortable in interviews, 
discuss issues freely. 

Table 5: Differences within the IT professionals group 

IT professionals separated in two areas: their attitude towards the technology itself and towards users.  Those 
with a technical focus not surprisingly are drawn to jobs with a technical orientation.  They prefer not to interact 
with users where possible, and do not have an accurate understanding of users attitude towards technology.  
Their approach is to adapt users to the technology.  One IT professional stated that users should be involved in 
system development “so they accept the reasons behind the technology”.   He also felt that “users are scared of 
change and need to be educated”.  When discussing technology they are very enthusiastic.  They view 
technology as both a tool and a toy and they enjoy playing with technology.  Their primary interest is in the 
technology and what they can make it do.  They actively seek out new innovations and developments and will 
obtain and use these as soon as possible.  In a personal sense, technically focussed IT professionals appeared 
uncomfortable when interviewed and did not like to discuss themselves.   

IT professionals with a business or user focus were more relaxed in interview situations and general discussions 
and provided information easily and freely.  They were drawn to positions that involved interaction with people 
and demonstrated a higher degree of understanding of users.  They primarily view technology as a tool, and 
although they are still interested in new developments and innovations they are only likely to acquire these if 
they can see a direct use for them in their work.  Their main focus is what they can make technology do for 
users. 

A point to note is that IT professionals generally attribute user’s reticence to use technology to fear whereas 
users do not describe themselves as fearful of technology.  They demonstrate decreased enthusiasm and interest 
and a lack of confidence rather than fear.  They acknowledge that information technology is pervasive and that 
they will be faced with using it in a variety of situations.  One interviewee stated “since ‘technology is the way 



of the world’ I don’t feel strong enough to want to work against it so I’m better to try and roll with it than to 
defy it.” 

Differences within the User group 

Individuals within the user group shared similar attributes for each of the factors identified in the model.  In a 
number of factors some members of the group demonstrated similar attributes as those shown by IT 
professionals.  These factors are identified in Table 6. 

Factor General Users IT sympathetic Users 

IT specific training Exposure to IT at school and/or 
university, minimal specific IT training 

Specific IT education and/or training at a 
tertiary or work level 

Involvement in IS 
development 

Minimal or no involvement in system 
development 

Large degree of involvement in system 
development 

Confidence 
Low level of confidence in using 
technology, regardless of the amount 
of exposure to technology at work 

More confident in using technology, or in 
being able to locate information required to 
use technology 

Enthusiasm Low level of enthusiasm towards 
technology 

More enthusiastic about technology and its 
use 

Motivation Work related motivation to use, less 
motivated to use technology 

Motivation becomes related to interest, 
more motivated to use technology 

Control over tech Feel that technology has control over 
them 

Some degree of control over technology is 
evident 

Table 5: Differences within the User group 

The biggest factor influencing these differences would appear to be training and involvement in IS development.  
Users who demonstrated attributes similar to IT professionals had either received a technically oriented 
education and training or had participated in IS development.  In the latter case, IT sympathetic users stated that 
prior to this involvement their feelings and attitudes were similar to those expressed by the majority of users. 

The Gap and Information System Development Success 

The interviewees from the case study used for this research consisted of the project manager, a business analyst, 
an international intern working with the development team, two developers, and two user representatives. 
Individuals from each side of the range identified for IT professionals and users were found to be present.   

All interviewees openly discussed the different experiences they had encountered when interacting with a 
technically focused IT professional and a user or business focused IT professional.  The primary factor that 
influenced their attitude towards the interaction appeared to be communication, with all interviewees describing 
negative attributes for their experience with a technically focused IT professional and positive attributes for their 
experience with a user or business focused IT professional.  They described specific instances of interaction 
citing such difficulties as an inability to understand a technically focused IT professional in terms of language, 
and a feeling that the technically focused IT professional did not understand what they required.  In contrast, 
encounters with a user or business focused IT professional were described positively and in some instances a 
user or business focused IT professional was used to overcome interaction difficulties with a technically focused 
IT professional.  The international intern working on the team described one of the user or business focused IT 
professionals as “able to explain things at any level.  He could talk to the users and they knew what he was 
saying, then he’d talk to Developer2 [a technically focused IT professional] in her own language”.  The presence 
of several user or business focused IT professionals appeared to assist the requirements gathering phase of the 
project and ultimately the positive result generated when the product was delivered.  Doubts were expressed by 
several interviewees as to the possible outcome of the project had these individuals not been present. 

One of the user representatives interviewed had very little understanding of information technology when she 
first commenced on this project.  She was heavily involved with the design and development of the information 
system, and described how the experience had altered her initial attitudes.  Specifically, when first interviewed 
she described a lack of confidence with and interest in technology.  Her use of technology was work related and 
she felt that she had very little control over the technology itself.  When interviewed again at the end of the 
project this had changed and she demonstrated confidence with technology and stated that now she felt more in 
control.  She was more likely to use technology outside of the work place and stated that she had a better 
understanding of what was involved in information system development and what could be achieved by 



technology.  Her enthusiasm had increased although it was still below the level exhibited by IT professionals.  
She felt that the insight and understanding afforded her by her involvement in the project assisted her in 
contributing to the process by providing her with more confidence to request specific elements for the 
application.  It also made her more able to relay her requirements and gave her a better understanding of what 
could be realistically achieved. 

Initially, the project has been deemed a success in terms of meeting the defined project requirements, passing the 
testing phase, and satisfying the project manager, project sponsor and project originator.  They have been 
pleased with the development of the application, however they have expressed concerns as to the ongoing 
requirements of the project as the user focused IT professional primarily responsibly for development has now 
left, and the IT side of the application is now in the hands of a technically focused IT professional.  As the 
development is an internet based application for public use, the ultimate success of the project will be 
determined by its utilisation by the broader community and usage statistics are being monitored for this purpose. 

CONCLUSION 
Differences between IT professionals and users do exist, forming a gap between the two groups. Attributes 
identified in literature from a range of research areas as relevant for examining IT professionals and users were 
used to develop a Gap Model.  This model was used to analyse findings from an initial set of interviews with IT 
professionals and users. 

Some of the factors claimed in literature to be of importance have not been found to be important from the 
research conducted to this point.  Specifically, demographics have been used to classify an individual, however 
the findings from an initial set of interviews have found that differing attributes for these factors are not reflected 
in the attitude of users or IT professionals towards technology.  Further research may demonstrate that age may 
have relevance, but this may be attributed to the degree of exposure an individual has had to technology, with 
those under the age of 35 to 40 having had some exposure at school.  It appears that the factors having the 
greatest impact on users attitude towards technology are technology specific education and training, and the 
degree of involvement an individual has experienced with IS development.  At present, no specific factors have 
been identified as influencing the propensity for a technical focus or a business or user focus for IT professionals. 

The differences that do exist reflect fundamental misunderstandings with the potential to adversely impact IS 
development.  Levels of confidence and enthusiasm vary greatly between the two groups and IT professionals 
and users express differing opinions of what can or should be achieved using technology.  The differences have 
also influenced the conduct and ultimate success of the information system development project examined in 
initial case study research. 

At this point the Gap Model has only been used to analyse a small amount of information.  It is clear that further 
work needs to be undertaken to support early findings and clarify which factors show the actual differences 
between IT professionals and users and refine the model.  Research is continuing to that end. 

REFERENCES 
Alavi, M., & Joachimsthaler, E. A. (1992). Revisiting DSS Implementation research: A meta-analysis of the 

literature and suggestions for researchers. MIS Quarterly, 16(1), 95-116. 

Bailey, J. E., & Pearson, S. W. (1983). Development of a Tool for Measuring and Analyzing Computer User 
Satisfaction. Management Science, 29(5), 530-545. 

Benbasat, I., & Dexter, A. S. (1982). Individual Differences in the User of Decision Support Aids. Journal of 
Accounting Research, 20(1), 1-11. 

Bevan, N. (1997). Quality and Usability: A New Framework. In E. van Veenendaal (Ed.), Achieving Software 
Product Quality. Netherlands: Tutein Nolthenius. 

Borgman, C. L. (1987). Individual Differences in the Use of Information Retrieval Systems: Some Issues and 
Some Data. Tenth Annual International ACMSIGIR Conference on Research & Development in 
Information Retrieval, New Orleans. 

Burrell, G., & Morgan, G. (1979). Sociological Paradigms and Organisational Analysis. London: Heineman. 

Butler, T., & Fitzgerald, G. (1997). A Case Study of User Participation in the Information Systems Development 
Process.  Eighteenth International Conference on Information Systems, Atlanta Georgia. 

Byrne, M. (1992). The Model Theory of Deduction. In Y. Rogers, A. Rutherford & P. Bibby (Eds.), Models in 
the Mind. London: Academic Press. 



Cavaye, A. L. M. (1995). User Participation in System Development Revisited. Information and Management, 
28(5), 311-323. 

Dillon, A., & Morris, M. G. (1996). User Acceptance of Information Technology: Theories and Models. In M. E. 
Williams (Ed.), Annual Review of Information Science and Technology (Vol. 31, pp. 3-32). Medford NJ: 
ASIS. 

Gingras, L. (1977). The Psychology of the Design of Information Systems. University of California, Los Angeles. 

Grudin, J. (1993). Obstacles to Participatory Design in Large Product Development Organisations. In D. Schuler 
& A. Namioka (Eds.), Participatory Design: Principles and Practices (pp. 99-119). Hillsdale, New 
Jersey: Lawrence Erlbaum Associates. 

Igbaria, M. (1993). User Acceptance of Microcomputer Technology: An Empirical Test. International Journal of 
Management Science, 21(1), 73-90. 

Ives, B., & Olson, M. H. (1984). User Involvement and MIS Success: A Review of Research. Management 
Science, 30(5), 586-603. 

Legris, P., Ingham, J., & Collerette, P. (2003). Why do professionals use information technology?  A critical 
review of the technology acceptance model. Information and Management, 40, 191-204. 

Mayhew, D. (1992). Principles and Guidelines in Software User Interface Design. New Jersey: Prentice Hall. 

Miles, M. B., & Huberman, A. M. (1984). Qualitative Data Analysis: A Sourcebook of New Methods. Thousand 
Oaks CA: Sage. 

Mock, T. J., Estrin, T. L., & Vasarhelyi, M. A. (1972). Learning Patterns, Decision Time, and Value of 
Information. Journal of Accounting Research, 10(1), 129-153. 

Nurminen, M. (1997). Paradigms for Sale: Information Systems in the Process of radical Change. Scandinavian 
Journal of Information Systems, 9(1), 25-42. 

Owen, D. (1986). Naïve Theories of Computation. In D. A. Norman & S. W. Draper (Eds.), User Centred 
Design: New Perspectives on Human Computer Interaction. NJ: Lawrence Erlbaum Associates. 

Oz, E. (1994). Information Systems Mis-Development: The Case of Star*Doc. Journal of Systems Management, 
45(9), 30-34. 

Payne, S. (1992). On Mental Models and Cognitive Artifacts. In Y. Rogers, A. Rutherford & P. Bibby (Eds.), 
Models in the Mind. London: Academic Press. 

Ramamurthy, K., King, W., & Premkumar, G. (1992). User Characteristics - DSS effectiveness linkage: An 
empirical assessment. International Journal of Man-Machine Studies, 36(3), 459-505. 

Robson, W. (1997). Strategic Management and Information Systems. London: Pitman. 

Rogers, E. M. (1995). Diffusions of Innovations (4th ed.). New York: Free Press. 

Smith, A. (1997). Human Computer Factors: A Study of Users and Information Systems. London: McGraw-Hill. 

Stair, R. M., & Reynolds, G. W. (2003). Principles of Information Systems, A Managerial Approach (6th ed.). 
Massachusetts: Course Technology. 

Taylor, R. N. (1975). Age and experience as determinants of managerial information processing and decision 
making performance. Academy of Management Journal, 18(1), 74-81. 

Torkzadeh, G., & Dwyer, D. J. (1994). A path analytic study of determinants of information system usage. 
International Journal of Management Science, 22(4), 339-348. 

Zhang, P., Carey, J., Te’eni, D., & Tremaine, M. (2004). Integrating Human-Computer Interaction Development 
into SDLC: A Methodology. Americas Conference on Information Systems, New York. 

Zmud, R. W. (1979). Individual Differences and MIS Success: A review of the empirical literature. Management 
Science, 25(10), 960-978. 

COPYRIGHT  
Leigh Ellen Potter © 2004. The authors assign to ACIS and educational and non-profit institutions a non-
exclusive licence to use this document for personal use and in courses of instruction provided that the article is 
used in full and this copyright statement is reproduced. The authors also grant a non-exclusive licence to ACIS 
to publish this document in full in the Conference Papers and Proceedings. Those documents may be published 



on the World Wide Web, CD-ROM, in printed form, and on mirror sites on the World Wide Web. Any other 
usage is prohibited without the express permission of the authors. 


	Association for Information Systems
	AIS Electronic Library (AISeL)
	December 2004

	Investigating the Gap Between IT Professionals and Users
	Leigh Potter
	Recommended Citation


	Investigating the Gap Between IT Professionals and Users

