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Abstract

Electronic Document Management Systems (EDMS) amploged by many
companies to improve the flow of information byrowing document handling both
inbound and outbound though their organisation. wdger as EDMS are a form of
information system they are susceptible to flawdasign. End user satisfaction is
one of the more common measures of success offamation system. The
purpose of this study is to establish whether k liatween end user satisfaction and
the perceived success of an EDMS really existsasBess the impact of end user
satisfaction on the implementation of an EDMS @&dstacademic theory was
applied to a case study of a north-east firm in¢bastruction sector. Primary data
was collected using semi-structured interviews ajuestionnaires and were
analysed using a conversation analysis and simpdéistical analysis. Findings
based on the information gathered were that endsugst there was a lack of
involvement during the design and implementatioasph, feedback was actively
collected but their was a distinct lack of commatimn between end user and
development staff. The amount of interaction erisukelieved they had during the
design stage directly impacted on their overall piapss with how the system
affected their working practices. The conclusiomawa for this study were that
there indeed exists a link between the perceivaestess of an EDMS and the
involvement of its end users during its implememmatstage. The end user’s
requirements need to be carefully assessed befopementing an EDMS to
significantly improve the chances of the systermeess.

Key Words: user involvement, systems, implementation, case study.

1. Introduction

1.1 Background

Electronic Document Management Systems (EDMS) aibsad in business
environments as a solution to handling informatieeds. A company may adopt an
EDMS to: save costs (Saffady, 2004), reduce siai spent on document handling
(Bjork, 2006) or increase the value of linked saftev (Gillespie, 1995). However as
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with all information systems they flawed in waysthsy themselves go through a
design process (Sauer, 1993).

Studies into information systems have lead to noogerconclusions and no real
evidence to suggest there is a single factor dmutirig to systems failure. Similarly
there are few standard guidelines to evaluate tlveess of information systems
implementation.

However a single quantifiable factor leading toteyss failure must exist. In this
body of work, as suggested by Fortune & Peters §R0&nd user involvement is
considered this quantifiable factor.

“End-user satisfaction (EUS) is one of the most lyidesed measures in assessing
the success of an information system (Delone anteavic1992), and also is
particularly critical in IS implementatidn(Au, Ngai & Cheng, 2008, p44).

Two further views strengthening the argument timat eser involvement is a viable
way in which to measure the success of an EDMS

Therefore the purpose of this paper is to investigéhether the success of an EDMS
can be directly linked to the quality and quantifyend user involvement in the
systems implementation and development.
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2. Literature Review

2.1 Infor mation Society

Information Technology (IT) and advances in comroation can be taken for
granted in modern society but just as the Indusage was a revolution to the
Agricultural age so too has been the ‘revolutiom’'the Information age (Osterle,
1995).

Coined by Tadao Umesao in 1963 the information &gdias been documented by
Braman (1993) to have three stages, electrificadfocommunications, convergence
of technologies and finally harmonization.

Believed to have started during the 19th centuectefication of communication

increased the capacity and speed of informatiow.fldDuring this phase the first
modern international organizations were born alomith news agencies both
national and international (Braman, 1993). Brar(il®93) also stated that toward
the end of the century the flow of information tookntre stage of the global
economy.

Braman (1993) recorded that by the 1960s the fldwindformation was so
omnipresent it penetrated further into society dadng this period it was the use of
new IT systems which led to new organizational frnfeather (2008) states the
convergence of computing and communication techgiesothrough the introduction
of satellites, fibre optics and mobile phones ndy @llowed for faster transmission
of information but also to deliver it worldwide.

During the late 28 century harmonization of systems began. This agasuggested
making the new technologies work in harmony. Cerapon and co-ordination now
was as important a factor as competition to busegegBraman, 1993).

In its modern state the Information Age or InformatSociety has empowered the
human race to transmit almost any data worldwid®oat instantly (Feather, 2008).

This has lead to further issues with the protectbrpersonal information. Even
though not a new concept Feather (2008) statedhisais linked to advancement of
IT systems and the dependence of bodies such asrgoents, businesses and varied
institutions upon it.

Applegate, Austin & McFarlan (2003) believed thaee now in the 2% century
businesses fundamentally still operate in the samaaner that they always have.
However with rapid advancements in mobile technek®gincreasing channels
which businesses operate and e-commerce have mtitibtded to organisations
having more means to manage core activities andl&édusiness relationships.

2.2 Knowledge society
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Arguing against Feathers (2008) view some conglgeinformation Society to have
already passed and transformed into something else.

Cope (2000) believes we are in the Knowledge echthat business knowledge is
soon to be the core commodity for years to comandy stated it is easier to sell
expertise rather than time as a product furthering belief that knowledge
management is an asset to future business succegs, (2000).

Sommervile & Craig (2006) describes knowledge hamheasure or identify. Kahin
& Foray (2006) considered knowledge more elusivantimformation as it is a
further transformation of data. Knowledge can l@ngd from the analysis of
information, as a genetic trait or acquired throeghperience

Regardless of which society we find ourselves kassas still considers both
information and knowledge as valuable assets wihtempting to gain competitive
advantage. Additionally Fong believes knowledgeuth be considered as the
‘primary economic resource’ (Sommervile & Craig,08). Hedstrom & King
believe businesses are open to more competitionraneasing numbers of service
providers and rising expectations from their cugtsr(Kahin & Foray, 2006). This
means that businesses must do more to competehaittrivals.

2.3 Information and knowledge management

Information management encompasses the managemeht naintenance of
Information Systems (IS) and ensures that inforomatis effectively stored,
processed, archived and retrievable (Dixon, 2000).

Tiwana (2000) declares that as time passes masdkefls competition increases,
technologies advance and become outdated. Knowledgn ever more precious
business asset and can allow for better decisiding&Tiwana, 2000).

Knowledge management obtains, collates, storesrenges acquired knowledge
that is useful to organizations (Feather, 2008y§ldiionally Tiwana (2000) believes
management of organizational knowledge generatstayrvalue for customers. As
stated by Sommervile & Craig (2006) knowledge mamagnt systematic in

presenting information so to improve understandingopics or interest areas.

Nonaka (1991) believes in modern economy the oohstant source of competitive
advantage is through the exploitation of knowledge that western society only
considered quantifiable knowledge as being usefal #hat tacit knowledge was
effectively worthless.

2.4 Decision making within business

IS in organisations is heavily dependent upon huméraction and for it to be
successful the interaction needs to be easy an@gte (Sommervile & Craig,
2006). Henderson, Venkatraman & Oldach describasi8omplex and difficult for
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less experienced users to comprehend, yet essénti@xecutives to understand
enough to make accurate long term decisions based mformation gathered and
presented using modern technologies (Luftman, 1996)

Businesses are becoming more dependent on IS tucbhusiness with customers
and interact with business partners. More busipessesses transforming inputs to
outputs can be automated using IS processes (CdtBBs) but the issue is the
complexity of the operation to be automated. Cod895) adds technology based
systems are only capable of delivering certain gygfeinformation. These described
by Scarbrough & Swan (1999) as inaccurate andcdiffto verify so a manager who
can interpret this information is essential.

Business performance analysis is essential whernngnakable decisions for both
immediate action and the future. Clifton, Suteli& Ince (2000) considers IS useful
at calculating risks and probabilities when manadeve several options open to
them. IS are capable of collating data and idgnténds (Clifton, Sutcliffe & Ince,
2000). This allows for business actions to be pé@hand executed quickly and
efficiently (Combs, 1995).

25EDMS

Adam (2008) maintains that as long as civilizatibas existed humans have
attempted to manage information systematicallyit lveriting on cave walls or the
modern methods that we now use.

Adam (2008) also states that modern systems foragiag information, such as
Document Imaging Processing (DIP), have existedesithe 1980’s. These DIP
systems were an electronic equivalent to physitiagfcabinets. EDMS emerged
during the 1990’s initially only identifying physctlocations of documents making
them easier to find then gradually incorporateddiiag and storing electronic
documents.

Zantout & Marir (1999) describe EDMS’s as a meahsmnanaging, storing and
retrieving either abstracts or entire documentte WNational Archives of Australia
(2005) describe EDMS as an automated system usathtage and improve the
workflow of information (Sommervile & Craig, 2006).

Gillespie (1995) states documents used within EDMI® not limited to just
alphanumeric items. The documents referred to ME can contain anything
classified as information or as data (e.g. audie®, images/drawings etc).

Both Adams (2008) and Zantout & Marir (1999) idéntiour processes that all
EDMS have in common: scanning, indexing, storagkaatess.

2.5.1 Scanning and indexing
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The scanning and indexing processes are interlinléa first process of the EDMS
Is capturing the information (Gillespie, 1995). c@ra hard copy document ready for
storage it is scanned to generate an electrongiorer

Scanning of hard copy documents is described, nEey & Scaunder (1998), as a
shortcut data entry method as the user does nattdgpe what information is
contained in the document.

When the e-version of the document is ready théntassigned indexing information
using a number of keywords defined into index ®eldThis is carried out either
manually or automatically. Indexing differentiatdscuments from others should it
need to be retrieved. Gillespie (1995) identifles as the most important process of
an EDMS because during this process if there isisdake in the indexing of a
document it may be lost to the system indefinitely.

2.5.2 Storage

Indexing and storage of documents is closely link&te indexing is dictated by the
folder structure of the EDMS. This structure ipeledent upon how the documents
are to be accessed.

After indexing the document is then transformed iat compressed format and
moved to a storage device (often a hard drive).

Gillespie (1995) states an ideal EDMS allows fquunof documents from a wide
variety of data capturing devices. Allowing fleldbndexing and provides means to
be able to store files on different storage devices

The storage of information is also very importantilegal sense. The freedom of
information act (Freedom of Information, 2009) etatthat individuals and
organizations have the right to request informatibat companies may hold on
them. The company in question is obligated to pi®@vhis information thus having
an EDMS allows clerical staff to find this infornat faster (Adam, 2008).

Due consideration must also be made to the Dattedmn Act of 1998. These
guidelines outline how personal information shob&lheld and also what security
should be in place ensuring the information is spfecessed lawfully, accurate as
possible and held no longer than necessary (Datadion Act, 2009).

2.5.3 Access

Zantout & Marir (1999) describe that retrieval abcdments using an EDMS s
performed on keywords input during indexing. Giee (1995) believes the access
should allow the user query the whole documentbdesa with ease. A document
viewer provides a visible version of the documemtesad users can easily identify
documents they are looking for (Gillespie, 1995This viewer should provide
navigation between documents and provide informategarding the document such



Pagel|7

as last modified, last accessed, created by etcore Mmportantly protect the
document from unauthorised modification (Gillesdi895).

2.5.4 New technologies
Along with the key processes there are modern iadditthat make EDMS more
useful at managing and improving the flow of infatmon.

Zantout & Marir (1999) provide examples of advaneesEDMS: GroupWare
products, Knowledge Management tools and Workflovanggement Systems
(WFMS’s).

Khoshafian & Buckiewicz (1995) define GroupWare saftware accessed by
multiple users via electronic communication. GhMagre products reflect the
emphasis that businesses place on the importancellaboration on work projects
(Zantout & Marir, 1999).

Fisher (1995) states that Workflow is regarded etoihg to a broader category of
GroupWare (Zantout & Marir, 1999). WFMS are anoaudted system used to pass
information between multiple users based upon sedpfined procedures (Basu &
Kumar, 2002). WFMS'’s benefit organisations by wiltgg documents to be routed
automatically to members that require access thagasing efficiency (Zantout &
Marir, 1999). Gillespie (1995) states that WFM8&Iso allow for tracking on status
and locations of documents in real time.

Essentially all of these new technologies havéedin designed to make information
handling easier and decision making more informed.

2.6 Benefitsgained from an EDM S

Technology is employed by organisations to gailmmpmetitive advantage over their
rivals. Using IS companies can automate processssgng them efficient and
reducing costs. This is highlighted by Kennedy éh&under (1998) as they state
EDMS can reduce costs relating to storage (botbespad equipment) and staff time
on documents handling. This view is shared by Bj(006) who claims time
savings being the primary cost benefit.

Saffady (2004) also backs up this argument. Saff2004) states that operating
costs can be reduced by minimizing office spacdiliog and also reduce the cost of
labour of having to have an employee sift througindreds of paper based files
searching for one document.

Other reasons to deploy an EDMS are summarizedilbgs@e (1995). Providing a
monetary return on the capital spent on the systiempgementation. The EDMS
should increase the value of other ‘linked’ softevnom the company’s perspective.
Additionally EDMS provide ‘future proofing’ for thecompany in relation to
document handling (Gillespie, 1995). Finally sitdaimed by Gillespie (1995) that a
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comprehensive EDMS is more likely to be acceptedtdyend user than several
packages.

Another benefit of company-wide EDMS is that it dsses data redundancy and
duplication of information. There is no need token@geveral copies of a document
as several folders can have the same documenem By simply ‘pointing’ to the
original instead of making another copy (Gillesdi®95). The document is either
updated by the end user or it is marked up by thirreso that everyone can see the
changes/updates.

Sommervile & Craig (2006) state having the documdimked to a database using
workflow management results in user accountabiatyd traceability for error
checking and clarification purposes.

Security is often better managed using EDMS. Sgclavels can be applied by the
system administrator meanings only staff that needgsss to the data will be able to
do so. As stated by (Kritzinger & Smith, 2008) @y levels can be set so that any
particular group of stakeholders will not be ovedaned with information they do
not need and access to sensitive information igdarto higher access levels.

Surveys carried out by Version One (document managé specialists) targeting
senior finance professionals found that the majaitemployees could tamper with
documents to suit their own ends. One quarter ebdhasked claimed to have
witnessed document fraud (Version One, 2008). mbatonly damages the company
but also is against the Data Protection Act. EDIMSe the potential to solve this
iIssue as the documents are locked for viewing by mecessary employees.

Downing (2006) claims that decision making is indie@ade more accurate because
of EDMS based on better record keeping practices.

2.7 Problemsrelatingto EDM S

There are notable security benefits from implermgntan EDMS but it does not
make it any more secure when compared to papedbsygsems. An article by
(British Broadcasting Corporation, 2008) highligttiat due to electronic documents
having no physical attributes like size they argilgatolen in the smallest of vessels
like compact disks or memory pens making the infdram vulnerable difficult to
trace.

Kennedy & Schaunder (1998) claim the storage aftedaic documents can be fifty
times larger than word based documents (e.g. .des) fcontaining the same
information. This is because the electronic doausha@re predominantly images

(e.g. .gif, .bomp).
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Issues deciding where to store documents also. eXisey can be stored on local
access networks if they are accessed or requieggiéntly or on optical media such
as CDs, DVDs or USB pen drives (Kennedy & Schaunti@98) if used less often.

Sutton (1996) highlights several problems relatedhe implementation of EDMS
within organisations, these being:

» Disapproval of staff finding paper based documesatsier to use. Old paper
based documents will need to be re-entered alotiy starting with recent
documents.

» Lack of discipline relating to the way documents flled or policies used to
ensure the documents are stored securely.

e Some organisations do not regard information asiss®t so a system that
manages information is not a priority.

» Staff can become disheartened when companies dudll new IS without
adequate resources to training and skills building.

(Sutton, 1996)

Sutton (1996) pointed out some organisations hav&ept up to date with modern
technologies thus not have the networking capaslitof routing electronic
documents throughout their organisation.

Sommervile & Craig (2006) believes initial monetagysts of setting up an EDMS

provides a possible explanation for many companasadopting them. In addition

Sommervile & Craig (2006) also state the negatimpact changes can have on
working culture within an organisation as anotheciding factor whether a company
will buy into an EDMS.

2.8 System implementation and complicationsthat may arise

IS failures are difficult to categorise often beihg result of a number of factors like
poor planning and accidents during implementationwbilst being used (Sauer,
1993, p.18). Complimenting this statement Fortén®eters (2005) believe not
meeting user requirements constitutes as IS failure

Sauer (1993) also notes that IS are a result odeeps of design and implementation
themselves thus they are open to faults and flasva human error.

Downing (2006) states successful EDMS implementatiwill make system
processes transparent to the end user. Usersrefiest change to working practices
so the user interface must be easily operated (Dmyr2006). Supporting this
Lapointe &Rivard (2005) consider overcoming thisiseance an important success
factor
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Downing (2006) believes end user expectations pléayg role in the success of an
EDMS. Psychologically it is better for organisasato ‘under-sell’ and over deliver
rather than ‘over-selling’ as the end users expiecta are better met.

Intended end users of the system also have impacthe success of EDMS
implementation. Tom (1991) recorded menial clénearkers were more willing to
change working methods and adopt IS to carry oily tesks. Managers are more
resistant as they do not en-trust IS with their renmportant’ tasks considering the
system as intrusive or daunting (Tom, 1991).

If the users of the system have not been traineahandividual level (making it
easier for them to understand benefits the systmbang) issues may arise both in
EUS and the quality of the EDMS (Downing, 2006).

Sauer (1993) points out if a system does not addoeisiness problems brought
forward then development issues occur and as & reay not be easily corrected.

2.9 Implementation and the importance of its end-user involvement
Jones (2008) argues some companies regard IS stidbemstalled and ready to be
used as successfully implemented, however thidimsiged view.

Arguments constructed by (Au, Ngai & Cheng, 200&) ®elLone & McLean state
EUS, or lack of it, is often the reason for ISdied. There has to be willingness and
ability from employees to operate the system effebt. Many organisations
neglect to ask the end users their needs or agpisafor the system. This
involvement is needed from the beginning of implatagon to ensure there are no
issues regarding the system’s ability to fulfilpisrpose (Au, Ngai & Cheng, 2008).

Gillespie (1995) argues end users will accept camlye used package rather than
several. Agreeing with this Davis (1989) and Jo{808) believes ease of use is
fundamental to user acceptance. However usersstilbieel overwhelmed by new
working procedures of the EDMS. This is also higffited by Beatriz GarcAa
(2008), end users may feel that new system are meskictive than previous
working methods.

Similar to these views Kennedy & Schauder (199&kestuser involvement is

paramount to making a system implementation suftdessEnd user support is

essential and measures should be made to gaimridione of the most effective
methods is to give the end users direct involventetite systems development and
implementation (Kennedy & Schauder, 1998).
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3 Methodology
3.1 Resear ch Approach

In light of the purpose of the research a qualitative data approach was chosen as
rich information of opinions and views about user involvement in the
implementation of the EDMS was required, according to Cooper & Schindler
(2008), qualitative is significantly more effective at achieving this.

3.2 Research Design

Several qualitative research designs could have kbegloyed examples of which
are case studies, ethnography, action researchoanded theory. These methods
are discussed and evaluated below.

3.2.1 Casestudies

Remenyiet al. (1998) defines case studies as observing reaptiddlems allowing
for a holistic view of a situation. Benbasat, Gaédn & Mead (1987) continue, that
though multiple data capture techniques are usedexperimental controls are
enforced to alter the phenomenon occurring.

Benefits of case studies, according to Kumar (2@0513), are they allow for in-
depth analysis of precise details sometimes uneedeby other research designs
plus comparisons can be applied to similar caseefsodithin the context of the
study. Benbasat, Goldstein & Mead (1987) state cdsdies are better suited to
capturing people’s knowledge and experiences.

3.2.2 Ethnography

Ethnography, described by Rosenthal and Rosnofigldsobservations in which the
researcher participates in the environment for mbmr of months, in business
environments a number of days is more common (Rgimeinal, 1998). The
background of the working culture is observed whising this particular design
(Remenyiet al, 1998).

Time needed to carry out this particular designdees it unfeasible when
considering this particular studies overall objeesi. The scope of this study does
not require such in-depth observation of the warkoulture of the organisation
studied.

3.2.3 Action research

Action research has roots in the study of managemechange (Remenyet al
1998). As the name suggests this has two compsnaction and research (Kumar,
2005).
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Remenyiet al (1998) states the process involved is collecteeglback in relation to
a system (research), then considering the feedbadkaltering variables (action).
Re-evaluating how these changes affected the syistemportant. Action research
follows experimental research in which control greare used and the manipulation
of extraneous variables to the researches own r{€aiig. Johnson, 2002).

The experimental aspect of this design makes & ¢ffective at obtaining the data
required as this study is to understand a phenomercourring naturally and not
altering it in any way.

3.2.4 Grounded theory

This research design was devised, according toi€é&tstrauss (2008), by Glaser
and Strauss in 1967. Chell (1998) believes grodrldeory works on the basis that
the researcher has no prior knowledge of the stmdlybuilds understanding through
the conceptualisation of information during resbarg&riksson & Kovalainen (2008)

state that grounded theory has a wide applicalalitg its particular strengths lie in
its capturing of context and its linking of thedoyorganisational actions.

3.2.5 Chosen resear ch design

Having considered the strengths and limitationshef above designs in relation to
the research question an instrumental case studyctwasen. Pickard (2007, p.86)
claims an instrumental case study focuses moreimylesphenomenon than the
actual case being studied, this means the caseg lstildied becomes more of a
‘means to an end’ of analyzing the phenomenon.

The purpose of this study was to gain a holistewof the perspectives of end users
so an instrumental case study is considered a gudod of obtain rich qualitative
data (Mayers, 1997).

3.3 Study Design

As case studies often use more than one data toilletechnique (Benbasat,
Goldstein & Mead, 1987) consideration had to be enasl to what techniques are
available and what advantages may be gained framg esach.

3.3.1 Observations

Observations, as the name suggests, systematntzrves a phenomenon whilst it
is occurs (Kumar, 2005, p.119). Though observatiare carried out in a different
manner to other techniques it is still planned mmplemented as any other would be
(Pickard, 2007, p.201).

Problems using observations are when individualgroups are made aware that
they are being observed natural behaviour alteestler positive or negative manner
(Kumar, 2005. P.120). This is contested by Symo€assell (1998), they note that
observations are an unobtrusive technique for cagrut research.
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Another issue according to Pickard (2007) is tlseaecher must be constantly aware
of everything going on within the scope of the alagon. This is very hard to
achieve so some behaviours can be missed/misiatech(Kumar, 2005, p.120).

3.3.2 Interviews

Easterby-Smith, Thorpe & Lowe (2002) state thatugiointerviews are an excellent
method for gathering qualitative data, the complerf this collection method and
its analysis should not be underestimated.

Interviews can be carried out in two ways. Strredluvhere the researcher asks a set
list of questions that are required to answer #search question and the others
being un-structured, offering more flexibility alMing the opinions and thoughts of
the interviewee to become free flowing (EasterbyitBnThorpe & Lowe, 2002).

Easterby-Smith, Thorpe & Lowe (2002) state depemtiow the interview is going
the interviewer may need to alter the line of enguwr clarify what it is the
interviewee is being asked. This must be donenimrabtrusive manner so not to
affect the response from the interviewee.

Gillham (2005) states strength of interviews comemf the interviewee and
researcher being both present throughout the gnaailowing for clarification of
questions that are not clear or easily misundedstodhe answers given by the
participant are more accurate in comparison to austlthat do not allow for this
interaction (Gillham, 2005).

Interviews, according to Burgess, giveke' opportunity for the researcher to probe
deeply and uncover new clues, open up new dimensioa problem and to secure
vivid, accurate inclusive accounts that are basegersonal experientéEasterby-
Smith, Thorpe & Lowe, 2002, p86), precisely thepgmse of this study.

3.3.3 Questionnaires

Questionnaires obtain information that is not rBadivailable in written format
elsewhere or is difficult to observe (Remeayial, 1998). Remenyet al (1998) also
claims that the underpinning of this data collattiechnique is that a general ideal
exists and this is a fair reflection on how the ydapion at large view the situation
also.

Questionnaire advantages, according to Kumar (2@08)that they are not heavily
dependant on time or money and provide anonymityhfeir participants.

Kumar (2005) identifies disadvantages to questioeaa They receive low response
rate from participants, there is no opportunityclarify questions and there can be
forms of collusion making the data collected lessuaate or open to scrutiny.
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Pilot questionnaires can be conducted to estahtisivhether the questions are clear
and concise, identify the short comings in desiga @it is structured in a way that
it links back to the research question (Remenyl, 1998).

3.3.4 Chosen study design

For the purpose of this study, both questionnairekinterviews would be conducted
as observation was deemed less beneficial whenesimgathe research question as
subjects opinions can be obtained more efficieming the other two methods.

The interview that would be carried out was to bmisstructured using ‘how’ and
‘why’ questions (please see Appendix A) allowing flow of as much participant
opinion as possible and, as described by ErikssoKo&alainen (2008), whilst
keeping structure and being systematic it makegtieeview more informal.

Questionnaire (Appendix B) would be piloted themded out amongst the target
population so that a generalised opinion coulddmmiilated instead of carrying out
tens of interviews which would be extremely tim&asoming.

3.4 Analysis of data

Easterby-Smith, Thorpe & Lowe (2002) identify liatibns of qualitative data as
condensing highly complex contextual informationoira format so meaningful
conclusions can be made.

This study used interviews and questionnaires,ethe® methods were analysed
separately then collated once they had been foechattowing for comparison.

Interviews were analysed to a specification draywrby Symon & Cassell (1998).
These interviews were recorded, transcribed intdtemr documents (please see
Appendix C), then formatted to improve readabityd to separate questions from
responses (Gillham, 2005). These ‘transcripts’entten coded adapted from a
procedure devised by Gillham (2005).

To summarise substantive statements relevant to rélsearch question were
highlighted and categorised through comparison rie another then referenced.
These are then added to an analysis spreadshéatrg for ‘axial coding’ (Corbin
& Strauss, 2008).

Conversation analysis was then carried out (compgawne interview transcripts to
another) (Eriksson & Kovalainen, 2008).

Questionnaires analysis used a far simpler stistanalysis, working out
percentages of opinion with substantive statemeet®rded and added to the
analysis spreadsheet.
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Chapter 4: Research analysisand discussion

The primary data obtained from the interviews andsjonnaires was analysed and
synthesised with the secondary research to preékentollowing analysis. This is
segmented into sections relating to the main theishestified during the analysis
subdivided by interview and questionnaire. Interwigarticipants are identified by a
simple notation P1, P2 etc.

4.1 EDM Simplementation end user opinions
4.1.1 Interview analysis

Au, Ngai & Cheng’s (2008) state end users mustnbelved in implementation to
ensure no complications or issues regarding theesysuse or its ability to fulfil its
purpose. Participants of the study expressed dvagsponses regarding this. P1
stated They address problems when they arise they haaetitlly been around to
ask for any feedback on the system from our vient’psuggesting there was little
end user involvement in the implementation stageftheir perspective. This view
is not shared throughout the entire organisatiomever. P4 claimed they had been
involved early on and were involved &Every opportunity, we were consulted at
various stages The difference between these participants &y thre from different
departments (surveying and admin respectively).is Blggests there that priority
was given to admin over surveying. Questionings¢hparticipants further asking
whether they felt that the system was useful andtisdr a link to EUS exists it can
be concluded that P4 is happier with how the sysiperates compared to P1. P4
noted that Yes | find that it is (information being easierlé@ate)’ and “It is better
(the system compared to legacy systems) becamskés it our work more flexilile

P1 and P2 (both surveying employees) are ableettifg issues not encompassed by
the EDMS. Sauer (1993) stated if a system doesdditess the problems brought
forward from a business process context then thitdbe development issues and
may not be easily correcte®1 said if there is a problem in a house that was done
in this three month period this information of wingtalled what components for a
boiler or whatever will be very hard to fihdP2 added I'initially disagreed with
what they were attempting to do as they seemedetddsing it on a factory
production which never happens on a constructiae’ $iighlighting future issues
“In theory for a new build it will be great but berse of some work practices it will
never be one hundred percent beneficiaProving their lesser involvement has
resulted in business processes being overlooked.

To conclude these findings proves Au, Ngai & Chen@008) opinions to be valid,
that increased involvement in system implementaléaals to fewer issues and the
system being better suited to for its purpose.eBai(1993) opinion also seems to be
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backed up (at least by P1 and P2) as issues nowifidd could have been resolved
had there been more consultation during the EDM&Idpment. However this is in
perfectly contrasted with the admin members whoemssatisfied with the system.

4.1.2 Questionnaire analysis

Results from the questionnaire respondents sugg&stk of end user involvement
throughout the organisation. 75% of responderagsmnad to not have been told
about the EDMS in its design stage and only 60%espondents acknowledged
being asked for their views on the system at aagest From this analysis it is
apparent that there was no formal collection of asdr opinions, one respondent
stated The development team would come round for litlerabon chats once in a
while”.

4.2 EDM Sinitial expectationsfrom the end user per spective

4.2.1 Interview analysis

Downing (2006) claims end user expectations pléygarole in IS success and that
psychologically it is better to ‘under-sell andesvdeliver a system. This section
assesses how the system had been explained tandhesers and how well this
description matches the current system.

P3 “assumed it would be a system that would do evegthnd it would combine
several steps in one and save us a lot of"tiamel felt the system in place matched
this description. In contrast P2 stated the systdoesn’t seem to likely meet what |
initially thought the system would 'dand continued Ireally believe it is because
they are not listening to the advice we are giviaghemi. Once again proving a
lack of communication.

P2 commented that ‘initially disagreed with what they were attempgtito do as
they seemed to be basing it on a factory productidich never happens on a
construction sité possibly a pre-determined opinion that affectegextation. P3
believed From what | was told initially it sounded great,seéemed like it would do
everything that we wanted it to do and it lookedyvelevef possibly a broader
description and easier to match.

To summarise there is an existing link displayetwben how the system was
initially described to end users and how happy treywith the system, as Downing
(2006) suggested.

4.2.2 Questionnaire analysis

Respondents told about the system during designmeanted f find it easier to use
than FileMagic¢, “ The system helps me to locate invoices much fastdr‘There is
less need to have to chase others for informatiegarding their expectations of the
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EDMS. All responses seem positive suggesting éapens have met what they had
been told about the system.

4.3 Feedback collection and itsuse

4.3.1 Interview analysis

From the employees’ perspective constant intemacéiee important to create the
impression of involvement. This is an opinion fotated by Kennedy & Schauder
(1998). Active collection of feedback to appedsednd user can be considered as a
necessity by developers trying to get people tqgoada EDMS. P1 recalld ‘tlon’t
think there has specifically been anyone rounddb ayur feedbackand P2 stated
“We are like mushrooms... we are kept in the dagarding changes to the system.
In contrast P4 claims withrégards to feedback | see it as my responsibiitydilect
the feedback from the girls and then consult theeldgment team once we have
some issues we need to resbleggesting that P4 actually taken action attengpti
to start an interaction with the developers, astmorad by Kennedy & Schauder
(1998).

This highlights the developers are not doing enotagbather feedback and proved
by system developer P5here is no formal feedback gathered to speak @f fmrm

to fill in on a weekly basis This may prove Jones (2008) argument as cowact
this occasion that the organisation regards the EBMccessful on the basis that it is
operational.

4.3.2 Questionnaire analysis

An impressive 70% of respondents agreed that tiera means for feedback
regarding the EDMS. Comments suggegita“ e-mail mainly and “There is an
intranet page for system requéstsAnother comment to be noted wal$ is not a
specific thing, it's for all system requésts Suggesting there is opportunity for
feedback but not EDMS specific, showing feedbackvédcomed but not actively
sought after.

4.4 Affect of EDM S on department working practices

4.4.1 Interview analysis
Downing (2006) believes a successful EDMS implemigmt makes system
processes less obtrusive and more transparent.

P2 said if you get someone to make a system the systerd slutiithe users and the
users shouldn’t really have to change to suit Yyeeri stressing the system is quite
obtrusive to the way in they worked than preferad®B commentedThe scanning
works great but when it comes to the inputting hef document information, the
indexing rather, it wasn’t very good at the stattustrating the system developers
acknowledged issues with work practise and redtloesk actively.
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P4 stated But as it stands the system is a lot easier tothae the old systém
adding 1 think it is more user friendly and useful thae tbld systefn However P4
continued“l am not very familiar, to be fair, with the old|l&Magic system but it
seems quite complex as | hadn't used that a greaf’ dneaning having not
previously used the legacy system her opinion n&piased in favour of the new
system.

P5 agreed walking users through change may have beeeficial For certain
departments people who aren’t too IT literati€ivas acknowledged the system had
affected the end users working practiceghey (the admin staff) used to file
everything away even every e-mail but now we hageduthem to change this so
that they only store away the necessary documentat least the most important
onesS. To conclude this EDMS could be considered obitrer and possibly
contribute to its failure Downing (2006).

4.4.2 Questionnaire analysis

60% of respondents claimed there had been chaodhe tvay they work following
the EDMS’s introduction. Two distinct opinions this change were obvious. Half
felt the change was beneficial commentihghas made my desk far tidier because
all my documents are electrohiand “It makes things much faster in my
departmerit Other end users were less impressedyréfer working with paper
documents or “It has made my job more confusing, I'm not verylitérate”.
Differences between the groups appeared to be fiosavvy they are. Regardless
the evidence collected demonstrates a notable esangwvorking practices linked of
the EDMS, be it good or bad.

4.5 EDM Swork practice changes satisfaction

4.5.1 Interview analysis

Tom (1991) argues clerical workers are willing taige their methods of working
and adopt IS whereas end users who viewed thek a®rmore important’ would
are more resistant. Testing this theory was plesstly comparing admin
departments (clerical) and surveying department rémomportant’) working
practices.

Admin participants of this study feel the systens banefited them. P3 stated/é
are more efficient as a department because we ramg hccess to information that
we did not really have befdrecontinuing, ‘when it is all up and running it will be a
real benefit to the company. It will make evenmythiun faster and more accessible
This adoption of the system also was acknowledgethé system developer as he
clearly stated the admin department have changed how they go alkotk. P5
commented that as a resulhis is very beneficial in our opinion as it takesay a
lot of wasted time from their day so they can fomu®other tasks P4 claimed that
“indexing is really an ideal job to be doing whemnuyare sat on the switch board
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because it doesn't take a lot of thought processabse it's quite mechanical
Proving clerical workers are willing to change theorking practices to adopt an IS
Tom’s (1991).

Surveyor opinion differs. P2 saicturrently things (the working practices) are
affected quite badly to be honeand “on the whole the system needs to be adapted
to rather than the system suiting us so to speaggesting negative changes to daily
routine. P1 statedAsS it is at the moment | am still pretty much wogkio old
practices even with the system in plaggoving workers with more ‘company
centric’ are far more reluctant than clerical stafidopt IS Tom (1991).

4.5.2 Questionnaire analysis

An alarming 65% of respondents were unhappy witlingles in working practices
resulting from EDMS implementation. There wemumber of reasons for this, like
“1 find it hard to read things from a screefil was more accustomed to FileMagic”
(the legacy system) andl Have to wait for indexing to be performed, whasd used

to be able to use paper straight awayOther respondents were happier with the
EDMS’s effects, I'can concentrate more on harder tasks npiN’do less chasing
operative time sheétand “Information is right at hand These comments, mostly
from admin end users, back up Tom (1991) view thatical workers are more
willing to adopt IS.

4.6 |mprovementsthat could have been made at the design stage

4.6.1 Interview analysis
All participants agreed they would have liked miorteraction with the development
team during the EDMS’s implementation.

This is shown in a many interviews. For examplecBrhmented if there was more
staff involvement very early on the whole systemldvbe bettet. P1 and P4 state
respectively: It would have been more beneficial if John (théesysdeveloper) had
come down to our office and spent a couple of houfsetter still a day with dsand

“1 think if maybe it had been delivered in shorterdts might have helped me get a
better understanding of how the system worked raten sitting in a meeting and
being told this is what is going to hapgen

The main theme from the interviewees was that esetsuwished to be involved
more with the developers during implementation nsuse the EDMS would not
interrupt with original working practices. P2 confs this saying The advice |
would have given him (the system developer) wamdke the system more user
friendly’, P3 also commentedi¥e have also discovered that the searching function
does not always return exactly what we Wartlad users been involved more these
minor usability flaws may have been avoided confiignDowning’s (2006) belief
that users will resist changes to working practice.
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4.6.2 Questionnaire analysis

Only 40% of respondents felt they had been corngudteough during the design
stage of the EDMS. A selection of the other 60&test 1 wasn’t consulted at all so
that clearly is not enoughand “l don’t think we were asked our opinion enough
showing that respondents possibly felt disgruntldohprovements suggested were
“The security of the documents could be looked eduse | think there are a lot of
people who don't really need to see documents hagesy “The system needs to
be more user friendlyand “Because it's a pain there should be someway of
automatically replace re-entered documént¥hese suggestions are a reflection of
the current system and demonstrate that with aohditiend user input the system
could be improved.

4.7 EDM S improving infor mation flow

4.7.1 Interview analysis

Kennedy & Schaunder (1998) believe EDMS reducel stae on locating and
retrieving documents and Sommervile & Craig (200@&scribe an EDMS as an
automated system designed to improve the flow fofimation.

P4 gave evidenceThere is a potential to scan and read the benchmarkich will
take that job off the girls, they do spend a lotime on that supporting the theory of
reduced staff effort. P3 saidVhen it works as it should it makes all of my jobs
quicker and as a department in the whole gives oseniim€. This supports
Kennedy & Schaunder (1998).

Supporting Sommervile & Craig (2006) P3 saWwitfen it is all up and running it will
be a real benefit to the company. It will makergiveng run faster and more
accessibléand continued Technology will hopefully be able to give betteswars
than some individuals provide at the momenthis opinion is shared by P2 who
commented how the flow of information has increa8edr the new builds very
much so but for the revites and none standard wodksat all in my opiniohbut as
highlighted P2 identified some business processad hot been integrated
successfully with the system.

Sommervile & Craig (2006) also states by havingutioents linked to a database
using workflow management increased user accouityafor error checking and
clarification. Backing this up P5 commentetiov because when we index
documents its all stored within our central dataseait can be accessed from any of
our developed systeimsnd also With it all being on our SQL server we will be able
to access information easier and quicker along witating more accurate reports
so say how much stuff is coming.in

4.7.2 Questionnaire analysis
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The analysis relating to Sommervile & Craig’s (2PG6eory provides further
evidence the EDMS does indeed improve informatlow f“Following up jobs is
faster and easiér “ Generally information is easier to locitand “Everyone seems
to have access to more information, which is a gthwag’ were only some of the
comments made. This trend found in more than ¢falhe respondents suggesting
the majority of the organisation felt the EDMS iroped the flow of information.

4.8 Summary of findings
From the objectives the following summary of finglsncan be made.

From this case study participants expressed theg net happy with the amount of
involvement they had in the design and implemenatif the EDMS. 75% of those
questioned claimed to not have been told aboutsyis¢em during its design and
many felt unhappy with the amount of input they baén allowed to provide.

Feedback was less of an issue. More than 60%spbrelents admitted that there
were facilities to provide feedback. However a bemof participants stated that
they were unhappy with the lack of communicatiothvthe developers regarding
systems improvement.

The EDMS had an apparent affect on end users dithieg positive or negative.
Half of respondents reporting there had been achlfy the system claimed it made
work harder. In perfect contrast the remainingrsiseno claimed the system made
work more efficient.

Participants concluded that had they been involvexde in the design stage the
EDMS may have been more beneficial.

Evidence collected suggests there is indeed aaelaetween EUS and the success
of an EDMS implementation and the way to improveSE&kidently is to involve
staff in the implementation process as much asilpess

As this study focused on only two departments withie organisation further study
is required in the affect EDMS’s have on differdepartmental work processes.

4.9 Credibility and reliability of research data

This study was carried out using a qualitative apph Piantanida & Garman (1999)
state the credibility is largely down to the resbars’ ability to collate and express
knowledge fairly and accurately. The data coltattmethods used in this study had
been designed and justified as the most appropiwagssure accurate results. The
analysis was conducted to specifications and guielelset out by some of the top
authors in their field. To reduce interview biagh@rough critical review was
conducted of the literature on the subject.
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The reliability of the research could be considdmeited as only three departments
were interviewed. To improve the reliability, threerview data collected had been
backed up with questionnaire responses from vardmgartments throughout the
organisation including some department heads.

4.10 Critical evaluation of resear ch project

A Weakness of the research is that only one casly stas conducted. This makes it
difficult to generalised results out of contextKziund, 2003). Additionally having
been conducted using qualitative data there mag blependency on quantitative
data to refute or back up the findings concludeabfigr & Schindler, 2008).

Although weaknesses exist in this research prafese is a great deal of reliability
in the findings as there were two types of datdectgéd allowing for triangulation
(Thomas, 2004). Additionally case studies are thotkof generating well designed
new hypotheses (Cooper & Schindler, 2008) and deyiareas for further research
(Zikmund, 2003).

4.11 Areasfor potential futurework

Findings from this research contribute to existingory in the field by delivering a
perspective of how a system developer of a companymaximise the success of an
EDMS.

An identical case study should be conducted inlama@rganisations so to solidify
findings and allowing for the conclusions to be g@afised with less scrutiny. If the
study was conducted in several other organisatqueamntitative surveys could be
devised to assess the findings of these case stadck then be distributed amongst
hundreds of organisations to test the hypothesthisfqualitative project on various
sectors of business.

It has been established in this project that EU&sdifect the perceived success of
an EDMS. This work can be used to discover hom#&ximise the involvement of
end users with system implementation.
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Chapter 5: Conclusion
The purpose of this study was to justify previousd®s into EUS and determine
whether this can affect the success of an EDMSinvihganisations.

Methods used to collect the primary research usasl an instrumental case study
using interviews and questionnaire to gather riohtextual data on participants’
opinions and views relating to the research questio

Analysis of primary data was carried out using istigal analysis for the
questionnaire responses and by transcribing anthgdtie interviews conducted.
This data was then compared against other siméispanses then related back to
literature examined during the literature review.

Limitations of this study included timescale in whiit was conducted. As a result
only one case study was carried out, with more @mether case study would have
been conducted so a holistic view of the reseanestipn could have been gained.

Findings of this particular investigation into thiéects of EUS are below:

Mixed responses from participants suggested thraeseere not entirely happy with
the amount of involvement they had in the impleragoh of the EDMS. Other
respondents felt they had been consulted at evppprtunity but departmental
divides suggesting priority may have been givesdme business areas over others.
It was concluded that there was a correlation betvitee amount of interaction with
developers and the happiness with the system.

According to the study 70% of participants agrdwat facilities to provide constant
feedback on the system existed. Though the meariki$ feedback to be collected
existed the general opinion was that EDMS feedlvea& not actively sought after.

The system developer agreed more could be dongdmct with end users. Some
members of the company felt disgruntled by thiskla¢ interaction and other

members attempt to start the interaction with gfstesn developers themselves.

A worrying 65% of end users felt that there hadnbaenegative change to their
working practices as a direct result of the EDMShese participants found it
difficult to operate the new software. This isperfect contrast with the remaining
participants who felt that the improved flow of enfnation was a real benefit and
made business decisions better informed.

Although 40% of respondents felt involved duringplementation all participants
agreed that they would have liked more interactigtih the developers during the
design of the EDMS. The general opinion was that development team should
have sat through an average day in each departarahtadapted the system
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accordingly. If users had more interaction theylddave changed the delivery of
the system, the security levels and overall madeite useable.

These findings relating to the objectives allowstfe conclusion that there is indeed
a relationship between the perceived success &S and the involvement of its
end users during its implementation stage, at feast the end users perspective.

Credibility of qualitative research projects is &@dson the researchers’ ability to
collate and express findings fairly and accurateljne methods used in this study
were rigorously designed and justified to be appade and the analysis was also
conducted following guidelines set out by someaathors in their field.

Reliability could be considered limited as intewsewere only carried out in three
departments. However questionnaires were disatbuamongst departments
throughout the organisation. These backed up thdeece provided by the

interviewees and improved the overall verity ostresearch project. To improve the
reliability of the interviews they were conducteda friendly environment and all

participants were aware of the studies purpose.

As only one case study was carried this is notlstimview but does allow for the
theories to be proved through quantitative testirtdgowever this study used two
collection methods triangulation was able to beiedrout on the data obtained

Recommended further research would be to condecttichl case studies in other
organisations allowing for the conclusions to benegalised with less scrutiny.
Further to this a survey could be devised to asdesfindings of these case studies
then be distributed to hundreds of similar orgaiosa to test the hypothesis of this
project using a quantitative survey. An additiostldy could be to establish what
processes can be used to maximise the involvememnd users with system
implementation.

It is my firm belief that an organisation wishingimplement an EDMS can greatly
increase their chances of making it a successey tmderstand the link between
information system success and the importance af aser satisfaction as
demonstrated within this body of research.
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