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Chapter 1
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Control isamajor issueinend-user computing. Themigration of responsibility,
resour cesandauthority fromI T departmentsto user departmentsisfrequently
seen asaloss of power by the I T departments and anerosion of cost control
by senior management. Reactionstothissituationtendtofocusontechnology
and formal control mechanisms. This paper contrasts such an IT-oriented
view with a proposed, alternative user-oriented view. An I T-oriented view of
EUC focuses on the problems it causes, the technology it requires, the
methods that should be used and the means of limiting, controlling and
standardizing. An user-oriented view of EUC focuses on the problems it
solves, the user’s task and the organizational environment. The paper
advocatesashiftin EUC research away fromthetechnol ogy and thel T issues
towards the political, social and cultural issues.associated with the users.
EUC problemsare, inthemain, organizational problemsrequiringaresearch
approach which addressesdynamicissuesemerging over aperiod of time. As
a basis for such research, the paper proposes a dynamic model for EUC in
whichthe progression of EUCwithinanorganizationisvisualized asa series
of inference loops.
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INTRODUCTION

Theadvent of end-user computing (EUC) catalyzed by increasingly smple
technol ogy andincreas ngly sophisticated usershasbrought withit both solutions
toproblemswithintheinformationtechnol ogy (I T) departmentsandnew problems.
Whileproviding onesol utiontotheso-called applicationsbacklog, it hascreated
new problemsof control for thel T department, which, insemecases, hasled I T
departmentstoavoid supporting EUC, andconsider outsourcingend-user training,
the support of PCsand networksand thehelp desk. EUC hasledtoanincrease
intheworkload of the I T department, agrowing application backlog asEUC
systemsrequirerepairand supportfromthel T department, andincreasing conflict
between usersand the I T department asthe | T department seekstoreininthe
uncontrollableproliferationof EUC.

Attheheart of theseproblemsliestheissueof control of EUC. Robson (1997,
p. 382) refersto EUC asuser-controlled computing. Respons bility, resourcesand
authority over ISmoveaway fromIT departmentsintouser departments. EUC
within the organization is affected by politics, culture'and power within the
organization. Reasonsfor theproliferationof EUCmay includethewishtowrest
control of IT fromthel T department andto concentrate power within particul ar
departments. Theshift of control over I T resourcesto user departmentshasbeen
associ ated withtheduplicationof computer applications, incompatibility andlack
of-integration, and low quality systems(Taylor et al., 1998). However, over-
control of EUCby thel T department | eadsto alienation of end-usersand conflict
(Beheshtian& VanWert, 1987). Many organi zationscons der thesolutiontothe
lack of control of EUCtobetheexertionof morecontrolfromthecenter. ThisIT-
centered view of EUC seesEUC asaproblemta be solved through standards,
auditing, andfinancial control mechanismswhich seek tomakeend usersbehave
likelT professional s, Literaturewithinthe EUC field emphasizesthe need for
management of EUC by:thel T department throughtheuseof restrictionsonusers
(Alavi,Nelsonand Welss, 1988; BehseshtianandVanWert, 1987; Ngwenyama,
1993; Tayloretal., 1998).

Thispaper firstly definesthel T-oriented approachto EUC control basedon
publishedresearch(Tayloretd., 1998). Thisisthencontrastedwithauser-oriented
approachto EUC. A researchagendafor studying EUC devel opment fromauser-
oriented point of view isdevel oped and supported by.amodel. Itisconcluded that
researchin EUC needsto addressuser motivationsandthedynamicsof end-user
devel opment withinanorgani zation.
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