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User Developed Applications. Can
End Users Assess Quality?

TanyaJ. McGill
School of IT
Murdoch Universty, Audrdia

Organizationsrely heavily on applications devel oped by end usersyet lack of
experience and training may compromise the ability of end users to make
objective judgments about the quality of their applications. This study
INnvestigated the ability of end usersto assessthe quality of applicationsthey
develop. The results confirm that there are differences between the system
guality assessments of end user devel opersand independent expert assessors.
In particular, the results of this study suggest that end users with little
experience may erroneously consider the applicationsthey devel op to be of
high quality. Some implications of these results are discussed.

INTRODUCTION

User devel oped gpplications (UDAS) form asignificant proportion of organi-
zational information systems(1S) (McL ean, Kappelman, & Thompson, 1993)
and the ability to use end user devel opment tool sis often aposition requirement
instead of an individual option (Brancheau & Brown, 1993). The benefitsthat
have been claimed for user devel opment of applicationsinclude better accessto
information and improved quality of information, leadingto improved employee
productivity and performance. However therealization of these benefitsmay be
put at risk because of problemswith infermation produced by UDAsthat may be
incorrect in design, inadequately tested, and poorly maintained.

Despitetheserisksorganizationsgenerally undertakelittleformal evauation
of thequality of applicationsdevel oped by end users(Panko & Halverson, 1996).
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Inthe majority of organizationsthe only measuresof whether an applicationis
suitablefor useareuser developers' subjective assessmentsof their applications.
Yet purely subjective, persona eva uationsof UDA quality could beat widevari-
ancewith actual quality. Lack of experience and training may compromisethe
ability of end usersto make objectivejudgmentsabout the quaity of their gpplica-
tions, but it appearsthat many end usersdo lack experienceand training in both
useof system devel opment tool sand in systems devel opment procedures (Cragg
& King, 1993).

There hasbeenlittle empirical, research on user devel opment of applications
(Shayo, Guthrie, & Igbaria, 1999), and most of what has been undertaken has
used user satisfaction asthe measure of success because of thelack of objective
measures available (Etezadi-Amoli & Farhoomand, 1996). Thefact that vita or-
ganizationa decison making relieson theindividua end user’ sassessment of ap-
plication effectiveness suggeststhat moreinsight isneeded into the ability of end
usersto assess the success of their own applications, and that aswell as user
satisfaction additional criteriaof successshould be considered.

Research ontherelationship between experienceor training and the success
of UDAshasbeeninconclusive. Inameta-analysisof 15 end user satisfaction
studies, Mahmood and Burn (1998) found that inthe mg ority of studiesgreater
levelsof user devel oper experience were associated with higher levelsof satisfac-
tion. Howeverindividua studiesvary: Al-Shawaf (1993) did not find any relation-
ship betwween devel opment experienceand user satisfaction, while Amoraso (1986)
foundthat thelower thelevel of programming skillsand report building skillsre-
ported the higher wasthe satisfaction. Janvrin and Morrison (1996) found that
their more experienced subjectswereless confident that their applicationswere
error free. Crawford (1986) found that higher level sof training were generally
associated with lower level sof user satisfaction, while Raymond and Bergeron
(1992) found mi crocomputer training to have asignificant effect on satisfaction
with decision making,. and Nelson and Cheney (1987) concluded that thereis
generally apositive relationship between computer-related training that auser
receivesand hisor her ability to usethe computer resource. Yaverbaum and Nosek
(1992) specul ated that computer training increases one' sexpectationsof informa:
tion systems, and hence may actually cause negative perceptions. Thismay bethe
casefor both training and experiencein the UDA domain and may go someway
to explaining thelack of conclusiveresultsintheliterature.

There have been many callsfor the devel opment of moredirect and objec-
tivemeasuresof UDA effectiveness (Al-Shawaf, 1993; Edberg & Bowman, 1996;
Igbaria, 1990; Rivard, Poirier, Raymond, & Bergeron, 1997). There have been
someattemptstomeveaway fromtheuseof user satisfaction asthemagjor indica-
tor of UDA successand to adopt a software engineering approach with afocus
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