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ABSTRACT

The goal of human-computer interaction evolves from just making Internet systems easy to use to making 
them easy to develop. By now, most people are familiar with the basic functionalities of business applica-
tions. However, one fundamental challenge for the coming future is to develop Information Technology 
(IT) environments that allow users who do not have background in programming to develop or modify 
their own applications. In this chapter, the end-user computing is defined as an IT environment supported 
by methods, techniques, and tools that allow users of business information systems, who are acting as 
non-professional software developers, to create, modify, and extend a software system. The purpose of 
the research is to bridge the gap in the management science by investigating customer participation in 
information system development and its effect on users’ future cooperation behavior. Beyond that, the 
theoretical framework linking information system development to customer satisfaction and intention 
toward future collaboration is proposed. In conclusion, the chapter reveals the huge potential of users’ 
capabilities for the improvement of business information system design and development process.

INTRODUCTION

End-users are generally neither skilled nor educat-
ed in business information system development at 
the same level as software professionals. However, 
it is very desirable to empower end-users to adapt 
systems at a level of complexity and IT novelty 
that are appropriate to their individual skills and 
contexts of work.

Current trends in professional life, education 
and in leisure time are characterized by increasing 
change and huge diversity of end-users. They have 
different skills, knowledge, cultural background, 
and cognitive and physiological characteristics. 
Further, the diversity is related to different tasks, 
contexts, and areas of work. So, end-users can 
be classified according to the following criteria:
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•	 Involvement in the information system 
development processes: Strongly in-
volved or just watching.

•	 Environment: Personal (home) us-
ers, worker (corporate, organizational 
end-users).

•	 Frequency of acting: Occasional, fre-
quent, extensive.

•	 Software use: Word editors, emails, graph-
ics, accounting applications, Computer 
Aided Software Engineering (CASE) tools.

•	 Educational level: Basic, intermediate, 
advanced users.

•	 Relationship: Internal users (co-workers), 
external users (clients).

For all of them the new challenge of end-user 
computing is to empower them to develop and 
adapt information systems for themselves.

Some forms of end-users activities for infor-
mation system development have been known 
for years and well developed for the commercial 
success (e.g. recording macros in spreadsheets and 
word processors), defining email filters. There-
fore, it is possible to formulate the hypothesis that 
end-users software tools’ development enable a 
considerable competitive advantage in adapting to 
dynamically changing environments by empower-
ing end-users in particular domains. On the global 
level, end-user software tools’ development is 
important to increase people participation in the 
emerging Information Society.

Innovation research has emphasized the impor-
tance of understanding user needs in the process 
of new product development. However, it is not 
sufficient to understand or even satisfy existing 
customers, but rather it is necessary to lead exist-
ing customers and create new customer segments. 
Therefore, companies could be interested in cus-
tomer involvement in production or service de-
livery process. Customers are expected to support 
companies to reduce research and development 
costs, to differentiate services, reduce the time to 
market, facilitate user education, improve market 

acceptance, or even to provide more original and 
valuable proposals than professional developers.

General classification of customers in IT sector 
covers lead user, normal user and user community 
(Matthing et al., 2004, Baldwin et al. 2006). Lead 
users are critical to the development and adaption 
of complex products. They demand innovations 
ahead of the general market of other users. They 
face needs that will be the future trends in the 
market place and they are actively engaged in 
the innovative process. Normal users can help 
to provide superior and differentiated services, 
reduce cycle time, increase acceptance of the new 
service. Community users are interested in tech-
nological products and they play important role 
in the advance of technologies (Tapscott &Wil-
liams, 2007). The chapter aims to emphasize that 
organizations are beginning to realize the potential 
benefits, which can be captured when end-users 
and organizations co-create value.

Encouraging end-user to be value creators is 
the next step in the competitive effectiveness in-
crease process. Many authors argue that end-user 
value co-creation is critical for marketing success 
because under the service-dominant logic end-
users are contributing to the process of marketing, 
consumption and delivery of products and services 
(Claycomb et al., 2001). This emphasizes the shifts 
from value adding to value co-creation, from prod-
ucts to experiences, from value delivery to value 
propositions and exchange of resources. Beyond 
that, user co-creation of value benefits them (e.g. 
faster speed and lower prices) as well as firms 
(e.g. enhanced operating efficiencies and greater 
service value). End-users can actively participate 
in creating solution when service failure occurs 
by applying specialized skills and knowledge. For 
example, users can diagnose their laptop problems 
based on the product’s user manual. Research on 
end-user participation to date has focused on how 
to employ them to increase productivity in the 
service delivery context without consideration of 
failure (Prahalad & Ramaswamy, 2000).



 

 

21 more pages are available in the full version of this document, which may

be purchased using the "Add to Cart" button on the publisher's webpage:

www.igi-global.com/chapter/information-technology-prosumption-acceptance-

by-business-information-system-consultants/78771

Related Content

Citizens' Voice and Adoption of Pakistani E-Government Services
Muhammad Ovais Ahmad, Jouni Markkulaand Markku Oivo (2015). Business Technologies in

Contemporary Organizations: Adoption, Assimilation, and Institutionalization  (pp. 246-262).

www.irma-international.org/chapter/citizens-voice-and-adoption-of-pakistani-e-government-services/120762

A Novel Mixed Integer Programming Formulation for Selecting the Best Renewable Energies to

Invest: A Fuzzy Goal Programming Approach
Masoud Rabbani, Mahsa Ghanbarpour Mamaghani, Amir Farshbaf-Geranmayehand Mahsa Mirzayi

(2016). International Journal of Operations Research and Information Systems (pp. 1-22).

www.irma-international.org/article/a-novel-mixed-integer-programming-formulation-for-selecting-the-best-renewable-

energies-to-invest/153908

Estimating Two-Stage Network Technology Inefficiency: An Application to Cooperative Shinkin

Banks in Japan
Hirofumi Fukuyamaand William L. Weber (2012). International Journal of Operations Research and

Information Systems (pp. 1-23).

www.irma-international.org/article/estimating-two-stage-network-technology/65591

User-Driven Documentation Building for the ERP System
Radosaw Kowal (2014). Frameworks of IT Prosumption for Business Development (pp. 222-233).

www.irma-international.org/chapter/user-driven-documentation-building-for-the-erp-system/78777

Information Systems for Organizational Effectiveness Model: A Rationale Alignment
Govindan Marthandanand Chun Meng Tang (2012). Measuring Organizational Information Systems

Success: New Technologies and Practices  (pp. 39-61).

www.irma-international.org/chapter/information-systems-organizational-effectiveness-model/63446

http://www.igi-global.com/chapter/information-technology-prosumption-acceptance-by-business-information-system-consultants/78771
http://www.igi-global.com/chapter/information-technology-prosumption-acceptance-by-business-information-system-consultants/78771
http://www.irma-international.org/chapter/citizens-voice-and-adoption-of-pakistani-e-government-services/120762
http://www.irma-international.org/article/a-novel-mixed-integer-programming-formulation-for-selecting-the-best-renewable-energies-to-invest/153908
http://www.irma-international.org/article/a-novel-mixed-integer-programming-formulation-for-selecting-the-best-renewable-energies-to-invest/153908
http://www.irma-international.org/article/estimating-two-stage-network-technology/65591
http://www.irma-international.org/chapter/user-driven-documentation-building-for-the-erp-system/78777
http://www.irma-international.org/chapter/information-systems-organizational-effectiveness-model/63446

