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ABSTRACT  

Today there exist several systems that lack usability. The reasons are, among 
others, the pressure to add more features in the system, but also that focus has 
been earlier on technology and functionality. It becomes more important to 
think of the user, so that systems can be more usable. By focusing on the user, 
the user experience can enhance, which results in more satisfied users.  

User involvement in the system development process is one way to learn and 
receive information about the user. There are several ways of doing that. One 
way is to create user portraits from existing user models. We have studied 
different user models and lack a model that includes both tasks and goals; for 
example one of the existing models focus on user goals and another on relations 
with the system.  

The purpose with this final thesis is to create a model to describe users as roles 
providing a more effective and generalized user-centered system development 
process.  

To create this model, the role profile model, we studied existing theories. By 
them we were influenced both by good and less good things. The theoretical 
study resulted in a tentative model that we tested by interview and observe six 
buyers within the manufacturing industry. This resulted in two role profiles; the 
strategic buyer and purchase planner. From the result of the interviews and 
observations, we improved the tentative role profile model to our final model. 
There were some factors that did not fit in the tentative model and some that we 
added.  

The role profile model contains three elements; objectives, requirements and 
context. These elements consist of a number of attributes that are important 
when surveying a role profile. The uniqueness with the role profile model is the 
fact that it includes both role specific attributes and attributes that puts the role 
profile into a context. The model contains for example work process, system 
requirements, responsibility and authority.  

The role profile is at part of a greater context. There are design philosophies that 
concern the whole system development process; from survey the user to design 
and test. Our role profile model only handles the first parts, the user and tasks, 
due to the time limitations.  



 

We have created a practical procedure that we recommend to facilitate the usage 
of the role profile model. The practical procedure is based on our choices of 
method when testing the tentative role profile model. The central in our practical 
procedure are interviews and observations. It is important to plan the company 
visits so that all necessary information is received.  

The usage of the role profile can for example contribute with: knowledge and 
understanding of the users, structured work procedure, a generally accepted 
terminology and a user-centered design process.  

This final thesis has been performed on commission of Lawson Software. We 
had continuously discussions with them about usability and the role profile 
model. We have studied fields of applications for the role profile model at 
Lawson. We think they can use the model in the product requirement process, 
design and evaluation, work with composite applications, user understanding and 
user priority and introduction of new employees.  



SAMMANFATTNING  

Idag finns det ett flertal system som har bristande användarvänlighet. Detta 
beror bland annat på påtryckningar att lägga till fler funktioner i systemen, men 
också på att det bakåt i tiden har fokuserats på att utveckla system utifrån 
teknologi och funktionalitet. Det blir allt viktigare att tänka på användaren så att 
systemen blir mer användarvänliga. Genom att fokusera på användaren kan man 
öka användarupplevelsen i systemet och det medför att användarna blir nöjdare.  

Att involvera användaren i utvecklingsprocessen är ett sätt att lära känna och få 
information om användaren. Det finns många sätt att göra det på. Ett sätt är att 
skapa användarporträtt med hjälp av olika befintliga användarmodeller. Vi har 
studerat olika användarmodeller och sett att det saknas en användarmodell som 
inkluderar både fokus på användarens arbetsprocess och dess mål; till exempel 
en av de existerande modellerna fokuserar på användarens mål och en annan på 
relationer med system. 

Syftet med detta examensarbete är därför att skapa en modell som beskriver 
användare som roller, som bidrar till en effektivare och bredare användar-
centrerad systemutvecklingsprocess. 

För att ta fram denna modell, rollprofilsmodellen, studerade vi som sagt 
existerande teorier. Från dem påverkades vi både av delar som vi tyckte var bra 
och mindre bra. Vi kom fram till en hypotesmodell som vi testade genom att 
intervjua och observera sex inköpare på tillverkande företag. Detta resulterade i 
två rollprofiler; den strategiska inköparen och inköpsplaneraren. Utifrån 
resultaten av intervjuerna och observationerna förbättrade vi hypotesen till vår 
slutliga modell. Det fanns vissa faktorer som vi inte tyckte passade in, men även 
attribut som borde läggas till.  

Rollprofilsmodellen innehåller tre delar; mål, krav och kontext. Dessa delar 
består av ett antal attribut som är viktiga att undersöka hos den rollprofil som ska 
skapas. Det som utmärker rollprofilsmodellen är att den inkluderar både roll-
specifika mål och attribut som sätter rollprofilen i en kontext. Modellen 
innehåller till exempel relationer, krav, ansvar och befogenheter. 

Rollprofilen är en del av en större kontext. Det finns designfilosofier som berör 
hela systemutvecklingsprocessen; från att kartlägga användaren till att designa 



 

och testa. På grund av tidsbegränsningar har vi enbart berört de första av dessa 
delar; användaren och arbetsuppgifter.  

För att underlätta användandet av rollprofilen har vi skapat ett rekommenderat 
praktiskt tillvägagångssätt. Detta är baserat på våra egna metodval när vi testade 
vår hypotesmodell. Det centrala i det praktiska tillvägagångssättet är intervjuer 
och observationer. Det är viktigt att planera noggrant så att all nödvändig 
information erhålls. 

Användandet av rollprofilen kan till exempel bidra till: kunskap och förståelse av 
användaren, ett strukturerat arbetssätt, en allmänt accepterad terminologi samt 
en användarcentrerad utvecklingsprocess.  

Detta examensarbete har utförts på uppdrag av Lawson Software, med vilka vi 
kontinuerligt har fört diskussioner om användbarhet och rollprofilsmodellen 
med mera. Vi har även utforskat vilka potentiella användningsområden som 
rollprofilen har på Lawson. Lawson skulle kunna använda modellen i 
kravhanteringsprocessen, design och utvärdering, arbete med komposita 
applikationer, användarförståelse och prioriteringar samt introducerande av 
nyanställda.  
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1 INTRODUCTION 

The purpose of the introduction chapter is to introduce the reader to the 
purpose and the background of the thesis. This chapter explains and 
describes why this thesis is written and also the delimitations and the target 
audience. Furthermore, at the end of the chapter the reader finds a thesis 
structure. 
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1.1 BACKGROUND 

Products are not always created to suit the users; they are almost always created 
to generate revenue. One important goal for the company is of course making 
money, but it is also important to satisfy people’s needs. These goals are different 
and sometimes it is hard to make them work together. But the company that 
wants to be successful has to combine these goals. (Kuniavsky, 2003) 

It is important to communicate with the users today, to make the product 
popular and more competitive in relation to other products. This competitive-
ness will lead to customers choosing the product and this in turn will make the 
company profitable. (Kuniavsky, 2003; Vredenburg et al., 2002) 

There are many descriptions of the term usability. According to Axup (2002), the 
usability is a measure of how effectively the user can use and interact with the 
product. This means in other words, how easy it is for the user to learn and use 
the product. (Axup, 2002) On the other hand Krug (2006) argues that usability is 
only making sure that something works well, for example a system or a car.   

To make a usable system, the developers have to understand the users and the 
technology. Some factors that help when creating a product to the users are 
knowledge about the personal characteristics, the needs and the problems that 
occur when using the system. (Hackos & Redish, 1998) Good design is impor-
tant for the company, because with good design the user will be more produc-
tive. Good design will increase the overall efficiency in the company and in long-
term perspective increase the company’s profitability (Microsoft, 2006). 

Many products are hard to use and one reason is the pressure to add more 
features to the product. This is also a consequence of that the system is more 
and more frequently developed with focus on the technology and not on the 
people who use the system. To solve this problem, the software developing 
companies must focus more on the users, together with the technology. (Hackos 
& Redish, 1998; Constantine & Lockwood, 1999)  

To make the user satisfied, the product must create a user experience. This 
experience varies from user to user, but if the product is functional, efficient and 
desirable there is a possibility for the product to generate a positive experience 
for the end user. Kuniavsky (2003) writes that if the product does something 
useful when people use it, the product is functional. However, this is not enough. 
The product should also help the user to work efficiently. An important factor 
for the developer is to be aware of the user’s desires. (Kuniavsky, 2003)     
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1.2 LAWSON SOFTWARE 

In the spring 2006 Lawson Software and Intentia was merged to the new Lawson 
Software1. The new Lawson delivers business applications to companies mainly 
in (Lawson Software, 2006b): 

 Manufacturing and distribution 
 Healthcare 
 Service, maintenance and human capital management.   

 
Today Lawson delivers software and implementation services to more than 4,000 
customers in over 40 countries. (Lawson Software, 2006b) 

Lawson offers solutions in financials, human resources and supply chain 
management as well as in business intelligence and asset management. These 
solutions help customers streamline processes and enhance their business 
performance. The solutions also help customers reduce costs while increasing 
their flexibility. (Lawson Software, 2006b) 

Lawson provides two different product lines, M3 and S3. The first line named 
M3 is for customers that make, move and maintain products and the second line, 
S3, is for customers that operate in the service industry which staff, source and 
serve. (Lawson Software, 2006b) M3 constitutes what earlier has been developed 
by Intentia and S3 constitutes what earlier has been developed by Lawson. Today 
Lawson has no plans merging the two product lines into one, because the two 
lines offer different products to different markets and customers. Lawson 
delivers software that is called Movex. (Lawson Software, 2006a; Nilsson, 2006a) 

Lawson is using a modern and reliable technology. The goal with product deve-
lopment is to simplify and make it easy for the customers to use the applications. 
The simplicity does not only characterize the development but also the imple-
mentation, maintenance work and use of the product. (Lawson Software, 2006b) 

In October 2005 Lawson started the project JUMP, Joyful Usage of the Movex 
Power. The purpose of this project is to create a new user experience for Movex. 
Through this new experience the user will hopefully, in a natural way, voluntarily 
want to use the system. Another important goal with the new user experience is 
to have users perceive the system as a new system. The project JUMP does not 
aim at rebuilding the existing system; the approach is to build a user interface 
                                                      

1 Further in the report we will only write Lawson.   
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layer that contains the requirements of usability from the customer, without 
changing the underlying functionality. (Nilsson, 2006a) Usability has always been 
important to Lawson and they have always tried to reach high usability within 
available frames. Technical limitations have sometimes limited the usability work. 
(Allert, 2006)  

Lawson is generating revenue mainly from three different areas (Nilsson, 2006a): 

 License sales: That means new sales of Movex licenses 
 Maintenance: Existing customers pay yearly fees for product updates 

and product support 
 Professionals Services. 

 
Maintenance and Professionals Services are the two biggest sources of revenue, 
which indirect means that the already existing customers are the most important. 
The requirements from the existing customers are therefore important and 
prioritized. JUMP was started partly because of the usability requirements 
derived from existing customers and account management. The usability is one 
of many requirement categories that Lawson has identified, and has currently the 
highest priority. (Nilsson, 2006a) 

1.2.1 LAWSON ORGANISATION  
Lawson is divided into nine functional areas reporting to the CEO; see Figure 
1.1 (Lawson Software, 2006d). 

 

Figure 1.1 Lawson organization chart. 

CEO 

Product development 

Product management 

Finance & ITS 

Services 

Sales 
Support & Delivery 

Marketing 

Legal 

Human resources 
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The sales organization has responsibility for sales of licenses, services and 
maintenance products. Its success will be measured mainly by growth in license 
revenue. The service organization provide with services to meet the customers 
needs. The service organization helps the customers for example with delivering 
projects on time and on budget. The Product management organization is 
responsible for defining right products for the right markets. (Lawson, 2006d) 

The Finance and ITS organization is responsible for financial operations at 
Lawson, for example treasury, financial planning and general administration. This 
organization also enables internal information technology services by delivering 
different solutions to employees at Lawson. The product development 
organization is working with the development of the products for example 
application development for M3 and S3 products. (Lawson, 2006d) 

The support and delivery organization has responsibility for ensuring the 
customer satisfaction around Movex; which means making sure that the products 
meet the customers’ expectations. Marketing of the products and segmentation 
of the customers and industries are done by the marketing organization. The 
Legal department is responsible for agreements with different customers, 
different kinds of rules and guidelines of the company. The human resources 
department is responsible of the employees’ job satisfaction and among other 
things they prepare programs to retain talented employees. (Lawson, 2006d) 

1.3 PROBLEM DISCUSSION 

As mentioned in the previous chapter, Lawson is running the JUMP project 
because they consider that the products need to be rejuvenated through 
improved user experience. The need for an improved user experience was the 
reason why our study was initiated. During the spring 2005 a project was started, 
called Usability in V12, see chapter 5.1. Usability in V12 was a sub-project to a 
bigger one and the purpose of the project was, among others, to define usability 
and to document user types and their characteristics. Usability in V12 was 
stopped since the bigger project was terminated. However, some parts in 
Usability in V12 later formed a part of a new project. 

One step to involve the users into the development process is to create a better 
user experience for existing users at Lawson.  By early user involvement in the 
development process, for example interviews and observations with real users, 
Lawson will have the basic prerequisites to develop a usable product that 
behaves according to user expectations.   
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We think the usability area is interesting and important to companies that work 
with software development. To make users comfortable with the system, we 
think usability is equally important as functionality. We also think that the user 
experience is a factor that has to be improved in order for the company to be 
more competitive.  

Our thesis will contribute with a model that in a structured way presents 
different attributes to focus on when doing a research on a specific user. One 
effect when using our model will be a common terminology when discussing 
users within a company. The nomenclature is particularly important in the 
decision-making process. During the first discussion with Lawson we, along with 
our supervisor, decided to investigate the role concept and how this concept can 
be used in the product development process.  

1.4 PURPOSE AND PROBLEM FORMULATION   

In the previous chapters we have discussed about the value with involving and 
receive information about the real user when developing a system. This has 
formed a background and led to following purpose: 

The purpose of this final thesis is to create a model describing users as roles providing a more 
effective and generalized user-centered system development process. 

1.4.1 THESIS PROBLEM FORMULATION 
The problem formulation will present the categorizations that we have done to 
finally be able to answer the purpose. The following questions will help us in the 
further work:    

 Why and in which way are role-based user portraits better to use than 
existing user models?  

 What attributes are important elements in a user model to involve the 
user in the system development process?  
 

1.4.2 ACADEMIC CONTRIBUTION 
On the basis of our theoretical study we plan to introduce a user model that 
provides a more effective and generalized user-centered process in the system 
development.  

Many of the existing user theories and user portraits describe the user with focus 
on the individual and its goals. These models try to create a picture of the indivi-
dual user. Our model includes both role specific attributes and attributes that 
describe the role’s work processes and context and this is unique. Our model 
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tries to describe the role together with its activity position instead of the indivi-
dual user together with its goals and this is our biggest academic contribution.     

1.4.3 COMPANY CONTRIBUTION 
Lawson aims at increasing the user experience for different system users, for 
example purchasers or administrators, to work with Movex. Our purpose with 
the final thesis is to create a model to describe users as roles to provide a more 
effective and generalized user-centered system development process. Lawson can 
develop more user-friendly software by befitting from our model and thereby 
increase the user experience and user satisfaction.  

One contribution to Lawson is to provide a user model that can help enhance 
the user focus in software development. They do not have an unambiguous view 
of a user today and by using our model we think they can get that. According to 
Lawson a common view is important to base discussions and decisions on. We 
will bring an outside-in perspective which Lawson developers do not have today. 
Our model contributes with a structured way of working. It is anchored in the 
reality by empirical studies. By using our model Lawson can create information 
about the user that is connected to the reality. The model will also give Lawson 
an accepted terminology and a general understanding of system users.  

Further contribution to Lawson will be a practical procedure connected to the 
model. The procedure is a sequence of actions to be used surveying user. Even 
the surveys will be a contribution to Lawson that they can use in future work. 

1.5 TARGET AUDIENCE  

Product developers at Lawson product development is the primary audience for 
this thesis. The thesis will also be of interest to persons that study, research or 
work with usability or different kinds of user surveys. It can also be of interest 
for those students or scientists that want to see how a user model can be applied 
in an organization that develops computer systems. We assume that the readers 
have basic knowledge in ERP systems. The usability area is described deeper in 
the thesis, so readers without basic knowledge can follow the thesis.  

The thesis can also be of interest to secondary target groups, for example the 
buyer. Because they are secondary we will not take into consideration if they are 
not familiar with all concepts mentioned in the thesis. Even other persons that 
are interested in usability may find this final thesis interesting.  
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1.6 DELIMITATIONS  

According to Björklund and Paulsson (2003) it is important to motivate the 
delimitations that have been done, why we have not chosen other delimitations 
and also the consequences of this.  

During the study we will receive continuous information, both about the subject 
area and about Lawson. This will force the delimitation work to be an ongoing 
process. The more information we get, the more we have to specify the 
delimitations due to the complexity that arise when more information is received. 
Delimitations are also one way to make sure that the thesis work will be 
completed in the 20 weeks that is set for the study.  

A delimitation that we have done is to only survey the buyer within manufactu-
ring companies. This because we think this is an interesting role and Lawson also 
thinks that this role is important. The surveys on the buyer that we have done are 
both of existing and non-existing customers to receive a width on the study.  

We have interviewed and observed buyers with different assignments2, but only 
interviewed buyers that work at manufacturing companies; this because Lawson 
has most M3 customers in manufacturing industries. Other reasons for only 
study manufacturing companies are that we think the buying process differs 
from industry to industry and also because of lack of time. From our interviews 
and observations with the buyers we have surveyed two different kinds of 
buyers, the strategic buyer and the purchase planner.  

1.7 THESIS STRUCTURE  

The thesis structure will help the reader to get a comprehensive picture of the 
final thesis and also provide the reader with an understanding of the thesis 
content see Figure 1.2. Different readers will have different starting points when 
reading this thesis. To get an overview of the problem and why this thesis is 
written, chapter 1 should be read. Chapter 2 presents the scientific approach and 
method descriptions and can be read by those who want to know our standpoint 
and build their own opinion of the trustworthiness of our thesis. Chapter 2 
should also be read if further research in this subject area is planned.  

                                                      

2 When we are using the notion assignments in the thesis we mean a specific task, a 
repetitive assignment. We have chosen not to use the notion task, since it is a part of our 
model; this to avoid misunderstandings.  
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Furthermore we believe that it is of interest to all readers to read chapter 7 and 
chapter 9. These two chapters contain the analysis and improvements of the role 
profile model and the practical procedure. If the reader is interested in why our 
model looks the way it does, chapters 6 and 9 should be read.  

For companies we think chapter 8, the empirical findings about the buyer and 
chapter 10, the strategic buyer and purchase planner could be of interest. We also 
think that chapter 9, the analysis and improvements of the role profile, is of 
interest especially for companies that work with usability. If the reader is 
interested only in the result chapter 9, 10 and 11 should be read. To understand 
the whole context, we think that all chapters should be read.  

Chapter 1 - Introduction 
In this chapter we give the reader a comprehensive introduction to the subject 
area in the final thesis. This chapter also describes the problem situation and the 
background to why this thesis is written. The reader can also get acquainted with 
the purpose, delimitations and target audience of the thesis. Furthermore we 
introduce the reader to Lawson.  

Chapter 2 – Methodology 
In this chapter we inform the reader about different methods and the approach 
that we have chosen in this thesis. The reader will be informed about choices we 
have done and the reasons. The method will help the reader to decide the 
objectivity, validity and reliability of the study.  

Chapter 3 – User and usability in the system development process 
This chapter guides the reader through existing theories about users and 
usability. The reader can also get acquainted with theories about software quality 
characteristics where usability is one type and different kinds of philosophies of 
design. In this chapter we also present theories that handle user involvement; 
why it is important to involve the user and how this could be done.   

Chapter 4 – User models  
Chapter 4 presents a number of available user models that exist in the literature 
today. The purpose with these models is to describe different users. All models 
describe the users but with different approaches. In the end of this chapter we 
also present a comparison of the presented user models.  

Chapter 5 – Pre-study at Lawson  
This chapter introduces the reader to different projects that have been 
performed at Lawson. These projects focused, among other things, on the usa-
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bility area. In this chapter we also present a summary of the interviews that we 
have made with employees at Lawson.   

Chapter 6 – The tentative role profile model 
In this chapter we introduce the reader to our tentative model. This chapter 
contains an analysis about why we have chosen different attributes in our model 
and also the purpose with the role profile model. The analysis is based on the 
literature and pre-study. In this chapter we also present why we have created a 
new model and not used an existing one.  

Chapter 7 – Practical procedure  
This chapter guides the reader through the practical procedure that is supposed 
to be used when using the role profile model. We have used this procedure when 
testing our model on the buyer.    

Chapter 8 – Empirical findings of the buyer  
This chapter contains the empirical findings from the interviews and 
observations with different buyers. First we present a short summary of the 
companies visited and then we present the gathered information. 

Chapter 9 – Analysis and improvements of the role profile model 
This chapter contains an analysis around the improvements that we have made in 
the role profile model. The improvements are based on our experiences from the 
role profile surveys. In this chapter we present the final model.  

Chapter 10 – The strategic buyer and purchase planner  
In this chapter we present the two role profiles that we have created, the strategic 
buyer and the purchase planner. These are two examples of role profiles with 
starting point from our role profile model. These two role profiles are supposed 
to be used in the system development process.  

Chapter 11 – Discussion  
This chapter put our model into a context. We present more general effects 
when using our role profile model but also more specific effects for Lawson. 
This chapter also presents possible generalizations with our role profile model 
and learning and experiences from the thesis work.   

Appendix 1 – Interview questions for the pre-study at Lawson 
Provides the reader with the interview questions used in the pre-study at Lawson.   
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Appendix 2 – Interview questions to survey the role profile 
Provides the reader with interview questions used when survey the role profiles.  

Appendix 3 – Plan of observations 
Appendix 3 introduces the observation plan that we used when observing the 
role profile.  

Appendix 4 – User role checklist for agile modeling 
This appendix gives the reader an example of a user role checklist for agile 
modeling. This checklist can be used in the user role model.  

Appendix 5 – Example of card-based model of a user role  
Provides the reader with an example of how information can be collected with 
card-based technique when using the user role model.  

Appendix 6 – Usability engineering process in the usability in V12 project 
Appendix 6 presents the usability engineering process at Lawson, developed in 
the project Usability in V12.  

Appendix 7 – The Role Profile Model 
Here we present the role profile model in its entirety.  
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2 METHODOLOGY 

This chapter presents the scientific approach and the method choices we have 
made in our thesis. This will give the reader the opportunity to estimate the 
trustworthiness of the result. There are several factors that can be decisive for 
the result of the study and there are many method choices that can be made. 
Different methods suit differently in various situations. We have studied the 
options and have by that made conscious choices to avoid wrong method 
choices that could have affect our result negatively.   
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2.1 METHOD AWARENESS  

Björklund and Paulsson (2003) introduce three levels that are important to be 
aware of; methodology, method and practical procedure, see Figure 2.1. These are 
presented deeper in the following chapters. 

 

Figure 2.1 The relation between methodology, method and practical 
procedure. (Björklund & Paulsson, 2003, page 58) 

2.1.1 METHODOLOGY 
Methodology is the way to set a certain plan for the study. In methodology both 
methods and relationships between them are decided. This is the comprehensive 
level; sometimes called the design of investigation. (Björklund & Paulsson, 2003) 

The methods can for example be interviews and questionnaires, and the relation-
ship between them, that interviews are deeply entered in information from ques-
tionnaires. Methods are often combined, but one of them is usually the major. 
(Björklund & Paulsson, 2003)  

Triangulation 
Triangulation means that different methods are used to study same things to recei-
ve different perspectives (Björklund & Paulsson, 2003; Patel & Davidsson, 
2003). 

 Data triangulation: Data triangulation means that several data sources 
are used during the data collection, for example interviews, observations, 
diaries and documents (Patel & Davidsson, 2003). It can also be about 
varying respondents and places where data is collected (Björklund & 
Paulsson, 2003; Patel & Davidsson, 2003). 

 Evaluating triangulation: This means that different persons evaluate 
the information. (Björklund & Paulsson, 2003) 

 Theoretical triangulation: Theoretical triangulation means that 
different theoretical views are used, for example psychological and social 
science. (Björklund & Paulsson, 2003; Bryman, 2001)  
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2.1.2 METHOD 
There are many different kinds of methods to collect information; for example 
interviews, questionnaires, observations and market research. The choice of 
method affects, among other things, the authors’ theoretical science standpoint. 
(Hackos & Redish, 1998; Patel & Davidsson, 2003) Other factors can be econo-
mical resources, time limits, psychological and social factors and the authors’ ex-
periences. Attitudes and knowledge of for example supervisors and friends also 
affect the choice of method. If depth is wanted interviews are a good alternative 
and if width is required questionnaires are to prefer. (Björklund & Paulsson, 
2003) More about the methods we have chosen can be read in chapter 2.10. 

2.1.3  PRACTICAL PROCEDURE 
The use of the methods is introduced at this level, for example how the inter-
views and the questionnaires were carried out. The practical procedure affects 
the quality of the information that is gathered. From the choice of method there 
will be further decisions to take. (Björklund & Paulsson, 2003)  

It is important to reflect over the trustworthiness of the obtained information. Is 
the information current? Can the information be biased in any way? There are 
several factors that make the result more or less trustworthy. Examples are how 
the selection is done, how the data collection is performed and which questions 
are asked. (Björklund & Paulsson, 2003; Patel & Davidsson, 2003) 

2.1.4 OUR VIEW 
Early on, we discussed how to perform our study. The purpose and contribu-
tions with the thesis were discussed and we thought that the data we would 
collect had to be qualitative, see chapter 2.4. We decided that interviews and 
observations would best help us collecting the in depth data that we wanted. We 
also talked about questionnaires. We did not choose this method because we 
think there was no needed data that was suitable for questionnaires. For more 
information about interviews and observations see chapter 2.10. 

In our study we have used data triangulation and evaluating triangulation. Data 
triangulation was used when doing our empirical study. We interviewed, obser-
ved and received documents from the respondents about their work process. Six 
buyers were interviewed and observed independently. We visited the buyers at 
their companies which were located in different parts of Sweden. Several people 
have interpreted the collected data and thereby we have used evaluation 
triangulation. The result is mainly created and interpreted by us, but we have had 
a continuous discussion with both our supervisors. We are aware of that we 
could have triangulated more, interviewed more purchasers, read even more 
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theories and so on. But due to the time limitation we were forced to make some 
restrictions.  

On the basis of the practical procedure with this thesis we have created a practi-
cal procedure that we recommend when creating role profiles, see chapter 7.  

2.2 VALUES AND ATTITUDES 

Everyone has a certain assumption about the reality and knowledge. For example 
what good knowledge is, how new knowledge is created and how information 
should be collected and interpreted. (Björklund & Paulsson, 2003) According to 
Bryman (2001) values affect the personal opinions and feelings and these can 
emerge everywhere in the research. Also Björklund and Paulsson (2003) write 
that researchers’ attitudes affect the study in different ways.  

It is important that researchers are aware of their own values and assumptions 
before the approach is decided. It is also important to be aware of how these 
values and assumptions affect the study and what the researcher can do to 
decrease the consequences. (Björklund & Paulsson, 2003; Bryman, 2001)   

There are different ways of performing a study. It is important to be familiar 
with existing methods, the advantages and disadvantages of them, so that the 
right method can be chosen for the study. (Björklund & Paulsson, 2003) 
Gustavsson (2004) writes that appropriate methods depend on the decided pur-
pose and approach.  

2.2.1 OUR VIEW 
We are aware of that our own values could have affected the result. It can for 
example be valuess of how to perform a study. The fact that we are two persons 
can be positive. We had to get acquainted with our values and assumptions and 
discuss them. In spite of that, we think that some of our values and assumptions 
have affected the result. We are not experienced researchers and we are not 
experienced in performing studies of this kind. Therefore we have studied 
different methods to be able to use one that suits our specific study.  

2.3 SCIENTIFIC APPROACH 

There are different kinds of scientific approaches to choose when doing a study. 
One factor that affects the scientific approach is how much existing knowledge 
there is. (Björklund & Paulsson, 2003)  
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 Explorative: When there is little existing knowledge within the subject, 
explorative (investigating) study can be used. This method is used to 
receive a basic understanding. (Björklund & Paulsson, 2003) Patel and 
Davidsson (2003) write that different techniques are used when gathe-
ring information in an explorative study. The reason is that the aim with 
explorative studies is to collect as much knowledge as possible about a 
specific area.  

 Descriptive: If the purpose is to describe, but not explain, and if there 
is a fundamental knowledge within the subject, a descriptive study can 
be used (Björklund & Paulsson, 2003). According to Patel and 
Davidsson (2003) a few aspects of a subject are studied, but every aspect 
is studied in detailed. Each aspect can be analyzed separately or the 
connection between them. Often only one technique is used when 
gathering information. (Patel & Davidsson, 2003)  

 Explanative: If deeper knowledge is wanted, an explanative study is a 
good alternative. In this case both description and explanation is requi-
red. (Björklund & Paulsson, 2003)  

 Normative: A normative study is a good method when the goal is to 
give guidance and suggest measures. In this case there is some knowl-
edge within the area. (Björklund & Paulsson, 2003)  
 

2.3.1 OUR VIEW 
Our study consists of both explanative and normative studies. At first we studied 
literature about for example existing user models, compared them and made our 
own model. We looked at differences and similarities and gathered suitable 
content of them into our own model. This part of the thesis is an explanative 
study because we are both describing and explaining.  

Later in the study we tested our model in the reality. We wanted to give Lawson 
a model that they can use to survey users in the developing process with Movex. 
We think that this, in combination with other factors, can lead to an increased 
user experience. This part of the thesis is a normative study.  

2.4 LEVEL OF ABSTRACTION 

During the work with a thesis the level of abstraction vary over time, see Figure 
2.2. The general (theories) and the concrete (empirical) are the external points of 
level of abstraction.  
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Figure 2.2 Illustration of inductive and deductive approach.  
(Arbnor & Bjerke, 1994) 

2.4.1 INDUCTION 
Induction is when models and theories are created with the starting point in reality, 
see Figure 2.2. This method does not require any theoretical study. (Björklund & 
Paulsson, 2003) A risk with induction is that the researcher does not know 
anything about the possibility of generalization, since the empirical material 
belongs to a specific situation (Patel & Davidsson, 2003).  

2.4.2 DEDUCTION 
Deduction starts from the theories. Assumptions about the empirical situation are 
made and then tried to be verified, see Figure 2.2. (Björklund & Paulsson, 2003) 
According to Patel and Davidsson (2003) a deductive approach can lead to a 
better objectivity. This because the theory is the starting point, which leads to 
that the researchers’ values affect the study less.  There is a risk that the existing 
theories affect the results though. (Patel & Davidsson, 2003) 

2.4.3 OUR VIEW 
During the work with our thesis we have performed both inductive and deduc-
tive studies. Researchers, professors and experts within the area have studied 
cases similar to our thesis. Since there were several existing user models, we 
wanted to take advantage of the research already done. We studied these user 
models to see if someone of them suited our purpose. We realized that no model 
was completely suitable and created a new model based on roles with inspiration 
from existing researches. Our model was tested on buyers by doing interviews 
and observations. We interpreted the collected data and tried to fit it into our 
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model. By doing that we could evaluate and improve our model. According to 
this we have started our thesis work with inductive work, by creating a model 
based on existing theories, and then performing a deductive work when testing 
the model. Finally the work with improving the model is inductive.  

The reason why we choose to work with both inductive and deductive 
approaches was because we wanted to take existing research into consideration 
and improve our own model by testing it in the reality. Critics against deductive 
methods say that there is a risk that the researcher is colored by existing research 
but we do not see this as negative in our case. There is valuable information in 
existing theories that we want to base our model on, therefore we are colored by 
some theories in a favorable way. 

2.5 QUALITATIVE AND QUANTITATIVE 

Information that can be measured and valuated is the result of quantitative studies. 
Methods that are suitable for quantitative studies are for example questionnaires 
and mathematical models. (Björklund & Paulsson, 2003) Gustavsson (2004) 
writes that quantitative measurements are putting numbers on things or events 
according to fixed rules. But Bryman (2001) means that quantitative research is 
more than that. Quantitative research has certain specific characteristics; for 
example that the relation between research and theory is deductive, see chapter 
2.4.2. (Bryman, 2001) 

If deeper understanding is desired a qualitative method is recommended 
(Björklund & Paulsson, 2003). Here a specific subject or a specific situation is 
studied in depth. One disadvantage is that it is more difficult reaching a general 
conclusion compared to quantitative method. Examples of qualitative methods 
are observations and interviews. It is important to be aware of that it is the per-
formance of the qualitative investigation that decides the quality of the informa-
tion. It is also important to note the consequences of the decisions that are 
made. (Björklund & Paulsson, 2003; Gustavsson, 2004) The work up of the 
information is affected by the analyzer. Qualitative work up includes interpreting 
different texts, for example compilations of interviews, books or articles. (Patel 
& Davidsson, 2003)  

2.5.1 OUR VIEW 
The information we wanted from our empirical study was neither numbers nor 
statistics, but in-depth information about buyers. Therefore qualitative methods 
were most suitable for our study. We studied different qualitative methods and 
made the conclusion that interviews combined with observations would help us 
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fulfill our purpose the best. We made observations so that we could see the 
buyer work. By the interviews we could ask questions that were hard to observe.  

2.6 PERSPECTIVE OF KNOWLEDGE 

Positivism and hermeneutic are two perspectives of knowledge. They can be seen as 
opposites of each other. (Arbnor & Bjerke, 1994) 

2.6.1 POSITIVISM 
Researchers look differently on positivism. One thing they have in common is 
that positivism is a way to look at the theory of knowledge with starting point in 
the use of science methods. (Bryman, 2001) When doing a positivistic study 
theories and hypothesis are tested and verified (Björklund & Paulsson, 2003). 
The research should be based on existing theories and experiences and all kinds 
of valuable knowledge should be added into science. This leads to new theories 
or development of existing. (Arbnor & Bjerke, 1994) Both Arbnor and Bjerke 
(1994) and Bryman (2001) emphasize that objectivity is important in positivism; 
it is important that the research is free from values and assumptions. 

2.6.2 HERMENEUTIC 
According to Arbnor and Bjerke (1994) knowledge is created from the view that 
reality is a social construction, and human beings affect and are affected by 
reality. Interpretation, comprehension, pre-comprehension and explanation are 
the main parts of the hermeneutic. This point of view means a great level of 
freedom for the researcher, because the result does not have to be based on 
representative or big selections. The meaning with the hermeneutic approach is 
to give new perspectives and interpretations. A researcher has individual pre-
comprehensions and interprets the same information differently. (Gustavsson, 
2004) Similar to this Arbnor and Bjerke (1994) write that the starting point for 
understanding is the researchers’ own perception of the world and that the result 
therefore can differ depending on researcher.  

One disadvantage is that it can be difficult to generalize results from a hermeneu-
tic study. It can also be hard to redo these researches; both redo from start and 
reinterpret information that someone else has collected. (Gustavsson, 2004)  

2.6.3 OUR VIEW 
We are in some way molded by the academic world at Linköping’s University 
and therefore used to study existing theories. We have studied some of the 
theories in this thesis before and have therefore in some way already assump-
tions of and some knowledge about the subject. Our empirical information is 
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based on interviews and observations and we have interpreted that information. 
Due to the fact that we have some pre-comprehension and interpreted the 
collected information our study is a hermeneutic study.   

This can affect our study in several ways. Our result is based on the specific cases 
we have studied and can therefore be hard to generalize. There can also be diffi-
culties to redo the study again. It can be hard for someone else to reach the same 
conclusions since the result is based on our own interpretations and conclusions.  

2.7 TRUSTWORTHINESS 

Björklund and Paulsson (2003) present three measurements of trustworthiness of 
an academic work; validity, reliability and objectivity. The goal should be to reach a 
high level of all of them in relation to the resource consumption. (Björklund & 
Paulsson, 2003) 

2.7.1 VALIDITY  
Validity is, according to Björklund and Paulsson (2003), about how well you 
measure what you attend to measure. Bryman (2001) writes that validity is about 
analyzing the conclusions and how they relate to the study. By using different 
perspectives, for example triangulation, see chapter 2.1.1, the researcher can in-
crease the validity. In interviews or questionnaires, clear and non-biased ques-
tions also increase the validity. (Björklund & Paulsson, 2003) In qualitative 
studies validity is not just about the data collecting process; it is about the whole 
research process (Patel & Davidsson, 2003). 

2.7.2 RELIABILITY 
How trustworthy are the measurement tools? If the study would be redone 
would the result be the same? (Björklund & Paulsson, 2003; Bryman, 2001) 
Again, triangulation can be helpful and increase the reliability according to Björk-
lund and Paulsson (2003). In interviews and questionnaires control questions can 
be used. With them the same question can be asked differently, and this is a way 
to control the quality of the answers. (Björklund & Paulsson, 2003) According to 
Bryman (2001) reliability is of interest in quantitative surveys, because the stabili-
ty of the result is important.   

2.7.3 OBJECTIVITY  
How do values affect the study? One way to increase the objectivity of the thesis 
is to explain and motivate the choices made in the study. It is also important to 
review the content of a source as objectively as possible. For example there 
cannot be any factual errors or facts only taken from one point of view. 
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(Björklund & Paulsson, 2003) Bryman (2001) says that objectivity is about whe-
ther the authors have controlled their values or not, so that they do not affect the 
result of the study.  

2.7.4 OUR VIEW 
To increase both validity and reliability we have used triangulation in our empiri-
cal study. By using different sources or different methods we can easier detect 
deviations or contradictions. To increase the validity we have also tried to regu-
larly think of our purpose and problem formulation.  

We have tried to increase the reliability as much as we could. Our study is herme-
neutic, which assumes that researchers affect and are affected by the reality. 
Because of that the result can differ from researcher to researcher, see chapter 
2.6.2. Simultaneously our model is based on existing theories. The attributes that 
we have included in our model are inspired by the existing models. These are 
verified by researchers and therefore the reliability is not as low as if we would 
have used a pure hermeneutic approach. 

Since the data we collected was supposed to be in-depth information about a 
buyer’s work, qualitative methods seemed to be the best and therefore we chose 
interviews and observations. To obtain higher reliability we prepared our obser-
vations and interviews. For example we asked control questions. By asking 
control questions we could double-check some important questions. We also 
thought of not asking leading or biased questions. Since we received the same 
answers to similar questions and the respondents did not contradict their own 
answers, the reliability in our study can be seen as relatively high. 

Objectivity is also important when doing research. Depending on the perspective 
of knowledge, see chapter 2.6, our own values and assumptions are allowed to 
affect the study differently. Our study is hermeneutic and by that our values will 
affect the study no matter we want it or not. But by being aware of our assump-
tions and values we can decrease their affection and increase the objectivity of 
the thesis. Patel and Davidsson (2003) write that by starting from theories, 
deduction, the affection from the researchers’ values can increase the objectivity, 
see chapter 2.4.2. 

2.8 GENERALIZATION 

Generalization is about if and how the result can be used in other areas 
(Björklund & Paulsson, 2003). It is about the possibility to draw a general 
conclusion from single cases (Nationalencyklopedin, 2006).  
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When doing a qualitative and hermeneutic study the possibilities of generaliza-
tion is limited, see chapter 2.4 and 2.6.2 (Björklund & Paulsson, 2003). For 
example how the selection is made can affect the generalization. Another factor 
that can make the generalization more difficult is if the research is made by 
commission. It can for example be an obstacle if the persons at the commission 
company are not interested in theoretical studies. (Björklund & Paulsson, 2003) 

2.8.1 OUR VIEW  
Since we are doing a quantitative and hermeneutic research the possibilities of 
generalizations are limited. We are affected of our pre-comprehensions and 
assumptions, and are not performing our empirical study at a large number of 
companies. At the same time we tried to select representative case companies. 
For more information about the selection see chapter 2.10.  

When we did our literature study we tried to use as many relevant and objective 
sources as possible. We therefore believe that the generalization possibilities of 
our model are larger than the survey of the buyers. Our supervisor at Lawson 
was not a big hindrance since he wanted a more academic perspective. He was 
for example interested in the theories we studied. 

2.9 EVALUATION OF THE SOURCES  

It is important to be critical to collected information, both from literature and 
empirical methods. According to Björklund and Paulsson (2003) there are three 
requirements to apply. Contemporary period requirements means that information 
should be collected as closed to the conclusions as possible. Tendencies are about 
suspecting that collected information is biased or colored of the respondent or 
the author. The dependence critical criterion is about secondary sources. The 
researcher has to investigate whether the information is dependent on any other 
information. (Gustavsson, 2004) Literature is for example secondary sources 
since the purpose with that is not the same as for the researchers study. 
(Björklund & Paulsson, 2003) 

2.9.1 OUR VIEW 
When doing our thesis we tried to use as new sources as possible; this to collect 
as new and relevant information within the area as possible. We are aware of that 
some of the collected written information can be biased and colored by the 
authors. We tried to use only literature written by authors known within the area; 
for example professors, specialists or researchers. Still they can be colored by 
what they believe in and therefore not objective enough. Because of that we have 
tried to find authors that contradict each other so we can present different views.  
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Another purpose when we did our literature study was not to use any informa-
tion from literature that in turn was written by somebody else. We are aware of 
that it is hard to know exactly which opinions that are the author’s and which 
ones that are influenced of others. We always studied the lists of references in 
the literature and by them tried to get the original sources.  

2.10 DATA COLLECTING 

There are different methods available for collecting data, for example interviews, 
questionnaires, observations and market researches. Factors that affect the 
choice of method are, among others, level of detail and available resources. 
(Hackos and Redish, 1998) According to Beyer and Holtzblatt (1998) the infor-
mation received from the marketing department is not enough information 
about users for developers. This because marketers ask what products the com-
pany should produce and the developers want to know how to structure. To 
collect the information the developers need, qualitative techniques are best to 
use. (Beyer & Holtzblatt, 1998) Most of the system development literature that 
we have studied use interviews and observations for collecting data about the 
user, for example Kuniavsky (2003), Cooper and Reimann (2003), Beyer and 
Holtzblatt (1998) and Hackos and Redish (1998). Therefore we thought this was 
the best alternative for us.  

According to Bryman (2001) one reason for doing interviews instead of observa-
tions is that observations are not suitable for all problems. At the same time we 
agree with Beyer and Holtzblatt (1998) that it can be hard for users to give a fair 
picture of their work and role in a conference room. Therefore we have chosen 
to do both interviews and observations.  

2.10.1 INTERVIEWS 
Interviews suit well when collecting qualitative data (Björklund & Paulsson, 
2003). According to Gustavsson (2004) the goal with an interview is to collect 
objective information. Different ways to perform an interview can be by per-
sonal contact, telephone or e-mail. Every choice can affect the result. (Björklund 
& Paulsson, 2003)  

There are many things to consider when doing an interview: (Björklund & 
Paulsson, 2003; Patel & Davidsson, 2003)  

 The number of interviewees and the selection of them can vary. 
 The interview can be made individual or in groups. 
 Different degrees of structures can be used. 
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 There are different alternatives in collecting the data, for example tape 
recording, video recording and notes.  

 Different types of questions can be asked. 
 Factors can affect the respondents answer.   
 It is important that the interviewer and respondent feel that they can 

converse so that the respondent does not feel inhibited.   
 

Patel and Davidsson (2003) write that it is important to plan the interviews care-
fully. According to Björklund and Paulsson (2003), in a structured interview the 
interviewer asks prepared questions in a settled order. If the interview is like a 
conversation where the questions are asked and decided gradually it is called an 
unstructured interview. A semi-structured interview is a cross of these two. This 
means that the subject and perhaps some questions are prepared, but the inter-
view is conformed during the interview. (Björklund & Paulsson, 2003)  

Question formulation can influence the information from the interview. A ques-
tion can be more or less leading and it is important that the interviewers are 
aware of how leading the questions are. Non-leading questions at all are to 
prefer. A leading question is when the interviewer’s prejudices color the question 
when it should not. (Björklund & Paulsson, 2003; Kuniavsky, 2003) 

An advantage with interviews is that they give a lot of information about things 
that are relevant for the study; they give primary data. The questions can for 
example be adapted to the purpose of the study, time limit and respondents. 
Attendant questions can be asked for clarification. Another advantage according 
to Björklund and Paulsson (2003) is the opportunity to interpret the body lan-
guage. Disadvantages with interviews are that they can be time consuming and 
expensive. (Björklund & Paulsson, 2003) 

When an interview is done it is important to compile the information as soon as 
possible, things are forgotten sooner than expected. When the surveyor com-
piles, for example connections and gaps can be found. (Gustavsson, 2004) 

Our interviews 
We made two types of interviews. The first one was performed during the pre-
study and empirical data collection. The other was performed when talking to 
our supervisor at Lawson and presenting the results to other persons at Lawson.  

The interviews in the pre-study and empirical phase were performed face-to-face 
at the respondents’ workplace, so that they could act in their natural environ-
ment. We wanted to decrease the factors that could make them feel insecure. 
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Another choice we made was not to tape the interviews, for the same reason. 
Both of us attended at all interviews. One of us asked questions while the other 
one took notes and we switched tasks during the interviews. Directly after the 
interviews we compiled the information so that we would not forget anything. If 
we wanted to ask an attendant question or if something was unclear we sent 
them an e-mail that they responded. Therefore we think that we did not miss any 
vital information from the interviews.  

The interviews were made with only one respondent attending at the same time. 
This because we did not wanted one person to be affected by another. Another 
factor that can affect the answers is the social connection between the 
interviewed and interviewer. We tried to brighten up the atmosphere by small 
talk and comprehensive questions in the beginning. We also informed the 
interviewed that we would not name them in connection with the interview 
answers in the thesis. We present which persons we have interviewed but not 
what everyone said.  

The case company selection was made by us with influences from our supervisor 
at Lawson. Both we and he wanted us to study users of different ERP systems, 
not only Movex. Four of the respondents used Movex and two of them used 
other ERP systems. When choosing case companies we only knew that two of 
them had Movex. Our supervisor at Lawson gave us recommendations of 
companies to contact and from this list we chose these two companies. The 
other companies we did not know anything about theirs systems. We did not 
even know anything about the companies’ systems we chose for ourselves. The 
fact that our supervisor influenced our selection, could have affected our result if 
he just had given us companies that were satisfied with Movex. But he gave us 
several companies, where we could chose which one to contact, and the grade of 
satisfaction was blended.  

The selection of the persons interviewed in the pre-study was made by our 
supervisor at Lawson. The fact that he made that may have affected the result. 
He chose persons that he thought were interested in this area. We have used the 
information from the pre-study to build an opinion of how people look at users 
and usability at Lawson today. The interviewed persons know more of the 
system development process than we do and therefore we believed it would be 
valuable to interview them. Since the information from these interviews did not 
have a great impact on the result of our thesis, we do not believe it matters that 
our supervisor did the selection.  

We chose to study manufacturing companies but tried to vary the products they 
produce. Because of the limited amount of time we thought this restriction was 
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necessary. We also think the purchase process can differ from industry to indu-
stry and thought the result would be better if we only studied manufacturing 
companies. Our case companies are presented in chapter 8.1 and the restrictions 
are more deeply discussed in chapter 1.6. We did not only want to visit compa-
nies close to Linköping since we thought it could be a risk that they were tired of 
students calling and asking for interviews.  

The biggest difference between our interviews is the level of structure. Our 
interviews in the pre-study and empirical data collecting phase were semi-
structured. We did not want to be limited to a specific order so structured inter-
views were never discussed. On the other hand, we thought it could be difficult 
to secure necessary information about all parts in our model by doing unstruc-
tured interviews. Therefore we chose semi-structured interviews that were like a 
structured discussion, with questions as a base, to secure that we collected all 
information that we needed. We think this went quite well even though it some-
times was a little bit unclear which questions were answered and which ones 
were not.   

We tried to prepare the interviews as much as possible. The questions to the pre-
study are presented in Appendix 1. The questions to the case companies, see 
Appendix 2, were written with our own model in mind. We wanted the questions 
to give information about the attributes in our model, see Appendix 7. We also 
thought about how we constructed the questions. When doing an interview it is 
important that the questions are not leading or biased. It was quite hard to 
formulate some of the questions, since some of them seemed to be too abstract. 
We suspected that they would be difficult to answer for the respondents. After 
doing our first interview we improved some of the questions. During the 
interviews we also reformulated some questions in pace with the interview, when 
we noticed that they were hard to understand. We also asked a lot of attendant 
questions to collect even more information.  

One critique to us is that we were affected by the semi-structured climate of the 
interviews, and sometimes reformulated the questions during the interviews, 
even though it was not necessary. We could have performed more interviews, 
but with our time restrictions we did not think it was possible. 

The interviews made with the developers and our supervisor at Lawson that we 
presented and discussed our result with, were unstructured. We knew some items 
that we wanted to discuss. This was good, since we did not know exactly what to 
expect from the interviews. We also wanted to give space for the respondents 
own thoughts and ideas. The interviews with our supervisor have affected the 
result to some extent. He has given us a Lawson perspective on the thesis area. 
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One risk is that this information can have affected our result to be too much 
affected by Lawson.   

2.10.2 OBSERVATIONS 
Observing the user is a useful method for learning about the user, since the 
observer can watch the user in action (Hackos & Redish, 1998). The user can be 
observed in its natural environment or in a test environment (Gustavsson, 2004). 
There are different types of observations and one way to divide is by the level of 
observer participation (Björklund & Paulsson, 2003). There are different varia-
tions of participant observations; divided by how much the observed person 
knows about why the observer is there. One example is called observer as 
participant. The observed persons are aware of the purpose with the study, but the 
observer cannot take the role as the user. (Gustavsson, 2004) Bryman (2001) 
writes that the method observer as participant in some cases most resembles an 
interview. According to Bryman (2001) observations can also be divided by 
structure. In a structured observation the observers follow a scheme and in an 
unstructured observation the observers study the observer freely, without any 
guidelines at all. (Bryman, 2001) 

By observing the users’ natural environment the observer can see how the envi-
ronment affects the work. If the observer chooses a participant observation 
questions can be asked during the observation. Many similarities can be drawn 
between participant observations and contextual inquiry, see chapter 3.9.3. The 
study is performed at the user’s natural workplace and the observer asks ques-
tions and discusses during the observation. The best way of working is if the user 
thinks aloud when working. In this way the user can explain directly and the risk 
of forgetting important things decrease. (Hackos & Redish, 1998) The way a 
participant observation is performed depends among other things on how 
experienced the observer is, the observed user and the environment 
(Gustavsson, 2004).  

There are several things to consider when doing observations, for example: 
(Gustavsson, 2004; Bryman, 2001; Björklund & Paulsson, 2003)  

 How active is the observer going to be? 
 How should the selection be done? 
 How much notes should the observer take during the interview?  

 
One disadvantage when doing observations is that they are time consuming. But, 
at the same time, this is a good method for collecting objective information. 
(Björklund & Paulsson, 2003) An advantage with observations is the fact that the 
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user is observed in its natural environment and that provides the opportunity to 
study behavior and body language. (Gustavsson, 2004) 

Our observations 
We have chosen to perform observations since this is recommended as a good 
method for surveying a user. By observations we can discover things that the 
user is unaware of. 

The observations and interviews were performed with the same respondents. 
One of the respondents did not have enough time for both an interview and 
observation. In this case we chose to do an interview. Most of the observations 
were performed before interviewing the respondent. We could then adjust the 
interview after what we had observed during the observations. Some questions 
were never needed to be asked. This was good because then we had a picture of 
how the purchasing process and the system looked like.  

The kind of observation we choose is the one called observer as participant by 
Gustavsson (2004). The user performed and we watched and asked. We think it 
was good that we could ask questions; then we could get answers to questions 
that were supposed to be asked during the interview. We made an observation 
plan to secure that we would cover all necessary information, see Appendix 3.  

To avoid that the observation would be a pure demonstration of the system we 
asked the observed to perform an ordinary assignment; an assignment that he or 
she would have done even if we would not have been there. Despite of that we 
may believe the observed was affected by us. More time for doing the 
observations could have reduced the risk that our presence affected the 
observed.  

The total time for each interview and observation was between two and a half to 
four hours. The observation lasted for about one hour and the interviews almost 
two. At some company visits we also visited the factory. We do not think the 
time for the company visits was too long, since we performed both interviews 
and observations. Perhaps the respondents thought it was too long, but that was 
nothing we discovered. We informed them in advance about the estimated time 
consumption. The reason that not every visit lasted for four hours was that the 
respondents could not spare that much time. We think we needed all the time 
and that we got useful information that we could not have received if the visits 
had been shorter. 
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2.11 WORK UP OF QUALITATIVE DATA 

The purpose with qualitative methods is to get a deeper understanding of a sub-
ject or case, as we already mentioned in chapter 2.1.2 (Patel & Davidsson, 2003).  

Work up of qualitative data is time consuming since it is often about work with 
written texts, for example interviews compilations. (Patel & Davidsson, 2003) 
There are things to take into consideration when work with qualitative data: 

 Thoughts that concern the whole subject are probably popping up 
during the whole work. A good idea is to write these things down during 
the process. (Patel & Davidsson, 2003) 

 It can be good to make analysis during the work process, because that 
can give ideas for how to continue. The researcher can then discover if 
some changes need to be done. (Patel & Davidsson, 2003) 

 Before doing the final analysis it is good to read the empirical data 
several times. (Patel & Davidsson, 2003) 

 When writing the analysis a good balance between commenting texts 
and citations is to prefer. It is also important that the reader clearly can 
distinguish between theories, empirical information or the researcher’s 
own opinions. (Patel & Davidsson, 2003) 

 It is important that the researcher present how they have performed the 
analysis. There is not any definite method that tells the researcher how 
to do this. (Patel & Davidsson, 2003)  
 

Our work up 
During the work with the thesis we have been noting thoughts and ideas about 
possible conclusions. When writing and working with the report we continuously 
went back to our written comments and discussed them. This is good because it 
is difficult to remember everything we said and thought during the process.  

After every company visit we compiled the collected information directly and 
discussed how we think it proceeded. We compared it with the earlier company 
visits and discussed if the set-up was still good. This is good because we could 
then avoid working towards the wrong direction. We could also, for example, 
reformulate questions that the respondents had a hard time understanding.  

According to Patel and Davidsson (2003) we should read the empirical data seve-
ral times before analyzing it. At first we compiled every interview and observa-
tion separately. After that we read them all over again and then we compiled 
them into one compilation. We read that compilation several times before 
analyzing it. 
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2.12 ANALYSIS 

In the analysis facts and information are analyzed that emerged during the work 
with the thesis. Patterns and deviations are tried to be founded. This part is 
colored by the researchers’ own thoughts and speculations. Because of this it is 
important that discussions are well described and motivated. It is also important 
to structure the analysis to avoid that the reader becomes confused when reading 
it. (Björklund & Paulsson, 2003) 

Our analysis 
In our thesis we have done several analyses. The existing theoretical user models 
were analyzed and our own tentative model created, see chapter 6. We picked 
out differences and similarities in the models to see how they integrate. We also 
used inspiration from the existing models when creating our own. This analysis 
was made before performing the empirical studies. The purpose with the 
empirical study was to test our model in reality.  

When the empirical data was collected we compiled and analyzed it to create role 
profiles. We also analyzed our model to see if any changes were needed. At last 
we tried to put our model into a context, both in a general sense and a specific 
one for Lawson. 

2.13 SUMMARY 

Method awareness is important and previously in this chapter we have presented 
different factors that affect the result. This chapter is a summary of the choices 
we have made during the work with this final thesis.  

 We have used both data triangulation and evaluating triangulation.  

 Values and assumptions affect the trustworthiness of the study. We are 
aware that our values and assumptions have affected the result of our 
thesis, but we have tried to reduce these factors.  

 The science approach of the study is affected by how much existing 
knowledge there is. Our study is explanative and normative. We have 
both created a new model and tested the model in reality.  

 A qualitative study is recommended if deep information about a case is 
wanted, which is the reason why we chose to do a qualitative study. 

 Our study is hermeneutic since we are affected by existing theories and 
have pre-comprehension about the subject. The result is interpreted by 
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us and we think it may be difficult for others to reach the same 
conclusions.  

 Induction and deduction are different levels of abstraction. We have 
used both of them. First the study was inductive, then deductive and 
then inductive again.  

 Validity, reliability and objectivity are factors that affect the trustworthi-
ness of the result. We have tried to increase the validity and reliability by 
using triangulation. Our hermeneutic approach is decreasing the reliabili-
ty. But by preparing the interviews and observations we are increasing it 
at the same time. The objectivity of the study is affected by our values 
and assumptions, but we have tried to decrease their influences. 

 The possibilities of generalization depend on the method and methodo-
logy choices made in the study. Some examples are our case company 
selection and the theoretical study.  

 When using sources, for example literature or interviews, it is important 
to evaluate reliability of the sources. Who is the author and what expe-
rience does he or she has? What are the theories based on?  

 We have chosen to do interviews and observations when collecting our 
empirical data. These methods are useful when doing a qualitative study. 
We have chosen semi-structured interviews and observations which 
mean that we prepared questions and created a structure to follow, but 
we were free to ask the attendant questions and to change the order to 
best suit the situation. We were active during the observations and asked 
questions and discussed with the observed. Some of the interviews were 
also unstructured, more like a discussion.  

 When working up the empirical data we read it several times and then 
compiled it into one compilation. We read the compilation several times 
before analyzing it.  

 Several analyses were made in this thesis. We analyzed existing theories, 
the collected empirical data and the tentative model. With our empirical 
findings in mind we improved the model. 
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3 USER AND USABILITY IN THE 
SYSTEM DEVELOPMENT PROCESS 

This chapter introduces the reader to the user and usability concept. The 
system development process and software quality are presented, as well as 
design philosophies. This chapter, together with chapter 4, will guide the 
reader through the already existing theories that we have used as a basis 
when creating our own model. 
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3.1 COMPANY FOCUS 

According to Kuniavsky (2003), the perfect system development process is about 
making the users satisfied. In a perfect world the software would be standardized 
and the focus of the development would be making ideal products for end users. 
Another interesting aspect, apart from making users satisfied, is making money. 
Software companies need to generate revenue to survive on the market, simul-
taneously they need to make user-friendly products. If the product is not 
developed for the user, the company will not sell and make money on the 
product. Another important goal for the company is advertising. Almost always, 
the three interests: making money, satisfying the user and efficient advertising are 
in constant dispute, see Figure 3.1. (Kuniavsky, 2003)  

 

Figure 3.1 Three factors that influence the development process. 
(Kuniavsky, 2003, page 15) 

If companies focus too much on one of these factors, the product suffers. It is 
necessary to have a reasonable balance between these. Of course the balance will 
change during the system development process. The most important in the be-
ginning of the process is focusing on functions and how to design the product 
for the user. After this the development team can start focusing on the 
advertising and how to generate revenue to the company. (Kuniavsky, 2003) 

3.2 USERS 

The way researchers define users are quite similar. Hackos and Redish (1998) 
write that users are people that will use the developed software. End users are 
the persons who will interact with the system (Gulliksen & Göransson, 2002). 
Pruitt and Adlin (2006) write that the meaning of the word user is not good 
enough; it cannot provide the required clarity.  
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We also think that the notion user is not explanative enough. Therefore we see a 
demand of a better way to describe a user for a system developer. By this we 
mean that the developer needs more information about the user; not only 
information about who the users are. There are already existing models and we 
are presenting some of them in chapter 4. 

According to Cooper and Reimann (2003) many systems are developed without 
having the users in mind. Cooper and Reimann base their research on ten years 
experience in design in the consulting world and 25 years in the computer 
industry. To design a system with good usability, developers must be familiar 
with the users’ wants, needs, motivations and contexts as well as the business, 
technical and domain requirements. The developers must also be able to use the 
information to develop a system adjusted to the users. (Cooper & Reimann, 
2003) Good design happens when developers have good understanding in 
human beings and technology (Hackos & Redish, 1998). By making the most of 
this information, the developer can build a system where the user can work 
effectively, efficiently and being satisfied. If the user is dissatisfied, annoyed or 
bored, the risk of making mistakes or being less efficient is larger. (Constantine 
& Lockwood, 1999) 

There are different ways of dividing users: 

 Primary – secondary users: Primary users use the system directly and 
have certain goals they want to achieve. When using the system they in-
directly affect other users, called secondary users. It is important for a 
developer to be aware of both primary and secondary users; this because 
it is important to know which one is using the system and which one is 
affected by it. (Constantine & Lockwood, 1999) 

 Surrogate users: Surrogate users are for example managers and trainers 
that interact with developers by themselves, instead of involving the end 
users. The surrogate users tend to believe that they can represent the 
end users. It is important for a developer to talk to the users that really 
use the system. There is no guarantee that the surrogate users can put 
themselves into the end users’ position. (Constantine & Lockwood, 
1999) 

 Novices – advanced beginners – competent users – expert users: 
In the beginning all users are novices. As time passes, the users become 
more experienced and turn into advanced beginners or competent users. 
Some of them even become expert users, sometimes called super users. 
Expert users use the system frequently and are familiar with a large part 
of it. They find solutions in the system by themselves. (Constantine & 
Lockwood, 1999) 
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 Infrequent – frequent users: The frequency of use also varies among 
users. Some users only use the system occasionally. Others use the 
system regularly, on an every day basis. When developing a system it is 
important to be aware of the frequency of use. (Hackos & Redish, 1998; 
Pruitt & Adlin, 2006) 

3.3 USABILITY 

The meaning of user-friendly and usability differs from person to person. The 
overall view of usability is the same among researchers and the differences 
consist of the details. (Gulliksen & Göransson, 2002) According to Allwood 
(1998) usability includes the factors accessibility, individualization, help resources 
and compatibility for human beings’ mental functions.  

We have seen that there are different ways when working with usability and 
which one is best depends on the situation. Many of the definitions contain 
similar factors and we have chosen to present some of the definitions that collect 
the most common factors. 

According to Constantine and Lockwood (1999), usability is about the interac-
tion between systems and human beings. They present five important aspects of 
usability: learnability, rememberability, efficiency in use, reliability in use and user 
satisfaction. There are trade-offs that have to be made continuously; for example 
a system that is easy to learn is not often very quick in performance. Usability is 
not the same as “good looking design”. (Constantine & Lockwood, 1999) 
According to Gulliksen and Göransson (2002) one useful definition that offers a 
general view on usability is the ISO standard of usability:  

“The extent to which a product can be used by specified users 
to achieve specified goals with effectiveness, efficiency and 
satisfaction in a specified context of use.” (ISO 9241-11 
Guidance on usability in Gulliksen and Göransson (2002))  

Nielsen (1992) presents another way to look at usability and divide usability into: 

 Learnability: How easy the system is to learn. (Nielsen, 1992) 
 Effectiveness in use: When knowing the system it has to be effective 

to use in work. (Nielsen, 1992) 
 Rememberability: Rememberability is about how well a user remem-

bers the system after not using it for a while. (Nielsen, 1992) 
 Few errors: The possibilities of doing errors should be minimal and if 

mistakes are made the user must be able to go back. (Nielsen, 1992) 
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 Subjective appealing: The user should enjoy using the system. 
(Nielsen, 1992)  
 

Gulliksen and Göransson (2002) write that it is useful to define the notion of 
usability. But the definitions do not help the developing process directly, due to 
the fact that there are many different definitions. Many companies want to create 
user experience; that the user gets a positive experience when using the system, 
see chapter 3.6. (Gulliksen & Göransson, 2002) 

3.4 SOFTWARE QUALITY CHARACTERISTICS  

Nowadays the development teams are exposed to a much more severe strain 
than they were before. Traditionally new products were developed when the idea 
was ready; today the situation differs. The users demand better suited system for 
their needs and this is forcing the developers to bring a product into line with the 
users needs. Systems that only solve one problem for the user will be used less, 
since today the users search for a product that help them solve several existing 
problems. (Beyer & Holtzblatt, 1998) It is no longer sufficient to create products 
only with technical necessity. The products also have to fit the user’s daily work 
and be easy to learn and use. (Beyer & Holtzblatt, 1998; Bevan, 1999) 

Customer value is the difference between the value customers achieve when using 
and owning a product and what it costs to procure it. Customer satisfaction is how 
well the product fulfils the customer’s expectations. (Kotler et al,. 2005)  

The desire for a more common perception of software quality has given rise to a 
series of standards ISO/IEC 9126-1, -2, -3, -43. ISO/IEC 9126-1 categorizes the 
quality on the basis of the user. The software quality is divided into six parts, see 
Figure 3.2. (User-centered design standards, 2001) 

                                                      

3 ISO/IEC= a standard that is developed by a technical committee from both 
ISO and IEC. (User centred design standards, 2001) 
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Figure 3.2 Software quality characteristics. 

Usability plays two roles. The first is to involve the usability concept into 
software design and the second is to develop software that meets users’ 
demands. The standard ISO/IEC 9126-1 is calling these two usability roles for 
quality in use. (User-centered design standards, 2001) According to ISO/IEC 
9126-1, quality in use is experienced when the six categories in software quality 
are combined when using the product (sis.se, 2006). ISO/IEC 9126-1 is dividing 
the product quality into three approaches, which will contribute with quality in 
products, see Figure 3.3. (Bevan, 1999) 

 

Figure 3.3 Approaches to product quality. (Bevan 1999, page 90) 
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The three approaches in which the product quality is measured are in relation 
with each other. The internal quality influences the external and in the same 
manner the external quality influences quality in use. The result of the software 
and computer system is grouped into external quality, for example accuracy and 
suitability. Satisfaction and effectiveness follow when a user is carrying out daily 
work and are grouped into quality in use. The internal quality is more static than 
the others and is measured from code properties. Quality in use is a measure-
ment on how well the product satisfies the user’s needs. (Bevan, 1999) 

The goal with the three approaches is to improve the quality in use, to get more 
satisfied users and also to improve the usability in software quality. If the users 
are satisfied the output from the work environment is effectiveness, productivity 
and satisfaction, to be compared with ISO 9241-11 in chapter 3.3. In order to 
measure quality in use it is important to measure all of the software quality 
characteristics, see Figure 3.2. (Bevan, 1999)  

3.5 USER INVOLVMENT 

The process of focusing on users in the system development is not an accepted 
fact and is described differently by different experts. (Gulliksen & Göransson, 
2002) According to Preece et al. (1994) the process that puts users into the 
centre can be described as an approach that focuses on users’ knowledge and 
their real involvement. Preece et al. (1994) also writes: 

“One way of being user-centered is by involving users, which 
can mean a variety of things from simply observing users’ 
working practices as part of collecting system requirements, to 
using psychologically based user modeling techniques, to 
including user representatives on the design team.” (Preece et 
al., 1994, page 46) 

Gulliksen and Göransson (2002) describe their view and a few principles when 
focus on users in system development. The first two principles are about the 
importance of focus on users in the beginning and that the users must be actively 
involved in the development process. The first of them emphasizes on user 
focus; it describes the importance of understanding the user. It is important to 
understand the users’ situations and their assignments as well as why they are 
doing different things in the system and their goals with the use. When doing this 
the information can be presented in a user description that will describe the user. 
(Gulliksen & Göransson, 2002) 
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The second principle is about user involvement in the development process. 
Gulliksen and Göransson (2002) write that it is important to have representative 
users that take an active part in the development process to achieve usable 
products. The user involvement means that the user is active in for example the 
design process or evaluates created solutions. This can be considered when 
taking decisions about the product. (Gulliksen & Göransson, 2002) 

According to Kauppinen and Kujala (2004) it is important to be aware of that 
only a limited numbers of users can be involved in the practice. Kauppinen and 
Kujala (2004) still agree with Gulliksen and Göransson (2002) that the involved 
users must be representative.  

Lederer and Prasad (1992) describe common occurred reasons for cost overruns 
in the software development and they are connected to users and use of the pro-
duct in some way. According to Constantine and Lockwood (1999) it is impor-
tant to understand the users and to have a continuous dialogue with them. This 
will yield a more sufficient product that is suitable for the user and also develo-
ped in a cheaper and more efficient manner. (Constantine & Lockwood, 1999) 

3.6 USER EXPRERIENCE 

According to Preece et al. (2002) interaction design is the process of designing 
products that in a better way support the users’ work. The goal with interaction 
design is both to keep focus on the usability goals, for example efficiency and the 
user experience goals, for example attractive interface. (Preece et al., 2002) 
According to Kuniavsky (2003) user experience can be difficult to define because 
it includes everything within the users’ interaction with the product. 
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Figure 3.4 Five planes to concentrate on when developing a system. 

According to Garrett (2002) it is important to keep the users in mind when 
taking decisions about the system. Without user experience the users will not use 
the system. User experience is about how the product behaves and how it is used 
in the reality. Garrett (2002) writes about five planes to concentrate on when 
develop a system, see Figure 3.4. These are strategy, scope, structure, skeleton and 
surface and they are all together providing with a framework for creating user 
experience. The planes are dependent on each other. Garret (2002) divides the 
planes in the middle, see Figure 3.4.  The software side is about tasks that are 
involved into a process and how people complete them. The hypertext side is 
about which information the product offers and also what this information 
means to users. (Garret, 2002) 

 Strategy: The strategy plane explains the strategy with the product. It 
includes both what the users want to get out of the product, but also 
what the owner of the product wants. The purpose is to get a balance 
between users’ needs and the owners’ objectives. When defining the 
strategy it is important to answer questions like: what is the purpose with 
the system? What do our users want with the system? The first question 
explains the objectives with the product, coming from the inside of the 
company. The second explains the users’ needs, coming from the 
outside. (Garret, 2002) 

 Scope: The software side translates the strategy into detailed functional 
specifications, in other words the features of the product. The question 
that is supposed to be answered in this plane is: what are we going to 
develop? Content requirement is about gathering requirements on the 
information. (Garret, 2002) 
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 Structure: In software development the creation of user experience is 
often called interaction design. According to Garret (2002) interaction 
design is describing how the system can interact with user’s behaviors. 
Information architecture is about creating navigational schemes. The 
purpose with these schemes is to make it easier for the user to navigate 
and find information in the system. Interaction design and information 
architecture is about understanding the people and how they work and 
think. (Garret, 2002) 

 Skeleton: The skeleton plane is divided into interface, navigation and 
information design. Interface design, on the software side, focuses for 
example on which buttons, fields, tables that are necessary. Navigation 
design, on the hypertext side, focuses on where information is going to 
be presented. Information design, included in both sides, focus on how 
the information should be presented to provide effective communica-
tion. All these three dimensions are closely related to each other. 
(Garret, 2002) 

 Surface: This plane focuses on visual design, what the users see when 
interact with the product. In this plane, the skeleton work is transformed 
into visual arrangements. (Garret, 2002) 

3.7 THE SYSTEM DEVELOPMENT PROCESS  

A system development process is a way of structuring how to develop a product. 
This process is almost always carried out with starting point in a model that is a 
procedure for the development. There are different kinds of system development 
models and examples are the agile modeling and RUP. The differences between 
these models are how the work in the phases proceeds. Analysis, design, imple-
mentation and testing see Figure 3.5 are the most common phases in system 
development process. (Fowler, 2004) 

  

 

Figure 3.5 Common phases in the system development process. 

In the analysis phase the problem and requirements is discussed. In the design 
phase the developers decide how to solve the problem. In the implementation 
phase, the developers implement the solutions. The testing phase includes 
different kinds of product tests. (Fowler, 2004) 

There is a global standard for how a user-centered design process occurs. The 
standard, ISO 13407 – Human-centered design process, defines user-centered 
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activities through the development process, see Figure 3.6. (What is User-
Centered Design: About Usability: UPA Resources, 2006) 

 

Figure 3.6 Human-centered design process. (What is User-Centered 
Design: About Usability: UPA Resources, 2006) 

Following list of items explains the activities in Figure 3.6: (What is User-
Centered Design: About Usability: UPA Resources, 2006)  

 Specifying context of use: This phase identifies the users and why they 
use the product.  

 Specify requirements: This phase decides what the product has to 
fulfill to be successful.   

 Produce design solutions: This phase is done in several stages and is 
finished when the complete design is done.   

 Evaluate design: This is about testing the product which is done with 
real users.   
 

We present three methods that put the user in centre of the design process in 
chapter 3.9. They differ in some ways, for example in how the users are descri-
bed, but still, the goal is to put the users in the centre of the development 
process.  

3.8 GOALS VERSUS TASKS   

A goal is a state of the system that the user tries to reach. To reach this goal the 
user uses some devices, for example a word processor if the goal is to write a 
letter, see Figure 3.7. A task is a set of actions that the users must do to achieve 
the specific goal. An action is an operation that must be accomplished to 
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complete the entire task. In other words, tasks can be decomposed into actions. 
(Preece et al., 1994) Further Cooper and Reimann (2003) write that it is quite 
simple to separate goals and tasks since goals are driven by motivation. Goals are 
rather hard to change since they are based on a person’s values. Tasks on the 
other hand are passing and based on technology. (Cooper & Reimann, 2003)  

 

Figure 3.7 Example of decomposition of goals. 

3.9 PHILOSOPHIES OF DESIGN 

There are different philosophies of design. We are presenting usage-centered design, 
goal-directed design and contextual design; all of them organizing processes that in 
some way focus on creating user experience into interaction design. (Preece et al., 
2002; Pruitt & Adlin, 2006) 

3.9.1 USAGE-CENTERED DESIGN 
It is important to reach the users to make the product more popular (Kuniavsky, 
2003). If the product has bad usability, it will not survive (Vredenburg et al., 
2002). Usage-centered design, UCD, is an organized, model-based way of 
improving product usability. (Constantine & Lockwood, Ltd., 2003) Vredenburg 
(2002) describes the abbreviation UCD in the following manner:  

U = The person who are supposed to use the product is the user. 
C = The user is in the centre of the design process.  
D = Designing the total user experience. 

According to Gulliksen and Göransson (2002), UCD is a model that involves 
users and usability through the whole development process. They believe that 
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attitudes towards UCD are decisive for the success. (Gulliksen & Göransson, 
2002)  

A UCD process is about seeing how the products are used, not how they are 
developed. The development process must be more focused on users’ needs, not 
making a product. (Kuniavsky, 2003) Researchers have presented different 
models of how to practice UCD and we are presenting some of them.  

Vredenburg et al. (2002) present following six central principles of UCD:   

 Set business goals 
 Understand users  
 Design the total customer experience 
 Evaluate designs 
 Assess competitiveness 
 Manage for users.  

 
Constantine and Lockwood (1999) present a model for UCD, which consists of 
four steps; that help the designers to design a better suited system for the user, 
see Figure 3.8.  

 

Figure 3.8 Usage-centered design. (Constantine & Lockwood, 1999) 

 Role model: The role model is about the relations between the users 
and the system, see chapter 4.6. (Constantine & Lockwood, 1999) 

 Task model: The task model includes the tasks that a user has to 
accomplish, see chapter 3.11. (Constantine & Lockwood, 1999)  

 Content model: The content model contains tools and materials that 
the user interface supplies, parts of the interface and the relations 
between these parts. (Constantine & Lockwood, 1999) 
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 Visual and interaction design: This part consists of how the user 
interface should look like. (Constantine & Lockwood, 1999) 

3.9.2 GOAL-DIRECTED DESIGN 
Goal-directed design, GDD, is Cooper’s trademarked method and the central is 
to design on the basis of the users’ goals. (Cooper, 2004) When designing to 
achieve the users’ goals the software will be more satisfying and effective. 
(Cooper & Reimann, 2003) 

According to Cooper and Reimann (2003) many of the existing methods are 
focusing on tasks rather than users’ behaviors. Methods focusing on tasks are 
helpful when defining for example work flows and layout. But they are less 
important when examine what the product does and how it should fulfill users’ 
needs and requirements. The purpose with GDD is to put the users’ goals and 
needs in centre in the product development process. (Cooper & Reimann, 2003) 

 

Figure 3.9 The goal-directed design process. (Cooper & Reimann, 2003, 
page 16) 

The GDD method is divided into five steps, see Figure 3.9: 

 Research: This phase provides information about potential or already 
existing customers. Field studies and interviews are carried out to get 
information about the users. The most important outcome from the 
research phase is usage patterns and behaviors that categorize different 
types of usage of the product. (Cooper & Reimann, 2003) 

 Modeling: In GDD the work that was generated from the research is 
put into a user model and a domain model. For example, the user model 
can be a user persona, see chapter 4.8, and a domain model can include 
a work flow diagram. In this phase it is determined how much influence 
the specific user model has on the design. (Cooper & Reimann, 2003) 

 Requirements: The purpose of the requirement phase is to connect the 
user with the system and this can be done through for example a 
scenario (Cooper & Reimann, 2003). A scenario is a written story that 
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describes the users’ interaction with the system and how the system 
behaves in specific situations, from the standpoint of a persona (Nielsen, 
2002; Carroll, 1995). The requirement phase will involve an analysis of 
for example needs and functional requirements of the persona. These 
needs and requirements will be compiled from the persona’s goals, 
behaviors and other important attributes. (Cooper & Reimann, 2003) 

 Framework definition: The first step in this phase is about setting 
interaction design principles, guidelines and rules for system behavior in 
different situations. The second step is to generate a stable design that 
provides the logical structure. (Cooper & Reimann, 2003) 

 Refinement: This phase is similar to the framework definition, but with 
more focus on tasks consistency. This phase includes ways through the 
interface design to analyze for example the behavior in a specific 
context. (Cooper & Reimann, 2003)  
 

According to Cooper and Reimann (2003), the purpose is to create a model, 
including all information from the research process. A system with behavior that 
support the users’ needs and goals should be created, see Figure 3.9. The steps in 
Figure 3.9 are trying to communicate an interaction design process that first 
focuses on the users and their needs and goals. From there, the next step is to 
find out system requirements that in turn can result into a high-level interaction 
framework, based on user goals and needs. (Cooper & Reimann, 2003) 

According to Arvola and Blomquist (2002) they first and foremost see one 
potential pit-fall with Coopers’ trademarked interaction design philosophy, 
GDD. They mean that GDD is separating the persona building too much from 
rest of the design process. As a result of that, the possible contact with real users 
during the design process may be excluded. (Arvola & Blomquist, 2002) 

3.9.3 CONTEXTUAL DESIGN 
A common question in system development is how to create products that help 
users to do their work better. Contextual design, CD, is a method that helps the 
development process to be customer4-centered. The purpose of CD is to collect 
different customer-centered techniques and use these in the whole design 
process. The information from the customers determines the systems behavior 
and the way it is structured. (Beyer & Holtzblatt, 1998) 

 

                                                      

4 The CD philosophy uses the word customer instead of user.   
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The following steps are included in CD: 

 Contextual inquiry: This phase aims at understanding the customers to 
provide a common view for the developers. Their needs, desires and 
work are some attributes to focus on. Information about customers is 
gathered through usable techniques as interviews and observations. 
(Beyer & Holtzblatt, 1998) 

 Work modeling: It is important to understand the customers’ needs 
and desires, but also to understand them in relation with their assign-
ments. Customers’ assignments are in most cases complex and full of 
details and this has led to the work models in CD. These models 
describe the customer groups’ work in practice and in relation to others 
work and other groups. (Beyer & Holtzblatt, 1998) 

 Consolidation: When designing a system it is impossible to adapt it to 
every single customer. Instead the developing process is adapted to 
specific customer groups. To obtain information about a single 
customer group, data is collected from different people to receive a 
single picture of that group. In CD this is arranged through affinity 
diagrams. These diagrams are grouping problems, qualities and other 
important attributes together and they are also presented together. By 
reading the diagram, the development team can learn and understand 
key issues that are important for the customers. (Beyer & Holtzblatt, 
1998)  

 Work redesign: This phase is focusing on how to improve the system 
to be more suited to the customers’ work. This is done by using the data 
collected in the consolidation phase. The redesign phase focuses on the 
available and common problems among the customers. After that it is 
important to discuss what kind of technology that can be used to 
support the new way of structure the work. (Beyer & Holtzblatt, 1998) 

 User environment design: This phase aims at describing the function 
and the structure of the system so it supports the customers’ work flow. 
(Beyer & Holtzblatt, 1998)  

 Mock-up and test with customers: When creating a system it is im-
portant to test and verify the system design. The testing phase can be 
done with paper prototypes and it is some kind of assurance if some-
thing in the design is not well perceived. (Beyer & Holtzblatt, 1998)  
 

According to Arvola and Blomquist (2002) CD is more like cooperation between 
the real users and the developers. Regarding the lack of continuously contact 
with real users in GDD, Arvola and Blomquist (2002) discuss a possible merge 
between the persona building in GDD and the CD. Gulliksen and Göransson 
(2002) write that CD is a good method that tries to understand the customer, but 
the method is expensive in relation to the benefits.  
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3.10 COMPARISON OF THE PHILOSOPHIES 

There are many different approaches on how to involve users into the develop-
ment process. Above we have introduced three different philosophies when 
designing a product. Even if they have various names they still have similarities 
in many ways.  

Common for all methods is that they are putting the users’ needs and the usa-
bility in front of the design. The goals to minimize frustration and enhance 
productivity for the users are also common for all three philosophies. Another 
similarity is that they have the same starting point. All of them start from the 
users and begin with investigating and gathering information about the users. 
The philosophies are also completed in the same way. They all aim at receiving a 
more user focused system development process and also a more suitable product 
for the end user. Still, the way between the starting point and the outcome differs 
a lot.  

According to Arvola and Blomquist (2002) one difference between GDD and 
CD is that CD focuses more on cooperation and a continuous contact between 
the developer and the users. GDD, on the other hand, is more focused on the 
users in the beginning of the development process to form a persona, see 
chapter 3.9.2.  

The UCD method sees the use of the product instead of how it is made 
(Constantine & Lockwood, 1999; Kuniavsky, 2003; Vredenburg et al. 2002). 
According to Cooper and Reimann (2003), the GDD method is on the other 
hand putting the user and the usability into product design, by focusing on users’ 
goals instead of the use. CD is, according to Beyer and Holtzblatt (1998), 
focusing on the customer and the belonging context to involve the user and 
usability into the product development.  

According to Cooper and Reimann (2003) many existing methods are focusing 
on tasks rather then users’ behaviors and this is reflected in Cooper’s GDD. 
UCD and CD are, according to Constantine and Lockwood (1999) and Beyer 
and Holtzblatt (1998), focusing on the relation between the user and their tasks.  

3.11 TASK ANALYSIS  

The task analysis is a generic term for techniques to understand users’ assign-
ments. It is not only important to think and receive information about the users.  
It is also important to know about the users’ assignments when building usable 
products. (Hackos & Redish, 1998) According to Preece et al., (2002), the 
purpose of task analysis is to understand what people are doing. According to 
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Hackos and Redish (1998) and Vredenburg et al. (2002) the goal with task 
analysis is to understand which tasks and actions the users perform to achieve a 
certain goal. There are many techniques to perform a task analysis, below we 
present two of them.     

Hierarchical task analysis   
The hierarchical technique presents graphical representations of the decomposed 
task and is one of the oldest techniques of task analysis. The purpose with 
hierarchical task analysis is to describe tasks in a hierarchical way and decompose 
the tasks into actions. (Hackos & Redish, 1998, Preece et al., 2002, Vredenburg 
et al., 2002)  

Task cases  
Another technique for task analysis is task cases, even called essential use cases. 
The purpose with task cases is to support user roles in the role model, see 
chapter 4.6. A task case or an essential use case is a description of a task, with 
starting point from a role or roles in relation to a system. (Constantine, 2006) 
According to Vredenburg et al. (2002) essential use cases is a technique that uses 
actors, see chapter 4.5, to describe the roles that the user or system can play 
within the system.  
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4 USER MODELS 

There are many different ways of describing a user and we have chosen to 
assume from seven user models that Pruitt and Adlin (2006) present. 
Pruitt and Adlin (2006) have found these models through direct experience 
on product teams at various companies they have worked for. Other 
practitioners that they have interacted with have also affected. Some of the 
user models overlap or remind of each other. Sometimes the differences 
between them can be difficult to clarify. We build our own model, the role 
profile model, from these existing theories. 
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4.1 SEVEN USER MODELS 

Gulliksen and Göransson (2002) write that it is important to involve the users 
from the beginning of the system development process. When companies 
involve users it can for example be through a user model or a user portrait that 
describes the users. The Figure 4.1 presents seven models in a diagram that tries 
to classify the models on the variables: amount of detail and amount of rigor 
data. (Pruitt & Adlin, 2006)  

 

Figure 4.1 User models. (Pruitt & Adlin, 2006) 

4.2 SEGMENT 

One user aspect is, according to Pruitt and Adlin (2006), a market perspective. 
Marketing is about customers and to understand their needs, behaviors and 
attitudes. Since the 1960s the market has been segmented. (Pruitt & Adlin, 2006) 
Segmentation is a way for a company to get to know the customers and develop 
their products so that the customers want to buy them. (Kotler et al., 2005) 

According to Aquino and Filgueiras (2005) user segments are brief descriptions 
of users’ relationship to the system. User segments also include characteristics 
that distinguish one group from another and important system needs. (Aquino & 
Filgueiras, 2005) 
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Moore (1991) presents one way to define the customer, target customer characte-
rizations. He writes that it is important to create an image of customers rather 
than markets, because markets are impersonal and abstract. Target customer cha-
racterization is a way to collect images of the customer that different people 
have. The idea is to create one target customer realization for each different type 
of customer for the product. This is a help to develop a product that fulfils the 
customers’ needs. (Moore, 1991) 

According to Beyer and Holtzblatt (1998) segmentation tells the company what 
products to produce. By segmenting the market companies can focus on smaller 
groups and develop adjusted products. The segmentation can be done by 
geographic, demographic (for example age, gender, family, income, education), 
psychographic (social group, life style, personality) and behavior (knowledge, 
attitudes, response). (Kotler et al., 2005) 

4.3 USER CLASSES 

User classes are a simple type of a user model. It is based on intuitions or opinions 
of the classes’ characteristics. User classes do not contain many details. (Pruitt & 
Adlin, 2006) Vredenburg et al. (2002) write that user classes are the same as 
market segments, but not all researchers agree.  

User classes are, according to Vredenburg et al. (2002), people who use the 
system similar and have similar personal characteristics. The persons in the user 
classes should recognize themselves in the description. The users can be seen as 
direct, indirect and remote users. (Vredenburg et al., 2002) 

When a user is described it is often by different attributes, for example name, job 
title, goals and experiences. With this description the user can be deployed into 
user classes. (Pruitt & Adlin, 2006)   

One type of classification is to consider the users’ system experience, age or 
knowledge. This can lead to user classes like first-time users or experts. (Pruitt & 
Adlin, 2006; Vredenburg, 2002) Even if the user classes describe the users, it can 
be difficult for developers to know exactly what a specific user is like. It can also 
be hard to describe the user class so it is interpreted in the same way by every de-
veloper. Another disadvantage is that user classes often miss the important user 
details, like for example the goals and needs. (Pruitt & Adlin, 2006) 

When more information about the customer is collected and a brighter image of 
the user created, the user type moves from user classes towards other types. 
(Pruitt & Adlin, 2006) 
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4.4 USER ARCHETYPES 

User archetypes resemble Cooper’s personas, see chapter 4.8. Essentially the user 
archetypes were founded because of the desire to improve user classes. (Pruitt & 
Adlin, 2006) According to Pruitt and Adlin (2006) the user archetypes consist of:  

 User description: The user description consists of information like the 
name of the user, a picture and maybe a story about the user. (Pruitt & 
Adlin, 2006) 

 Different kinds of attributes: The attributes can be for example age, 
family and roles the user plays. (Pruitt & Adlin, 2006) 

 Computer skills: That informs the developer about the user knowledge 
about the system. The goals are also important. (Pruitt & Adlin, 2006) 

 Goals: This enlightens the most important goals that the users have. 
(Pruitt & Adlin, 2006) 

 Market size and influence: It is important to know if the users of this 
type are in the concerned market. It is also important to know how 
much this type influences the purchase decision. (Pruitt & Adlin, 2006) 

 Activities: The last item in user archetypes is describing tasks and 
activities, for example for one day. (Pruitt & Adlin, 2006)  
 

4.5 ACTORS 

When surveying a user, a good idea is to first identify all users in the context, 
even those that do not directly interact with the system. One way to do that is to 
use the concept of actors. (Constantine, 2006) Even Fowler (2004) refers to users 
as actors and he uses the concept in UML.  

“An actor is a role that a user plays with respect to the system.” 
(Fowler, 2004, page 99)  

Jacobson et al. (1992) describes actors as representing a certain role that a user 
can play. Constantine (2006) divides actors into direct and indirect actors:  

 Direct actors: Actors that use the system by themselves. They interact 
continuously with the user interface. (Constantine, 2006) 

 Indirect actors: They do not use the system directly in their work. They 
interact with the system through intermediaries. Indirect actors can be 
important stakeholders, for example suppliers and customers. Even if 
they are not the most important users, the developer must take them 
into consideration. (Constantine, 2006)   
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These actors have different roles in relation to the system they use. Several actors 
can have the same role. (Constantine, 2006) Similarly, Fowler (2004) writes that a 
more appropriate name for actors would be roles. Furthermore he states that one 
person can act as several actors, but an actor does not have to be a human being. 
A system can for example also be an actor. (Fowler, 2004)  

Constantine (2006) writes that it is important to know all actors of a system to 
see the overall picture. Actors that are other systems are not included in the usa-
bility problem. They act through other user interfaces and can though be a part 
of the problem that is supposed to be solved. (Constantine, 2006) 

4.6 USER ROLES 

User roles are one of three parts in Constantine’s (2006) UCD, see chapter 3.9.1. 
User roles are more like relationships between users and systems, than a person 
or a job title. One person can have many user roles within a system. (Constantine 
& Lockwood, 1999) 

“A user role is an abstract collection of needs, interests, 
expectations, behaviors, and responsibilities characterizing a 
relationship between a class or kind of users and a system.” 
(Constantine & Lockwood, 1999, page 79) 

User roles are compact, concise representations that focus on things that are 
directly related to visual and interaction design. User roles are, regarding to that, 
faster and simpler to develop than personas, see chapter 4.8, and also more 
technically and formally structured. The goal is to explain what is most 
important. (Constantine, 2006) According to Aquino and Filgueiras (2005) it can 
be a problem that user roles focus on user tasks instead of user goals. 
Furthermore they write that user roles are not good for decision making, 
communication, project measuring and as development tool. They write that user 
roles can offer good information about user characteristics and that helps the 
developers to choose interaction styles, appearance and posture to adjust the 
system to the user. (Aquino & Filgueiras, 2005) Constantine (2006) presents one 
way to describe user roles: 

 Context: Context contains the overall responsibilities of the user role 
and the environment the role exists in. (Constantine, 2006) 

 Characteristics: The role consists of characteristic patterns of 
interaction, behaviors and attitudes. (Constantine, 2006) 
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 Criteria: Special function needs and requirements of the user role. 
(Constantine, 2006)  
 

A user can have several user roles and a user role can consist of several users. 
Parallels can be drawn to the actor concept, see chapter 4.5. A single user role 
does not only have relations to a system, but also to other user roles that act 
within a system. (Constantine, 2006) 

4.6.1 FOCAL ROLES 
The user roles that are most common, characteristic or important are called focal 
roles (Constantine & Lockwood, 1999). Some user roles are played more 
frequently than others and in UCD user roles are ranked by frequency and 
business importance (Constantine, 2006).  

In the design process the use of focal roles can be useful. Some user roles are 
more important to a design process than others. (Constantine & Lockwood, 
1999) Constantine (2006) further writes that focal roles are central but does not 
exclude others, less important user roles. 

4.6.2 CONTENTS OF USER ROLES 
It can be difficult to know what to include or exclude in a user role. The situation 
affects what is best and if the analyst is inexperienced, guidelines are helpful. 
(Constantine & Lockwood, 1999)  

Aqunio and Filgueiras (2005) write that if more individual information is 
collected about the user role, user profiles are approached. Beyer and Holtzblatt 
(1998) write that when identifying user roles it is important to look at how much 
information different user roles need about same things. It is also important to 
look at what technical requirements the user roles have for the systems. It is also 
important to identify the needs and characterizations of a user role and the 
differences from other user roles. (Beyer & Holtzblatt, 1998) 

4.6.3 CONSTRUCTING USER ROLES 
Different information about the user has to be collected when developing a soft-
ware system; for examples information about needs and relations. This informa-
tion can be collected in different ways; for example looking into other systems or 
talking to the marketing department. Constantine and Lockwood (1999) 
recommend having a dialogue with the user. (Constantine & Lockwood, 1999) 

According to Constantine (2006) the user role is represented by the three ele-
ments: context, characteristics and criteria. To help the developers focus on these 
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elements checklists and templates have been created. One checklist for Agile 
Modeling5, see Appendix 4, can assist the developer with information about the 
context in which the user role is played. The Agile Model also assists by giving 
information about the user role’s performance and the support that is given to 
the specific user role. Another popular technique in Agile Modeling is the card-
based technique. The information about the user is compiled and structured 
shortly on cards, see Appendix 5. The purpose with this technique is to get fast 
information about the user role as quickly as possible. (Constantine, 2006) 

4.6.4 USER ROLE MAPS 
To create an overall view of user roles a user role map can be useful (Constantine 
& Lockwood, 1999). There are three ways to structure a user role map. 

 

Figure 4.2 Structure of relationships among user roles. 

 By affinity: Structure by affinity is useful when user roles are similar in 
an unspecific nature. Expectations or style of interactions of some user 
roles can be similar and therefore there is an affinity between them, see 
the dotted line in Figure 4.2. (Constantine & Lockwood, 1999)  

 By classification: A user role is sometimes a subtype of a general user 
role; a buyer can be divided into strategic and planning buyer. Another 
example is shown by the double-lined arrows in Figure 4.2. The diffe-

                                                      

5 Agile Modeling = a model that can be applied in software development. It consist of 
values, rules and practices for how to develop. The agile modeling is supposed to be 
tailored into other complete methodologies. (Agile Modeling (AM) Home Page: Effective 
Practices for Modeling and Documentation, 2006)  
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rent subtypes often have a lot in common, for example experience or 
the way they interact with the system.  (Constantine & Lockwood, 1999) 

 By composition: When a user role can be divided into two or more 
other user roles, the structure can be made by composition, see the 
simple arrows in Figure 4.2. For example a department manager can be 
both buyer and personnel planner. (Constantine & Lockwood, 1999) 

4.7 USER PROFILES 

A user profile describes the user either in an abstract way without personality or in 
a more detailed version with personality. According to Hackos and Redish (1998) 
the user profile is created from information gathered from for example inter-
views. To improve the user profile further, the creator of the user profile can add 
pictures and more detailed information to make it more understandable. The 
user profile can also be illustrated with posters and this way of describing the 
user will, according to Hackos and Redish (1998), communicate with the deve-
lopment team in a good way. The posters will remind the development team that 
the user profile is a representation of a real user. (Hackos & Redish, 1998) 

The user profile is, according to Kuniavsky (2003), almost the same as a persona, 
see chapter 4.8. Kuniavsky (2003) writes that the user profile is a fictitious person 
that tries to reproduce the real user. With access to the user profile, the 
developer can use it to recognize and learn about the reality and the real user. 
The information about the real user, that the user profile brings, will keep the 
product away from a creation that tries to serve every user with everything.  The 
user profile will also give the developer and the company an understanding about 
why customers are buying the product. (Kuniavsky, 2003) 

Kuniavsky, (2003) writes that the user profile has to be made by several people. 
It is important to include two groups when the user profile is made. People who 
know the user as well as people who needs to know the user. When creating a 
user profile, the team can be helped by a list of attributes, that is important to 
include when describe the user. (Kuniavsky, 2003)  

Checklists with different attributes about the user can consist of for example de-
mographics, technical needs, usage trends and tasks (Kuniavsky, 2003; Hackos & 
Redish, 1998). If the user profile is more narrative, the list will end up in a 
detailed description with personal information. (Hackos & Redish, 1998) 

4.7.1 CONSTRUCTING USER PROFILES 
When creating user profiles it is important to engage the whole development 
team. Different people bring different perspective on the users. This is important 
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when creating a user profile. The varying point of view of the user will bring 
richness to the user profile and this is important. (Kuniavsky, 2003) 

The first step when creating a user profile is to start interviewing someone 
internally. This person can for example be local experts that have daily contact 
with the user or a developer. This provides information about the internal 
attitude towards the user, which can be important to understand when creating 
the user profile. The second step is talking to the users directly to get real 
information about them. When information about the users is gathered it is time 
to create the user profile. This can be done by describing attributes like demo-
graphics, usage trends and tasks. When this is done it is time to put the user 
profile into a context and this is done through a scenario; a story about the 
profile in action. (Kuniavsky, 2003) 

4.8 PERSONA 

The purpose of a persona is to reproduce a real user. A persona is some kind of a 
fictitious person. The aim is to describe motivations and behaviors that the real 
user has through the design process. According to Cooper and Reimann (2003), 
the persona will make the development team more aware of the goals that the 
user has. (Cooper & Reimann, 2003; Cooper, 2004; Pruitt & Adlin 2006; Grudin 
& Pruitt, 2002)  

Cooper and Reimann (2003) explain that the persona is a collection of attributes 
like goals, demographics, attitudes, work and activity flow, environment, skills 
and frustrations. Because a persona represents real people or users they tend to 
be successful in the development process (Cooper & Reimann, 2003; Grudin & 
Pruitt, 2002).  

The persona model motivates and engages the developer to solve the users’ 
problems and continuously work toward the users’ goals. (Cooper & Reimann, 
2003; Grudin & Pruitt, 2002) This description of the user will also help the 
developer to make the right design decisions. Even if the persona can be a 
successful tool it is not a guarantee for that persona is successful in the 
development process. (Pruitt & Adlin 2006) 

Even if the persona model is based on real information from real users it can fail 
as a result of bad communication of the persona. The model can also be less 
successful because it can be difficult for the development team to understand. As 
a result of this, the developer may not use the persona model in the designing 
process. (Pruitt & Adlin 2006) 
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One of the reasons that the persona could be less successful is bad support from 
the management team (Pruitt & Adlin 2006). Other factors that can influence the 
persona in a negative way are if they reproduce an extreme character or if they 
are surprising (Grudin & Pruitt, 2002). Since several personas are needed in the 
development process it can be difficult to produce the right set. However, it is 
still important to be aware of the choices that have been made when producing 
the persona; this because persona will be basic data for decision-making in the 
development process in the further work. (Grudin & Pruitt, 2002) 

Cooper and Reimann (2003), emphasize that it is important not designing a sys-
tem for all users, but designing the system for representative users. By choosing 
the most important goals and needs from the users, the developer is able to 
make the system suitable for a larger user group. The key to success is to design 
the persona to a user who has representative needs and goals. (Cooper & 
Reimann, 2003) This means that the persona is not representing one user, but 
many users with similar goals and needs (Cooper: Powerful Personas, 2006).  

According to Cooper and Reimann (2003), it is important to base the persona on 
real-life conditions and real information. This information can be collected from 
example interviews, questionnaires and observations. (Cooper & Reimann, 2003) 
Pruitt and Adlin (2006) agree with Cooper and Reimann (2003) that it is impor-
tant with information about the real user to form a persona, but they also believe 
that it is better to have a persona based on assumptions rather than none at all.  

4.8.1 CONSTRUCTING PERSONAS 
Qualitative data is best when creating personas. Personas can be created from 
assumptions if real data is difficult to collect. (Pruitt & Adlin, 2006) Personas are 
often created by information from interviews and observations, from already 
existing customers and potential customers. If there is something missing from 
the interviews or observations the gaps are filled by for example other researches 
and literature. To create trustworthy personas it is important to both include real 
facts and a creative touch. (Cooper & Reimann, 2003)  

Goodwin writes in Perfecting Your Personas (2001) that it is easy to focus on the 
creative touch, in other words the personal details, because that is the fun part. 
To avoid this it is better to focus on the goals, behaviors and attitudes first and 
then increase with personal information. (Perfecting Your Personas, 2001)  
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4.9 COMPARISON OF THE USER MODELS 

 

Figure 4.3 User models. (Pruitt & Adlin, 2006) 

As we can see in Figure 4.3 the persona is the model with most amount of detail, 
on the other hand this model varies in amount of accuracy. Cooper and Reimann 
(2003) agree with Pruitt and Adlin (2006) and write that the persona model 
consists of many details so it can reproduce the real user. One difference in 
opinion is that Cooper and Reimann (2003) insist the importance of real infor-
mation when producing the persona, gathered from examples interviews. Pruitt 
and Adlin (2006), on the other hand, state that it is better with a persona based 
on assumptions than none at all. The purpose of the persona is to serve the 
development team with information from the reality through a fictitious person.  

We agree with Cooper and Reimann (2003) that it is important with real 
information; since making a persona from assumptions can lead to a product 
adapted to a persona not representing the real user, which can result in a badly 
suited product. But we also agree with Pruitt and Adlin (2006). There can be 
situations when the developer has some information about a specific type of user 
and have knowledge about how this user works. In this case we think it is better 
to make a user image with this information than none at all. Even if the persona 
does not become correct, we think that the developer in some way have started a 
process that puts the user in focus and that is the most important.  

We still think that meeting the real user is the definite best way of collect 
information about the user. Due to this debate it is not strange that the persona 
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in Figure 4.3 stretch over more or less the entire accuracy axis. As we can see in 
Figure 4.3, Pruitt and Adlin (2006) are connecting the persona, archetypes and 
user profile in some cases. According to them, the persona can differ more in 
amount of rigor data than the user profiles and the archetypes. On the other 
hand, these two models can instead include less detailed information about the 
users.  

Cooper and Reimann (2003) write that many people use the word user profile in-
stead of the term persona. It is no problem to use the term user profile instead of 
persona, as long as the in-depth information about the user is included in the 
user profile. Cooper and Reimann (2003) write that the user profile is almost 
always a brief description of the user that does not provide the developing team 
with anything useful. The persona is more of narrative nature which in the reality 
means that the description communicates with the development team in a better 
way than a user profile does. (Cooper & Reimann, 2003)  

As we can understand, it is a subtle distinction between a user profile and a per-
sona. According to Cooper and Reimann (2003), Hackos and Redish (1998) and 
Kuniavsky (2003), the purpose with a user profile and a persona is to reproduce 
a real user. Some authors write persona although they mean user profile and 
some write user profile although they do not include the in-depth information 
about the user. Kuniavsky (2003) uses the word user profile and his user profile 
consists of same information as Cooper and Riemann’s (2003) personas. Hackos 
and Redish (1998) on the other hand write that the user profile can both be 
narrative and just a more brief and abstract description of the user. But, if the 
user profile is more of a narrative character the user profile is almost like a per-
sona. Pruitt and Adlin (2006) agree with Hackos and Redish (1998) that the user 
profiles can be both narrative and a brief description of the user, see Figure 4.3. 

Another model, user archetypes, also resembles of the persona and this lead us 
to the question: is there a need for these models or is there a possibility to merge 
some of them into one?  

As we can see in Figure 4.3, Pruitt and Adlin (2006) put the user role and actor in 
the lower part of the diagram. According to Constantine (2006) user roles are 
more technical and formal; this because user roles focus more on relations 
between the user and the system than on trying to create a narrative picture of 
the user. According to Aquino and Filgueiras (2005) the user role is a bad com-
munication and design tool.  This is a contrast to the persona and user profile 
which are, according to Cooper and Reimann (2003) and Hackos and Redish 
(1998), a good communication and design tool for system developers.  
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The actor concept has many similarities with the user role concept, as we can see 
in Figure 4.3. According to Fowler (2004), an actor operates as a user role when 
interacting with a system. One difference between these concepts, according to 
Fowler (2004), is that the actor concept includes non-human actors, like for 
example another system. What we doubt, is the need of two almost identical 
models. Both models, according to Pruitt and Adlin (2006), Fowler (2004) and 
Constantine and Lockwood (1999) focus on relationships instead of detailed 
information about the user.  

Segmentation is another way of categorizing the user into some classes (Kotler et 
al., 2005). Even if the segmentation can be done with many factors the 
information about the user will be without in-depth information. User classes 
categorize the user without details (Pruitt & Adlin, 2006). According to Pruitt 
and Adlin (2006) and Vredenburg (2002) one user class can for example be first-
time users or experts. One difference between user classes and segmentation is 
that segmentation is more accurate, see Figure 4.3. According to Beyer and 
Holtzblatt (1998) segmentation does not provide enough information for 
developers, because it generates information about what products the company 
should produce. Instead the developers want to have information about how to 
create the product. (Beyer & Holtzblatt, 1998) When using segmentation or the 
user class model, the result will be more or less a categorization of the users. This 
is, according to Pruitt and Adlin (2006), not enough for developers. 

Because of the similarities between the persona, archetype and user profile we do 
not see a need for all these three models. We think that these can be put together 
to a combination that can be more or less detailed and with the demand on 
accuracy and real information. We also think that the actor and the user role can 
merge into one model, because it is not much that separates them.  

When thinking of existing models, we lack a model that involves users’ needs 
and goals together with their assignments and relationships to systems and other 
users. Even though compiling existing user models as we suggested above, we do 
not think this is good enough. Therefore we see a need to create a model that 
combines needs, goals, assignments and relationships.  
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5 PRE-STUDY AT LAWSON 

The first part in this chapter introduces the reader to earlier usability 
projects at Lawson. We also describe the product requirement process; one 
part that is connected to usability in form of requirements from for example 
the users. Finally in this chapter we present the interview material about 
users and usability from interviews with developers at Lawson. 
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5.1 USABILITY PROJECTS 

Earlier at Lawson, at that time Intentia, there were many ideas and requirements 
of what needed to be improved from a usability standpoint; but which could not 
be realized due to architectural and technical restrictions in the old user interface. 
Partly as a consequence of this, the requirement and development processes 
were for a period of time more focused on functionality, technology and 
processes. Since Lawson considers usability being a very important strategic area 
they recently launched a new initiative with the objective to come up with the 
next generation marketing leading user interface. (Allert, 2006) The principles for 
an increased user involvement are defined in the project as an early focus on the 
users and their tasks (Intentia, 2005). Usability in V12 was a subproject and 
started in January 2005. The purpose of the project was, according to 
Lennartsson (2006), to define usability and to document user types and their 
characteristics. The purpose was also to analyze weaknesses and strengths of 
usability in Movex V12 and analyze requirements according to for example 
feasibility and benefits. At last the purpose was to develop usability design 
guidelines. (Lennartsson, 2006) 

During the Usability in V12 project, opinions and improvement suggestions were 
collected; partly from a company visit, partly from product management and 
other stakeholders at Lawson. A database with requirements collected from 
customers and employees at Lawson already existed. (Liljeström, 2006c) In this 
project usability was defined as ISO 9241-11 definition:  

“Usability is the extent to which a product can be used by 
specified users to achieve specified goals with effectiveness, 
efficiency, and satisfaction in a specified context of use.” 
(Backlund, 2005) 

On the basis of this definition they worked further and divided effectiveness, 
efficiency and satisfaction into parts and clarified what is important to know 
about the users. (Backlund, 2005; Intentia, 2005) User characteristics and task 
types were decided (Edvall, 2005a; Edvall, 2005b). 
 

 

Figure 5.1 The usability engineering process. 

Inception Elaboration Construction Transition 



5 Pre-study at Lawson  

 67 

The former project at Lawson created the whole system development process, 
see Figure 5.1; with start in collecting requirements all the way to designing and 
testing the product. The usability engineering process from Usability in V12, is 
presented in detail in Appendix 6. (Backlund, 2005) 

 Inception: This is the beginning. Here user profile and task analysis are 
made and usability goals set up. A user interface work document is also 
created. (Backlund, 2005) 

 Elaboration: Here the work with the design proceeds. Prototypes are 
made and compared with the usability goals. (Backlund, 2005) 

 Construction: In this phase the detailed interface design is made. Even 
here a control is made, so that the interface meets the usability goals. 
(Backlund, 2005) 

 Transition: Here the installation is made and feedback from the users 
received. Perhaps something has to be redone before the project is 
finished. (Backlund, 2005)  
 

The Usability in V12 project was stopped since the major project was terminated. 
But the requirements and definitions made in Usability in V12 became a part of a 
new project, Usability enhancement. (Landén, 2006).  

Usability enhancement consists of two parts, one preparation part and one prod-
uction part. During the preparation part the requirements were evaluated and 
prioritized. Far from all could be implemented because of limitations. (Landén, 
2006) They were for example not allowed to change neither the business logic 
code base nor the databases. The changes are not yet available in any launched 
version, but they will be in the 2007 software release. (Liljeström, 2006b) Much 
of the preparation work was done in the Usability in V12 project. In the 
production project part these enhancements were implemented. The Usability 
enhancement project is a part of the project JUMP. (Landén, 2006) To sum up 
Liljeström (2006a) told us that the result has become a better look-and-feel of 
the user interface, better help functions and better navigation among others.  

We believe that our thesis can contribute with another point of view than the 
Usability in V12 project. We also believe that our thesis does not include all parts 
of this earlier Lawson project. Appendix 6 presents a flow of what usability is 
according to the former project and we think that our work is an improvement 
of the first part. More specific we think that this thesis concerns the parts: User 
Profile and Task analysis.  
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5.2 PRODUCT REQUIREMENT PROCESS  

The usability requirements on Movex have always been there. According to 
Allert (2006), they have had technical limitations to the user interface and 
therefore development according to these requirements was restricted. The old 
user interface was connected to functionality and processes and because of that, 
the requirement process also has been focusing on functionality and processes. 
Today Lawson is in a better position to focus on different users. A model for 
surveying users can help Lawson in the product requirement process in many 
ways. The product requirement process at Lawson is presented in Figure 5.2. 
(Allert, 2006) 

 

Figure 5.2 Product requirement process.  

The first identification of a requirement is derived from many different sources, 
for example customers, sales and services. When these requirements are received 
the product management department creates a business related requirement spe-
cification. Later this specification is handed over to product development where 
the specification is refined into a more technical one. (Lawson Software, 2006c) 

5.3 USERS AT LAWSON  

The existing opinion about the Movex users differs in some extent. Many of the 
interviewed developers categorize the users into three dimensions; what the users 
are doing in the system, how often and the skill the users have.   

According to some of the persons interviewed, the user is either an infrequent or 
a frequent user, or somewhere in between. Some of the interviewees described 
the user as a searcher of information. One also mentioned that not only human 
beings are users. A potential user can be a machine or another program. Most of 
them said that the system is a tool for the user and the purpose of the system is 
to help the user in the daily work. The user is in some cases not interested in the 
system at all, it is only a necessity in order to complete the assignments. It is 
important to remember that some systems require education, for example 
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Movex. A booking system on the internet stands in sharp contrast, because no 
one would make a reservation on the internet if it required education.   

5.4 STANDARDIZED APPROACH ON THE USER 

Some of the interviewees explained that a general approach for the user does not 
exist, even if many of them described some groupings. The fact is that these 
groupings are not accepted; just a notion the employees at Lawson have. The 
view of what a user is can differ a lot from person to person. The general opini-
on is that there is a need for a common view of the user. This can be created 
with a user model. According to the interviewed persons, a model can contribute 
with an accepted terminology and a structured work procedure when working 
with usability. Through an accepted terminology the internal dialogue could be 
much more effective and this can probably lead to faster decisions and better 
results. Some of the interviewed also said that it is important that the time spent 
on working with the model is short but informative; otherwise there is a risk that 
nobody will read or use it.  

Half of the interviewees emphasize that it is important not to focus too much of 
the general user, because there are so many users depending on system and situa-
tion. However it is important to decide what group of users to focus on. The 
model can help Lawson to work with the users in a structured way and this can 
lead to a design that is better suited to the specific groups of users.  

Different user groups have different needs and demands and want to receive 
different support from the system. According to the interviewees, the model can 
help Lawson to derive design decisions resulting in consistency in design. Several 
of the persons interviewed also think that it is important to have a common view 
on different groups of users, to make it possible to develop towards similar goals 
resulting in a homogeneous system.  

The model can also cause problems according to the interviewees. One risk is 
that no one will use the model because the model will change the way the deve-
lopment process is executed today. Another risk is that the model is forcing the 
development team to think of the user in a particular way which can result in 
losing important information about the user.  

According to the interviews, a description of a specific group of users can help 
the company in some situations. Among other things the description can inform 
the developers if the users need much information presented and how the 
information has to be accessible. The model and the description will make a 
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contribution during system development; since it is always important to think of 
the user when creating a usable system.  

5.5 IMPORTANCE OF USER INVOLVEMENT 

All of the interviewees think that it is important to involve the user in the system 
development process. This needs to be done to minimize the risk of developing 
a product not adapted to the real user and also to save time. The interviewed 
discussed frequently that if the company does not adjust the system for the users, 
the risk is that the system will be unusable.  

It is important to define the users’ assignments and the frequency of use. It is 
important to know if some elements in a process are more critical than others. 
This can help the developer to set the right focus. Examples of obvious factors 
that system developer has to know about is, according to the interviewed, the 
users’ expectations, priorities, objectives, support from the system and manual 
work. Characteristics less important to know are gender, family and other general 
and non-informative factors.  

If the user involvement would increase at Lawson, many of the interviewees 
consider that the usability would increase in Movex. By involving users and 
understand the different requirements and assignments for a specific group of 
users, Lawson has a chance to improve, for example the way information is 
presented for that particular user group. Another way of describing user groups 
is through roles. Roles are also, according to the interviewed, a way to group 
many users into a specific group and roles are also strongly connected to the 
assignments. Several of the interviewed also discussed the system and the way 
information is presented to be tied to a specific role.  
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6 THE TENTATIVE ROLE PROFILE 
MODEL 

As we already have presented, there are several models that describe users 
and these models suit for different occasions. We have studied seven models 
and think that some of them are better suited than others. None of them 
include all the attributes that we think are important when surveying a 
user. We created our own model with the existing models in mind. We have 
called our model the role profile model. 
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6.1 ROLES AND ROLE PROFILES 

Many of the existing user models resemble one another; some parts are used 
similarly and some different. The theories can sometimes be difficult to interpret 
and separate. To prevent misunderstandings we have chosen to define a 
distinction between a role and role profile in this thesis. With role we mean it in a 
general notion, not to be confused with user roles in the user role model. 

A role can be explained as the comprehensive title or description of a specific 
collection of tasks and expectations. A role represents the functions that users 
have in organizations. Pruitt and Adlin (2006) describe a role as followed: 

“When you describe a person according to sets of tasks, job 
descriptions, responsibilities, or other external factors related to 
his or her interaction with your product, you are describing the 
user in terms of his or her role.” (Pruitt & Adlin, 2006, page 178) 

We think this explanation is good and therefore, when we are discussing roles, 
we are referring this definition. Examples of roles can be buyers or managers. 
The role profile is the model we have created. A role profile is a part of a role see 
Figure 6.1, and is more informative than a role description. A role profile is the 
result when using our role profile model. For example a buyer can be a strategic 
buyer or purchase planner.  

 

Figure 6.1 Roles and role profiles. 
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important to include both tasks and goals, which none of the existing user 
models do well enough. We wanted a model that includes role profile specific 
attributes, the work process and the context; both the user and the activity. 
However there are several parts in some of the existing models that are suitable. 
We have mainly used inspiration from user roles and user profiles to create the 
role profile model. We have also been influenced of the other models. We think 
that user profiles, archetypes and personas remind of each other as well as user 
roles and actors. According to us personas contain too much detailed informa-
tion about the user; for example we do not think that demographics are critical 
information for the development process. We found the best theory in user prof-
iles and user roles and therefore we have used them the most. In Figure 6.2 we 
present which theories and other concepts that have affected the creation of the 
role profile model. Some of them have affected our model more than others.  

 

Figure 6.2 Parts that have influenced the role profile model. 
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Basic idea 
The basic idea with the role profile model is to give a structured model to survey 
users as roles. An underlying thought is that the model should be adjusted for 
system development companies; with the goal to provide a more effective and 
generalized user-centered system development process. Kuniavsky (2003) writes 
that if a product is not adjusted for the users, the company will not generate 
revenue on the product. It is important to remember that there are several other 
stakeholders and factors that are important apart from users, even though that is 
our thesis perspective. Other factors that affect the development process are the 
company goal and advertising, see chapter 3.1. The fact that we have created a 
model that describes users as roles and not a model that describes users as an 
individual provide with a more generalized system development process. The 
role profile model will also create an effective system development process 
because the model surveying role profiles that includes many users and not only 
a single user.  

User involvement 
To increase the user experience the usability in Movex must be improved accor-
ding to Nilsson (2006a). One way to increase the usability is, according to 
Gulliksen and Göransson (2002), to focus on the users at the beginning of the 
process and to involve the users in the development process. Therefore we 
wanted to create a model that involves the users. The role profile model requires 
that the investigator interviews and observes the user and by that the user 
becomes involved in the process. We agree with Kauppinen and Kujala (2004), 
that not all users can be involved. But it is important that the users that are 
involved are representative for the surveyed role profile.  

One idea is to gather representative users into a focus group; a group that 
represents all the users within the role profile. Parallels can be drawn to 
Constantine’s focal roles in user models; see chapter 4.6.1. Focal roles are the 
most characteristic, representative and important users and are important to the 
design process. They are central but do not exclude others.  

We believe that a better user experience is beneficial to a company, since we 
strongly believe that this will increase the number of satisfied users. We also 
believe that it is important that developers see the reality where their users work 
and try to understand their situation. To start with the assumptions that develop-
ers have about users is not good enough; partly because the users’ conditions can 
change, but also because different developers have various opinions about the 
users. According to Pruitt and Adlin (2006), it is better to create a user image on 
assumptions than not create an image at all. The pre-study we did at Lawson 
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support the later part of this idea. Several of the interviewed persons said that a 
common terminology could improve the internal communication and simplify 
discussions and decisions and this can lead to a more effective system develop-
ment process. They did not think there is a common user view in the company 
today and we believe the role profiles can contribute with that.  

Customer value 
Customer value is about the difference between the values the customer achieve 
when using the system and what it costs to procure it, see chapter 3.4. A role 
profile does not pay for a system; the company does. We think on the other hand 
that the time the user spends learning the system is a sort of cost that can be 
seen as measuring customer value. If for example a system is difficult for the user 
to learn, the user benefit with the system must be high in order to maximize the 
customer value. Therefore we think it is important to develop a system that is 
adapted for the users.  

Design philosophies 
We have studied three design philosophies where different user models fit, see 
chapter 3.9. Since the role profile is a mix of existing models it is difficult to 
place it into a specific philosophy. UCD and CD have separate steps to survey 
the users and the work processes; for example the UCD consists of role model 
and task analysis, see chapter 3.9.1. GDD focuses on user’s goals and briefly 
touches the work process in the end. We believe there are advantages by not 
separating goals and tasks. The reason is that we believe users’ context and tasks 
are closely intertwined and should therefore not be separated. Because of this we 
have chosen to include both analysis of user goals and work process in the role 
profile model.  

We are aware of that the role profile is a part of a greater context. The role pro-
file does not include all steps of the system development process, see chapter 3.7. 
The model includes the first step: analysis. Another example is UCD; yet again 
here our model only includes the first parts, user role and task analysis. We have 
chosen to exclude the parts user interface design and navigation, in our thesis. In 
the project Usability in V12 that was performed earlier at Lawson, a process was 
defined, see Figure 5.1 in chapter 5.1. We view our model as the two first steps 
in inception, see Appendix 6. According to Kuniavsky (2003) it is especially 
important to think of the user at the beginning of the system development 
process, see chapter 3.1. Gulliksen and Göransson (2002) also write about the 
importance of early user involvement, see chapter 3.5. 
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Elements and attributes 
Earlier focus in the development process was to make products that fulfilled the 
users’ technical requirements, but that is not enough any longer, see chapter 3.4. 
Cooper and Reimann (2003) write that it is important for the developers to gain 
information about the user; for example the user’s wishes, needs, context and 
requirements. They also write that it is important that developers know how to 
handle the information when developing a system. The role profile model is 
separated into three elements; objectives, requirements and context. The 
elements consist of several attributes that we think is important when surveying a 
user. Personas and some variants of archetypes and user profiles consist of the 
attribute demographics, see chapter 4. We have chosen not to include this attri-
bute because our perspective is roles. We think it can be difficult and might not 
be very useful to decide a typical age or family situation for a role profile. The 
persons interviewed in the pre-study agreed on this. Segments have a customer 
view which means looking at why customers buy the product and what products 
to produce, see chapter 4.2. We do not think this is the right view when 
surveying a user for system development.  

Both personas and user profiles aim at creating a real image of the user and we 
think that is good. We do not think that the whole scenario and picture of a ficti-
tious user is necessary. We even think there can be a risk that developers get 
stuck with the fictitious image. On the other hand we believe that a not correct 
image of the user is better than no image at all, which is supported by Pruitt and 
Adlin (2006), see chapter 4.8. If a developer thinks the role profile does not give 
an appropriate user image, the developer can use scenarios as complement.  

The tentative role profile model 
The tentative role profile model has grown as a result of our discussions above. 
The model consists of three elements: objectives, requirements and context. 
Objectives is divided into a number of attributes, see Figure 6.3. The elements 
and attributes are discussed in the continuation of this chapter.  

 

Figure 6.3 The tentative role profile model. 
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As we have already discussed, the role profile is a part of a greater context. The 
role profile model is affected by the context, but also by objectives and 
requirements; see Figure 6.4.  

 

Figure 6.4 Visualization of the role profile context. 

6.3 OBJECTIVES 

 

Objectives are about which goals and purposes the user has when using the 
system. As we wrote in chapter 6.2, both UCD and CD include the user’s work 
process, while GDD focus on goals. We think that both tasks and goals are 
important, since these factors contribute with both knowing the users and the 
environment. The difference between tasks and goals are, according to Preece et 
al. (1994), that goals are a state of the system that the user tries to reach, and to 
reach these goals the user performs tasks. Cooper and Reimann (2003) write that 
goals are driven by motivation and are therefore harder to change. We believe it 
is important to know what the users’ goals are when using the system; but it is 
also important to be familiar with the tasks so that the developer can develop the 
system to support the users’ work flow. Therefore both purpose and process are 
parts of the objective and more about them are presented below. 
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Different role profiles have different goals when using the system. The basic 
goal is that the system is a tool in the daily work. The system is expected to 
help the role profile to accomplish work assignments. 
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Cooper and Reimann (2003) write that software design can become more 
effective and satisfying by focusing on the users’ goals, see chapter 3.9.2. We 
agree and have therefore chosen to include this in our model. We think that it is 
important to be aware of the users’ goals, to be able to develop a product that 
the user will be satisfied with. Bevan (1999) writes that by developing a product 
that satisfies customers, the output from the work environment is effectiveness, 
satisfaction and productivity, see chapter 3.4. Cooper and Reimann (2003) write 
that knowing the users’ goals are important when examining what the product 
does and how it fulfils the users’ needs and requirements. It can for example be 
if users want the system to perform an assignment in a specific way. We think 
that if the developer knows the users’ goals, the system can be better adjusted for 
the user.  

GDD says that goals are important when developing a system that satisfies the 
users’ needs and requirements, see chapter 3.9.2. We have the same opinion and 
since we think that users’ needs and requirements are important, it is therefore 
important to be aware of user goals.  

There are different ways in dividing user goals and we have chosen to split them 
into role and company goals. The reason why we take the company goals into consi-
deration is that we believe it is important to know the company’s view with the 
usage of the system.  

 

 

Purpose 
Purpose aims at explaining a role profile’s purpose with the usage of the 
system. The purpose can be to gather and understand information or to get 
the information presented in an understandable fashion. Another purpose 
could be to perform an assignment faster, more efficient or easier. To get a 
clearer structure of the purpose, the area is divided into two categories.  

 Role goal: This category handles questions about the role profile’s 
aims when using the system.  

 Company goal: This category handles questions about why the 
company wants the role profile to use the system. 
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We think it is important not only to study users, but also the users’ work 
processes. Even Hackos and Redish (1998) write that it is important to know 
about the users’ assignments when developing usable products, see chapter 3.11. 
Both Hackos and Redish (1998) and Vredenburg (2002) explain task analysis as a 
way to survey users’ tasks and actions towards their outputs.  

There are several techniques available when doing task analysis. We have chosen 
to call the work with a certain assignment for work process. The expected result 
of the work process, that the user performs, is called the output. We have also 
chosen to divide the work process so that it will not be too generic. The work 
process can be divided into activities and the activities can be divided into tasks. 
We are aware of that different researchers use different terminology for what we 
have called activities and tasks. Preece et al, (1994) call it for example tasks and 
actions. The reason why we have chosen to name them activities and tasks is that 
this terminology is already used at Lawson.  

We think it is a good idea to put the work process information in a picture. After 
discussions with employees at Lawson we discovered that models and informa-
tion of this kind has to be easy understandable. Otherwise developers will not 
accept the information. Therefore we recommend the surveyor to put this infor-
mation in some kind of picture, for example a flowchart. We have done this 
when testing the role profile model on two kinds of buyers, see chapter 10.  

Work process  
It is important to survey the processes that the role profile participates in. A 
work process is a description of a work flow and it can consist of several activities 
or sub-processes. A work process is a sequence of activities. Activities can in 
turn be split up into tasks. To get a clearer structure of the work process, the 
area is divided into three categories.  

 Activity: On the way towards reaching the output, the role profile 
has to accomplish a set of activities.  

 Tasks: An activity can be divided into smaller parts, called tasks. 
 Output: The output is the end goal from the work process when it is 

considered successfully fulfilled; the output that is wished for. 
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6.4 REQUIREMENTS 

 

According to Beyer and Holtzblatt (1998) users require that systems should be 
better conformed to their needs; which means that developers continuously must 
develop enhanced products. We have included both desires and needs in the 
tentative role profile model. Desires are what the role profile thinks it needs. 
Needs even include what the role profile might not be aware of, but still needs. 

It is also important that a system not just solves one problem, but many. We 
think that many users think they use too many systems today and that they wish 
for an overall system that includes all the company activity. We have included 
requirements in the role profile, since it is important that the developers have 
information about the user requirements to be able to enhance or develop a 
system. Companies also have requirements on systems. They should for example 
contribute in generating revenue and saving costs; see chapter 3.1. In GDD, 
requirements are a step in the process. This is about connecting the users to the 
system and finding the users’ needs and requirements with information about the 
users’ goals and behaviors, see chapter 3.9.2. Kotler et al. (2005) write that 
customer satisfaction is about how well the system fulfils the expectations. We 
think that if the users’ needs and requirements are fulfilled the users are satisfied 
with the system and customer satisfaction will increase. 

 

The system must fulfill some requirements to satisfy the role profile.  Require-
ments can be divided in several ways and in this model they are divided into 
desires, needs, technical requirements and user requirements.  

Desires 
The purpose of desires is to explain what the role profile think is needed to 
fulfill an assignment. Desires can be divided into: 

 Characteristics: This describes what the user expects from the 
system when doing a specific assignment and how the user wants the 
system to behave.  

 Functions: This group will explain what functions the user wants to  
carry out their assignments successfully. 
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Desires describe goals that the users have on the system. It can be wishes or 
expectations. These are desires that the users comment during for examples 
interviews or observations and we expect to hear about them in our case 
company visits. They can be good or bad from the system point of view.  

We think it is important for developers to consider the users’ desires, in the 
meaning that the user should experience that the problem is solved. That does 
not always have to mean that the developer has done exactly what the user 
wished for; as long as the problem is solved.  

We think there are two types of desires and therefore this attribute is divided into 
characteristics and functions. Characteristics focus on system expectations that the 
role profile has on the system; the behavior of the system. Functions represent 
system functions that the role profile wants.  

 

We define needs as requirements that the users have on the system. We do not 
think the role profile is aware of some requirements. We expect to identify some 
of those requirements during observations or to “read between the lines” during 
the interviews. It can for example be functions that the role profile is unaware of. 
We think that these unconscious needs are important to find, since they can help 
providing an even better user experience. In one way, needs coincide with 
desires. Some desires can in some cases in our model even be needs.  

We think there is a risk that the unconscious needs can be difficult to survey. 
There are high expectations on the person interpreting the empirical data so that 
the unconscious needs can be discovered. 

Needs  
The role profile expects help from the system to solve daily problems and to 
facilitate the assignments. Needs are what the system has to accomplish so that 
the daily work can be done by the role profile. Needs could be issues that the 
role profile wishes the system to accomplish. It can also be issues that the 
role profile is unaware of. 
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According to Beyer and Holtzblatt (1998), it is important to look at the users’ 
requirements in the system development process. We include technical require-
ments in the role profile since we think these can affect the user experience. We 
also think that the technical requirements can vary both within a role profile and 
between different role profiles. 

Information about technical requirements is always important to developers. A 
certain role profile can for example work outdoors or in a truck and is therefore 
not using a desktop computer or laptop. The system can therefore not be deve-
loped as if the role profile works in an office. The user interface must in some 
cases for example be adjusted for handheld computer or touch screens.  

 

It can be important to know if the user must have a certain education to have a 
certain role profile. Some professions require for example academic education 
and some even have a common terminology that the system can be conformed 
to. It can also be relevant to have information about internal education for the 
role profiles. One reason to why this can be good information is that it gives the 
developer an understanding about the expected level of knowledge for a role 
profile. Some professionals require continuous usage of computers and some 
none at all. Users within a role profile can vary from being novices to expert 
users as well as infrequent to frequent users, see chapter 3.2.  

Information about these classifications can help the developer in the system 
development process. It is important to try to get an understanding of the levels 
within a role profile so that the system suits the end users. If the levels vary 

Technical requirements 
This category aims at explaining the technical requirements that the user has on 
the system. For example some work environments require specific equipment 
and the system must be prepared for that.  

User requirements   
User requirements aim at answering questions about specific knowledge that the 
user must have to handle the system. 
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much within a role profile it can for example be a good idea to implement help 
functions for novices, which can be removed as times goes by.  

The reason why we think user requirements should be a part of the role profile is 
because it is important to know the level of knowledge for the role profile. We 
are aware that there is a risk that this varies within some role profiles, due to 
experience, education etcetera. We still think this information can give a compre-
hensive understanding about the level of knowledge within the role profile. We 
are not saying that the developers should decide a level of knowledge for the role 
profile but that the system should be developed to suit different level of 
knowledge.  

6.5 CONTEXT 

 

Constantine (2006) writes about characteristics, criteria and context when he 
presents the user role. According to him context is the overall responsibilities of 
the user role and the environment the role exists in, see chapter 4.6. We think 
that a role profile does not act isolated. There are factors that affect the role 
profile and that the role profile affects. We think that information about the 
context can help the developers to develop a system that satisfies the role profile. 
This because then the developer can develop a system that are adjusted to the 
context of the specific role profile. 

The role profiles do not act in isolation; they act within a context. Different 
factors affect the role profile differently, as for example other role profiles and 
systems. The role profile has different relations to different affecting factors. 
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A role profile has, as we mentioned above, different relations with for example 
other role profiles or systems. We think these relations are significant and that is 
why we include this attribute in the role profile model. These are important 
because these relations are in different way affecting the role profile’s work in the 
system. We think the relations can both hinder and make the work easier. If the 
developers know more about these relations this information can also be useful 
and should also be taken into consideration.  

The user role model also highlights relations. It focuses on the relation between 
the user and the system see chapter 4.6. (Constantine & Lockwood, 1999) We 
also think that the relation with the system is important. It is important that the 
system fits into the role profile’s work process. On the other hand we do not 
think it is the most important relation for all role profiles. Therefore we want to 
survey several relations that the role profile has. Perhaps two role profiles share 
the same information or perform adjacent tasks, more about this under 
Accountability below. 

Even relations with external parts and other systems can be significant; this 
because the role profile can be depending on information from several systems. 
We also think that some role profiles can be affected by for example suppliers or 
customers and the relations with them can affect the usage of the system.  

Relations
Relationships are created when the role profile works within the system, with 
the system as well as with other role profiles. Relations are structured and 
divided into the following: 

 Relations between the role profile and the system: These 
relations aim at describing the relations the role profile has with the 
system when doing an assignment. It can describe how the work flow 
in the system fits the natural work flow for the role profile.  

 Relations between other role profiles: These relations describe 
how different role profiles are cooperating and what kind of 
relationship they have. Some relationships can be interdependencies.   

 Other relationships: This category explains and brings out other 
relationships that the user has. It can for example be relations with 
other systems or external parties. 
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With all this information the developer can decide whether the role profiles are 
direct or indirect users of the system. We think that direct and indirect users can 
be compared to direct end indirect actors in chapter 4.5. Indirect users are the 
ones that interact with the system and indirect users interact with the system 
through intermediaries. We also think this information can be used in a bigger 
context. Different role profiles have relations with each other and these relations 
can perhaps be mapped by some kind of user role maps, see chapter 4.6. When 
survey different role profiles it can be of importance to map the relations 
between them to be able to prioritize during the developing process. We are 
aware of that many role profiles are connected even if they are separated. 

To sum up we think that with information about the role profile’s relations the 
developers can develop the system to better conform to the role profile.  

 

Some relations are more significant than others for different role profiles. For 
some, the relation with the system can be critical, for example an administrator. 
For others the system relation can be less important, for example a manager that 
only wants information or statistics some time. For a manager perhaps the rela-
tion with the employees is more important than the relation with the system. The 
importance can be affected by for example how much the role profile uses the 
system or how dependent the role profile is that the system is running.  

We think it is important to know the priority between the role profiles’ relations. 
It can for example be useful information for the developers to know the system’s 
relative importance for the role profile in the daily work. The developer then also 
knows which relation to focus on to enhance the user experience. It is, according 
to both Beyer and Holtzblatt (1998) and Bevan (1999), important that the system 
is adjusted to the user’s daily work and not just to support the technical 
requirements; see chapter 3.4.  

Priority of the relations 
The relationships grouped into the three categories above have different 
priorities. Some relationships are more important to a role profile than other 
and it is important to survey these priorities. 
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Accountability is an important part of the role profile; this because a role profile 
affects and are effected by others. Different relations can mean certain 
responsibilities and authorities, for example responsibilities to carry out tasks that 
other role profiles are dependent on. One example can be if a manager has the 
authority to perform a certain task, but the employees do not; than the manager 
also has the responsibility to perform that task so that the persons dependent on 
it can do their work. Since these dependencies and responsibilities affect the 
work flow in the company activity, is it important for the developers to get a 
hold of this information. It is also useful if the developers can implement 
support for authorities in the system. If a role profile is not allowed to perform a 
certain task, it should not be able to start that specific task in the system.  

 

Accountability 
A certain role profile brings certain responsibilities and authorities. These affect 
both the role profiles own and others’ assignments. General queries about 
these areas and more specific issues connected to a single activity or task are 
presented here.  

 Responsibility: This category aims at handling questions about the 
responsibilities that the role profile has. It can be responsibilities 
towards the own role profile or towards others.  

 Authority: This category explains the authorities of the specific role 
profile. In addition, also which authorities the role profile lack and 
how these are dependent of others are included. 
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7 PRACTICAL PROCEDURE  

Empirical data can be collected in several ways. It is important to be aware 
of appropriate methods and which factors that affect the result. Much 
literature can be studied when choosing methods and because of that we are 
presenting a practical procedure that can be used when surveying role 
profiles. We used this procedure when testing the role profile model and 
think it worked well. Therefore we recommend this practical procedure, see 
Figure 7.1.   
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Figure 7.1 Recommended practical procedure. 
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7.1 PLAN WHICH ROLE PROFILE TO SURVEY 

We agree with Patel and Davidsson (2003) that it is important to create a plan for 
the study before performing it, see chapter 2. People involved may have different 
opinions about how things should be done. Therefore we think it is important to 
structure the work before performing it; this to avoid that the survey has to be 
redone. One thing which we think is important is to plan which role profile or 
role profiles to survey. How are the role profiles connected?  

7.2 MAKE APPROPRIATE SELECTION 

According to Björklund and Paulsson (2003) and Patel and Davidsson (2003), 
see chapter 2, it is important to make an appropriate selection and we agree. The 
reason is that the result of the study must be representative, so that the develo-
ped system satisfies the entire role profile, not just the interviewed persons. 
Following items are important to consider when making a selection: 

 The selection must be representative. 
 Which and how many companies should be studied? 
 Which and how many role profiles should be studied at each company? 
 Focus on business segments?  

 

7.3 PREPARE INTERVIEWS AND OBSERVATIONS 

Björklund and Paulsson (2003) and Kuniavsky (2003) write that several factors 
can affect the result of the study, see chapter 2.10.1. It is for example important 
that the information derived from the answers of the interview really provide the 
information needed for the study. The questions should be relevant and give 
correct information. It is also important to plan what to observe. Otherwise we 
think there is a risk that something important is missed. More about interviews 
and observations can be read in chapter 2 and there is also some literature on the 
topic, for example Björklund and Paulsson (2003) and Gustavsson (2004). Items 
that we think are important to be aware of when preparing the interviews and 
observations are: 

 No leading questions should be asked.  
 Which structure degree should be chosen? 
 Should the interviews and observations be tape recorded or video 

recorded or are handwritten notes enough? 
 How much should the surveyor participate?  
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 How long should the interviews and observation be? It is important that 
they not are too long, but they must be long enough to give enough 
information. Interviews should not last for more than two hours; 
otherwise there is a risk that the respondent loses focus. Observations 
can be longer, since the respondent is active during an observation. 
  

Our interview questions, enclosed in Appendix 2, are based on the tentative 
model. We though think these questions suit for the final model as well. We 
recommend the questions as a foundation for the interview. Some of the 
questions can be used directly and some have to be reformulated. 

7.4 PERFORM ONE INTERVIEW AND ONE OBSERVATION 

As we already have written, it is important to carefully plan interviews and 
observations; see chapter 2.10.1. It is important that they give good information 
about the most important issues. We think that it can be useful to make one 
interview and observation first and then evaluate it. Many things that affect the 
interview can be avoided with good planning. The following items are important 
to be aware of during the interview: 

 Create a good connection with the respondent so that they do not feel 
inhibited. 

 Let the respondent analyze the questions and answer in peace and quiet.  

7.5 COMPILE THE INTERVIEW AND OBSERVATION MATERIAL 

We think it is important to compile the interviews and observations directly 
afterwards. The reason is that the surveyor remembers the interview and 
observation best directly after, see chapter 2.10.1. If the attendant questions need 
to be asked, these should be asked as soon as possible.  

7.6 EVALUATE THE QUESTION AND OBSERVATION PLAN 

It can be difficult to formulate questions and preparing observation plans. 
According to Gustavsson (2004) gaps in the collected interview information can 
be found when compiling and analyzing the result of a specific interview, see 
chapter 2.10.1. Therefore we think it is a good idea to evaluate the questions and 
observation plan after the first interview. If something needs to be changed only 
one survey is performed and several left.  

7.7 PERFORM THE REST OF THE INTERVIEWS AND OBSERVATIONS 

Now it is time to collect the rest of the empirical data. We recommend the same 
guidelines for these here as for item 4, see chapter 7.4. 
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7.8 COMPILE OF INTERVIEWS AND OBSERVATIONS 

Compilations of the interviews and observations should be done in parallel when 
carrying them out. The compilations should be written as soon after the 
interviews and observations as possible; this to avoid things being forgotten, as 
we mentioned earlier. Another reason is that needed changes can be discovered. 
Hopefully most of the changes are discovered when evaluating the first interview 
and observation, but ideas tend to appear at any time.  

7.9 COMPILE ALL INTERVIEWS AND OBSERVATIONS INTO ONE  

When all interviews and observations are done they should be compiled into 
one. It is not necessary to include all collected information in this compilation. 
Only the information that is relevant for the creation of the role profiles needs to 
be included. All information is still saved in the separate compilations of each 
interview and observation.  

7.10 TRANSFER THE INFORMATION INTO THE ROLE PROFILE MODEL 

When the overall compilation is made for all the interviews and observations it is 
time to create the role profiles. The role profile model is constructed of different 
elements and attributes. These should be findings from the interviews and obser-
vations. If the questions and observation plan is well done and if the respondents 
give good answers, the elements and attributes should be fully obtained from the 
compilation.  

We created figures describing the specific work processes, see chapter 10. We 
think that images are a good way of illustrating context and create understanding. 
Therefore we recommend the users of the role profile model to create images of 
the work process.  

7.11 PERFORM POSSIBLE COMPLEMENTING INTERVIEWS 

There is a risk that the interview questions and the observation plan are not suff-
icient in providing information. The questions may perhaps not give the required 
information even if it seems that way during the collection of the empirical 
information. Therefore complementing interviews will sometimes be necessary.   

7.12 UPDATE GENERAL COMPILATION AND ROLE PROFILE 

If new information is received from the complementing interviews, this 
information needs to be included in the general compilation and the role profile.  
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8 EMPIRICAL FINDINGS OF THE 
BUYER 

This chapter aims at presenting the empirical results of the study. First we 
introduce the reader to the companies that we visited. Thereafter we present 
the information received from the interviews and observations. This 
information constitutes a base for the creation of the strategic buyer and 
purchase planner, see chapter 10. 
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8.1 THE CASE COMPANIES  

When we used the tentative role profile model in the reality, we decided in 
cooperation with our supervisor at Lawson to survey the buyer. This was done 
by interviewing and observing buyers in different case companies. Common for 
all these companies is that they are manufacturing companies. We did our studies 
at the following companies: 

 Banverket Materialservice, Nässjö: Banverket is responsible for the 
railway in Sweden. Banverket Materialservice provides Banverket’s buil-
dings with material to the railway. Banverket Materialservice uses Movex 
as ERP system and Outlook for e-mail.  

 Fergas, Linköping: Fergas manufactures forward curved metal blower 
wheels, cross flow blowers and AirBlaster units. These are components 
that are used in heating, ventilation and air condition. Fergas says that 
they are experts in moving air. Fergas uses Movex as ERP system and 
GroupWise for e-mail.    

 IRO, Ulricehamn: IRO is active in the textile industry and manufactu-
res a range of weft feeders and auxiliary equipment. This equipment is 
adapted for rapier, projectile, air and water jet weaving machines. The 
ERP system at IRO is Movex. They are using Lotus Notes as e-mail 
system.  

 Nitator, Oskarsström: Nitator manufacture chassis components in 
plate to the vehicle industry. They have customers including, among 
others, Volvo and Scania. Nitator uses Monitor as ERP system and the 
e-mail system at the company is Outlook.  

 Outokumpu Stainless AB, Degerfors: Outokumpu Stainless AB 
produces different products in stainless steel including for example hot 
and cold rolled plate. This plate is sold to companies which for example 
produce containers and pipes. Outokumpu Stainless AB uses both 
Maximo and SAP as ERP systems. The e-mail system is Lotus Notes.  

 Pipelife, Ölsremma: Pipelife focus on development, manufacturing 
and distribution of plastic pipes. The solutions that Pipelife provide are 
for different markets, for example pipes to water and sewage and energy 
and power distribution. Pipelife uses Movex as ERP system. Lotus 
Notes is the e-mail system.   
 

The majority of the visited companies also use some kind of intranet. Excel and 
Word are also two common programs.   
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8.2 WORK PROCESS 

The purchasing process at the companies that we have visited differs at some 
points. But, they also resemble each other in many cases. One of the visited com-
panies separate purchasing and sourcing; these processes belong to different 
departments. The buyer that we interviewed said that the sourcing is working 
with given proposals on purchasing from the ERP system. According to the 
interviewed person it is important that sourcing has the information that is 
needed for doing a purchase. Purchasing, on the other hand, is responsible for 
generating the conditions so that sourcing can perform the purchase.  

All the purchase requests or proposals arise because there is a need, for example 
some products or other materials in the production. According to the inter-
viewed persons, the requests arise from both employees that work in the 
production and from project managers. The requests differ at one of the 
companies that we visited. Requests that handle raw material differ from requests 
that handle other material. Raw material is ordered after communication with 
someone in the production, whereas other material is ordered based on a 
purchase proposal generated in the ERP system. According to the interviewed 
persons this proposal is initiated when the stock balance is below the safety 
margin of available quantity (safety stock). This proposal, together with the 
feeling for how great the demand will be in the future, generate in most cases a 
purchase order.  

The purchase proposal is in many cases sent to the responsible buyer. At that 
time the buyer is doing an evaluation of the proposal that either is generated 
from the ERP system or from production. In most cases the proposals are 
relevant and if the buyer has the right to authorize, the buyer releases it. If the 
buyer does not have the right to authorize, the proposals are sent to next 
manager in line. Some of the interviewed buyers are sending the order to the 
supplier while others only authorize it. In the cases when the interviewed only 
authorize the proposals, the authorized proposal is sent back to the person who 
did the proposal. This person is then sending the order to the supplier.  

The ordering process differs between the visited companies. Some of them are 
sending the orders to the supplier via e-mail or fax. Others create the orders in 
the ERP system and the system in turn generates a fax or e-mail to the supplier. 
One of the visited companies uses electronic data interchange, EDI, to a certain 
extent. EDI is used when the supplier or customer can communicate in this way. 
Many of this company’s customers can handle EDI, but few of the suppliers.  
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Some of the interviewed buyers use forecasts as a help to plan the purchases in 
the future, order forecasts/delivery plans or production plans. Order forecasts 
are received from the customers and are then sent by the current company, to 
the suppliers as delivery plans. The purpose with an order forecast is to make the 
buyer aware of how much the customer will order in the future. The buyer can at 
that time inform the existing suppliers of how much they plan to buy. The 
production plans are created by the production planner and generates a purchase 
proposal in the ERP system. By working with plans and forecasts the interview-
ees claim that the activity can be planned more effectively.  

Some of the interviewees wait for a confirmation from the supplier that the 
order is received. This confirmation is also one way for the buyer to verify for 
example price, quantity and delivery time. One buyer can receive several 
confirmations on same order; this mean that something has been changed in the 
order and due to that the order has to be confirmed again. In most cases the 
buyer is not involved in the purchasing process after the order is placed, as long 
as there are no deviations connected to the arrived goods or the invoice. When 
the order is placed the companies have to wait for the goods depending on the 
lead time.  

All of the visited companies have some kind of goods receiving process but 
these differ in some ways. One of the companies has the requester as the goods 
receiver. This person is checking that the arrived goods fulfill some criteria. 
These criteria can include for example to inspect that the right products have 
arrived, in the right quantity and with right quality. This inspection is also 
compared with the placed order. If the controlled goods fulfill the criteria the 
requester creates it in the ERP system and the goods then added to the stock.  

The other companies that we visited have some kind of goods receiving that 
receives the arrived goods. The control is performed after specific criteria or 
after some quality information that is available in the ERP system. Some 
companies were both controlling the packing and the quality in goods receiving 
whereas others have the quality control in a special quality department. When 
both quality and packing are controlled a register is made in the ERP system and 
the balance in the stock is updated.  The goods receiver registers the arrived 
goods. One of the visited companies enters the arrived goods immediately, this 
means that erroneously delivered and defect products are not discovered until 
the production.  

Some of the interviewed buyers become involved when the goods are not 
matching the criteria that are controlled in the goods and quality office. The 
majority of interviewed buyers are also involved if the arrived goods do not 
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correspond to the order. According to the interviewees, if the buyer is involved 
or not depends on how big the deviations are towards the order or the criteria. If 
there are big deviations the majority of the buyers are responsible for contacting 
the supplier. In some companies this work is done together with the quality 
department. In this situation, the buyer or quality manager together with the 
supplier discusses possible alternatives, for example replacement delivery, return 
of goods or credit invoice. 

The invoices are managed in a similar way at the visited companies. It is the 
companies’ respective financial department that manages the invoices. In most 
cases the buyer is only involved in invoice management if the invoice does not 
match to the order. It can for example be that the price differs. In this case it is 
the buyer or the requester that authorize the invoice. Several of the financial 
departments match the invoice with the order in the ERP system. If the invoice 
corresponds with the order the invoice is paid and the buyer will not be 
contacted.  

They interviewed persons use mostly the ERP system and the e-mail system 
when they work with purchasing; independently if it is about an agreement or 
order release. All of the visited buyers have control over these two systems and 
they are familiar working with them.  

8.3 ASSIGNMENTS 

All of the interviewees are only working with purchasing. Some interviewed are 
almost only working with purchases to the production while others are 
responsible for all purchases that are done in the company; from indirect 
material to machines and agreements. Some of the interviewees are only working 
with agreements. All the interviewees have an office at the company. Some of 
the offices were more private than others, but one office is located in a cubicle 
office. Since it is manufacturing companies that we visited, many of the offices is 
close located to the production. This gives the buyer fast access to the warehouse 
or production workers if needed.  

Many of the interviewees work with organizing, planning and following up the 
purchase activities. The purpose with this work is to buy the right products or 
the right materials to the right prices at the right time. Many of the interviewees 
also consider that one goal with their work is to buy relevant products or raw 
material to the production. The purchasing process at the companies that we 
visited differs in some ways, for example how they receive the goods. In the 
purchasing process most of the interviewed buyers do their work in the be-
ginning of the process like for example authorizing and creating orders. In the 
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beginning of the process they also work with preparations and negotiations for 
agreements with suppliers. Beyond this they spend a lot of time to work around, 
like for example monitor the purchases in progress and plan for new ones. Some 
of the visited companies have a production planner that makes a plan for how 
much that are going to be produced. At some companies, these plans are 
available in the ERP system. The production plans are among other things the 
basis for future purchase.  

Another common assignment is to manage quotations. The buyers are both 
working with requests and evaluating quotations from suppliers. The quotations 
are discussed with concerned persons or departments and after discussions with 
them the buyer accepts or refuses the quotation. The work with the quotations 
proceeds in a similar way at all the visited companies. In most cases the 
companies send a request to the suppliers that fulfill given criteria.  

More common assignments among the interviewed buyers are to create and 
provide a supplier structure. Many of the interviewees are working with 
establishing purchase agreements with suppliers. The agreement often results in 
one of the four main agreement categories: 

 Master relationship agreement: Includes the external rules between 
supplier and company.  

 Price agreement: Includes regulation about for example price and time 
of delivery.  

 Call-off agreement: Includes rules regulated by time or quantity.  
 Delivery schedule agreement: In this agreement the products are 

ordered based on the delivery plan. No purchase orders are sent.   
 

The interviewees are also making evaluations of the existing suppliers. The way 
the companies carry out the supplier evaluation is relative similar. The quality of 
the products, questions about environment, delivery precision, the relation to the 
supplier and the price are five factors that are frequent when carrying out 
supplier evaluations. Depending on how well the suppliers fulfill these factors, 
they become suppliers to the company or not. The majority of the interviewed 
said that the purpose with the evaluations is that they are done prior to the first 
delivery; however this is not always possible due to lack of time.  

According to the interviewed, other important information about the suppliers 
are for example certifications in quality and environment, delivery statistics, 
logistic knowledge and turnover. According to the interviewed it is more 
important with the right products, at the right time, to right price than only a low 
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price. The buyers that only work with agreements with suppliers state that it is 
extremely important to create a long-term relationship.  

To provide a supplier structure most of the interviewed also search for potential 
suppliers. Besides performing evaluations of the existing suppliers, the buyers 
that we interviewed also work with supplier monitoring. This work includes for 
example order and delivery monitoring.  

The level of agreement negotiation varies. For example, one of the interviewed is 
only responsible for the local negotiations that handle deliveries to the local 
production. The global negotiations for an agreement for purchases for the 
whole group are on the other hand handled by a major buyer. The interviewed 
buyer contacts later in the process, suppliers that the major buyer has negotiated 
with. The contact includes for example the order process.  

In the process of creating a supplier structure, that most of the interviewed work 
with, also includes to maintain and develop the existing suppliers. This includes 
visiting suppliers to see how they are working. According to the interviewed, 
these visits are very important. By visiting the suppliers, the buyers can often 
verify the evaluation that has been done and see for example were the problems 
occur. The supplier visit also leads to a good relation between the company and 
the supplier. In many cases the suppliers are also visiting the purchasing 
company.  

Priority of the assignments 
The priority of the assignments differs between the interviewed buyers. 
However, many of them said that the time spent on handling and developing the 
suppliers is predominating. All the visits and communication with the suppliers 
and all negotiations for an agreement are time consuming. According to the 
interviewed buyers the work with authorizing the purchase propositions and 
writing orders do not take much time.  

Some of the interviewed think that the most important that a buyer can work 
with is to create long-term relations with the supplier. By creating long-term 
relations the buyer can demand more from the supplier in certain situations. The 
interviewed are also thinking that the work with developing the relationship with 
the suppliers is important. The purpose with this development is to create more 
cost-effective suppliers, to support the suppliers’ product development and to 
develop the delivery accuracy.  
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8.4 SYSTEMS 

The visited companies use some kind of ERP system, but the systems are 
developed by different companies. The companies also have some kind of e-mail 
system. All the buyers have a computer with available systems as the primary 
tool. All the visited buyers also have many binders since many of them still save 
the supplier contract in paper format. Beyond these systems most of the 
companies also have an intranet with available internal information. One of the 
visited companies uses two ERP systems. The purchases are handled in one 
system but the financial management is handled in the other system. According 
to the interviewed the goal is to use the same system in the future.  

Many of the interviewees consider that their existing systems are giving them a 
good support in the daily work. Some of the interviewed consider that the 
assignments can be performed in a good way if: 

 There is good system support for the assignments 
 The co-workers are qualified and the internal processes work  
 The suppliers are doing a good work and deliver on time   
 The atmosphere in the company is good  
 They are given subject training.   

 
The majority of the buyers said that the information has to be easily obtainable 
for optimal conditions; which means that it has to be easy to navigate. The infor-
mation also has to be reliable. Something that is frustrating is long waiting time 
or when the system does not respond. These factors make the buyers’ work in-
effective. One frustration, that some of the interviewed buyers mentioned, is that 
they have to use many different systems to perform the assignments, for example 
ERP system, e-mail, Word and Excel. They also mentioned that it would be 
easier if everything could be performed in one system instead of two or more.  

8.4.1 ERP SYSTEM  
The goal that most of the interviewed have with using the ERP system is to per-
form the daily purchasing work. Some of them mentioned that statistics, history, 
some reports and specific article information should be included in the ERP 
system for efficiency. History reveals how much they have purchased of a certain 
product and article information includes information about for example standard 
price, order price, different unit of measurements, packaging information and 
lead time. Many discussed that right information has to be available at the right 
time in the ERP system. Even that the information is available for all involved 
parts is an important goal with the ERP system. Several buyers also said that it is 
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important that the ERP system contribute to increased efficiency and 
productivity in the daily work.  

Several of the interviewed also said that the company work flow has to be 
synchronized with the processes in the ERP system. Some of the companies that 
we visited were forced to revise the work flow in the company to suit the 
processes in the ERP system. One of the interviewed said that it is the 
companies’ responsibility to get an ERP system suited to the activity presented in 
the company. The buyer also mentioned the importance of a requirements 
specification when choosing an ERP system.  

Some of the interviewees handle the purchase request outside the ERP system. 
Creating the purchase proposal/request in the ERP system is one improvement 
in the existing ERP system according to some of the interviewees. The handling 
of deviations is also one proposal that could improve the ERP system that is 
used today. Some of the interviewees also want to handle the evaluations of the 
suppliers in the existing ERP system. The majority of the buyers also see a func-
tion that handles the agreements as an improvement in the ERP system. Two of 
the interviewed buyers also want an alarm in the ERP system that warn when for 
example a contract needs to be renegotiated.  

Two of the interviewed also said that one improvement with the ERP system is 
to automate the ordering process. They do not want to send the order manually 
via fax or e-mail.  

Many of the interviewees have several ideas of what could be improved in the 
existing ERP system. However, one buyer pointed out that there are always 
things that can be improved. One of the interviewed buyers talked about one 
specific improvement; to include the whole process, including the supplier 
contract, into the ERP system, from the request to the register of the received 
goods.   

Something that needs to be improved in the existing ERP systems according to 
two of the interviewed buyers are reports in form of, for example, purchasing 
statistics for a certain supplier. For example, one of the buyers has to manually 
write the year of the statistics on the report. The buyer is aware that this can 
depend on the settings of the ERP system. Two of the interviewees mention 
another improvement with the existing ERP system. They want to have the 
possibility to manage services in the system, for example transports.  

Most of the buyers that we have visited review the deliveries and the orders in 
the ERP system. Many are also releasing the purchase requests in the existing 
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ERP system. The company who works with two ERP systems will in the future 
only use one system. Having the information available in one system will create a 
more efficient way of working. The other buyers recognize that the companies 
want them to use the system as much as possible; this because the companies 
want the investment to be profitable.  

8.4.2 E-MAIL SYSTEM 
The e-mail systems at the visited companies are primarily used for internal and 
external communication. Many of the interviewees discussed that e-mail has 
replaced the telephone communication to a large extent even if the telephone is 
still used. One of the buyers mentioned that it is sometimes difficult to 
understand the English in the e-mail system. This person believes that the system 
would be better utilized if it was in Swedish.   

One of the visited companies has the e-mail system directly connected to the 
ERP system. This means that the buyer gets an e-mail when someone makes a 
request. When the buyer in turn authorizes the request, a confirmation e-mail is 
sent back to the requester. One of the visited companies handles the deviations 
in the e-mail system. This means that all reporting about for example material 
quality is available in this system. The buyer told us that he want this information 
to be available in the ERP system instead of in the e-mail system.  

8.4.3 INTRANET 
Some of the companies that we visited are using an intranet. These systems are 
used to spread internal information. Common information on the intranet is: 

 Information about the suppliers  
 Purchase statistics 
 Annual accounts 
 Internal procedures about environment and quality.    

 

8.4.4 OTHER SYSTEMS  
Other systems that were mentioned when we did our interviews are Excel and 
Word. A majority of the companies have for example templates created in Word. 
One company has the request created in Word as template. Two of the inter-
viewed told us that forecasts are created using Excel. One company also creates 
the purchase forecasts in Excel. These forecasts are later transferred into the 
ERP system. The ERP system purchase proposals are based on these forecasts.  
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8.5 DESIRES  

When we discussed the demand on existing systems we received different 
answers. Some consider that it is important to create a careful specification of 
requirements when ERP system is chosen. If this specification is well prepared 
the risk to end up with a system not suitable for the activity is minimized. Two 
of the buyers also said that it is important to minimize the adaptations in the 
ERP system because if many adaptations are made it can be difficult to upgrade 
to a later version. If the actual company has chosen an ERP system it is very 
important that the system has the needed functions and that the work flow is 
supported. According to one of the interviewees the functionality is more 
important than the simplicity of the system. However, all of the interviewed said 
that it is important that the ERP system is easy to understand and easy to use.  

The requirements for the ERP systems among the interviewed buyers are, except 
from support of the daily work, that it must be stable. Because most of the 
purchase work is performed in the systems, and by that, it is very important that 
they are always up and running. The systems must also be rapid and effective 
because waiting for a system to get ready is very frustrating. According to one of 
the interviewed the stability and efficiency do not exclude each other, both are 
equally important.  

Some of the interviewed discussed how important it is that the system is 
highlighting the information in a good way. It is also important that the 
information is easily obtainable. Other important functions in the ERP system 
that many of the interviewees mentioned were: 

 Quotation management  
 Request management  
 Deviation management.   

 

8.6 TECHNICAL REQUIREMENTS 

All the buyers are satisfied with the technical devices and they did not wish to 
add any requirements for the design of the devices. For best support the inter-
viewees said that they must have devices that are suitable for an office 
environment.  

8.7 USER REQUIREMENTS  

The majority of the buyers consider that some kind of training is required to 
manage the work as a buyer. Several of the interviewed had some kind of techni-
cal background. All of them are saying that it is important with some kind of 
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purchase training. Many of them had this training internal. Two of the intervie-
wed also said that it is useful with financial management skills, negotiation 
techniques and law.  

8.8 RELATIONS AND PRIORITIES  

One of the interviewed said that the purchase work is not a one man’s show. In 
the purchasing process everybody involved are dependent on each other, internal 
as well as external. According to one buyer, no relation is prioritized. All 
relations have to be prioritized to make the purchase process work. If some 
relation has to be prioritized this would be the external relations according to 
one buyer. The external relations can deal with more critical factors, like from 
example delivery time. Following list describes dependencies between the buyers 
and other parts: 

 Internal decision: The buyers have to take internal decisions into 
consideration, for example decisions about environment.  

 Corporate management: The buyers depend on decisions taken by 
corporate management.    

 Requester: The buyers depend on the purchase requester, because they 
create different kind of needs in the system.  

 Suppliers: All buyers that we have interviewed depend in some way on 
that the suppliers perform their work. They have to follow the created 
rules.  

 Invoice handling: All the buyers depend on the invoice handling and 
that it is performed.   

 Goods receiving: Most of the interviewees also depend on that the per-
sons who receive the goods make a registration in the system. If the 
registration is missing, the buyer will start searching for missing goods.  

 Dependent on well-functioning system: All buyers depend on well-
functioning system. Foremost the ERP system and the e-mail system 
must work; this because most of the purchase work is done in these 
systems.  

 Sourcing: In the company that separate sourcing and purchasing, these 
departments depend on each other. The buyer must establish the right 
conditions so the sourcing can do the daily purchases. The buyer 
depends in turn on the sourcing so the purchases are made.  

 Production: The production depends on the buyers work for their 
production. The buyer in turn depends on the production planner, 
because this person creates forecasts in the ERP system for planned 
purchases.  
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 Forwarder: One of the interviewed mentioned that the company 
depends on the forwarder; that they ship the products carefully.  

 Customers: Some of the interviewed buyers depend on forecasts from 
the customers so they can give indications to the suppliers of how much 
they will order in the future. 

 Research and development:  The R&D department is among other 
things responsible for new articles and products within the company. 
The buyers depend on this department because they decide which new 
products to manufacture and this brings guidelines, concerning new 
products, for the buyers. R&D in turn depends on the buyer, for their 
knowledge of products and articles.      
  

8.9 RESPONSIBILITY, AUTHORITY AND ACCOUNTABILITY  

Many of the interviewed buyers have similar responsibilities in their work as 
buyers. The recurrent responsibilities among the buyers are: 

 Purchase responsibility: Most of the buyers are responsible for 
material availability in production. Several of the interviewees are also 
responsible for the overall purchase routine. They are also responsible 
for the raw material, the services or other materials correspond to the 
created purchase routines that exist in the companies.  

 Supplier responsibility: The majority of the interviewees are 
responsible for the existing suppliers, and they are also responsible for 
negotiation with potential suppliers. This involves work with for 
example negotiations for advantageous agreements according to specific 
internal procedures and policies. The majority is also responsible for 
supplier monitoring. The buyers are also responsible for deciding which 
suppliers to buy from. Since it is expensive to cooperate with and give 
support to many suppliers, the buyers need to minimize the number. 
 

Other responsibilities that are not common to all the interviewees are for 
example the responsibility for import. Some interviewed persons are also 
responsible for different kinds of warranties and insurances. In some cases the 
logistics manager is responsible for the buyer’s work. In other cases the 
marketing manager or the production manager are responsible for the buyer’s 
work. The managers are partly familiar with the buyer’s work and they can 
handle some of the buyer’s easier assignments.  

All of the interviewed have financial authority and this mean that they have the 
right to authorize purchase requests. Some buyers have the right to authorize 
within certain limits. They also have rights to order materials according to certain 
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policies. Some of the interviewed are responsible for the security of the received 
products. The buyers do not lack any authorities.  

The interviewees have key performance indicators, KPI, that measure their and 
their company’s work. Common KPIs are: 

 Stock turnover rate 
 Capital tied up 
 Delivery precision 
 Price development.  
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9 ANALYSIS AND IMPROVEMENTS OF 
THE ROLE PROFILE MODEL 

In this chapter we present the improvements of the role profile model and by 
that also the final role profile model. The changes in the role profile model 
are based on thoughts and information from the interviews and observations. 
We are only discussing the elements and attributes that we have removed, 
added or restructured in this chapter.  
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9.1 THE ROLE PROFILE MODEL  

When planning our company visits we had the tentative role profile as a 
foundation thesis. We based our interviews and observations on the tentative 
role profile model. At the same time as we carried out the collection of empirical 
data we identified improvement possibilities in the model that could be done. We 
waited until every company visit was finished and then discussed the 
improvement suggestions we had. In some cases we have removed attributes and 
in some cases we have restructured them. In Figure 9.1 an overall picture of the 
final model is presented.  

 

Figure 9.1 The role profile model and the parts of the model. 

 
In the rest of this chapter the improvements are presented, analyzed and 
discussed. The parts of the role profile model that has not changed are not 
analyzed here. The reason is that they are already presented and analyzed in 
chapter 6.  
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OBJECTIVES 

Different role profiles have different goals when using the system. The basic 
goal is that the system is a tool in the daily work. The system is expected to 
help the role profile to accomplish work assignments. With the information 
in objectives the developer can prioritize among the assignments and 
purposes.  

Work process  
It is important to survey the processes that the role profile participates in. A 
work process is a description of a work flow and it can consist of several activities 
or sub-processes. A work process is a sequence of activities. Activities can in 
turn be split up into tasks. To get a clearer structure of the work process, the 
area is divided into three categories.  

 Activity: On the way towards reaching the output, the role profile 
has to accomplish a set of activities.  

 Tasks: An activity can be divided into smaller parts, called tasks. 
 Output: The output is the output from the work process when it is 

considered successfully fulfilled; the output that is wished for. 
 

Other important information apart from dividing the work process into 
activities and tasks are: 

 Frequency of use: How often is the role profile performing a 
certain work process or activity? It is important that the system is 
conformed for right type of users within the role profile.  

 Novices or expert users?: If the system is used with high frequency 
the role profile will be a novice just for a short while. If the system is 
used infrequently the user will be a novice for a long time. This is 
information that can be important to the system developing process.  
 

Purpose with the usage of the system  
Purpose aims at explaining a role profile’s purpose with the usage of the 
system. The purpose can be to gather and understand information or to get 
the information presented in an understandably fashion. Another purpose 
can be to perform an assignment faster, more efficiently or more easily than 
the alternative would do, for example perform the assignment manually or in 
another system.  
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In the improved role profile model we have excluded company goal. We still 
believe company goals are important and can give the developer useful 
information. But the information is not about a specific role profile’s purpose 
and usage with the system. Therefore we do not think company goals fit into the 
role profile model. We believe that the company’s goals are better suited into an 
overall company context. The purpose in the role profile model consists there-
fore only of the role profile’s purpose with the usage of the system.  

We have also switched work process and purpose since we think that the 
information about the work process should come first. We experienced that it 
can be difficult to really understand the rest of the role profile without knowing 
the work flow of the role profile.     

In the process part of the role profile model we have added a few items. We 
think it is important for the developer to know for example about the frequency 
of use so that the system can be conformed for the right kind of use and users. A 
system or a part of a system that is used several times a day can be designed 
differently compared to a system that is more infrequently used. The frequency 
can also affect if, and for how long, the user is a novice, advanced beginner, 
competent or expert user; see chapter 3.2. Therefore we have chosen to include 
infrequency – frequency and novices – expert users as scales to divide users in 
between in the role profile model. We believe it is important that the system is 
suited to users at different levels on these scales.  

With the information in objectives the developer can prioritize among 
assignments. This is important because the developers cannot focus on all of 
them; due to for example time limitations. Examples of categories that can be 
prioritized from are:  

 How much management attention has a certain assignment? 
 How important is it that no errors occur? 
 How important is a certain assignment for the company’s external 

profile? 
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REQUIREMENTS 

The system must fulfill some requirements to satisfy the role profile.  Require-
ments can be divided in several ways and in this model they are divided into 
needs, system requirements and user requirements. Several of these require-
ments can be reflected in the purpose with the usage of the system. 

Needs  
The role profile expects to receive help from the system to solve daily 
problems and to facilitate the assignments. Needs are what the system has to 
accomplish so that the daily work can be done by the role profile. Needs 
could be issues that the role profile wishes the system to accomplish. It can 
also be issues that the role profile is unaware of. 

 
 Conscious needs: The comprehensive purpose of conscious needs is to 

explain what the role profile thinks it needs to manage an assign-
ment. Conscious needs can be divided into: 

o System characteristics: This describes what the role profile 
expects from the system when doing a specific assignment 
and how the user wants the system to behave. 

o Functions: This group will explain what functions the role 
profile wants to carry out their assignments successfully. 

 Unconscious needs: Unconscious needs are needs that the role 
profile is not aware of. It can for example be functions that the role 
profile is unaware of. These needs must be analyzed and discovered 
by the surveyor. The role profile will not comment these needs.  

 
System requirements  
This category aims at explaining the system requirements that the role profile has 
on the system. For example some work environments require specific devices 
and the system must be adjusted for that. Needs often become system 
requirements.  
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Requirements are an important part to survey. If the requirements are not ful-
filled the user satisfaction can decrease. In the tentative role profile model we 
separated desires and needs, but we believe they are too much connected to 
separate. Therefore we have changed the structure in requirements. Needs are 
used as a comprehensive notion for all kinds of needs that a role profile can 
have. We have then divided needs into conscious and unconscious needs, which 
can be derived from the role profiles goals. Conscious needs are what we in the 
tentative model called desires. Unconscious needs are needs that the surveyor 
observes but the observed person does not reveal.     

We have also changed the notion of technical requirements into system 
requirements. We think that system requirements are more informative in 
describing what we want this attribute to include. System requirements are those 
requirements that the role profile has on the system.  

 

 

CONTEXT 

The role profiles do not act in isolation; they act within a context. Other role 
profiles and external actors affect the role profile differently and the role 
profile has various relationships to them. The role profile is also affected by 
the responsibilities, authorities and accountabilities. 

Relations 
Relationships are created when the role profile works within the system, with 
the system as well as with other role profiles. Relations are structured and 
divided into the following: 

User requirements   
User requirements aim at answering questions about specific knowledge that the 
role profile must have to handle the system. It can for example be academic, 
internal or system education. 
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In the context in the role profile model we have made some changes. At first we 
have removed the relation between the role profile and the system. We have 
chosen to limit the relations to just be relations between other role profiles and 
external parties; relations between humans, due to several reasons. After doing 
our interviews and observations we compiled the information with the role 
profile model as a base. Then we realized that it was quite difficult to find 

 Relations between the role profile and other role profiles: These 
relations describe how different role profiles are cooperating and 
what kind of relationships they have. Some relationships can be 
interdependencies.   

 External relationships: Even external actors affect the role profile’s 
work process, for example suppliers and forwarders.  

 Indirect relationships: There can be role profiles that not directly 
affect the role profile’s work. At the same time this does not mean 
that they are not affected by each other at all. Some relations are 
indirect and knowledge of these can also be useful information to the 
developers.   

Priority of the relations  
The relationships grouped into the categories above have different priorities. 
Some relationships are more important to a role profile than other and it is 
important to survey the priorities. It is important to emphasize those relations 
that are most important. 

RAA – responsibility, accountability, authority  
A certain role profile brings certain responsibilities, accountabilities and 
authorities. These affect both the role profile’s own and others’ assignments. 
General queries about RAA and more specific issues connected to a single 
activity or task are presented here.  

 Responsibility: This category aims at handling questions about the 
responsibilities that the role profile has. It can be responsibilities 
towards the own role profile or towards others.  

 Accountability: This explains which factors that define if the role 
profile’s work is successful, for example KPI.  

 Authority: This category explains the authorities of the specific role 
profile. In addition, also which authorities the role profile lack and   
how these are dependent of others are included. 
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something that characterized a specific relation between the role profile and the 
system. We also thought of possible relationship distinctions of relations 
between the system and different role profiles, and realized that these differences 
would be difficult to identify. When discussing these questions, we realized that 
everything that we in some way thought had to do with relations between the 
role profile and the system was covered by other attributes of the role profile. 
Therefore we decided to remove this part from the model. We wanted to 
highlight the theory that the relation between the system and the role profile is 
still important, and therefore the whole role profile model is influenced by this.  

In relations we have changed the notion other to external. The reason is that within 
the organization all persons are some kind of role profile and they are therefore 
included in the category relation between the role profile and other role profiles. 

We also discussed if we should include some priority levels in the role profile 
model, so that the developer could receive information about this. After 
discussions with Lawson we reached the conclusion that the most important 
relations were enough. The reason is that developers cannot take all factors into 
consideration and this is one limitation. For trade-off reasons it is important to 
have some notion of priority.  

In the tentative role profile model we had accountability as an overall heading 
and responsibility and authority as subheadings. But then we found out that 
accountability, together with responsibility and authority constitutes the notion 
RAA – responsibility, accountability and authority. Another reason is that 
accountability is about factors that describe what makes the role profile’s work 
successful, and we think this information can be useful to developers when 
developing a system. If the developers have information about for example 
which KPIs that measure the role profile’s work they can conform the system to 
this; for example in different functions like statistics. 
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10 THE STRATEGIC BUYER AND 
PURCHASE PLANNER 

This chapter presents two role profiles, the strategic buyer and the purchaser 
planner. The information in these role profiles has been gained through the 
empirical study. The role profiles in this chapter are also examples of how 
real role profiles may look like.  
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10.1 STRUCTURE OF THE ROLE PROFILES  

The structure of the strategic buyer and purchase planner in chapter 10.2 and 
10.3 is the same as in the role profile model, see Figure 10.1.  

 

Figure 10.1 Structure of the role profile model. 

The attribute work process in the element objectives is presented as flowcharts. 
We also give examples of output, activities and tasks that can be interpreted from 
the collected empirical information. Activities can be seen as square boxes in the 
work process figures. 

10.2 THE STRATEGIC BUYER 

In this chapter we present the strategic buyer. The first attribute in objectives, 
the work process is shown in Figure 10.2 and Figure 10.3.  

Work process for need with new agreement with existing suppliers 
 Output: The expected output from this work process is a purchase 

agreement with some of the existing suppliers.  
 Activity: Create purchase agreement 
 Tasks: 

o Decide the agreement type of the purchase agreement  
o Set up rules and regulations within the chosen agreement 
o Establish purchase agreement  
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Figure 10.2 Work process for need of new agreement with existing 
supplier. 

Work process for need of new agreement with potential supplier 
 Output: The expected output from this work process is to enter a 

potential supplier.  
 Activity: Create master relationship agreement  
 Task: Set up outer rules for the master relationship agreement  
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Figure 10.3 Work process for need of new agreement with potential 
supplier. 
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OBJECTIVES 

Work process  
The work process is visually presented in Figure 10.2 and Figure 10.3. 

 Frequency of use: The strategic buyer interacts daily with the 
system. This means that the system should be developed for users 
that become competent users quite soon.  

 Novices or experts users: The system knowledge differs among the 
strategic buyer. We have seen that most of them are competent users 
in the novices – expert scale.   
 

Purpose with the usage of the system  

 Productivity in the daily work 
 Current and reliable information so the strategic buyer can hold the 

stakeholders updated  
 Supply basic data for decision-making 

REQUIREMENTS 

Needs  

 Conscious needs: 
o System characteristics:  

Fast 
Stable 
Easy to use  
Available and reliable information, for example information 
about suppliers and agreement type  

o Functions:  
Possibility to manage different agreements, for example 
price, relationship, call-off and delivery schedule agreements  
Warning from the system when an agreement needs to be 
renegotiated 

                          Manage supplier evaluations 
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Possibility to send, receive and evaluate quotations   

 Possibility to send and receive requests for information  
   

 Unconscious needs: 
o Integration between different systems, for example integra-

tion between the own system and a system of another 
system supplier  

o Easy navigation in the system, not to many steps to receive 
right information   
 

System requirements   

 Detailed information about suppliers: 
o Certifications in quality and environment 
o Delivery statistics 
o Logistic capability  
o Turnover 

 Manage supplier evaluations: 
o Possibility to manage evaluation criterion, for example deli-

very precision and material quality  
o Information that is necessary when doing evaluations.  

 Devices should be suited for office environment: 
o Integrated devices so the strategic buyer can be efficient  

 Facilitate quotation management: 
o Possibility to send and receive quotations  
o Possibility to evaluate quotations  
o Access to the right information, for example supplier evalua-

tions and other quotations  
 Manage requests for information: 

o Access to the right information when sending a request, for 
example information about potential suppliers  

o Possibility to send and receive requests for information  
 Create purchase agreement: 

o Access to right information dependent on agreement type 
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CONTEXT 

Relations 

 Relations between the strategic buyer and other role profiles: 
o Purchase planner: The strategic buyer establishes the 

agreements that the purchase planner base the purchase 
orders on. 

o Other internal parts: The strategic buyer is depending on 
the decisions that the managers make. It could be decisions 
about policies, authorities and working conditions.  

o Other types of buyers:  Different buyers have responsibili-
ty for each others’ work and they also share the workload.  

 External relations: 
o Existing suppliers: Maintain a good relationship for 

further work with the supplier, for example in the renegotia-
tion process.  

o Potential suppliers: Create a good relation in the beginn-
ing, so that further work with the supplier, for example 
negotiations can continue.  

 Indirect relations:   
o Research and development  
o Production  
o Internal procedures and policies  
o Corporate management 
o Forwarders 

 

User requirements  

 Training: 
o Purchase training  
o System training 
o Training in negotiation and law   
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Priority of the relations  

 High priority: 
o Existing suppliers 
o Potential suppliers  
o Internal procedures and policies  
o Research and development 

 
RAA – Responsibility, Accountability, Authority   

 Responsibility:  
o Making evaluations of suppliers  
o Work with RFI  
o Making correct decisions in the negotiation process 
o Create advantageous general agreements with suppliers  
o Develop and maintain the suppliers  

 Accountability: 
o Stock turnover rate  
o Capital tied up 
o Delivery precision 
o Price development 

 Authority:  
o Supplier selection  
o Making decisions in the negotiations  
o Financial authority 
o Representing the company  
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10.3 PURCHASE PLANNER 

In this chapter we present another role profile, the purchase planner. The 
structure of this role profile has the same structure as the strategic buyer. The 
flowchart figures in the purchase planner are not three different processes; they 
are one process that is divided into three.  

Work process for the purchase planner 
 Output: The expected output from this work process is to make a 

purchase with minimized problems and to satisfy the need of material in 
the production.  

 Activity: Receive order confirmation  
 Task: Comparison of the order confirmation and the order in the ERP 

system  
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Figure 10.4 Work process for the purchase planner, part 1. 
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Figure 10.5 Work process for the purchase planner, part  2. 
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Figure 10.6 Work process for the purchase planner, part 3. 
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REQUIREMENTS 

Needs 

 Conscious needs:  
o System characteristics: 

Fast 
Stable 
Easy to use  
Available and reliable information, for example correct 
statistic for a given article  

OBJECTIVES 

Work process  
See Figure 10.4, Figure 10.5 and Figure 10.6. 

 Frequency of use: The purchase planner has daily contact with the 
system. This means that the system should be developed for users 
that become competent users quite soon. 

 Novices or experts users: The system knowledge differs between 
purchase planners. We have seen that most of them are competent 
users in the novices – expert scale.  
 

Purpose with the usage of the system 

 Productivity in the daily work 
 Current and reliable information so the purchase planner can hold 

the stakeholders updated  
 Supply basic data for decision-making 
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o Functions: 

Manage different deviations  
Manage purchase requests  
Create, release and send purchase orders    
Manage production plans    
Possibility to receive order confirmation from suppliers  

 Unconscious needs: 
o Integration between different systems, for example integra-

tion between the own system and a system of another 
system supplier  

o Possibility to implement new technology, for example EDI  
o Easy navigation in the system, not to many steps to receive 

right information   
 

System requirements 

 Detailed article information: 
o Lead time  
o Different kind of unit of measurements  
o Package information  
o Standard price  
o Order price  

 Manage deviations: 
o Possibility to note if the order confirmation lacks  
o Manage trouble with the delivery  
o Possibility to note if the suppliers not fulfil the agreements  
o Possibility to note trouble with the invoices 

 Manage purchase requests: 
o To easily create the requests in the ERP system instead of 

sending them via e-mail and then handle them in the ERP 
system  

 Easy and informative statistics and history on purchased 
articles: 

o Available information so the purchase planner can make 
correct decisions  

 Devices should be suited for the office environment:  
o Adapted devices so the purchase planner can be efficient  
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CONTEXT 

Relations 

 Relations between the purchase planner and other role profiles: 
o Production planner: The production planner establishes 

the production plans that the purchase orders are based on. 
o Requester: The requester discovers needs and creates 

solutions for the needs in the form of requests in the system. 
These needs have to be managed by the purchase planner.  

o Managers: The purchase planner is depending on the deci-
sions that the managers take. It could be decisions about 
policies, authorities and working conditions.  

o Goods receiver: The goods receiver has to enter the in-
coming goods so the purchase planner can see that the 
goods are received. The goods receiver is also dependent on 
the purchase planner so changed orders are entered into the 
system. 

 

 
 Automate repetitive tasks:  

o Possibility to send the orders direct in the system instead of 
manually send it via fax or e-mail.  

 Support the work flow:  
o The system has to support the work flow so the purchase 

planner can work efficient without thinking of the system 
and its behaviour.  
 

User requirements   

 Training: 
o Purchase 
o System  
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o Financial administrator: The finance administrator has to 

pay the invoices in time and also forward invoice deviations 
to the purchase planner.  

o Strategic buyer: The strategic buyer establishes agreements 
with suppliers so the purchase planner can create purchase 
orders from specific suppliers.  

o Other types of buyers: Different buyers have responsibility 
for each others’ work and they also share the workload.  

 External relations: 
o Supplier: The purchase planner has to maintain good rela-

tions with the suppliers.  
o Forwarder: The purchase planner is depending on the 

forwarder so they transport the goods according to the 
agreements. 

 Indirect relations:   
o Internal procedures and policies  
o Customers 
o Marketing and Sales     
o Corporate management  
o Production 

 
Priority of the relations   

 High priority: 
o Production planner  
o Requester  
o Supplier  
o Internal policies and procedures  



10 The Strategic buyer and purchase planner 

 128 

 

 

RAA – Responsibility, Accountability, Authority

 Responsibility: 
o Making correct orders, for examples price, quantity, amount, 

time, security, special rules, suppliers  
o Developing and maintaining the purchase process  
o Ensuring material availability and minimizing disturbances in 

manufacturing  
o Monitoring the suppliers for agreements fulfilment  
o Checking that the order confirmation corresponds with the 

order  
 Accountability:  

o Stock turnover rate  
o Capital tied up 
o Delivery precision 
o Price development  

 Authority:  
o Financial authorities  
o Buy articles and materials according to procedures and 

policies  
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11 DISCUSSION 

First in this chapter we discuss the uniqueness of the role profile model. We 
also present why companies should use our model instead of the existing user 
models. General effects of using the role profile model are also presented. 
Further along in the chapter we write about field of applications of the role 
profile model at Lawson. Last but not least, we present generalizations of 
the model and further research. 
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11.1 NEED FOR THE ROLE PROFILE MODEL  

The purpose with our final thesis is to create a model describing users as roles 
providing a more effective and generalized user-centered system development 
process. We have tested the role profile model when doing the surveys on the 
purchase planner and strategic buyer. The model must also be tested in the 
system development process and we have discussed that our model with the role 
perspective can be useful to create a more effective and generalized user-
centered system development process. Some of these discussions are presented 
further in this chapter. 

To build software that is tailored and adapted to specific users, system develop-
ment companies have to create an understanding of users and their work. To get 
started with a user-centered development process it is necessary to obtain 
information about real users. Today there are many different user models, see 
chapter 4, and we have created a model that includes the elements objectives, 
requirements and context.  

11.1.1 WHAT MAKES THE ROLE PROFILE MODEL UNIQUE 
The role profile model has a unique combination of elements and attributes. We 
have included the elements objective, requirements and context in the model. 
The reason why we have included these elements in the model is because we 
believe it is necessary to be familiar with all these in combination when surveying 
a role profile. The work process is included because it is important to understand 
the role profile’s work flow; in which order tasks are performed. The work 
process also contributes with information about how the system can support the 
role profile’s daily work. The requirements from the role profiles are important 
because they provide the developers with hints about for example what functions 
the role profiles want. The context contributes with a comprehensive picture of 
the role profile and in which environment the role profile participates.  

The attributes of the role profile model are both attributes that are connected to 
the role profile as a system user, but also attributes that puts the user into a 
context. Requirements in the model consist of the role profile’s system 
requirements and are therefore more a specific role profile attribute. In 
objectives we investigate the role profile’s purpose with the usage of the system 
and that is also a specific role profile attribute. In addition our model puts the 
role profile into context and this is not common existing user models. The 
uniqueness of the role profile model is the combination of role profile specific 
attributes together with attributes that describe the role profile’s work process 
and its context. By specific role profile attributes we mean attributes that are 
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connected to the role profiles requirements and the purpose with the usage of 
the system; these can often be derived from the role profiles goals and needs. 
Work process in objectives and context are attributes that describe the role 
profiles environment.  

The fact that we have included a description of the role profile’s work processes 
together with the other attributes is unique. The work processes explains what 
functions the specific role profile plays in the activity. On top of this we have 
included the element context that describes the environment the role profile acts 
in. The relations, RAA and work processes of the role profile, explain the role 
profiles position in the activity. The description of the work processes is often 
separated from the existing user models. We have included the work process into 
our model because we believe that the role profile’s assignments are important in 
a great extent when developing systems like an ERP system.  

In contrast to personas, our model describes the role profile and its context. The 
persona model is more trying to build an image of the individual and the starting 
point is the individual and its goals. The role profile model’s uniqueness lies in 
that it highlights the role profile together with its position in the activity, instead 
of only highlighting the individual and his goals. When using the role profile 
model, the developer gets an understanding of the role profile’s needs and 
system requirements, but also a description of the role profile’s environment.  

11.1.2 USING THE ROLE PROFILE MODEL INSTEAD OF EXISTING MODELS 
Our model should be used before others because it highlights the role profile 
together with its position in the activity. This will give the developer a 
comprehensive approach of the role profile and its environment and not only a 
description of the individual user. We think that the information the role profile 
model brings is necessary when creating a system that should support different 
people in their daily work.  

Many existing user models include demographics into the model, like for 
example family, experiences and skills. These factors are, among other things, 
included because of the communication ability of the model. We are aware of 
that the user model must communicate with the developers. But we think in the 
end that information about the user’s assignments and environment is more 
important than what kind of skills and experiences the user has. Since our role 
profile model describes role profiles and its context instead of individuals and 
goals, this information is unnecessary and superfluous. The information about 
for example assignments and work flow is necessary information to the 
developer, to create a system that supports the daily work.  
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According to us, the role profile perspective is more useful than the individual 
perspective for system development companies. The role profile perspective can 
be used when for example deciding what kind of information that should be 
presented in the system for a certain role profile. With knowledge about for 
example the role profile’s relations and the role profile’s RAA, it is easier to 
pinpoint what kind of information that is important for a certain role profile’s 
daily work. When know what kind of information that is important, it is easier to 
suit the interface of the specific role profile.  

11.1.3 GENERAL EFFECTS OF USING THE ROLE PROFILE MODEL  
Below we describe more general effects when utilizing the role profile model.  

 Knowledge and understanding of the users: The role profile model 
is one way for a system development company to get closer to their end 
users; the people who really use the system to accomplish their daily 
work. When using the role profile model, information about the users is 
collected and later used to create the role profile. The model is 
describing the role profile with focus on the elements objectives, 
requirements and context.   

 Structured work procedure: The role profile model together with the 
practical procedure, gives a structured work procedure for system 
developing companies that want to survey users.   

 Recycling of role profiles: The role profile model and the practical 
procedure contain information of what, respectively how, to create a 
role profile. Future researchers will therefore have information, 
guidelines and rules from earlier research and this will probably help a 
lot and make a more effective system development process. To reuse the 
work with the role profiles, one alternative is to save the information 
about different role profiles into a database. This information can later 
be useful when the developers build new applications for other users. 

 A generally accepted terminology and a communication tool: One 
purpose of using the role profile model is to create a common 
terminology. If the terminology is accepted and well known within the 
company, it would probably be easier to make decisions related to the 
system and it would lead to fewer misunderstandings. The role profile 
documents will lead to a mutual understanding of users that is necessary 
when creating a system suited to users. For example if the developers 
keep the role profiles in mind when discussing a new function, it would 
be easier for them to know if the function will be used or not. The role 
profile will give the system development company more information 
about the users and this will in the end lead to a more suitable system. 



11 Discussion  

 133 

 User-centered development process: The role profile model will also 
contribute with a user-centered development process; a development 
process where the real users take an active part and are involved. If the 
system is more tailored to their users and developed with the users’ 
requirements and assignments in mind, we believe the system will be 
more popular among the users. A more widely used and usable system 
can also lead to reduced learning costs error handling and need for 
support. The role profile model will also lead to effective system 
development process since it represents many users in the developing 
work. The developing work will also be more generalized when 
surveying role profiles and not single users.  

11.2 THE ROLE PROFILE MODEL AT LAWSON 

Today Lawson has genuine knowledge in the areas of business perspective, 
system and customization but need more knowledge about their users (Nilsson, 
21 November 2006a). But is it possible to develop systems with for example 
customized navigation if information about the users is missing?  

To create a better user experience for the user, Lawson has to focus more on the 
users and this can be done by using our role profile model. Figure 11.1 puts our 
model or the role profiles, into context. As Garret (2002) writes, it is important 
to create an understanding for users and their needs, to create user experience. 
The purpose of the project JUMP is to enhance the user experience in Movex. 
We think this is possible if Lawson adds the fourth dimension, the user dimen-
sion, into the already existing system development process, see Figure 11.1. 
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Figure 11.1 The role profile in context. 

All four dimensions in Figure 11.1 are important when developing a system to 
create a suitable user interface. The goal with these four dimensions is to create a 
better system for the user and by that enhance the user experience. The business 
perspective together with the role profile model will contribute to a system that 
is better organized and adapted to the user’s work process and relations. The 
goal is to organize the information architecture with the role profile’s objectives, 
requirements and context kept in mind. Having information about how the user 
work helps creating a better navigation in the system. If all four dimensions are 
taken into consideration when developing a system, we believe the system will 
result in a well suited system for the specific role profile. This will in turn result 
in more efficient, productive and satisfied users.  

If the user’s work process and the processes in the system are combined we 
believe the user’s work will be supported. If the system development companies 
take the users into account when developing the system; the system will not only 
be better adapted but the users will also sense involvement in the development 
process. We think the involvement process is important for the future coopera-
tion with existing customers. 
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11.3 FIELD OF APPLICATIONS OF THE ROLE PROFILE MODEL AT 

LAWSON  

The role profile model is applicable in different areas at Lawson. Below we 
discuss different examples of how and where the role profiles could be used.  

Product requirement process and composite applications  
The customization today includes something that Lawson calls composite 
applications. This is a tool for creating specific views developed for a specific 
user or scenarios. These applications aim at presenting relevant information 
simultaneously on the screen. This tool helps Lawson to develop usable 
products, but to make them more suitable for the specific user it is important 
with information about the user. It is important to know about for example the 
most prioritized assignments and requirements the user has on the system. The 
information the role profiles bring, together with the customization tool, can 
help developers to create better customized user interface. The information 
about one role profile and the composite applications created to suit this role 
profile can also be reused among different companies. The customization tool is 
the core, and together with information about the user, Lawson has possibilities 
to build a system tailored to different role profiles. The composite applications 
together with the role profiles can also help Lawson to promote a product that 
can be adapted for a specific role profile.  

The role profiles can help Lawson to categorize and prioritize the requirements 
and by that trace design decisions. With information about different role profiles, 
together with the customization tool, Lawson can move from a system develop-
ment process with focus on functionality, to a system development process with 
focus on functionality as well as usability, see Figure 11.2. (Allert, 2006) 
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Figure 11.2 The role profile at Lawson. 

One possible effect when not thinking about users in the developing process is 
bad navigation that does not support the users’ daily work. It is also much more 
difficult for the developer to create composite applications without information 
about the users. Another effect when not taking the users into consideration is 
frustrated users. If they do not get satisfying support from the system, one 
consequence can be that the users choose another system in the future.   

Design and evaluation  
According to Liljeström (2006c), our model can be usable in the design process. 
During this process it is important to continuously have information about the 
users, so the system will be developed with the users kept in mind. The role 
profiles can also be a tool when evaluating different products or modules and 
when arguing for different design decisions that have been taken.  

User understanding and user priority 
The role profile model also contributes with a framework when collecting 
information about users. Role profiles will also contribute with information 
about users that is important to every employees working at a system develop-
ment company. (Liljeström, 2006c) The role profile model will also give an 
accepted terminology within the organization which also is supported by the 
interviewees in the pre-study, see chapter 5. This will help employees at Lawson 
in discussions about system users and also in the decision-making process.  
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Another important aspect according to Liljeström (2006c) is to prioritize 
between different role profiles. It is important to know the priority when 
designing the product; this because it is impossible to develop a system that is 
tailored for every single role profile (Liljeström, 24 November 2006c). We do not 
include this priority into the model because the purpose with the model is to 
surveying a single role profile. But, when using the role profile model the 
developers get role profiles that can be useful in the priority work.  

We are aware of that it can be difficult for the developers to begin developing 
with the role profile kept in mind. Most important is to encourage the developers 
to use the role profiles in the daily work. For example we think it is important to 
keep the role profile in mind during meetings and also when discussing different 
features and functions and how they will work for the role profiles. 

New employees 
We believe that role profiles can be used when introducing new employees at 
Lawson. The role profiles can give new persons a general and comprehensive 
view of who they are developing the system for.   

11.4 GENERALIZATION 

We have studied theories of existing models. These models are not created to 
survey a specific kind of user. When we created our model we had the existing 
user models in mind and we were also careful not to have specific roles in mind, 
for example buyers specifically. The surveys of the strategic buyer and the 
purchase planner were only done to test the role profile model. The result is that 
the role profile model can be used to survey any user; it is not adapted to a 
specific one.   

No matter what product a company develops, it is important to have the users in 
focus. We believe it is better to use any user model, than none at all. Therefore 
we think that many companies need a user model that they can use in their 
development process. We have created a model that suits the system develop-
ment process. Our model can therefore be used at any system development 
company that wants to use a role model. This is supported by the fact that we 
have tested the model at Lawson.  

The role profile model suits for surveying users in all industries. We did not 
create our model with a specific industry in mind. The model is tested only in the 
manufacturing industry but we cannot foresee anything that limits the model to 
that industry.   
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To sum up we think that the role profile model can be of use to system develop-
ment companies that want a role perspective in the system development process. 
We recommend a role perspective since it includes both the role profile and the 
context that the role profile exists in. The model can be used by system develop-
ment companies, since it is adapted to survey all users in all kinds of industries.  

11.5 FURTHER RESEARCH 

The role profile model is a part of a greater context. The role profile does not 
correspond to all the contents of the UCD, GDD or CD. When compared to 
UCD, our model matches the two first steps, role model and task model. We 
have adapted the first parts of the system development process to the role profile 
perspective, but not the last steps. Therefore we can identify a need to adjust the 
remaining parts of the system developing process to the role perspective. To sum 
up, further research can be putting the role profile into a greater context, 
compared to what for example user role is in the UCD, see chapter 3.9.1.  

We have tested our model as surveyors and analyzed and improved the role 
profile model. But we also believe it could be good to test the model on develo-
pers and evaluate how the role profile model can help them in the development 
work. How do they react and what do they think about the information in the 
role profiles? The interviewed persons at Lawson said that one risk with the 
model is that it can change the developer’s present work process. This could 
result in that nobody will use the model. We did not have time for test the model 
with developers, which mean that there is a risk that parts of our model have to 
be adapted to them. We have talked to developers at Lawson to have some of 
their perspective, but this is not enough. Therefore we see a need to test and 
adapt the model to the developers’ point of view.   

Another area that we have not included in this thesis is the estimated costs that 
the usage of the role profile model could be. We are aware of that surveying role 
profiles could be expensive, and each company has to adjust how much they are 
prepared to stake on usability and surveying the users. Costs do not necessarily 
have to be money; it can for example also be also be time and quality. The reason 
to why we have not included this in the thesis is that we do not have enough 
information about how much these costs could be. We believe that this 
discussion is related to the tests on the developers. When the role profile model 
is tested in the environment in which it is supposed to be used, we think a better 
understanding of the costs can be received. 

The role perspective gives possibilities to change companies’ pricing strategies. 
Today most of the system development companies charge by license. With roles 
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in focus, the pricing model could become strain adapted, for example on role 
level. Then the customers can be charged depending on for example the fre-
quency of use or what they use the system for. We have discussed this topic and 
think this could be a possible way of using the role perspective further.  

It would also be of interest to make an investigation about how our model works 
in companies in other countries. If these companies work with for example per-
sonas, it would be of interest to know their opinions about our role profile 
model. 
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APPENDIX 1 - INTERVIEW QUESTIONS FOR THE 
PRE-STUDY WITH LAWSON DEVELOPERS 

1. Vilken befattning har du? 
2. Vilken avdelning tillhör du? 
3. Vad har du för arbetsuppgifter?  
4. Hur länge har du varit anställd på Lawson? 
5. Vilken utbildning har du? 
6. Vilka andra arbeten har du haft?  
7. Vad är en användare i ett system för dig?  
8. Finns det olika typer av användare? 
9. Är det bara människor som är användare?  

Om ja: Varför? 
Om nej: Vilka andra typer av användare finns det? 

10. Vilken definition på vad en användare är finns det på Lawson idag? 
11. Hur används denna definition i verksamheten? 
12. Har du en annan syn på vad en användare är, än Lawsons befintliga 

definition? 
13. Om det inte finns någon befintligt definition: Tycker du att det behövs en 

gemensam definition på vad en användare är? 
14. Varför? 
15. Vad kan en gemensam användardefinition bidra med? 
16. Skulle en gemensam användardefinition kunna orsaka några problem? 
17. Vad är viktigt att veta om användaren när man utvecklar ett system? 
18. Vad är oviktigt att veta om användaren när man utvecklar ett system? 
19. I vilka situationer skulle en gemensam användarbeskrivning vara 

speciellt användbar?  
20. Varför är det viktigt att tänka på användaren vid systemutveckling? 
21. Vad är en roll för dig?  
22. Hur förhåller sig begreppet roll till begreppet användare? 
23. Varför tycker du att det är viktigt med en gemensam syn på vad 

användaren är? 
24. Vad ska ett system hjälpa användaren med? 
25. Vad har användare för krav på systemet?  
26. Vad skulle kunna förbättras i systemet om det fanns en gemensam 

användardefinition? 
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APPENDIX 2 - INTERVIEW QUESTIONS TO 
SURVEY THE ROLE PROFILE 

1. Vilken befattning har du? 
2. Vilken avdelning tillhör du? 
3. Hur länge har du arbetat här? 
4. Vilken utbildning har du? 
5. Vad har du haft för andra arbeten? 
6. Berätta om företaget.  
7. Vilken typ av inköpare är du? 
8. Vad har du för arbetsuppgifter som inköpare? 
9. Har du några andra arbetsuppgifter än inköp? 
10. Hur stor del av din arbetstid är inköpsrollen?  
11. Vad är viktigt att tänka på i ditt arbete som inköpare? 
12. Vilka system använder ni idag?  
13. Vilka system arbetar du i?  
14. Vart kommer dessa system in i inköpsprocessen?  
15. Vilka mål har du med användandet av systemet? 
16. Hur ser inköpsprocessen ut? 

a. Vilka av dessa delar utför du? 
b. Vilka av dessa delar är beroende av andra parter? 
c. Vilka av delarna utförs i respektive system? 
d. Hur utförs resterande delar? 
e. Vilka av de delar som inte utförs i system skulle kunna utföras i 

något annat system? 
f. Hur ofta utförs olika delar? 
g. Vilken ordning utförs delarna i? 
h. Hur är delar beroende av varandra? 

17. Vilka delar av processen skulle kunna förbättras? 
18. Vilka delar skulle kunna tas bort eller automatiseras? 
19. Hur ofta använder du respektive system? 
20. Varför använder du respektive system? 
21. Vad är viktigt med ett system?  
22. Vad är det viktigt att ett system innehåller?  
23. Hur kan system hjälpa dig i ditt dagliga arbete? 
24. Vilka förutsättningar har du för att utföra ditt dagliga arbete? 
25. Hur stöder dina nuvarande system ditt dagliga arbete? 
26. Vad hindrar dig i ditt dagliga arbete? 
27. Vad saknar du med respektive system i ditt dagliga arbete? 
28. Finns det något i respektive system som gör dig frustrerad? 
29. Hur hanterar du problem som uppstår i respektive system? 
30. Vad är det som gör att du kan utföra ditt arbete på ett bra sätt?  
31. Vad är det som gör att du inte kan utföra ditt arbete på ett bra sätt? 
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32. Vilka nyckeltal styr dina arbetsuppgifter?  
33. Varför tror du att företaget vill att ni ska använda de system ni har idag?  
34. Tycker du att systemen uppfyller detta?  
35. Vad vill företaget att du ska uppnå med ditt arbete? 
36. Vilka ansvar är specifika för dig som inköpare? 
37. Vilka är beroende av beslut som du som inköpare tar? 
38. Vilka beslut som andra tar är du beroende av? 
39. Vilka befogenheter har du som inköpare? 
40. Vilka befogenheter saknar du i din roll som inköpare? 
41. Vem har ansvar för att ditt arbete sköts? 
42. Hur ser din fysiska arbetsmiljö ut? 
43. Vilka krav finns på utrustningens utformning?  
44. Vilka utbildningskrav finns på en inköpare?  
45. Vilken utbildning krävs för att utföra dina uppgifter?  
46. Vilka andra roller samarbetar du med i inköpsprocessen?  
47. Vilka av dessa är du beroende av?  
48. Vilka är beroende av dig?  
49. Vilka arbetsuppgifter har ni gemensamt?  
50. Hur utbyts information i företaget?  
51. Vilka externa aktörer samarbetar du med?  
52. Om du ser ditt samarbete med till exempel andra personer, externa 

aktörer och andra system; vilka relationer är viktigast? 
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APPENDIX 3 – PLAN OF OBSERVATIONS 

Fokus: Fokus under observationen är att titta på processer och relationer.  
Om det finns tid tittar vi på andra saker.  

Arbetsmiljön 
När det gäller arbetsmiljön ska vi titta på följande saker:  

 Hur ser arbetsplatsen ut? 
 Hur ligger arbetsplatsen i förhållande till andra personers? (till exempel 

öppna landskap, eget rum) 
 Hur utbyts information? Hur utbyter man kunskap? (Via system eller 

från andra?) 
 Vem är närvarande? Vilken är deras roll? 
 Kroppsspråk? 
 Var uppstår saker? 

 
Vi ber den observerade att visa en aktivitet i systemet. En arbetsuppgift som 
denne skulle ha gjort även om vi inte är närvarande. När denna gör det ska vi 
försöka få denne att tänka högt. Vi ska titta på följande saker: 

 Vad händer? 
 Finns det vissa saker som verkar gå på rutin?  
 Sekvensen som händelserna uppstår i. Försök titta och jämföra med hur 

det stämmer med verkligheten. Finns det avvikelser?  
 Hur påverkar avbrott arbetsflödet? Måste användaren börja om eller 

kommer denne lätt in i arbetet mitt i? 
 Sitter personen kontinuerligt och jobbar i systemet?  
 Används andra system eller jobbar den observerade manuellt? 
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APPENDIX 4 – USER ROLE CHECKLIST FOR AGILE 
MODELING 

This example of checklist is presented in Pruitt and Adlin (2006), page 506. 
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APPENDIX 5 – EXAMPEL OF CARD-BASED MODEL 
OF A USER ROLE 

Card-based modeling is used in the user role model. It is a way of describing 
users. This example is collected from Pruitt and Adlin (2006), page 507. 
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APPENDIX 6 – USABILITY ENGINEERING 
PROCESS IN THE USABILITY IN V12 PROJECT 

This usability engineering process was created in the Usability in V12 project at 
Lawson in the Spring 2005. 
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APPENDIX 7 – THE ROLE PROFILE MODEL  

OBJECTIVES 

Different role profiles have different goals when using the system. The basic 
goal is that the system is a tool in the daily work. The system is expected to 
help the role profile to accomplish work assignments. With the information 
in objectives the developer can prioritize among the assignments and 
purposes. 

Work process  
It is important to survey the processes that the role profile participates in. A 
work process is a description of a work flow and it can consist of several activities 
or sub-processes. A work process is a sequence of activities. Activities can in 
turn be split up into tasks. To get a clearer structure of the work process, the 
area is divided into three categories.  

 Activity: On the way towards reaching the output, the role profile 
has to accomplish a set of activities.  

 Tasks: An activity can be divided into smaller parts, called tasks. 
 Output: The output is the output from the work process when it is 

considered successfully fulfilled; the output that is wished for. 
 

Other important information apart from dividing the work process into 
activities and tasks are: 

 Frequency of use: How often is the role profile performing a 
certain work process or activity? It is important that the system is 
conformed for right type of users within the role profile.  

 Novices or expert users?: If the system is used with high frequency 
the role profile will be a novice just for a short while. If the system is 
used infrequently the user will be a novice for a long time. This is 
information that can be important to the system developing process.  
 

Purpose with the usage of the system  
Purpose aims at explaining a role profile’s purpose with the usage of the 
system. The purpose can be to gather and understand information or to get 
the information presented in an understandably fashion. Another purpose 
could be to perform an assignment faster, more efficiently or more easily than 
the alternative would do, for example perform the assignment manually or in 
another system.  
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REQUIREMENTS 

The system must fulfill some requirements to satisfy the role profile.  Require-
ments can be divided in several ways and in this model they are divided into 
needs, system requirements and user requirements. Several of these require-
ments can be reflected in the purpose with the usage of the system. 

Needs  
The role profile expects to receive help from the system to solve daily 
problems and to facilitate the assignments. Needs are what the system has to 
accomplish so that the daily work can be done by the role profile. Needs 
could be issues that the role profile wishes the system to accomplish. It can 
also be issues that the role profile is unaware of. 

 
 Conscious needs: The comprehensive purpose of conscious needs is to 

explain what the role profile thinks it needs to manage an assign-
ment. Conscious needs can be divided into: 

o System characteristics: This describes what the role profile 
expects from the system when doing a specific assignment 
and how the user wants the system to behave. 

o Functions: This group will explain what functions the role 
profile wants to carry out their assignments successfully. 

 Unconscious needs: Unconscious needs are needs that the role 
profile is not aware of. It can for example be functions that the role 
profile is unaware of. These needs must be analyzed and discovered 
by the surveyor. The role profile will not comment these needs.  

 
System requirements  
This category aims at explaining the system requirements that the role profile has 
on the system. For example some work environments require specific devices 
and the system must be adjusted for that. Needs often become system 
requirements.  

User requirements   
User requirements aim at answering questions about specific knowledge that the 
role profile must have to handle the system. It can for example be academic, 
internal or system education. 
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CONTEXT 

The role profiles do not act in isolation; they act within a context. Other role 
profiles and external actors affect the role profile differently and the role 
profile has various relationships to them. The role profile is also affected by 
the responsibilities, authorities and accountabilities.  

Relations 
Relationships are created when the role profile works within the system, with 
the system as well as with other role profiles. Relations are structured and 
divided into the following: 

 Relations between the role profile and other role profiles: These 
relations describe how different role profiles are cooperating and 
what kind of relationships they have. Some relationships can be 
interdependencies.   

 External relationships: Even external actors affect the role profile’s 
work process, for example suppliers and forwarders.  

 Indirect relationships: There can be role profiles that not directly 
affect the role profile’s work. At the same time this does not mean 
that they are not affected by each other at all. Some relations are 
indirect and knowledge of these can also be useful information to the 
developers.   

Priority of the relations  
The relationships grouped into the categories above have different priorities. 
Some relationships are more important to a role profile than other and it is 
important to survey the priorities. It is important to emphasize those relations 
that are most important. 
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RAA – responsibility, accountability, authority
A certain role profile brings certain responsibilities, accountabilities and 
authorities. These affect both the role profile’s own and others’ assignments. 
General queries about RAA and more specific issues connected to a single 
activity or task are presented here.  

 Responsibility: This category aims at handling questions about the 
responsibilities that the role profile has. It can be responsibilities 
towards the own role profile or towards others.  

 Accountability: This explains which factors that define if the role 
profile’s work is successful, for example KPI.  

 Authority: This category explains the authorities of the specific role 
profile. In addition, also which authorities the role profile lack and 
how these are dependent of others are included. 
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USERS FROM A ROLE PERSPECTIVE A model to provide a user-centered system development process 

Ida Johansson  
Stina Johansson 

Today there exist several systems that lack usability. The reasons are, among others, the pressure to add more features in the system, but 
also that focus has been earlier on technology and functionality. It becomes more important to think of the user, so that systems can be 
more usable. By focusing on the user, the user experience can enhance, which results in more satisfied users. User involvement in the 
system development process is one way to learn and receive information about the user. There are several ways of doing that. One way 
is to create user portraits from existing user models. We have studied different user models and lack a model that includes both tasks and 
goals; for example one of the existing models focus on user goals and another on relations with the system. The purpose with this final 
thesis is to create a model to describe users as roles providing a more effective and generalized user-centered system development 
process. To create this model, the role profile model, we studied existing theories. By them we were influenced both by good and less 
good things. The theoretical study resulted in a tentative model that we tested by interview and observe six buyers within the 
manufacturing industry. This resulted in two role profiles; the strategic buyer and purchase planner. From the result of the interviews and 
observations, we improved the tentative role profile model to our final model. There were some factors that did not fit in the tentative 
model and some that we added. The role profile model contains three elements; objectives, requirements and context. These elements 
consist of a number of attributes that are important when surveying a role profile. The uniqueness with the role profile model is the fact 
that it includes both role specific attributes and attributes that puts the role profile into a context. The model contains for example work 
process, system requirements, responsibility and authority. The role profile is at part of a greater context. There are design philosophies 
that concern the whole system development process; from survey the user to design and test. Our role profile model only handles the first 
parts, the user and tasks, due to the time limitations. We have created a practical procedure that we recommend to facilitate the usage of 
the role profile model. The practical procedure is based on our choices of method when testing the tentative role profile model. The 
central in our practical procedure are interviews and observations. It is important to plan the company visits so that all necessary 
information is received. The usage of the role profile can for example contribute with: knowledge and understanding of the users, 
structured work procedure, a generally accepted terminology and a user-centered design process. This final thesis has been performed on 
commission of Lawson Software. We had continuously discussions with them about usability and the role profile model. We have 
studied fields of applications for the role profile model at Lawson. We think they can use the model in the product requirement process, 
design and evaluation, work with composite applications, user understanding and user priority and introduction of new employees.  
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