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Abstract 
 

The Thesis focused on the immigration e-services in the city of Dubai - the United Arab 

Emirates, the eDNRD system. The importance of user requirements and their opinion on the 

success of IS development. This thesis aimed to explore and understand the current and future 

possibilities of the user’s role in the development of IS that target public users. Qualitative 

research, interpretive approach. The data collection was through four semi-structured 

interviews and a document review. Participation in interviews was voluntary, and a thematic 

analysis was conducted to make sense of the collected data.  

 

Four concepts emerged from the data analysis, answered the two research questions and met 

the purpose of this thesis. The 4 concepts were: concept 1: advantages of IS, concept 2: 

benefits of User role in the eDNRD system development, concept 3: shifting organizational 

and cultural mindset, concept 4: suggestions on Information System development and 

improvement. Suggestions for the Information Systems’ improvement, User's role in IS 

design is important for the success of IS implementation. Agile can provide a framework for 

the user’s role in the design of current and future IS. 

 

The primary findings of this thesis indicate that User's role is very limited in Information 

System design, Due to culture and organizational limitations on the benefits of having a more 

user's role rather than focusing on the business need not the end users needs. There is a need 

for more research focused on the Agile and user's role in the Middle East region, to 

understand the complexity of the existing user limitation and for a practical user's role for 

future Information System design. These thesis findings could be the start point to understand 

the possible benefit of the user's contribution to improving the Information System design. 
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Abbreviation Table 
 

No. Abbreviation Explanation 

1 eDNRD Name of the Dubai Immgration portal. 

2 U.A.E United Arab Emirates 

3 UAT User Acceptance Testing 

4 UX User Experience 

5 IS Information System 

6 ISD Information System Development 

7 IT Information Technology 

8 Agile A Software Development Approach 

9 Waterfall A Software Development Methodology 

10 SDLC The software development life cycle 
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1 Introduction  

 

Chapter 1 contains an introduction to the research study, the research setting description, 

and topic background. It also includes the purpose and aims of the research and research 

questions. This chapter is concluded with the topic of justification, scope, and limitations of 

the research study. 

 

1.1. Introduction and Research Setting 

 

Design, it is not only about how it looks or feels. It is about how it works, that is how the late 

CEO of Apple the legendary Steve Jobs thought about the design, thinking that it is just up to 

the designer to make it look good is not the precise meaning of Mr. Jobs words. The excellent 

sense of design is about the ease of use (Walker, 2003). Information is an amount of collected 

data organized in a way to make a meaningful outcome (Bourgeois, 2014). In order to 

understand the value of information a system to ensure the ease of access, a system that is 

consistent towards processing and distribution of information (Ratzan, 2004). Davis 2013 

describes Information Systems as the communication between people, internally and with 

organizations. Bourgeois, (2014) discusses the components of IS hardware, software, data, 

people, and process. People and Process are the components that separate Information 

Systems (IS) from any other technical fields such as Information Technology (IT) or 

computer since. People here are the system developers and users that influence the 

Information System functionality. The definition of IS could be “Information Systems are 

combinations of hardware, software, and telecommunications networks that people build and 

use to collect, create, and distribute useful data, typically in organizational settings” (Jessup & 

Valacich, 2008, p32). People in this definition include systems analysts, systems programmers 

and many other developer roles as per the system and business nature (Jessup & Valacich, 

2008). 

 

The value of Information Systems (IS) in daily life has become more appreciated by the 

public while executing different transactions in sectors such as Banking, Government, and 

even many grocery stores. (Jessup & Valacich, 2008).  Many places are adopting the latest 

technology in IS for its customers; the primary purpose of developing Information Systems is 

to have a better and more comfortable life for everyone. It means that we need to develop the 

system as per our needs and objectives, this will make the outcome we expected from the 

Information System and its technologies (Kenneth, Laudon, 2006& Bradley, 2011).In order to 

understand IS, one must think beyond the technology but to think what does Information 

System term means, this can be the start point to identify the nature of the IS we need and 

only then we can choose the suitable technologies to build it (Bourgeois, 2014). 
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Information Systems can add significant value to business and competition, but does it only 

mean to have more computer systems, handling more aspects of the business? It is false that 

the implementation of Information Systems by itself will have an added value to the business 

(Bourgeois, 2014). According to Carr (2003), Having an IS implementation does not 

necessarily guarantee an increase in business revenue. Managing the efficiency of the IS can 

provide a much more positive influence on the business. Carr also discusses that the cost of 

having IS might not be the ultimate solution rather than managing the IS productivity and the 

utilization of the available technologies. 

 

Previous studies have shown the critical issue of Information System implantations that was 

not as expected (Jessup & Valacich, 2008; Robey et al., 1984; Carr, 2003; Bourgeois, 2014). 

Among others, they have raised the awareness of better planning and designing the 

Information System based on the business needs as well as the targeted users. Such an alarm 

can prevent misplace resources and the wrong choice of technology used to develop the IS 

(Carr, 2003; Jessup & Valacich,2008). High cost Information System implementation might 

not provide the solution rather than create a problem. Jessup (2008) has raised the question of 

“What happens when an Information System is implemented poorly?”. A system that is 

intended to be effective, equipped with state-of-the-art technology might end up with a 

disaster that cost a massive amount of money. The 2008 London Heathrow airport 

implemented Information System as an example, even with the extensive simulation and 

modeling before the active system development. However, it did not stop such a loss of time, 

money and reputation (Jessup & Valacich, 2008). 

 

Decision makers need to understand IS Development (ISD) in order to make the IS 

implementation cost effective considering the required system functionalities. Information 

Systems development based on a process, to identify and achieve agreed objectives as well as 

project phases and feasibility studies can increase the efficiency of system design. (Patterson 

& Lisburn, 2018) Cost and effectiveness factors are to consider while developing an IS; it 

should cover the technological needs of the system users. Moreover, development cost budget 

is a vital decision-making concern. Such concerned need to be acknowledged before the 

actual development take place on a system that might not perform as planned due to lack of 

requirements analysis (Robey et al., 1984). Davies explains the concept of IS Development as 

“Information System development is the socio-technical system concerned with the design, 

construction, and maintenance of key aspects of an organization’s informatics infrastructure” 

(Beynon-Davies, 2013, P.365). Information System development is a continuous process of 

improvement; however, does the existing IS always fulfill its purpose? It is hard to agree that 

a particular system does satisfy all its users.  Certain system activities could be delivered right 

from the first time, and some might need further work in order to have the needed 

functionalities (Royce, 1987). 
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While the IS design themes are like a start forward practice that aims to “getting things right.” 

, there is a significant concern of future capability development as per the business needs 

without the complete demolishing of the existing IS and building a new one (Jhone, 2000). In 

such a design process, some issues to be considered. How the final product will look like and 

to what extent can we ensure that what the user expects to meet if not exceeded. “It is good to 

frequently interact with the end user and show them screen mockups and a systems 

architecture diagram of what the final system will look like” (Frost et al.., 2011, P18).  

 

Going back to the analysis phases will be very challenging to project success. The IS project 

is in danger of money and time lost if the developed system does not meet the needs of the 

system user (Roytek, 2010; Bauer, 2011). System users are to consider while the system 

development phase is taking place, it is essential to make sure that what they have asked for in 

the analysis and requirements phases are the same as the developed system. It will prevent 

developing a system that has not much value to its end users. System design features have a 

tremendous effect on user acceptance, IS that is designed to incorporating the ease of use has 

a much better success chance, IS design choices can influence user acceptance (Davis, 1993; 

Lin et al., 2018). Agile is a method of IS design that provides a more user-centric role. “The 

term agile stands for moving quickly, and the most important of the principles is customer 

satisfaction by giving rapid and continuous delivery of small and useful software” (Balaji et 

al., 2012, P28). Agile provides a clearer and continuous communication with all stakeholders. 

Rather than discussing the system requirement at the start point only, the user can take a role 

in the entire development phases with more room of requirement updates and changes 

(Hughey, 2009). Some of the advantages of Agile are that all communications are done 

directly between the developers of the system and prospective users, such precise 

requirements can help the system design process (Balaji et al., 2012). 

 

Justifying the research topic stemmed from the outcome of the previous studies about “user’s 

role in IS Design” where Dubai as an advanced region in using e-services has an active 

government module with high users’ demand. The methodologies of previous studies 

employed could not or did not explain the phenomenon adequately. There are not many 

subjects studied with regards to the user's role in the public sector within the Middle East. 

Exploring users’ perspectives is important to the current and future Information System 

development as it might lead to greater success of IS development and the effective utilization 

of technology (Eid Mohamed et al., 2017; Al-Khouri, 2012). Expanding user’s role during 

system design can make a positive impact on the existing Information System, which people 

use during their engagement with the Dubai Immigration department. eDNRD web service 

that Dubai immigration is offering to its customers for accessing a different kind of visas and 

residence permits (Dnrd.ae, 2018). 
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Earlier studies (Patterson, Lisburn, 2018; Hughey, 2009 ; Stair, Reynolds, 2012) have studied 

the relationship between IS design process and successful IS Implementation chances, and 

they addressed the need of future studies of the correlation between the expected and actual 

system. Hughey (2009) focused on the lack of using Agile in some IS design phases, and how 

Agile can benefit the IS Implementation with a more flexible design process that provides a 

better success changes to the IS implementations. Other references such as Stair, Reynolds, 

(2012) suggested that the IS design process needs such reliability to avoid the current struggle 

between expected and delivered systems. 

 

This study is to focus on the possible benefit of Agile in the IS design process, and the author 

will address the direct connection between the missing link between the effort spend on IS 

design and the outcome result that might not be as satisfactory as it intended. 

 

 

1.2. Purpose Statement and Research Questions 

  

This research will focus on Dubai immigration users’ role in the current immigration services 

provided by the existing Information System and the system characteristics they desire for an 

enhanced electronic Information System. The aim is to explore and acquire knowledge about 

the existing situation in order to suggest improvements based on users’ role in the design 

process of the Information System. The goal of this thesis is to suggest Agile as a possible 

solution to increase the IS design efficiency by including the system's user in the early phases 

of the IS design. The contribution of this thesis is to guide the system developers and decision 

makers on the possible benefits of the user's role and the increase of the IS implementation 

due to the adaptation of Agile.   

 

Based on the above, two research questions need to explore: 

 

 How users’ role can improve the design of current eDNRD Information System 

services? 

 

 How can other IS methods facilitate user role in the system design improvements? 

 

1.3. Topic Justification 

 

This study will address a new approach to the Dubai Immigration electronic services where 

all parties (System developers, Dubai Immigration and end users) can benefit from the new 

system design process. The aim is to increase the user's role in the design of IS which will 

eventually provide a better user-friendly system that presents higher value to its users, a 

system that serves the propose of electronic services implemented by Dubai immigration.  
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Such a system gives the needed outcome of making application submission easier for 

everyone. Dubai city had 65 million multi-category Immigration transactions in 2015 

(Dnrd.ae, 2018). According to the Immigration agency, 48 million passengers visited Dubai 

airports. Dubai targets to reach 100 million passengers by the end of 2020 (Dnrd.ae, 2018). 

Such a massive number of transactions are subject to increase every year, the need to have a 

better system is raised with every target to increase the transaction as stated by the Dubai 

strategic development vision. 

 

“Surveys conducted around the world show that users evaluate digital public services and do 

not hesitate to return to traditional methods rather than using digital channels to transact with 

the public administration again; neither would they recommend the use of digital services to 

others” (Anthopoulos et al., 2007). Change might not promptly be accepted sometimes unless 

the need to change is understood correctly. User acceptance testing was not a natural aspect to 

consider while the system design process was about to be complete. The feedback from the 

end user was considered as a great value to minimize the risks of system user rejection not to 

increase the user-friendliness aspect (Lin et al., 2018; Roytek, 2010). Developers think about 

what the business requirements and system functionality should be. However, user 

involvement can prevent future incremental costs if it has influence and efficiently used in the 

early stages of system development (Ehrlich and Rohn, 1994). In eDNRD case the user’s 

involvement is subject to the decision-makers approval, User experience (UX) and User 

Acceptance Testing (UAT) are the local alternatives used to manage and minimize user’s role 

in designing the system (Eid Mohamed et al., 2017; Rhode, 2012). 

 

The thesis shall study the public electronic services of the eDNRD system as a sample of 

Dubai immigration electronic services. The research area will be to explore the user’s role in 

system design, the implementation possibilities and challenges of user’s involvement as the 

theoretical and practical contribution to this thesis.  
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1.4. Scope and Limitations 

 

The scope of this study is to understand the user’s role in the existing system design process. 

In addition, to highlight the importance of the user’s role in existing and future systems may 

result in implementation concerns due to culture and cost aspects. More interviews with 

different users and backgrounders would add additional value to the contribution of the study. 

The choice of interviewees was made to cover the complete cycle of IS design while 

managing the similarities in responses about this study. 

 

Three out of the four interviewees have worked in the same organization and immigration 

systems, and this experience has provided a similar input in general areas such as the existing 

situation in IS design and how it can be improved. However, each one has provided the 

uniqueness of his role and professional experiences in proposing the improvement. Another 

aspect was the nature of the targeted IS and the government organization that supports it. 

Immigration authority pays much attention to the security of data, and it was not accessible to 

the author to acquire more in-depth information about the system design process. It is possible 

that the same thesis topic might provide more valuable contribution with focus on another 

type of organization that might allow the author to acquire all the needed information about 

each design process, or maybe the same type of organizations can provide all the needed 

details soon with the rapid use of technology and fewer security concerns. 

 

Many lessons and more efforts are considered an asset of this thesis experience; The author 

could have done many steps more effectively if the current experience outcome was available 

at the time of the Thesis start point. The outcome is considered understandable giving the 

present circumstance. The proposed solution is considered generic and flexible. It might raise 

issues regarding its applicability, specifically about the government readiness of having a 

more user role in the available system improvements, mainly due to security reasons. Another 

challenge is the possibility of gathering precise data about government authority in the UAE 

due to the same reason.   
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1.5. Thesis Organization 

 

This thesis aims to explore the user’s role in the design of an immigration electronic service 

Information System. It is organized into six chapters: 

 

·  Chapter 1: Provides an introduction including the research setting along with system 

characteristics, the purpose statement, research questions, limitations, and justification. 

  

·   Chapter 2: Highlights the available literature of the main topics, including a summary of 

the theoretical and empirical studies. 

  

·   Chapter 3: Describes the methodological approach, the methods for data collection and 

analysis approach, along with the issues inherent in design choices, such as reliability, 

validity, and reflexivity, also ethical considerations. 

  

·    Chapter 4: The findings are presented and analyzed. 

  

·    Chapter 5: Discusses the findings and focus on the future possibilities. 

  

·  Chapter 6: Summarizes and concludes the research and offers suggestions for future 

research. 
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2  Review of the Literature 

 

The review of available literature is a collection of written work that gives a perspective 

summary of some previous findings in an area of the found research literature, reflecting the 

author’s knowledge and interpretation of his area of interest (Hewitt,2007). 

 

In this part of the Thesis, the aim is to explain the main terminologies used, as well as to 

highlight and clarify of used approaches throughout the review of the literature. 

Aforementioned will benefit to support the research focus on the user’s role in Information 

System design. The author is establishing a ground foundation for the understanding of some 

technical aspects of Information System development. The starting point in this thesis was 

searching the available resources, using some keywords to find relevant research work such as 

“User’s role,” “Electronic services” and a few others. The aim was to establish academic 

ground knowledge to build the research on. The research domain has included, but not limited 

to, Linnaeus University Library database, published articles over a few internet sites and 

Google Scholar as the primary sources. Conducting a broad literature review is a very 

challenging approach, which provides a precise, summarizing and logical study of the 

available research studies (Creswell, 2014). 

 

There were not many articles found concerning the Middle East region when it comes to 

user’s role in system design. The next step was to find relevant citations to support the 

argument in this thesis; over 100 references found concerning the research scope. In the third 

step, the most recent and directly related resources selected due to the rapid change in 

technology; such might make some earlier studies' findings outdated, with a focus on their 

abstract and conclusion parts. The third step did provide the latest research findings within a 

similar perspective to the topic in this study. The fourth and final step was to categorize the 

selected resources to have proper flow, which is essential to have a reliable and structured 

idea of the research. Hence, this study might add a contribution to academic research within 

the region. Providing future studies with many findings and highlight the need for more 

research in this scientific area. Therefore, It was decided to use the available resources and 

link them to the IS in this thesis to help any future investigations. 

 

 “Empirical results corroborate the positive link between user participation and user 

satisfaction and provide evidence on the interplay between user attitudes and user 

involvement” (Lin, et Al., 2000, p283). Some researches focused on the user’s role in system 

design (Blethyn, Parker, 2014; John, 2000). Others discussed the change resistance 

(Bourgeois, 2014; Hsu et al., 2010; Hoop, 2013). The author will focus on both aspects and 

the relation between them, attempting to provide answers to research questions with the 

connection to improving Information System design. Improving ISD requires motivating the 

developers and project managers to find a better way to involve users during initial project 

phases (Hsu et al., 2010; Lin et al., 2018; Kassim, 2012). 
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2.1. Designing Information Systems 

 

Design of IS can be “the interface between understanding and creation,” the design itself can 

have many procedures as per the design project and scale of business. However, there are 

many similarities in the design phases concerning the same business nature (Winograd, 

Flores, 1986).   Few Information Systems literature discuss that design was initially a set of 

processes which are needed to transfer a structured IT system definition into an actual system 

using the available software and hardware technologies (Gasson, 2005; Friedman, 1990). To 

start an IS design project, one must know many domains such as application, software, 

hardware. It will provide an excellent foundation of the design process, to have what we need 

with the available resources to make it (Guindon, 1990a). The start point of any design 

activity is the user requirement or scope of work. Otherwise, it will be challenging to 

understand the problem. Information about the current phase gives a perspective to choose 

how to proceed further (Blethyn et al., 2014; Kassim, 2012). 

 

Information Systems are designed based on the systems development life cycle (SDLC). The 

five phases for SDLC are Analysis, Requirements, Design, Development, and 

Implementation. In the Analysis phase, the existing situation needs to study to understand the 

future need of the Information System (Guindon, 1990b). While in the next phase the system 

requirements need to be collected so that the planned system functions can be specified. Later, 

in the System design phase, visualizing the required system and how it will look like as well 

as the technology that will be used to develop that IS. In the development phase, the system is 

to be programmed and tested according to the design set in phase 2 and the requirements 

gathered in phase 3. Phase 5 is the last phase in SDLC where the ready system to be 

implemented to users (Frost et al., 2011). 

 

Successful Information System requires practical design, and efficient design is where 

Information Systems interact effectively and provide a better service to the user. Improving 

the system usability offers a user with gateways rather than bottlenecks (Shackel, Richardson, 

1991). Few perspectives are needed to consider while Information System Design (ISD) 

projects are to start. ISD is not only about to analyze the requirements then implement the 

solution, consuming the available resource must be done wisely to reduce redesign the 

solution twice or more to meet the business needs (John, 2000). Usability is an essential 

aspect in system design, the easier the system, the less time user’s need to learn and perform 

as planned (Shackel, Richardson, 1991). The user interface is the technology that facilitates 

the interaction between the system and the system users (Davies, 2013). Designing a better 

user interface often minimizes the system error, users will know how to perform correctly 

instead of blaming the system for some functions that they cannot find or execute. It also 

increases the possible acceptance level of the IS.  

The analytical design is another aspect of ISD, how much information should appear and 

using which representation style to manage the information flow. Manage the information 

flow as per the user’s needs, and it is very critical to have the right amount of information in 

the correct location (Frost et al., 2011; Holgersson et al., 2018). 
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ISD also might face a few issues regarding the design process and its limitations, deciding 

about the boundary of the IS becomes very critical.  Especially if the design Requires a 

complex system, the outline of information, as well as the flow, is a decision of higher 

management and information development professional. Such design issues and many other 

needs to be considered before the system design and implantations phases start, to identify the 

direction and scope of what is needed. This careful study of the possible obstacles can make 

the ISD much beneficial than do the design and face the hard facts later on (John, 2000). ISD 

is about implementing an organizational strategy; a system that helps organizations to deliver 

a product or a service that either did not exist before or that has a specific limitation. While 

technological capabilities can contribute to faster and more comfortable transactions of 

business, it is the improved ISD that makes the difference with advanced technologies to 

come to a new situation that we might never face before (Bourgeois, 2014; Patterson & 

Lisburn, 2018; Lin et al., 2018). 

 

"The effective planning, management, and operation of informatics have a critical bearing on 

the use, impact and success or failure of Information Systems " (Davies, 2013, P299). System 

Users can play a significant role in the success or failure of Information System 

implementations. It could even increase the success period based on the system usability 

acceptance, a more usable system for the users makes the Information System lifetime longer 

and more effective. In other cases, the failure might come from the limited value of the 

Information System to its users. This value implies it generated from the involvement of users 

to the Information System design phase. Reducing the user resistance could provide a 

significant change in the success or failure chances of IS implementations (Davies, 2013). 

 

“Design is for the benefit of people, and designed systems are built by and used by people. 

The more successfully the real needs of people are met, the more successful the design. A 

designed system which did not serve human needs would be nonsense” (Blethyn & Parker, 

2014, P4). ISD focus should not be on the financial cost reduction or the latest technological 

devices, and it is more towards getting the efficient design that fits the system user’s needs, 

there are many types of users, such user diversity are subject for further consideration. This 

study is to design the IS based on the exact requirement of this user group. Each system has 

its user group with a variety of skillset that might not be the same with other user groups 

(Bourgeois, 2014). 

 

Current knowledge of technology and the business experience of the target group is a 

significant factor in designing a system to fit their needs. If the system is hard to learn for 

most of the users, then the system would face unsuccessful implementation, more users will 

not find it easy to perform the system functionalities according to the previous skills they 

might have. 

Provided an easy to learn system design leads to practical system usage among most of the 

users. Satisfying the needs of most users offer better chances for implementation success (Hsu 

et al., 2010; Hoop, 2013). Ending this part by recalling Walsham’s work about understanding 

the effective use of Information Systems and then we could all have a better life (Walsham, 
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2012). The user is the target of the Information System, so his opinion is at most valuable for 

a better Information System design. Once the user is part of the process, then the systems can 

be more user-friendly (Bauer, 2011). 

 

2.1.1 User’s Role in IS Design 

 

Several earlier studies have focused on the user’s role in the success or failure of the IS 

Design and implantations such as (Patterson & Lisburn, 2018; Lin et al., 2018). From people 

to users, the IS development has more success chances once the user and his needs are the 

centers of the system design. “The spread of Information Systems has provided users with 

more experience on IS usage, allowing them to form their own opinions and expectations 

regarding IS development (ISD) projects” (Chen, Liu, and Chen, 2011, P149). Hence 

providing precise system requirements can increase project success rates. An important 

concept that relies on giving users what they require not what developer’s think they need 

(Chen, Liu and Chen, 2011). 

 

“Information System development (ISD) has long been treated as a process where system 

developers craft an artifact to support business operation based on their special expertise. 

However, a significant portion of projects still failed because the developed outcome cannot 

fit users’ needs” (Hsu et al., 2010, P401). The collaboration of all stakeholders (system users, 

system developers, decision makers) is essential to build a successful Information System 

design (Stair, Reynolds, 2012). Technology by itself will not make the targeted success for in 

IS implementation, and system users need to have a role in the design phases throughout the 

development project. To minimize the risk of a system that cost a lot of time and money but 

with not much of value to its users. They need to know the system and its design to modify it 

according to their needs (Frost et al., 2011). Including users in the design of IS will ensure 

that they will receive the system that fulfills their needs, a final product they end up with 

using daily (Patterson, Lisburn, 2018). 

 

The balance between the user needs and expectations can make a better Information Systems 

implantation. “Actual requirements can be better identified when users engage in the 

development process. As a result, the developed systems can respond to users’ needs” (Hsu et 

al., 2010, P403). Ease of learning has directly linked to the user acceptance level.  “Evaluating 

the satisfaction and its determinant is an important exercise to gauge the value and 

effectiveness of the Information System investment” (Kassim et al., 2012, P412). Due to the 

diversity of users’ expertise with factors like education, age and accessibility, users’ impact is  

“the behaviors and activities that the target users or their representatives perform in the 

systems’ development process” (Barki, Hartwick, 1989, P59).     

 

2.2. Software Development Life Cycle    

 

One of the primary methods of design an Information System is to use the software 

development life cycle (SDLC), which has 5 phases (Frost et al., 2011). The cycle is designed 
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to draw a roadmap from the start point of the Information System created to the final delivery 

of the system to the users. Each phase explains the required input and output to move from 

one phase to the other. The duration of each phase will not be the same due to the variety of 

business needs and the used technology as well as the budget allocation for each project.  

Every project is unique in its delivery as developers, users and business are not the same in 

each time. At some point, there might be a need to redo a specific phase if the outcome was 

not as planned or that there was a change in the primary business requirement or technology 

(Rhode, 2012; Sammon et al.,2011). 

 
Figure 1- A modified version of SDLC Phases (inspired by Frost, et al., 2011, P17) 

1. Analysis: Understand and document the current situation with the business officials, 

and the documentation should be precise as the current transactions take place. Even if 

there is a need to improve the business transaction, this is in the next phase. It is 

essential to know the same existing business environment to plan for improvements 

(Frost et al., 2011). 

 

2. Requirements: The necessary change in business and technology is to understand as 

per the business needs to define the efficient design of the Information System 

according to the available time, money and other resources (Balaji & Murugaiyan, 

2012; Sammon et al., 2011). “The requirements are developed by the end user of the 

software and not by the developer” (Rhode, 2012, P197). Only the business and end 

users should define the requirements not the system developers to ensure that the 

delivered system meets the needs of its users (Rhode, 2012). 
 

3. Design: They are defining how the system should look like and the visual appearance 

of system functions as well as the flow of information to the system user. These 

Elements in which design set should describe the exact business needs into a system 

function. The design phase is very critical and might bring the IS into success or drive 

it to failure (Balaji & Murugaiyan, 2012; Frost et al., 2011). 

 

4. Development: Building the Information System using the chosen technology, 

hardware, and software elements to make the designed system a visual appearance, 

this phase is mainly done by technical teams (Frost et al., 2011). 
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5. Implementation: Delivery of the ready IS, testing the features according to the 

documented requirements, train the system users and other activities to ensure that the 

system is functioning as it was intended to be. The final delivery and signoff of the IS 

(Frost et al., 2011). 

 

These five phases have many breakdowns activities, so testing as an example could be done in 

the development phase to check the system is functioning as designed. However, it would 

require more work in the implementation phase. The test environment from the technical team 

system to the business system might have new issues that need further analysis and design. At 

the development phase, the technical team might propose a faster, effective alternative to the 

business decision makers. If they agreed upon that, then that specific alternative needs to be 

redone in the requirement and design phases (Rhode, 2012). A system that is planned to 

deliver in twelve months could make up to 90% completion rate in Ten months and another 

six months for the remaining 10% if the final system does not meet the business needs (Shead, 

2018). 

 

2.2.1.  Waterfall Approach and Agile Methodology 

 

2.1.1.1 Waterfall Approach 

 

In IS development, there are two major concepts that can be used. Each concept has its own 

advantages and disadvantages. In 1970, Dr. Winston W. Royce has introduced the Waterfall 

approach, which is “a sequential design process, often used in software development 

processes, in which progress is seen as flowing steadily downwards (like a waterfall) through 

the phases” (Balaji & Murugaiyan, 2012, P26). 

 

 
Figure 2 : A modified version of The Waterfall approach (inspired by Hughey, D., 2009) 
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As Figure 2 explains the five stages of the waterfall approach: 

 

1. Requirements - Gathering the system requirements based on the project scope and 

timeline, defining the technology to be used. 

 

2. Design - Start the system design as per the required characteristics, set the user 

interface screens, decide on the database structure. 

 

3. Implementation – Execute the IS implementation on the client site, introduce the 

system functionalities to system users. 

 

4. Verification - The system is being tested against the initial requirements at the 

beginning of the system design process, verifying the users understanding of the 

system functions. 

 

5. Maintenance – Make sure that the system functionality is running as per the system 

design, perform updates on the system design as per the requested changes. 

 

Such steps do not show the final product until the very end of the delivery of IS. It could be a 

very productive approach for specific projects. The waterfall methods provide a direct trace of 

the system design process, cost and time resources can define before the start of the IS 

development. The verification of the system can be managed one time as the requirements did 

not change throughout the process (Hughey, 2009). 

 

There are also some issues with the Waterfall approach such as change of the requirement at a 

later stage will be hard to accommodate. It takes a longer time to see the actual system and 

validate the accuracy of the collected requirements (Balaji & Murugaiyan, 2012.) The 

waterfall approach cannot accommodate any more significant role for the user to be effective 

while the IS design process is taking place, so even some users might face a system that 

serves outdated business requirements. The user interface will not be tested with the user 

more than once in the Waterfall approach, while it needs many test cycles to come up with the 

interface designed by the IS user (Brown, J., 1997). 
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2.1.1.2 Agile methodologies 

 

Agile methodologies are a more recent concept in IS design, “the term agile stands for 

moving quickly, the most important of the principles is customer satisfaction by giving rapid 

and continuous delivery of small and useful software” (Balaji & Murugaiyan, 2012, P28). 

 

 
Figure 3 : A modified version of Agile Model Life Cycle (inspired by Balaji & Murugaiyan, , 2012,P29) 

 

According to Hughey, 2009, agile methodologies provide more precise and continuous 

communication with all stakeholders. Rather than discussing the system requirement at the 

start point, throughout the entire development phases with more room of requirement updates 

and changes. There is an argument that agile is not a methodology by its own rather than a set 

of values and principles, the main idea is to be more flexible about how to design and deliver 

the IS based on the needs of its users, not the available time and resources (Shead, 2018). A 

developer should not choose what is more comfortable for him to do rather than what the user 

needs to have. Users are connected to the system design process so that any required change 

can be done to avoid any rework (Beck et al., 2001; Fowler & Highsmith, 2001). The Agile 

manifesto has less than 70 words that state that the software development can be much better 

when focusing on the left side items rather than the right-side ones as shown in figure 4 below 

(Shead, 2018). 
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Figure 4 : The Agile manifesto values (Agilemanifesto.org, 2019) 

 

Values are not the only content of this manifesto, so there are also twelve principles to explain 

further the importance of agile and how they can deliver better results when it comes to 

software development. The principles are about how and when the developer can interact with 

other business and technology aspects, what is more, important to do if agile is the chosen 

method to develop software (Beck et al., 2001; Fowler & Highsmith, 2001). Many 

organizations claim that they do the Agile way of software development while they are not, 

due to many reasons they claim to be agile to attract more business opportunities or to have a 

better competitive advantage in the software development market. To be Agile does not mean 

that the development team should have daily standup or use specific software, which makes 

the organization Agile is to follow the values and principles in the agile manifesto. Decide 

how they want to execute it according to the business and surround variables but with the 

agile manifesto in mind.  Agile is not showing organizations how to develop software. This 

decision is totally up to them. Agile is just showing them how to do it better using the set of 

values and principles always to remember what is more important and what is less (Shead, 

2018). 

 

Some of the advantages of Agile are that all communications are done directly between the 

developers of the system and prospective users, such precise requirements can help the system 

design process (Balaji, & Murugaiyan, 2012). There are some disadvantages like the 

undefined cost and time needed to complete the system development, senior system 

developers might dictate the decision making from the lower level of the system developer 

(Balaji& Murugaiyan, 2012). 
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2.3. eDNRD system characteristics  

 

This Thesis will focus on one of the e-service solutions provided in the United Arab Emirates 

(UAE) located in the Middle East region, specifically in the modern city of Dubai. “Today, 

the UAE is considered to have one of the most advanced and world-class information and 

communication technology infrastructures” (Al-Khouri, 2012, P130). Dubai Immigration is a 

leading provider of e-services in the Gulf region and the entire Middle East. As the city of 

Dubai has a lot to offer to the visitors and residents, the provided e-Services are among the 

efficient provided government services for establishments, and individuals Dubai Immigration 

and Naturalization Department as a governmental authority uses an Information System to 

provide different services to citizens, residents, and visitors. There are different types of 

services offered by the government to the users, but not all of them are easily understandable 

and accessible by each user (eDNRD.ae, 2018). 

 

General Directorate of Residency and Foreign Affairs-Dubai (GDRFA-D) eServices is “a 

fully integrated immigration processing system designed to minimize the time you spend on 

managing your application and other transactions.” Electronic Department of Naturalization 

and Residency Dubai (eDNRD) is an online self-service Information System, which gives 

access to all its users to apply, track and complete their immigration requirements “from the 

comfort of their office/home” (eDNRD.ae, 2018). “Currently the user will be able to apply for 

Visit, Tourist, Service, Employment & Residence entry permits through eDNRD if the 

sponsor is a Company & for Visit, Residence & Employment if the sponsor is individual 

users” (eDNRD.ae, 2018). The eDNRD Information System is considered successful 

comparing to the traditional submission of hard copies by hand (eDNRD.ae, 2018). 

 

eDNRD users can create their profile by providing some personal or company related 

information (see Figure 6 in Appendix D). After the verification process by the immigration 

officer who checks the validity of the documents (See Figure 7 in Appendix D), the user 

account becomes activated and the eDNRD system would be ready for providing online 

services such as application registration, payments and getting the final approval or rejection. 

The login page is available in English and Arabic (See Figure 8 in Appendix D). An integral 

part of the eDNRD is to provide the residence visa services for Companies’ employees, which 

includes the following residence transactions: 1) New residence 2) Renew residence 3) 

Change Status 4) Travel Report 5) Financial Report (eDNRD.ae, 2018). All these transactions 

are related to the government/semi-government as well as Private Establishments. This 

electronic service is in Dubai, a city which continually witnesses a new service for the 

resident’s welfare, considering the latest technologies and sustainability projects, a technology 

hub in the Middle East (Dnrd.ae, 2018). 
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2.4. Exclusions 

 

The author has decided not to use a few terms like e-participation since this concept refers to a 

much broader scale of users’ involvement issues than what needs to focus.  It is done to draw 

attention to users’ role in the design of Dubai electronic immigration services Information 

System IS to help users to be involved in decision-making processes. The intention is to 

contribute to more understanding of the roles and importance of users in the design of an 

Information System. This thesis does not discuss agile methods such as Extreme 

Programming, the most common agile method. Neither will the author discuss Scrum, nor 

Test-Driven Development. As these development techniques are subject to change from that 

organization to another as well as the more technical details it contains. 

 

Information Technology Infrastructure Library (ITIL) shall not discuss as well, and 

infrastructure scope has more to provide for information technology research subjects than 

Information System design area. So keeping the in-depth technical aspects outside the scope 

of this research, the focus was on the general practice of Information System design with 

relation to the user's role and effect on Information System implantation success. ISD does 

require prior knowledge to understand the points of discussion in this thesis. However, it was 

explained here as simple as it can be. The essential value that this thesis aims to achieve is a 

shared understanding and valuable discussion points, that is easy to follow for an ordinary 

reader.
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3 Methodology and Research Design 

 

“The Selection of the research approach based on the nature of our research problem, the 

researcher’s personal experiences and the audiences for the study” (Creswell, 2014, p.3). 

Philosophical assumptions in this thesis will explain in this chapter as well as the used 

methodology and research methods data collection: data analysis, validity, and reliability and 

ethical considerations. 

 

3.1 Research Paradigm 

 

A research paradigm defines as “a basic set of beliefs that guide action” (Guba, 1990, p.17). 

From Positivism, Critical, and Interpretive research it was decided to use the interpretive 

approach for this research as the aim is to recognize, interpret and explain the Information 

System and its design. By understanding the context, the current situation can analyze. It 

should lead us to avoid the current issues in IS Design as well as think of more effective 

methods of design. 

 

The interpretive approach was chosen in this research, to study, explore and understand users’ 

role in the Information System design. The aim is to propose a more effective users' role 

starting from the early phases of design.   

 

3.2 Methodological Approach 

 

The qualitative approach is used “to establish the meaning of a phenomenon from the views 

of participants” (Creswell, 2014, P19). In this research, the author has selected the qualitative 

approach, as it helps with a deeper understanding of users’ role while using a quantitative 

research approach cannot help with this requirement. 

Data collection as well as data analysis, are parts of the research design. Qualitative inquiry to 

use as the empirical findings. Interviews and document review are to provide reflections on 

the research topics. 

 

3.3 Methods for data collection 

 

3.3.1 Interview 

Interviewing users and system developers are to provide the required data to explore existing 

design techniques as well as to suggest Information System improvements.  “Interviews are 

an obtrusive method which can generate substantial in-depth qualitative information usually 

from a small number of respondents” (Hart, 2005, P357). 
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Data collection based on four interviews from different developers and system users of the 

eDNRD system as well as similar Dubai Immigration electronic services. The interviewees 

(participants) given the opportunity to provide suggestions on how to improve the existing 

user's role in system design, discussing current, and future challenges a well as how those 

challenges addressed from the developer, management and user's point of views. Before 

conducting the interviews, Informed Consents collected from the interviewees and an 

interview guide consisted of ten to twelve exploratory questions was designed to use to 

conduct the interviews (see Appendix A & B). An invitation was sent separately to each 

participant by email, besides a separate discussion with each participant was conducted to 

clarify any points they might have.  

 

Participants selected due to their experience with the Dubai electronic immigration service’s 

Information System. Seven participants invited, four accepted to participate in this research. 

Participants one, two and three were system developers/users and Participants four was end-

user. They agreed to participate in the interviews after they obtained a full understanding of 

the purpose of the study and the conditions for participation in the interviews. There was no 

interference with what they will say in the interviews; all participants have expressed their 

opinions freely. 

 

Each participant has provided his own experience and input based on the interaction with the 

Information System design and the user's role. Four interviews provided essential data for this 

research. Data saturation reached in the common discussion points, variation in improvement 

suggestions responses and views of participants based on the participant role in Information 

Systems design. The interviews are designed in a semi-structured way and conducted through 

Skype due to the distance from Sweden to Dubai. However, permission for audio recording 

provided by the participants. Interviews lasted from twenty to forty-five minutes, some 

participants did speak, and faster than others, all interview questions answered. Participants 

were motivated to talk about the current Information System design.  

 

One of the interviews was in English, and the other three interviews were in Arabic. An 

English interview transcribed. The other three Arabic interviews were transcribed in Arabic 

and then translated into English. For each transcription, it took between four to six hours. The 

translations (from Arabic to English) took eight hours for each interview. After completing all 

the transcript/translation, which was cross-checked to make sure that they are without any 

single error of mistyping or a missing word for each line. After making sure that all 

transcripts/translations are identical to the audio recording, each participant received a copy of 

the transcript for the final approval, then final approval on transcripts/translation was provided 

from all participants. The following table shows the schedule of all conducted interviews 

including the language and duration. 
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Table 1: Interview Schedule 

No. Role Date Duration Language 

1 Project manager 30th March 2018 25 Min English 

2 Business analyst 28th March 2018 41 Min Arabic 

3 
User experience 

designer 
31st March 2018 30 Min Arabic 

4 System user 31st March 2018 31 Min Arabic 

 

As per mentioned in the above table, three interviews conducted with Information System 

developers such as business analyst, Project Manager, and user experience designer (No 1, 2 

and 3) and one interview with the end users (No 4). It was important for this study to 

understand the Information System design from the developer's point of view. The IS 

developers decided on the user’s role. It was necessary to know their input with regards to the 

current user's role in the Information System as well as the future possibilities to increase 

user’s role and make it more effective in the ISD process. Due to the diversity of users’ 

expertise with factors like education, age, and accessibility, Users’ impact described as “the 

behaviors and activities that the target users or their representatives perform in the systems 

development process” (Barki & Hartwick,1989, p.59). 

 

Having three participants from three major roles in ISD, provided a rich input to meet the 

purpose of this study. Data saturation reached in major discussed topics; there was a very 

similar opinion from the participants with relation to the interview questions.  The challenges 

and opportunities presented, and possible solutions provided. Not to neglect the user’s voice, 

the 4th interview conducted with a system user to understand another side of the story. The 

user in this interview has shown the desire to have a more role in the ISD, as the end user uses 

the system at the end of the day. Organizational ISD scope to include the user's role in design 

phases, increasing the IS usability is a mutual benefit. 

 

3.3.2 Document Analysis 

 

Document review method is chosen to understand the system, as a complement to the other 

data collection method, the interview. The document review provided the background 

knowledge needed to understand the nature of the system and what functions it contains 

(Bowen, 2009; Merriam & Tisdell, 2015). An official document from the eDNRD electronic 

immigration service’s Information System used as secondary data in my research. The 

document included information about the Information System as such and photos of it. A 

user’s manual downloaded from Dubai immigration service’s website, which provided most 

of the information regarding the Information System specifically.  
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It is publicly available to be downloaded for system users. Directly after the login screen of 

the eDNRD system, there is also an online published version (eDNRD, 2018). The document 

contains 51 pages and explains the steps of how to use the system from the early registration 

stage until the service delivery. It is available in the Arabic and English language. However, 

the English version of the document used. The user manual from the eDNRD system to be the 

document review material, which focused on the system characteristics, strengths and 

development areas to come up with valid suggestions based on the up to date system design. 

Through reviewing these documents, the author acquired a better understanding of the 

eDNRD electronic immigration service’s Information System, its design and current features.  

 

Once the data collection completed, the initial coding of the user manual document and 

interviews originated. This step was essential to understand the collected data and have a 

basic understanding of the data and the relation to the research topic. The initial coding was to 

organize the data and made it easier for further data analysis. 

 

3.4 The Researcher’s Role 

 

In qualitative interpretive research, the center of attention is the knowledge participants 

present to the phenomenon under-study, not the thoughts that the author brings to the study or 

what the current literature shows (Creswell, 2014). 

 

The author of this study had the background as a system developer of the eDNRD electronic 

immigration service’s Information System, performing training and support activities in the 

final implementation phase of this Information System. However, the author has not exposed 

to the system design and its phases before this study. Interviews transcriptions made without 

any biases, empirical findings were conducted only based on the participants' statements. 

author's experience with the research problem was his work experience and direct interaction 

with the authority and its Information Systems. There are many things not known about the 

system before this study, and new perspectives provided from the data collected in this study.  

 

Together with this, the author recognizes the fact that it was unfeasible to be disconnected 

entirely from his background. During the interpretation, he tried to make a connection 

between experiences and empirical findings to give a better understanding to the reader about 

the concept. The author used the collected data without any interference in its meaning. The 

intention was to make it much easier to understand with the strict hierarchy. Data analysis 

steps were to link from one aspect to another. It was neither the intention nor any attempts to 

use the data in any other meaning than what the participants state it. 
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 Authors’ experiences 

 

Conducting qualitative research for a Master Thesis was a very educative journey, making 

sure that the collected data is accurate and data analysis done correctly, were the primary 

concerns. Reading the published articles with a focus on the selected topic has added a lot to 

the author’s knowledge. The Thesis structure as well as translating an idea into readable text 

was a challenge at the beginning but soon was transformed into a learning opportunity of its 

own. Keeping in mind the university requirements of the academic thesis not just personal 

opinions made it clear. The author made all possible efforts to answer the research questions 

in an effective academic way besides raising questions on future research needs. 

 

Overall, the journey has come to an end with a lot of learned and much yet to learn in the 

future. 

 

3.5 Data analysis 

 

Analysis and interpretation founded upon the collected data. Data analysis is the route of 

relations linking the researcher with the collected data to help researchers recognize and 

extract themes and subjects for generating patterns through the raw data (Hart, 2005). “The 

process of analysis, evaluation, and interpretation are neither terminal nor mechanical” 

(Denzin, 2008, P345). 

 

“Qualitative research uses an inductive strategy. Its purpose is to examine the whole, in a 

natural setting, to get the ideas and feelings of those being interviewed or observed” 

(Lichtman, 2013, P247). Data analysis in qualitative research is inductive and iterative. As a 

qualitative researcher, there was a need to organize the collected data and make sense of it. 

“There is no right way to do this. And, you are no more or less expert at doing the task than 

the next person” (Lichtman, 2013, P249). Lichtman’s thematic analysis was used to analyze 

the collected data. The process is also called three Cs analysis because it starts from Codes, 

then it moves to Categories and ends up with significant Concepts (Lichtman, 2013). 

Lichtman suggests six steps for the analysis of data: 

 

1. Initial coding 

2. Revisiting or examining initial coding 

3. Initial listing of categories 

4. Modifying the initial listing based on additional rereading 

5. Revisiting the categories and subcategories 

6. Moving from categories to concepts. 

 



 

31 
 

The following figure illustrates the data analysis process based on Lichtman’s three Cs 

method. 

 

 

 
Figure 5 : A modified version of Data Analysis (inspired by Lichtman, 2013, p.252) 

 

Learning more about how the data analysis should conduct, it was decided to follow a manual 

process of data analysis instead of using software for coding. Due to the data set size as well, 

it was not hard to obtain information from the collected data by reading it several times. The 

codes extracted, and then categories were linked with codes. After reviewing the categories, 

some of them removed due to irrelevancy to the research topic, some merged with other 

categories, and some were modified. Finally, a few primary concepts extracted out of these 

categories. Table 4 shows the final code and categories that was the result of the data analysis 

process. 

 

3.5.1 Interview Transcription 

 

According to Creswell (2014), the data analysis process is the transcription of the raw data so 

that valuable ideas of participants can be understood. To ensure that data is accurate as it 

should be, the word by word transcription and translation of the interviews did take a lot of 

time and effort. Next step was to proofread the content of the transcriptions carefully to 

ensure the feeling of the sincerity, deepness, and use of the information. Below is the sample 

of what was used to write transcriptions (see Appendix C). It was essential to keep the 

participant's statements accurately during translation of Arabic interviews to English, as this 

could change the meaning of the original statement (see Appendix C). Each Arabic interview 

contains three transcription/translation file as follows.  

(All the files have been saved in a folder to demonstrate the transparency of the process) 



 

 

     

 

32 
 

 

●  The first file contains the original text in Arabic according to the audio recording. 

●  The Second file contains the Arabic and English translation (see Appendix C). 

● The Third file includes the original English text and the English version of the 

Arabic interviews as well. 

 

Only the third file contains the English translation was used later for data processing and 

analysis. According to the thematic data analysis, Lichtman’s 2013 explain data analysis. 

Each participant assigned an initial code which could be used easily in the coding phase. This 

process was to make the next steps easier and to keep participants’ anonymity. The identity of 

the participant was protected by hidden the first and last names (see Appendix C). 

 

3.5.2 Thematic Analysis 

 

The author has chosen to follow the methods of “Making Meaning from Your Data,” using 

the 3 Cs model (Lichtman, 2013; Coffey & Atkinson, 1996; Hsieh & Shannon, 2005). Codes, 

Categories, Concepts were developed based on the collected interview data. 

 

● Coding 

 

“Some people believe that the codes should determine as a priority. However, most take the 

position that the codes emerge from the data via a process of reading and thinking about the 

text material” (Lichtman, 2013, p.248). In the beginning, the initial coding extracted by 

making an excel sheet to start the coding. Using Excel made it provided, organizing and 

filtering the data whenever needed (Basit, 2003). Avoiding the repeated parts or the ones 

which were not related to the topic and problem area, then moving the related statements to 

the Excel sheet. In the next step, each statement assigned a code. 

 

Here is an example of the Excel sheet codebook contains the predetermined codes used for 

this thesis: 

 

Table 2: Coding Sample 

No. Statement 

Code 

Statement Code 

1 N4_AA_R8 We send full details of the applicant 

along with the passport copy and 

documents, trade licenses and the labor 

contract. 

Ease of use 
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“Finally, the researcher applies selective coding in which choices made regarding the most 

important codes. A hierarchy developed and one or a small number of codes are chosen to 

represent the key concepts drawn from the raw data” (Lichtman, 2013, P258). After having a 

basic structure of codes, the codes revised by going through the statements alongside each 

assigned code.  Duplicated codes deleted while unifying the ones who had the same meaning. 

After this long process, it ended up with twelve Codes that represent the collected data (Table 

3 shows the codes). 

 

 

Table 3: Sample of Codes 

No. Code 

1 E-service advantage 

2 Application Submission 

3 System enhancement 

4 Payment Issue 

5 System upgrade 

6 System enhancement 

 

 

● Category 

 

The author focused on categorizing the initial codes, an explanation specified for each 

category based on the comprehensive information provided. This process needed more focus 

to link the codes with the categories based on the thesis subject. After reviewing the codes, 

the conclusion made on how to write the categories. 

 

Table 4: Categories 

No. Category 

1 System characteristics 

2 
E-Service Benefits 

3 Usability 

4 User engagement 

5 Design Improvements 

 

Some discrepancy found. For instance, one code was in two categories. One category can 

have one or more codes, but one code cannot be in two categories (Bazeley, 2009). Excel 

facilitated the filtering of codes and categories columns. After deleting the duplicates and 

merging similar ones, the process ended up with five categories. 
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● Concept 

 

 

In the last step by reviewing the categories and reviewing the process, it was decided to 

reshape the categories as readable. Consequently, small changes made, merging the categories 

with the subject related to four concepts (Bazeley, 2009). This process is essential to the 

researcher having the ability of data trace. It will be more understandable to the reader as 

well. These concepts are the ones which appear as the thesis key findings. 

 

 

Table 5: Concepts 

No. Code 

1 Advantages of IS 

2 
Suggestions on Information System 

development and improvement  

3 
Benefits of User role in eDNRD system 

development 

4 Shifting organizational and cultural mindset 

 

The next table shows the data analysis process, leading from codes into categories and ending 

up with Concepts. A full list of data analysis provided with all codes, categories, and 

concepts. (see Appendix C). 

 

Table 6: Sample of 3 Cs 

No. Code Category Concept 

1 Application Submission Application process Advantages of IS 

2 

Payment Channel Required service 

Suggestions on Information 

System development and 

improvement  

3 

User Involvement User engagement 

Benefits of User role in 

eDNRD system 

development 

4 
User’s role User engagement 

Shifting organizational and 

cultural mindset 
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3.6 Reliability and Validity 

In this research, the author decided to use some of Creswell’s strategies to clarify the bias the 

researcher brings to the study. The reliability of this qualitative approach, the full procedure 

documented. The author checked the transcripts frequently to know if there were any 

mistakes. Then matched and cross-checked the codes (Creswell, 2014). The collected data 

was dealt with respect and transcribed carefully. There was no data manipulation done at any 

point. The process of data analysis did focus on making sense of the data and provide a much 

clearer path for organizing it. The aim of the data collection and data analysis is to meet the 

purpose of the study, above all the other things. 

It was essential to provide this thesis with the data that is valid for such important topic, 

choosing the participating was upon that aim, and their input from 3 different development 

roles as well as the user's information did provide what was aimed to have. It was the firm 

intention to ensure valid data gathering and data analysis for this thesis. 

 

3.7 Ethical consideration 

When this research reached the data gathering phase, the participation of the interviewees was 

appreciated, and the author respected their privacy, by obtaining a written consent form from 

the participants for data collection before doing the interviews. It prepared them all to be 

entirely knowledgeable about research purpose, methods, tools, and strategies used in this 

research process. The author tried to treat them all likewise and fair without discrimination or 

in a tense situation, to guarantee the accurateness of the data and information and to be self-

reflective in a reasonable way (Creswell, 2014).  The final version of interviews transcripts 

was subject to approval from the participant to ensure the identical perspective and privacy 

respect. All participants names not mentioned in the Thesis document, they were referred to 

by their initials to respect their privacy. Besides, the author tried to preserve participants’ 

personal information and did not use any of their confidential information without their 

permission to protect their anonymity and confidentiality. 

 

While writing down this master thesis, the author used relevant references from other 

researchers’ ideas, and the author avoided misbehavior by falsifying, fabrication, plagiarism 

any data. The search for different but aligned academic sources has provided the required idea 

to write the topic of this study. Every source referenced for each paragraph; most of the 

sources are from recent studies to make sure that the study's findings valid for this thesis 

(Hewitt, 2007). Exploring many viewpoints connected to the area of discussion has provided 

this study with a rich and variety of the academic ground (Creswell, 2014). Finally, it worth to 

mention that no intentional mistakes made if any, while the author did his best to verify the 

sources and references, it is still might be subject to human error. The target was to consider 

and recognize the academic contribution and efforts of the references. 
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4 Empirical Findings 

 

Chapter 4 contains the Data analysis findings of the semi-structured interviews and 

documents review. 

 

Since the interview data collected from the system developers and a user, the data adds value 

to the development process, and data analysis facilitated the making sense of the data 

collection. Selecting the most relevant findings for this chapter was essential to relate to the 

research questions. The empirical findings provide the actual value of this research and the 

benefits of conducting the interviews. Reading through the analyzed data to understand and 

conclude the meaning out of it was a valuable effort. Choosing the statements from Interviews 

and document review to add them into this chapter has become challenging due to the valued 

data side. The author has decided to select the most relevant data to be mentioned in this part 

of the thesis. 

 

The result of the empirical findings based on the code and category generations, the interview 

questions have related the interview answers and provided similar data to be grouped on 

codes and categories (See Appendix B). The process of code and category generation based 

on the interview questions’ answers must lead the data analysis to the generation of the four 

concepts. For instance, the concept no one was developed based on the first, and second 

interview questions about the description of the current IS. While concept no four was 

developed based on the final interview question and the participant's response to the IS 

improvement suggestions (See Appendix B). 

 

 Generating Concepts 
 

The author has  come up with four concepts which presented here; they have emerged from 

the analysis of the collected data: 

 

Concept 1: Advantages of IS 

Concept 2: Benefits of User role in eDNRD system development 

Concept 3: Shifting organizational and cultural mindset 

Concept 4: Suggestions on Information System development and improvement  

 

 Advantages of IS 

 

This part contains the participants’ opinion about the electronic immigration services 

Information System in general (See Appendix B). The participants discussed the easiness and 

quickness of the system, submission and approval process in the current Information System. 

A participant mentioned how the shifting from a manual paper process to the electronic 

process makes the practice easier and suitable. It agreed that using such IS will be more 
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critical especially in urgent cases. It will also decrease the physical attendance to the service 

center locations; this should help fulfill the concept of “zero visits.” 

 

Participant one mentioned: “One of the most important concepts, it is zero visit concepts, 

there is no need for the applicant to be physically available at the service center and the 

service can be internally managed through the electronic services. This fulfills the Dubai 

smart government goals and the country in general.”  

 

Other participants agreed that the e-services help to finish the needed work in less time, with 

no need to physically visit the immigration office for a simple application action. 

 

Participant four opinion was: “I apply for the urgent service and Pay a little extra fee than the 

normal application, so I get a faster application processing, Instead of two to three working 

days I get it in hours which are very convenient time for me and the staff.” 

 

 Benefits of User role in eDNRD system development 

 

Participants did agree on the importance of users’ role in the process of development and 

design of the current and future Information System. User satisfaction has been brought up by 

the participants, the relationship between understanding the users’ needs and satisfaction with 

the Information System to understand the users’ requirements and opinions to use these ideas 

for system enhancement. 

 

Participant one mentioned: “When the user is participating in the decision-making process it 

will reduce the change resistance and the system resistance. User will perform the adaptation 

for the new features much faster.” 

 

Other participants reflected on the importance of user satisfaction of the IS, and how it is 

related to the user’s role in the design of IS. Participant three said: “User satisfaction is very 

important, so it is very important to meet the user and know the requirements.” 

Participant two opinion: “Instead of assuming what the user of that system would require or 

need. We just simply help them to translate their ideas into a technical solution and deliver 

it.” 

 

Furthermore, applying users’ opinions in the design of the Information System might be 

favorable for the Dubai Immigration department, “to make better performance and improve 

the system efficiency,” as discussed here. Can all users participate in the design of the 

Information System, if not how can we decide on who can participate, and how, as well as in 

which stages and for how long? Such ideas were raised during the interviews to maximize the 

benefit of the user’s role. 

 

Participant two also mentioned: “.... We should 1
st
 of all identify the right users. And at what 

stage the user should participate.” 
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Participant three added: “We need to sit in one place with the user and express our thoughts, 

define a timeline, assign tasks and be sure that user is included in all stages.” 

 

Participants’ inputs were very close to the user’s involvement in the design of the Information 

System, and the interviewees were asked to describe/explain the different users' 

characteristics. A similar opinion about how to have the users participate “from scratch 

identify the right users” and “that user is included in all stages”. 

 

Participant one said: “Which is the representative of all end users. He provides his opinion in 

the system development in each phase regardless of the system final readiness”.  

 

 Shifting organizational and cultural mindset 

 

Participants talked about the current and future feature challenges to have active user’s role in 

the design of IS, and their responses lead to generating the code and category regarding the 

shifting of the organizational and local cultural mindset. All Participants reflected on the 

future issues that might be raised to make the user’s role as an essential part of the initial 

planning of IS projects. 

 

Participant one mentioned: “We need to create some sort of Culture shift, Education method 

for the end user inside the organization.” 

 

Participant two added: “From business perspective the user’s management wouldn’t really 

see a justification of users being part of the design development phase”. 

 

Participant three mentioned: “This will consume more time and effort to make a summary of 

everyone's requirements, plus this might be fine by me but for other persons might not be.”  

And, “Plus we don't have the culture of listening to others option.”  

 

The participants have discussed cultural and organizational mindset, they also stressed on the 

business environment such as the data security and sensitivity of the Information System, this 

could be one of the reasons causing the gap between users and IS developers. 
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 Suggestions on Information System development and improvement  

 

After connecting participants’ dialogue about the advantages of using such an Information 

System, there are few points with regards to the topic of this research. Participants mentioned 

their suggestions for the system enhancement, few suggestions made on how this IS and 

future systems should be implemented to avoid the current struggles and improve the system 

usage. 

 

Participant one suggested: “ITIL (Information Technology Infrastructure Library) called CAB 

(change advisory board). Here I can call it system advisory board. End user among other 

personals can provide their inputs collectively, they can decide on the needed system 

features.”  

 

The participants are from different backgrounds and experiences, and this has provided this 

research with many suggestions about improving the design of the existing Information 

System. Ease of access and a better usage for a different type of users without having any 

previous experience about the immigration Information System.  

  

Participant one mentioned: “This is needed to allow the end user to use the it without any 

prior user experience to any electronic service or the help from any external personnel or 

entity.” 

 

4.1. Focusing on the Users’ role in developing Information Systems  

 

Finding the right users to be involved in decision making and the design of an Information 

System are the essential points to be considered. Users might have a much more significant 

role in system design but without the current involvement scope, time and resources. Such a 

process might not be as successful as it can. Participants highlighted this as a risk of the 

misuse of the user’s involvement in the decision-making process. 

 

Every participant has their point of view of what is needed to apply in the current Information 

System. Some points might be irrelevant to this thesis’ topic, especially when they discussed 

the technical issues. However, such suggestions might be of use in the future for the 

improvement of the system. The participants' input has provided a strong data foundation for 

this Thesis as a sign of respect for participants' inputs; some of these suggestions included in 

this thesis.  

 

Next chapter will talk about the core findings to bring more understanding of the significance 

of this thesis’s outcomes. 
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5 Discussion 

 

In this chapter, the author will discuss the core research findings in relation to the presented 

earlier research questions of this study. Later, I shall talk about the lessons learned. 

 

In this chapter, the author will summarize the argument points after considering the value 

statements from the interview participation. Additionally, it would be adding the literature 

resources that were important to understand the academic research ground of such a topic. To 

enclose the outcome of research findings and link them with the review of the literature, 

research questions, and thesis problem. The intention was to explore the current users’ role in 

system design. Understanding the current developer’s scope and business nature is required to 

plan for the target change in the user’s role. End users need to have more roles in system 

design, and developers will see the benefit in a better system for its users soon and so the 

experience can develop to a practice. Change resistance can move to an opportunity for 

development for both developers and users. 

 

5.1 The current system  

  

 Research question one: “How users’ role can improve the design of current eDNRD 

Information System services?” 

Indicating to link the first research question, and to inspect the opinion of system 

users/developers, about Dubai immigration electronic services Information System, 

interviewees talked about their knowledge of the current system (See Appendix B). The 

findings of the research revealed that each participant’s experience with the immigration e-

services was different unlike than others. Due to the variety of participants background, all 

participants stated their experience with the current Information System. The found literature 

studied the importance of IS in our lives, and how it should improve the daily manual 

activities, a system that is designed to provide a better way of doing things to its users 

(Kenneth & Laudon, 2006; Bradley, 2011). Selecting how to develop the system using 

effective technology is the primary concern of system developers. (Bourgeois, 2014). The 

process of developing IS should not only rely on the most expensive technology rather than 

the technology that fits the needs of the system users. (Robey, et al., 1984). 

 

Participants mentioned that the IS provides the ease of access to immigration services, 

emphasizing how using the current Information System can make the whole process easier. 

(eDNRD.ae, 2018). Participants statements do agree that the eDNRD system did facilitate a 

lot of services improvement more than any other system at that time. The system provides the 

process in less time, using the soft copies and attaching the documents instead of hard copies, 

which lead to less physical visits. Such improvement, compared to a traditionally manual 

process, which requires more time and effort made the current IS more favorable.  

The document review provided similar input, and the user manual clearly stated the purpose 

and development objectives of the eDNRD system. The document explains the steps for users 
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to register and the system functions they can use to avoid the physical visits to the 

immigration office. All the information related to applications, payment, and the visa issuance 

process clearly explained in the document. Technology should provide value to users for the 

improvement of daily life (Bradley, 2011). Understanding the advantages and disadvantages 

of the current IS becomes essential to gain knowledge about the possible improvements. 

 

Based on the participants’ input, knowing how the system works, which is not the same for 

every user, based on the user’s experience level in technology, the current user interface, and 

system design are not much user-friendly. As per the statements of the participants’, there was 

not much development in eDNRD since years, User’s role was very limited in the design of 

this IS improvements. “Users just notified about the new changes rather than shaping them,” 

says the fourth participant. The usability of the IS can help the users to understand the system 

functions, hence user the system with less resistance and more productivity. (Shackel & 

Richardson, 1991). Neglecting the user’s role in the design and IS enhancement would lead to 

less success of these improvement plans ( Blethyn & Parker, 2014). 

 

5.2 The improvement suggestions 

 

Understanding of Information System Design (ISD) requires an understanding of the Software 

Development Life Cycle (SDLC), 5 phases are the SDLC method in order to develop the 

required IS (Frost et al., 2011). While it is important to understand phase two (requirement) 

and three (Design), each phase needs to be aligned with the needs of users to avoid a loop of 

rework due to change of requirements (Rhode, 2012; Sammon et al.,2011). ISD is being 

overwhelmed by an elevated disappointment rate due to conflicting interests between 

stakeholders. Conflicts take place involving users and developers, undefined role, and 

consequent collision on project performance (Liu et al., 2011.).  Lin and Shao (2000) talked 

about the relationship of system success and the user’s level of involvement. Possible 

engagement in system design can improve system development. User attitudes towards the 

developed system directly linked with user involvement, user satisfaction is factored by that 

as well.  

 

Participants’ were asked about their opinions on how the current and future ISs can be 

improved. Many of them mentioned continuous enhancements to be made, not just for some 

time as this might cause an outdated system. All participants discussed the high value of a 

mobile application service. This idea of mobile application also needs to include more 

features and service with time, they added. Bourgeois (2014) and Patterson & Lisburn (2018) 

discussed the issues of ISD while concerning a new technology to provide the needed 

functionality as per the user and business needs, and certain aspects need to study before 

deciding on the suitable technology. While Frost et al., (2011) and Holgersson, et al., (2018) 

discussed information management, and what information should be visible to users in each 

stage of system usage. The management of information flow is critical for the success of the 

IS design. 
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Participants mentioned the importance of users’ role to reduce the change-resistance and 

increase the user’s acceptance of the developed IS. The link between a more user’s 

involvement and a better user’s acceptance discussed during the interviews (See Appendix B). 

Based on Participants input, the possible outcome of the increase in users’ role might not 

agree with the developers’ culture. Some Participants talked about the possible impact on the 

current business scope, while others mentioned that decision makers in higher management 

would not easily accept new methods if this was not properly justified. Time and cost are 

major constraints in decision making. It would be hard to justify extra cost and time for 

project delivery due to users’ involvement unless the benefits of avoiding future re-

implementations clarified to the decision-makers. Three out of four interviews focused on the 

developers’ perspective and culture shift needed to consider the concept of the user’s role. 

(See Table 1) Business leaders would need justification for the extra time and money 

allocation to the current and future project when the user is part of the design process. 

Participants added that such practice would provide the first real experience of user and 

developer co-design, such experience will be improved each time to reach the most effective 

way to include the user with the minimum impact to time and money resource allocation. 

 

Few earlier studies (Bourgeois, 2014; Hsu et al., 2010) discussed that it is the system 

developers’ responsibility to ensure a positive and productive user's role in the design of IS. 

The planning to include them, from the early phases of IS design, can support the expected 

success to the IS projects (Lin, et al., 2018; Kassim, 2012). Based on participant’s statement, a 

more user role in the decision making can reduce the “change and system resistance,” and a 

user can “provide advice and the requirements for assuring better performance.” Such input 

from the user could provide higher success changes in implementing IS design. Reducing 

change resistance and increasing the user’s role in the design will provide efficient functions 

to system users precisely as they need it (Bourgeois, 2014; Hsu et al., 2010). 

 

Participants provided suggestions to improve the current user’s role. Participant two added 

“One of the ways to include users indirectly is agile methodology, it is one of the ways that 

allows us to have some client engagement, which is the representative of all end users. 

Participant two provided his opinion in the system development in each phase regardless of 

the system final readiness”. It is adding a suggestion to include the user in what is called 

‘CAB (change advisory board)’ In ‘ITIL (Information Technology Infrastructure Library).’ 

The end user can provide valuable inputs collectively. Participants added, “Users can decide 

on the needed system features.” 

 



 

43 
 

5.3 Strategic suggestion  

 

 Research question two: “How can other IS methods facilitate user role in the system 

design improvements?” 

 

Developers will finish their work towards this IS project and move to another project, but it 

will be the users left to face the consequences of the developers’ decisions. Whether the 

system is easy to use or not, this will become the user’s problem to face daily (Patterson & 

Lisburn, 2018). Participants mentioned the need of improved services through a better IS 

Design, where the mistakes of the past can avoid and new effective technological system to be 

developed and maintained regularly to ensure the highest level of user satisfaction (Shackel & 

Richardson, 1991). As participants mentioned, there is a need for continuous improvement to 

avoid the system design from being outdated and to support it with new enhanced design as 

per the needs of users.it is what was also discussed by previous studies, a system design that 

keeps on improvement due to change of user requirement (Lin, et l., 2000; Kassim, 2012; 

Bauer, 2011). 

 

Furthermore, trying to have an answer to the question raised by (Walsham, 2012) Are we 

making a better IS, we need first to know what needed from that system, one must know the 

limitation of time and cost of resources for proper planning of IS delivery (Hoop, 2013). To 

tailor the system as per the needs of both business and users to make a system that is useful 

and easy to use. A user-friendly system does increase the system acceptance and productivity” 

(Anthopoulos et al., 2007). Participants mentioned the possible increase of the system used 

due to a better design. IS that was designed based on the user’s needs and requirements not 

only as per the business needs (Bauer, 2011). Agile can help to create a more practicing space 

for users. Such an important step can lead the user’s role into a more effective decision 

making partnership, furthermore it should help the system developers to set and manage user 

inputs throughout the design phases, instead of waiting for the final stage of system design to 

find out the relevance and acceptance from the user’s side (Beck et al., 2001; Fowler & 

Highsmith, 2001). 

 

Agile, as a suggestion of this research, can provide the needed change for both system 

developers and users (Hughey, 2009). With more space to adopt changes rather than the 

typical waterfall approach, agile can adapt to those changes (Brown, 1997).  However, the 

decision should include the possible outcome of a more users’ opinion to be heard and 

adhered. Agile can shift to accommodate more weight for end-user in the system design 

process by minimizing the gap between what the user needs and what the user gets right at the 

first time of design. Agile is a faster methodology for both developers and clients where they 

can agree on the priority of project phases to create and modify the work plan along the way. 

It gives more space for developers to think and act rather than depend on the other teams and 

wait for the specific instructions of system development. (Beck, et l., 2001; Fowler & 

Highsmith, 2001). 
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Such suggestions can be beneficial for the immigration department or any similar authority to 

include in the early stages of systems design and development. It is much better to prevent the 

problem, before it accumulates, rather than fixing it later. Participants mentioned the security 

aspects of the eDNRD and the nature of Dubai Immigration where security and sensitivity of 

information might cause extra challenges due to the additional role of user involvement in 

system design enhancements. Such risks might need many efforts to overcome the threat and 

create opportunities. Shead (2018) discussed that the Agile allows each project’s team to 

decide on its own how the project should be carried out (Balaji, & Murugaiyan, 2012). As 

long as the agile manifesto’s 12 principles and values followed, it is up to the project leaders 

to decide on the security and safety of users’ information (See figure 5).  

 

Participant input with regards to user’s role in design did match the advantage of adopting 

agile in new system design and improvement, Shead (2018) discussed the possible benefits of 

becoming genuinely agile by deciding which methods to follow as per each project and the 

business nature. Most importantly, to follow the agile manifesto’s principles and values. The 

manifesto did not mention a specific software of project design, and this is up to the system 

developer (Shead, 2018). In the eDNRD case as well as other Dubai Immigration system, the 

security and sensitivity of information should consider while agile is also adopted. User’s role 

does not contradict with the security measures rather than provides an effective system design 

process. Agile can be the solution to the design and user gap. 
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6 Conclusion and Future Research 

 

In the last section, author presents broad conclusions about the research study, mentioning 

what was achieved in this master thesis, finalizing with Summary and suggestions for further 

research. 

 

6.1 Conclusions 
 

In this thesis, the target was to explore users’ role in the design of the current electronic 

immigration services as provided throughout the Information System. The focus here was on 

eDNRD Dubai immigration electronic services Information System. The aim was to discover 

and obtain an understanding of the presented circumstances to suggest improvements based 

on the users’ role in the design of the specific Information System. 

 

Consequently, Users’ role in the current system development of Dubai electronic 

Immigrations services such as eDNRD is yet to be defined, the study has found that the user’s 

role in eDNRD system development is minimal. While the traditional waterfall methodology 

has its advantages in Information System development, Agile can provide a more effective 

role for users. Due to the importance of including users in the design and the flexibility to 

adapt to user requirement changes while the system development is in process. There could be 

many lost opportunities to save time and money resources due to redesign based on the end 

user’s needs. Including users in information design phases using the agile can provide a 

significant impact in systems like eDNRD. Designing Information Systems should be about 

the users' needs, agile is the way to achieve these objectives. 
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Contribution 

The empirical findings of this research discussed along with the reviewed literature sources, 

added consideration of the user’s role in the Information System has established. Suggestions 

have raised, which can be used to raise the importance of the user role in the development of 

future Information System projects.  Agile can help the IS projects to have more user’s 

acceptance and increase the satisfaction level. Such practice will decrease any change 

resistance and improve system productivity. In this research, the author targeted the subject 

from the internal development environment of System developers’ point of view. More 

researches are needed on the possible benefit of users’ role in IS development, to study the 

undiscovered areas with consideration of geographical regions, and business environment 

changes from area to another. 

Future research 

Several aspects need to be studied by IS researchers regarding this subject. It is starting from 

how authorities should decide to involve users. How the users' role in public Information 

Systems design. Such a topic may support and help in the realization of user satisfaction 

importance and its direct connection with users’ role in IS design. How developers, and other 

stakeholders think about the users’ role in system design. Are they going to accept the change 

needed to include the user in the design process? How about the cost and project plans effect 

when users are a significant part of system design, all these areas need more research?
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Appendices 
Appendix A: Informed Consent form 

 

Informed Consent Form for Master Thesis 

 

Title of Research: System Design Improvements: User’s role and limitation in Immigration 

Electronic services- Dubai, UAE (The possibility of making slight changes to the title is 

declared) 

 

Researcher: Mohamed Gamal, Master Programme in Information Systems, Linnaeus 

University, Sweden Is222ne@student.lnu.se. 

 

Date of Research: March - Sep 2018 

 

Purpose of Research 

To explore Dubai immigration users’ role on the current electronic immigration services 

Information System (eDNRD) in order to acquire knowledge about the existing situation to 

suggest improvements based on users’ involvement in the design of the Information System. 

At a later stage, the outcome of the research could be used to establish an easy access 

Information System for interaction between the users and Information System, where 

everyone with any background can enter the system and apply for their request in the shorter 

time. The Information System’s implementation is not in the scope of our study. 

  

What you will do in this research 

In this interview session you will be asked to participate in a discussion through Skype 

between you and the researcher where you will be given the opportunity to express your 

perceptions regarding the use of Dubai electronic immigration services Information System 

(eDNRD). The interview will be conducted in the English or Arabic language depending on 

your preference. The duration will vary depending on your engagement in the discussion. 

However, it won’t be more than 60 minutes. One of the researchers, Mohamed will begin the 

discussion with you and take notes.  

 

Possible benefits 

I, as researcher, will gain knowledge and understanding about the existing situation regarding 

your perceptions of the current services provided by the Dubai electronic immigration 

Information System (eDNRD). You, as the Information System’s users/developer, could be 

indirectly benefited by learning ways of participating in the design and improvement of the 

current Information System. 

 

Possible risks or discomfort 

I do not foresee any risks or discomforts of any kind from your participation in this research. 

mailto:Is222ne@student.lnu.se
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Confidentiality and Anonymity 

I ensure that your identity will not be revealed or accessed by others besides the researcher 

and their Master thesis supervisor. Although the collected and interpreted data will be 

published and presented at the final seminar, they will be reported in aggregated form. 

Therefore confidentiality and anonymity are ensured.  

 

Voluntary participation and withdrawal from the research 

Your participation in the research is voluntary. Feel free to refuse answering any questions 

that you do not wish to answer. You may as well withdraw from the interview at any time or 

for any reason. The interview transcriptions will be sent to you for review and comments via 

email. You may request to withdraw during this stage but not later as the data is aggregated 

and prepared for publication. If you decide not to participate or withdraw, it will not have any 

influence on your relationship with me or Linnaeus University either now or in the future. In 

case of your withdrawal, all collected data (written and recorded) will be destroyed 

immediately. 

 

Questions 

Please take your time to read this informed consent carefully to understand the information 

given to you. Do not hesitate to contact me if you have any more questions about your 

participation in this research.  In case you would like to know more about this study, please 

contact me through email Is222ne@student.lnu.se. 

 

Consent 

I have read about this research and I understand the nature of it. I consent to participate and to 

be audio-recorded during the interview. By signing this informed consent I am not giving up 

my legal rights. My signature below indicates my consent.  

A copy of this Informed Consent Form will be sent to you for your record. 

_____________________________  _____________________________ 

Signature of participant    Date 

 

 

_____________________________  _____________________________ 

Signature of researcher, Mohamed Gamal  Date 

mailto:Is222ne@student.lnu.se
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Appendix B: Interview Protocol 

 

Opening and Welcome  

Dear Participant, let me thank you first for accepting my invitation to participate in this 

interview. The research you have been invited is a master thesis research entitled 

“System Design Improvements: User’s role and limitation - Immigration Electronic 

services- Dubai, UAE”. I do hope that the informed consent form which you have 

earlier received by email, gave you an overview of myself, my research and your 

participation.  

Main topic  

Just to remind you, the main topic is to explore Dubai immigration users’ perspectives 

on the current electronic immigration services Information System (eDNRD) in order to 

acquire knowledge about the existing situation in order to suggest improvements in the 

design of the Information System based on users’ involvement level.  

 

Interview findings  

The results of this interview will be used solely for the purpose of the research. Your 

contribution will be shared only with us and our Master thesis supervisor. Feel free to 

share with me your full name as it will not be exposed during and after this research. I 

am thankful of receiving your signed informed consent form which allows me to 

conduct and audio-record this interview.  

 

Interviewees’ selection 

You have been selected to participate in the research because of your knowledge and 

experience of using/developing the Dubai electronic immigration services Information 

System on a daily basis for a long time-period. Therefore I do believe that you could be 

a rich source of information for our research study.  

 

Before we proceed, I will be happy to answer your questions, if there is any, about what 

I am going to do. Once again, let me thank you for offering your time and participating 

in this Skype interview.  

 

Interview Questions  

 

Interview Questions for the Information System Users 

 

Q1: Could you please introduce yourself ? 

Q2. Could you recall the last time you have used the Dubai electronic immigration 

services Information System? Could you please describe to us your last experience of 

using the Dubai electronic immigration services Information System? 

Q3. Have you ever used for any reason another electronic immigration services 

Information System?  

Q4. Could you please share with us your opinion about the Dubai electronic 

immigration services Information System?  
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Q5. What do you think could be changed or improved regarding the Dubai electronic 

immigration services Information System?  

Q6. Could you suggest a specific improvement? Why did you suggest this 

improvement, could you elaborate? 

Q7. Were there any specific tools or features of the Dubai electronic immigration 

services Information System that you found particularly helpful? If so, what was the 

feature/features?  

Q8. Could you think of a recent example in which you would be benefited if there were 

an enhanced Information System function/feature? If so, what was the feature(s)? 

Q9. Imagine that you could participate in the initial design of the Dubai electronic 

immigration services Information System. What would you think of that?  

Q10. If you could make the “desired” electronic immigration services Information 

System for you, what characteristics/features would you include? 

 

Interview Questions for the Information System Developers 

 

Q1: Could you please introduce yourself ? 

Q2. Could you please tell us how many years of experience do you have as an Information 

System developer? 

Q3. Have you been involved in the design and development of another electronic immigration 

services Information System? What did you most like about it? 

Q4. Could you please share with us your opinion about the Dubai electronic immigration 

services Information System?  

Q5. What do you think could be changed or improved regarding the Dubai electronic 

immigration services Information System?  

Q6. Could you think of a recent interaction/example where a user used the Dubai electronic 

immigration services Information System? Please describe it to us. 

Q7. Could you think of a recent example in which the user would be benefited if there were 

enhanced Information System functions/features?  

Q8. Imagine that the Information System users could participate along with you in the initial 

design of the Dubai electronic immigration services Information System. What would you 

think of that?  

Q9. Would you see any challenges if the Information System users participated along with 

you in the initial design of the Dubai electronic immigration services Information System? 

Q10. If you could make the “desired” electronic immigration services Information System for 

you and the users, what characteristics/features would you include? 
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Appendix C: Interview Transcription 

 

At this stage, reading the content of the audio recordings’ transcriptions carefully to ensure 

the impression of the credibility and overall depth and use of the information. Below is the 

sample of what I used to rewrite our transcriptions in.  

 

Table 7: Transcript Sample 

Row Person Conversation Timestamp 

1.  Gamal Hi, Today is March 30
th

 and I am welcoming Our 

participant for this interview. Hi! 

00:00 

2.  Participant 

two 

Hi How are you 00:11 

3. 

 

  

Gamal My name is Mohamed Gamal . This interview is 

for our thesis. 

Thank you very much for signing the Informed 

consent form.  

00:14 

4.  Participant 

two 

Sure 00:27 

 

Translation of three interviews from Arabic to English was done and reviewed. It was very 

important to consider the context of the participant's statements in translating the Arabic 

interviews to English, as this could change the meaning of the translated text. Below is a 

sample as how we did the translation. 

Black Text: Original English 

Blue Text: Translated from Arabic 

 

Table 8: Translation Sample 

1. 

 

  

Gamal ممكن تجاوب بالعربي 

You can answer in Arabic 

 قولي اسمك ايه والخبرة بتاعتك يعني

Please tell me your name and your experience 

01:20 

3. 

 

  

Participant 

one 

وانا بشتغل محلل أعمال... … اوكي اسمي  

Business analyst 

سنين في السعودية وفي دبي لمدة  01في دبي وقبل كده في السعودية لمدة 

سنين 3  

Ok, My name is …...., I work as a business analyst 

In Dubai and before that in Saudi Arabia, for 10 years in 

Saudi Arabia and 3 years in Dubai 

01:28 
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Table 9: List of Interviews 

Interview No. Interview Date Participant Name Code 

1 28th of March 2018 Participant one N1_OT 

2 30th of March 2018 Participant two N2_YO 

3 31st of March 2018 Participant three N3_HM 

4 31st of March 2018 Participant four N4_AA 

5 11th of May 2018 Participant 5 N5_RO 

 

Here is a sample of how the participants coding has been done: 

N1_OT_R20 

N1: is the interview number. 

OT: Participant Initials 

R20: Row 20 in the interview transcript/translation document. 

Here is the explanation of how to do the user manual coding: 

 

D1: Document 1 

P20: Page 20 

H2 : Heading no 2 

 

Table 10: Document Coding 

No. Statement 

Code 

Source Statement Selection Comments Code 

121 D1_P51_

H1 

Document The portal is 

designed to 

simplify the whole 

process of 

obtaining 

Immigration 

Services cost 

effective & 

efficiently. The 

eDNRD system 

was developed with 

many more features 

than any other 

"Online system". 

Yes Application  E-service 

advantage 
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Table 11: Complete list of 3 C’s 

 

Code Category Concepts 

System Usage System 

characteristics 

Advantages of IS 

E-service 

advantage 

E-Service Benefits Advantages of IS 

System Usage System 

characteristics 

Advantages of IS 

Mobile App 

Service 

Usability Suggestions on Information System 

development and improvement  

System upgrade Design 

Improvements 

Suggestions on Information System 

development and improvement  

System 

enhancement 

Design 

Improvements 

Suggestions on Information System 

development and improvement  

System Design Design 

Improvements 

Suggestions on Information System 

development and improvement  

E-payment Usability Suggestions on Information System 

development and improvement  

User's Role User engagement Benefits of User role in eDNRD system 

development 

Co-design User engagement Benefits of User role in eDNRD system 

development 

User skills User engagement Benefits of User role in eDNRD system 

development 

Current Mindset User engagement Shifting organizational and cultural 

mindset 
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Appendix D: eDNRD System Characteristics 

 

 
Figure 6- eDNRD.ae Registration Form 
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Figure 7- eDNRD.ae Helpdesk Form 

 

 
Figure 8- eDNRD.ae Homepage 

 

 

 


