Chapter 5 - Info Gathering: Unobtrusive Methods

SAMPLING

• Structured approach (to systematically selecting representative elements of a population)

• Applicable to most methods of data gathering (i.e. investigating, interviewing, observing. Partially to questionnaires but not to prototypes, which are samples themselves)

• Decreases costs by

- Speeding up data gathering.

- Improving effectiveness

• Reduces bias (?)

Steps in sampling design:

• Determine the data to be collected or described

• Determine the population to be sampled

• Choose the type of the sample

• Decide on the sample size.

Types of sample:

• Convenience (not based on probability): ask for volunteers or those interested for help [unreliable]

• Purposive (not based on probability): chose knowledgeable and interested people yourself [moderately reliable]

• Simple random: not practical with documents, reports, records

• Complex random:

- Systematic: 

° not suitable to ordered lists (like from smallest to largest) [introduces bias]

° periodicity problem may occur

- stratified: identify subpopulations (strata) first and chose sample from within these

- cluster: select a few example groups assuming they are representative of the population.

Sample size for interviews:

• at least 3 people on every level of the org.

• at least 1 from each of the org's functional areas.

INVESTIGATION
Kinds of info sought in investigation: (Remember the pyramid of IS on p. 2)
• facts and figures

• financial info

• organizational contexts

- for whom

- why kept

• doc. types and problems

Hard data shows where the org has been and where it is going.

Quantitative data:

• Reports used in decision making

- Inventory

- Sales

- Production

• Performance reports--> actual vs. intended

Data capture forms:

• Collect

- Blank forms-->ALL

- Filling instructions

- Distribution instructions

- Web forms:

° in print

° e-copy

•Analyze type

- printed in-house/ externally/ purchased?

- hand-written?

- computer generated in-house?

- online?

- web fill-in?

• Compare:

- All forms used? Why not? [might point to a problem with design or purported function]

- Filled in completely? What is left out consistently? Why? What is the situation with web forms?

- All copies sent to intended people? Are they all filed appropriately? Are online forms accessible by intended people? Why not?

- Are they official? [might indicate a problem in standard procedure (the official form might be overwhelming people by asking too much [& unnecessary?] info) or a political battle within the org.]

Qualitative documents:

• rich in detail

• reveal expectation of behaviour of others that their writers hold

Examples:

• e-mails

• memos

• signs on bulleting boards and work areas

• web pages

• procedure manuals

• policy handbooks

5 Guidelines for analysis:

1. Look for metaphors: e.g. employees as part of a big machine, or as a member of a big happy family, etc.

2. Look for "us" against "them" mentality

· departmental basis-->political battles

· corporate basis-->against competitors

3. List terms that charactarize good & evil that repeatedly appear in doc.s

4. Look for the use of meaningful graphics, logos & icons posted on common areas or on web pages [you might want to use them in the future]

5. Recognize sense of humour if present.

Memos:

• from whom to whom: mostly downwards or at the same level but not upwards

• e-mail: might be distributed to many workgroups and individuals

• reveal a lively, continuing dialogue in the org.

• will provide you with a clear idea of the values, ideas, & the beliefs of org.al members

Signs & posters on bulleting boards or in work areas

• gives clues about official org. culture: e.g. quality is forever, safety first.

• for whom signs are intended?

• are org. members held accountable (i.e rewarded or punished) for acting on the info posted?

Web sites:

•Analyze separately

- Business to business (B2B)

- Business to customer (B2C)

• Look for metaphors, humour, design features (like colours, graphics, animation, hyperlinks) & meaning and clarity of messages

• Analyze in 3 dimensions

- technical

- aesthetic

- managerial

• Is it in harmony with business goals of the org.?

• Level of interactivity, security & accessibility of messages

• Check online guides too
Manuals:

• Analyze with respect to the 5 "guidelines for analysis"

• Depict the ideal--> how things ought to happen.

• May not be current/up-to-date

• Are they used?/forgotten?

Policy handbooks

• Generally cover broad areas like employee and corporate behaviour

• Look for policies on computer services, use, access, charges

• Do people know about it?/use it?

• Give idea about values, attitudes and beliefs guiding the corporation (larger ideal on how members should conduct themselves to achieve strategic goals.)

Abstracting data from archival documents
Advantages:

• already paid for (by someone else)

• data are not changed because the producer is unaware of being studied

Disavantages:

• uncertainty exists if the data are only a subset of the original data

• the records that survive may not be the most important or meaningful

• the data may be biased because someone originally decided what to file

• New data are difficult to obtain from equivalent samples

Guidelines in using:

• Fragment the data into sub-classes and make cross-checks to reduce errors

• Compare reports on the same phenomenon by different analysts

• Realize the inherent bias associated with original decision to file, keep or destroy records

• Use other methods such as interviewing and observation to fill out your organizational picture and supply cross-checks

OBSERVATION

Kinds of info sought
• Activities: What is actually done (in addition to those documented or explained)

• Relationships

• Messages: Through physical elements like clothing, desk position, etc.

• Influence.

For findings to be interpretable, observations MUST be
• structured

• systematic

Think and plan

• who?

• what?

• when?

• where?

• why?

• how?

Steps in observation:
• Decide what is to be observed (activities, behaviour, environment)

• Decide at which level of concreteness activities are to be observed--> Dictates amount of inference in each observation and amount of interpretation needed once the observations are made.

Observing activities:

• Create categories that capture key activities

• Prepare the appropriate scales, checklists, etc.

• Decide when to observe--> time sampling vs. event sampling.

Time sampling--> e.g. [5 (randomly chosen) x 10 minutes in a day] x 7 days

Event sampling--> e.g. board meeting, user training session, etc.

Each has advantages and disadvantages. Therefore combine both in practice.

	
	Time sampling
	Event sampling

	Advantages
	• Cuts down on bias with randomization of observations.

• Allows a representative view of frequent activities.
	• Allows observation of behaviour as it unfolds (i.e. in natural setting).

• Allows observation of an event designated as important.

	Disadvantages
	• Gathers data in a fragmented fashion that does not allow time for a decision to unfold.

• Misses infrequent but important decisions.
	• Takes a great deal of analyst's time.

• Misses a representative sample of frequent decisions.


Observing people's behaviour via body language
• Adjective pairs--> e.g. decisive/indecisive, confident/not confident, etc.

• Categories of actions--> List, count, calculate percentage.

• Analyst's playscript--> List actions performed (in a way similar to work process analysis) by each "actor" during the decision making process to discover what info is required for major or frequent decisions.

STRuctured OBservation of the [physical] Environment (STROBE)
Similar to methods used by film critiques.

It is systematic:

•. Provides a standard methodology and standard classification for the analysis of the organizational elements that influence decision making

• Allows other systems analysts to apply the same analytic framework to the same organization (i.e. it is repeatable)

• Limits analysis to the organization as it exists during the current stage in its life-cycle (i.e. allows a cross-section in time)

Elements

1. Office location

	Open office
	compared to
	Closed office

	High
	Interaction frequency
	Low

	Informal
	Messages
	Task oriented

	Shared
	Information
	Held

	Similar
	View of the organization and objectives
	Different


2. Positioning of decision-maker's desk vs. other people

• Decision maker has plenty of room, visitor's face to the wall--> strongest possible position

• Decision maker faces wall, visitor's chair at the side--> encourage participation and equal exchange.

3. Stationary objects (filing equipment)

Shows if decision maker stores info personally (& values info)

4. Movable objects (props) (small office equipment like calculators, PCs used or info processing)--> uses them personally.

5. External objects (carriers of external info) e.g. trade journals and newspapers--> external vs. internal info.

6. Office lighting and colour

• warm, incandescent lighting--> personal communication, informal info gathering.

• bright lighting and colours-->info gathering via formal memos and official reports

7. Clothing

Formal (authoritative) vs. casual (participative decision making but loss of credibility)

Method
1. Take photos to analyze later

Advantages:

• repeatable analysis

• takes short time

• can focus on specific elements

• can supply detail

• can be shared by others

Disadvantages

• will be unnatural if people pose or change their environment

2. Checklist/Likert scale approach

Rate the 7 elements above on a 5 point scale

3. Anecdotal list (with symbols)

Determine key organizational themes (growing out of interviews) on info gathering, processing, storing and sharing first and then check against how they compare with the 7 elements of STROBE. Helps both documenting and analysis of observations.

√--> Confirm the narrative

X--> Negate or reverse the narrative

[image: image1.wmf] --> Cue to look further

[image: image2.wmf]--> Modify the narrative

O--> Supplement the narrative

4. Observation/narrative comparison

Writing it down.

