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1 Introduction 
1.1  Background of survey  
This survey on end user involvement is an element of the Harmoni-CA project. In this chapter, we will 
introduce the Harmoni-CA project and outline the objectives of this survey. We will further define the 
relevant concepts used and provide an insight into the future use and dissemination of the results 
presented in this document.  

 

 

1.2  Harmoni-CA 
The Harmoni-CA project is a concerted action of the European Commission within the 5th Research 
Framework Programme. Its stated goal is the harmonisation of computer-based ICT tools for 
integrated river basin management. It seeks to develop a forum for ‘unambiguous communication’ 
between scientists and policy makers on methods for integrated assessment and modelling at all scales 
of river basin management. One objective is to generate dialogue and locate a common understanding 
between scientists, involved in integrated assessment and modelling, and policy makers, involved in 
decision making. 

 

 

1.3  Objectives of study 
Nowadays, European projects frequently involve one or more of the following: “regional partners”, 
“end user groups” and “stakeholder groups” in order to facilitate information exchange between 
researchers and practitioners, who often have access to the relevant data for research and are 
simultaneously potential end users of the products generated by the research projects. Dealing with 
such groups is not always straightforward and does not always satisfy the requirements of the 
researchers and end users involved. Since many of the 5th framework projects are finalised, there 
should be a lot of experience available on this interface.  

This study on end user involvement seeks to explore how end users have been incorporated into 
projects in order to develop particular project products, how successful this integration has been and 
which recommendations can be concluded for future projects.  

The study describes and analyses project managers’ and end users’ views and experiences with the 
‘process’ of end user involvement. For an evaluation of the actual suitability of project products, 
readers are invited to refer to the study 'Decision Support Systems for water resources management: 
current state and guidelines for tool development'1. 

 

 

1.4  Definition of main concepts 
As ‘products’ of the projects assessed here, we consider any tools, documents or learning 
effects/networks that have been created in the course of the project. In our analysis, we focus on one 
main product for each project chosen by the project manager for consideration, based on its 
importance/relevance.  

‘End users’ are defined as those who, after finalisation of the project, apply or intend to apply the 
product created within a project in their organisation. Such end users often come from water 
authorities, as well as companies, non-governmental organisations or research institutes. We focus on 

                                                      
1 Guipponi et. al., 2007 
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water managers and policy makers who attended at least one activity during the life of the project. 
Within the various projects they are termed ‘end users’, ‘stakeholders’, ‘water managers’ or ‘policy 
makers’. This particular definition of the term ‘end user’ was been coined in collaboration with the 
contracting agency. 

 

 

1.5  Summary of study results 
A survey on end user involvement in twelve European Commission-financed research projects was 
carried out on the basis of telephone interviews with managers and two end users of each project. The 
twelve projects included in this analysis were chosen based on information from publicly available 
documents on the processes of end user involvement in the respective projects. We focussed on 
European Commission-funded projects in which end users were involved in the development of tools 
for water management tasks.  

The interviews demonstrated that much effort has been put into end user involvement in numerous 
projects, for example, allowing end users to make clear their requirements for the project products, and 
contributing data to the product development. Usually, both sides highly appreciated the experiences 
they gained and the networks that were established during the course of the project. However, it was 
often stated that important relevant objectives of end user involvement, such improving evaluation and 
applying the projects’ products, were not met to a satisfactory extent. End users did not feel 
sufficiently involved, and project managers regretted that end users often failed to participate in 
project meetings. In five out of twelve cases, the maintenance and further development of the products 
developed was not secured. One problem behind this was the fact that the time and financial resources 
allocated to the process of involvement were insufficient. Furthermore, in other cases, the project tool 
was ultimately unsuitable for the end users’ originally planned tasks. The final product tended, for 
example, to be too general, since it had to integrate the diverse needs of many different end users 
involved in the project. Another reason for the limited application of tools was that end user 
organisations – as a result of a lack of proper training – did not fully understand the potential benefits 
of the tools for their day-to-day work. If we go into the individual projects in greater depth, several 
minor difficulties become apparent (see Chapter Appendix VI). Project managers wanting to involve 
end users in their projects need to anticipate personnel changes as well as language problems and 
potential internal communication problems within the end user organisations.  

In order to cope with these challenges in future projects, all parties should consider changing their 
current practice. For this reason, this document suggests recommendations that could be followed by 
project managers, the European Commission and end users to improve end user involvement. These 
include:  

 
Main recommendations for project manager:�

-  End users should be involved as contract partners to resolve some financial bottlenecks and 
formalize commitment 

-  Regular face-to-face contact is needed, allowing end users to be informed about the project, bring 
in their requirements and build trust in the project 

-  End users should be involved in the preparatory phase of the project in order to take their practical 
requirements for product development into account at the outset  

-  End users need to understand the structure of the project, and their role in it, so that they 
understand what they can expect from the project and what is asked from their side 

-  There should be some financing and time left at the end of the project to tailor the product to the 
specific end users’ needs, evaluate the product and the process, share experiences and carry out 
training and dissemination workshops 
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Main recommendations for the European Commission: 

-  Educate end users about the different forms of involvement in order to enable them to decide on 
and take an active part in designing a process for their involvement. 

-  The European Commission should differentiate application procedures for partners of unequal size 
to resolve financial bottlenecks and promote institutional commitment especially of those smaller 
institutions that are more financially restricted. 

-  Organise pre-financing meetings to bring projects and potential end users together and encourage 
their early involvement  

-  Pre-funding of application process to ensure early involvement of end users  

-  Set up an end user database to facilitate exchange among interested end users 

 

Main recommendations for end user: 

-  End users should try to become partners in research projects in order to have an active part in 
guiding the project towards the delivery of practically applicable products.   

-  take a proactive role in the research projects and ask for any additional information needed  

-  Maintain institutional commitment in order to ensure that the potential benefits of involvement in 
the research project are not lost due, for example, to lack of attendance at meetings or changes in 
personnel 

These recommendations have also been compiled in a chronological list of steps to ensure successful 
involvement of end users in research projects. These recommendations cover the preparation phase in 
which a rough outline of the product and the involvement process are to be prepared, contact with end 
users is established and the requirements for the product are defined. In the development phase, 
important steps are the meetings held for intense exchange between product developers and end users 
from different fields, complemented by regular bilateral contact and information provision. 
Involvement in testing and training courses is of utmost importance to ensure the 
applicability/effectiveness of the products. Finally, the post-project phase opens up opportunities for 
the involvement of end users as well, allowing them to take responsibility for the dissemination and 
maintenance of the project products. These steps and additional considerations are provided in chapter 
5.4.  

 

 

1.6  Structure of report 
This report summarizes the findings and conclusions of project manager and end user interviews. An 
introduction to the methodology applied is given in section 2. Section 3 provides an overview of the 
assessed projects and the contacted interviewees; section 4 describes project managers’ and end users’ 
views separately, bringing them together in the analysis. As a result, recommendations for end user 
involvement in future research projects are put forward in section 5. These are complemented by a list 
of steps to bring about the successful involvement of end users in research projects.  

In Appendix I, the relation to the Water Framework Directive is explained. A detailed description of 
the project choice can be found in Appendix II. Appendix III gives a critical assessment of the applied 
methodology. The questionnaires used for project managers and end users can be found in Appendices 
IV and V respectively. In Appendix VI, the main characteristics and lessons learnt from each project 
are summarised, whereby a differentiation is made between project managers’ and end users’ 
perspectives. This gives readers an overview of the diverse approaches towards end user involvement, 
as well as specific situations and problems that may arise from them. Details are also provided on how 
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certain projects dealt with such problems. Appendix VII comprises the list of recommendations given 
by project manager and end user. 

 

1.7  Utilisation and dissemination of survey results 
The main target group for this report are European and national research managers, European 
Commission DG Research representatives and scientists/modellers. Furthermore, it aims to give any 
further interested researchers, end users or students an insight into the current state of end user 
involvement. 
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2 Methodology  
As a basis for the survey, a set of projects were identified that were to be included; information about 
potentially relevant projects was collated. Based on a set of criteria for the choice of projects, these 
were prioritised, while questionnaires for both project managers and end users were designed and 
tested. A series of telephone interviews with twelve project managers and 24 end users were 
performed to complete the questionnaires. The chapter on methodology closes with a critical 
assessment of the difficulties encountered while conducting this survey.  

Appendix III gives a critical assessment of the applied methodology. 

 

 

2.1  Selection of projects 
The twelve projects included in this survey were selected on the basis of the following three key 
criteria: 

-  a model was developed as the main product of the project;  

-  there was active involvement in the project (according to the available project documents);  

-  water authorities were involved in the project.  

Not all three criteria had to be fulfilled by the projects.  

The method of selecting the projects is explained in detail in Appendix II. 

 

 

2.2  Design of questionnaires 
The objective of the questionnaires was to collect basic information about end user involvement in a 
specific project and to elicit main lessons learnt from the project manager’s and end users’ perspective. 
In order to ensure comparability, a number of questions were put to both the project manager and the 
end users in the questionnaire.  

The questionnaires were developed based on an overview study of 27 projects from the Human 
Dimensions in Water Management and CatchMod-clusters, which analysed the main product and end 
user involvement.   

It took end users a maximum of 15 minutes to respond to the questionnaire. The interview generally 
took project managers about 30 minutes. In some cases, it took significantly longer (for instance, one 
hour), if project managers took the opportunity to elaborate on their experiences.  

The majority of questions were of a closed nature, in order to ensure quick and comparable answers. 
However, for all questions interviewees had the opportunity to elaborate their views or make 
recommendations for future projects in the form of semi-open questions. One open question at the end 
gave interviewees the opportunity to express the main conclusions they gained from the researcher/end 
user collaboration, which could not be fitted into the closed questions, but which inspired them. See 
questionnaires in Appendices IV and V. 

The questionnaire was built on the assumption that for each project contained in the survey, a main 
product can be identified with which end users were involved. The analysis then focuses on this 
product. 
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2.3  Testing the questionnaires 
The draft versions of both questionnaires were discussed with contact persons from the Harmoni-CA 
project. Furthermore, after gaining their approval, they were tested with a project manager and an end 
user of one of the projects assessed here. Feedback and experiences gained from these tests were 
incorporated into the final version of the questionnaires. 

 

 

2.4  Procedure of completing the questionnaires 
These questionnaires were generally completed by the interviewer while conducting the phone survey. 
If interviewees gave additional comments beside their response, these were summarised later by the 
interviewer.  

One of the interviews was conducted in person. At the request of four interviewees, the questionnaire 
was sent by e-mail and then completed by them. In one case, as requested by the interviewee, results 
were sent back to him for checking, and the changes he requested were incorporated into his answers. 
The majority of interviews were conducted in English. Five interviewees responded in German.  

 

 

2.5  Comments on methodology 
Mention must be made of the fact that the number of projects surveyed, including the number of end 
users, was specified by the contracting agency. Given the number of projects surveyed (twelve), 
twelve project managers and 24 end users were interviewed. Hence recommendations given are based 
on a small, non-representative sample. That is to say, the recommendations given are not statistically 
robust. However, the intention of the survey was to produce a report of an exploratory nature. 
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3 Overview of assessed projects and interviewees 

3.1  Projects 
The projects assessed are classified to the CatchMod- and Human Dimensions in Water Management 
clusters, with the exception of the Daywater project (see Table 1).  

The cluster on Integrated Catchment Water Modelling (CatchMod) was established by the 
European Commission to support the implementation of the Water Framework Directive. The 
objectives of this cluster were to develop common harmonised modelling tools and methodologies for 
the integrated management of water (for further information, see www.harmoni-ca.info). 

The cluster of Human Dimension in Water Management is a network of projects, comprising a 
wide area of research topics and policy domains that combine insights from the social sciences. Its 
objective is to develop new interdisciplinary approaches that are able to deal with complex water 
management problems.  

 

Table 1: Projects included in the survey 

The projects are given in alphabetical order, which does not correspond to the numbers they are allocated in 
this document.  

CatchMod Human Dimension Other 

BMW GOUVERNe DayWater 

CLIME HarmoniCOP  

EUROHARP MERIT  

HarmonieQuA MULINO  

HarmoniRiB   

Tisza River Project   

TRANSCAT   

 

Table 2 gives an overview of the projects with regard to the 

-  main product  

-  type of end users involved 

-  number of end users involved 

-  level of involvement 

-  formal type of involvement
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Table 2: Overview of projects 

Projects Types of product Types of end user 
organisations Numbers of end user involved Form of involvement Formal type of involvement  

Project 1 
Decision support tool, 
guidelines, training 
material 

Water authorities, companies, 
NGOs, research institutes, 
etc.  

More than 20 end users were involved 
as testers, several hundred later 
attended workshops to inform end 
users about the existing tool 

Active involvement in developing the product, 
design of end user interface and testing; 
consultation regarding requirements analysis 

Some contract partners, some non-
contract partners;  

Project 2 DSS 
Water authorities, 
environmental authorities, 
research institutes 

One end user in each of the 6-7 case 
studies 

Active involvement in requirements analysis, data 
collection and testing; consultation in developing 
the product and design of end user interface 

Contract partners and non-contract 
partners 

Project 3 Data base on several 
river basins Water authorities  Eight organisations, 40 individuals 

Active involvement in data collection and 
maintenance (one end user organisation); 
consultation in requirements analysis 

Non-contract partners 

Project 4 
Several hydrodynamic , 
hydrological and water 
quality models 

Water authorities, 
environmental protection 
authorities, research institutes 

16 end user organisations 
Active involvement in project preparation and 
data collection; consultation in requirements 
analysis 

Those who were actively involved 
were contract partners, others were  
non-contract partners; one end user 
had a subcontract for a person to 
carry out additional tasks 

Project 5 Multimedia online 
deliberation support tools  Water authorities Four organisations, 30 individuals per 

case study 

Active involvement in requirements analysis, 
development of the tools, data collection and 
testing; consultation in project preparation and 
design of end user interface 

Contract partners 

Project 6 Decision support tools 
and guidelines 

Company, farmer’s 
association, regional 
government, environmental 
agency 

Five end user organisations, one or 
two  in each of the four case studies Active involvement in all phases 

Some contract partners, some non-
contract partners 
 

Project 7 DSS 
Water authorities, companies 
and NGO’s 20-30 end user organisations 

Active involvement in data collection; 
consultation in requirements analysis, 
development of the DSS and design of the end 
user interface 

Non-contract partners 
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Project 8 

DSS providing water 
managers and modellers 
with advice regarding the 
selection and use of 
models in the context of 
river basin management 
and the EU water 
framework directive.  

River basin managers and 
environment protection 
agencies 

Ten end user organisations 
Active involvement in requirements analysis, 
development and testing of  the product and its 
interface; consultation in project preparation 

Some subcontractors, some non-
contract partners 

Project 9 DSS 
Environmental agencies and 
some water utility companies  n/a 

Active involvement in testing; consultation in 
requirements phase and design of end user 
interface 

Non-contract partners 

Project 10 

Electronic Toolbox 
through which users can 
access information about 
nine models or 
quantification tools to 
quantify nutrient losses 
from diffuse sources, the 
17 European catchments 
that have been tested in 
the project, together with 
project results/outcome. 

Water authorities, research 
institutes, environmental 
protection agencies, regional 
authorities, etc. 

On average three per catchment; 50 
organisations in total 

Active involvement in data collection; 
consultation in requirements analysis, 
development of the Toolbox and design of end 
user interface. End users are now financing the 
further development of the Toolbox. 

Some as partners or subcontractors, 
others as non-contract partners 

Project 11 Handbook 

Local government, 
agriculture, environmental 
ministry, water users 
association, environmental 
protection NGO etc. 

15 organisations, 30 individuals 
Active involvement in developing the handbook, 
consultation in requirements analysis and design 
of end user interface  

Non-contract partners 

Project 12 

Multi-actor-DSS 
supporting a group of 
stakeholders to improve 
their knowledge and 
compare their viewpoints 
by defining and 
assessing scenarios and 
indicators 

Water authorities, 
consultancy company, 
ministry of environment etc. 
The final conference was 
open to the public. 

14 core end user organisations  were 
actively involved, 50-100 were 
informed 

Active involvement in project preparation, 
requirements analysis, data collection, testing and 
maintenance and further development; 
consultation in other phases. Parallel to the 
process, end users were actively involved in self-
organised meetings   

Non-contract partners and one 
subcontractor (consultancy) 
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3.2  Types of products 
To study the involvement of end users in research projects, it is self-evident to explore the kind of 
product development in which they were involved. For this reason, project managers were asked 
which main product of the project users were involved in2. In eight out of the twelve projects, project 
managers claimed that the main product of the project was a decision support tool. Other products of 
key importance to the projects were handbooks, as well as a ‘tool box’ of models, a participatory tool 
(under the category ‘other’), a modelling support tool (the category ‘other’) and further software-based 
tools, such as a deliberate support tool (see Figure 1). 

 

Figure 1: Main products contained within the projects 

Summary of the main products developed within the twelve research projects surveyed. 
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The results show that most projects investigated used end users’ input to support the production of 
decision support tools (DST). Therefore, there is a strong emphasis on DST within this survey, due to 
the fact that most CatchMod projects construct DST. 
 
 

3.3  Types of end user organisations involved in the project 
Not only do we have to survey the main products in which end users are involved – we also need to 
know which types of organisations the end users represent in the various projects3.  

Project managers from ten projects reported that their end users represented water authorities. There 
were also representatives from companies and research institutes. Members of NGOs participated in 
four projects. Other types of end users included environmental protection agencies and local 
governments (see Table 3).  

Four projects were supported by consultants, moderators or mediators. In three cases, their main 
task was to facilitate and moderate the project. In two projects, they were assigned the task of 
developing and evaluating questionnaires and tests. 

 

                                                      
2 See question 1 of project manager questionnaire in appendix. The question was not put to end users. 
3 See question 5 of project manager questionnaire in appendix. The question was not put to end users. 
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Table 3: Organisations represented by end users  

Type of end user organisation Number of projects in which this 
type of end user was involved 

Water authority 10 

Company 6 

NGO 4 

Research institute 5 

Other: 8 

 

 

3.4  Numbers of end users involved 
The numbers of end users involved in the different projects ranged from a few to approx. 100 end 
users. Whilst this indicates that the selection of projects was heterogeneous, it is also indicative of the 
fact that different types of end user involvement processes took place in these projects. The next 
section will provide further information on these differences. 

 
 

3.5  Types of end user organisations interviewed 
Two end users were interviewed from each project. They were selected according to their availability 
and willingness to participate. They represented water authorities, local, regional and national 
authorities, as well as governmental ministries, research institutes, companies and associations (see 
Table 4). End users from NGOs were not interviewed. 
 

Table 4: Organisations represented by interviewed end users 

Type of end user organisation Number end users interviewed 

Water authority 6 

Company 3 

NGO 0 

Research institute 4 

Governmental ministry 3 

Local and regional authority 4 

Governmental policy institute 1 

National authority 1 

Association 2 

 
The two end users interviewed per project were in most cases selected from a list of two to five end 
users provided by the project managers. In other words, a list of all involved end users was available 
from which two interviewees were chosen, giving priority to a diversity of involved end users.  
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As these interviewees were selected primarily based on advice from project managers, this may have 
resulted in a positive bias in the results. However, some project managers explicitly suggested that we 
might contact those stakeholders that criticised the involvement or even withdrew their involvement. 
These project managers perceived the interview as a chance to learn more about the reasons for the 
end user criticism. The results clearly show that it was not only the very positive end users that were 
involved in this study. Rather, almost all interview partners mentioned aspects of end user 
involvement that could have been improved. However, the reader is kindly asked to bear in mind, that 
the end user perspectives reflected here are not to be considered representative given the small number 
of interviewees. 
 
 

3.6  Form and type of involvement 
The form and type of involvement is discussed in Chapter 4.
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4 Survey results 
This section contains an analysis of the results of the survey resulting from project manager and end 
user interviews. Specific results of the surveys on particular projects can be found in Appendix VI.  

In particular, the respective objectives for end user involvement and the various phases in which end 
users were involved in the project are highlighted in this section as well as the form of involvement. 
This section also examines the application and maintenance of the products as well as general 
satisfaction with participation. It also identifies potential barriers to participation, such as a lack of 
funding and communication, and changes in personnel.  

 

 

4.1  Relevance and satisfaction reaching the objectives of end user 
involvement 
Why would project managers want to involve end users in the development of their products and what 
is the relevance of end users collaborating in such a research project? 

To gain a better understanding of the respective objectives, both project managers and end users were 
asked4 which of the given predefined potential objectives for their involvement they considered 
relevant to their project. Project managers were also asked which objectives had been achieved 
satisfactorily5.  

The objectives specified in both questionnaires were phrased slightly differently, according to the 
different target audiences, but they nevertheless correspond to one another. There was the option to 
add further objectives not included in the list. The project managers’ responses can be seen in Figure 
2, whilst those of end users are given in Figure 3. 

 

Project managers' objectives 

Figure 2 shows the number of project managers who assessed particular objectives as relevant, and 
whether or not they had been achieved satisfactorily. It also illustrates how many project managers 
considered particular objectives to be irrelevant.  

In all twelve projects, the project managers stated that the objectives for involving end users in the 
project included obtaining information on the requirements for the applicability of the product, as well 
as letting end users evaluate and apply the product.  

It was also of great relevance to project managers to inform end users about the product, and to let 
them oversee the project, supporting exchange among end users and collecting data from them.  

Figure 2 also demonstrates that most project managers regarded setting requirements, exchange among 
end users and the collection of data as particularly satisfactory. 

Nevertheless, a considerable number of project managers viewed certain factors of end user 
involvement as unsatisfactory: evaluation and application of the project product, and the manner in 
which running of the project was overseen. 

 

                                                      
4 Question 2 of their respective questionnaire. 
5 For reasons of efficiency and comprehension, in the end user questionnaire we replaced this question with 

questions 7, 8 and 9. 
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Figure 2: Relevant objectives to involve end users and whether they were satisfactorily achieved 
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End users’ objectives  

Over 87% of respondents considered providing information about product requirements and learning 
about particular products to be relevant. This was followed by the wish to evaluate the product and the 
opportunity to exchange experiences with other end users. Nearly 40% of end users, in contrast, 
regarded overseeing the project as irrelevant. Surprisingly, up to 25% considered the subsequent 
application of the product as an irrelevant objective of their involvement. Their main intentions in 
being involved in the research projects were more related to information exchange and learning. This 
implies that the end users were more concerned with information collection than in subsequent use of 
the final products.  
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Figure 3: Relevant objectives for end users to participate in the project 
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Analysis 

It was of great relevance to project managers in involving end users to obtain information on 
requirements for the product’s applicability, to let end users evaluate the product and to inform them 
about the product, later ensuring its application. These objectives were shared by the majority of end 
users, who also were interested in exchanging experiences with other end users. 

An overwhelming majority of project managers, who deemed the above-mentioned objectives to be 
relevant, thought that end user exchange, product information and the elicitation of requirements and 
data had been achieved satisfactorily through end-user involvement. 

However, three objectives – considered relevant reasons for involving end users – were deemed as 
having been unsatisfactorily achieved by 40% or more of the project managers: end user evaluation of 
the product, ensured application of the product and end user oversight of the project. Considering that 
product application is a major goal of European Commission funding projects in this area6, the seventy 
per cent of project managers who considered this unsatisfactory is a clear warning sign that end user 
involvement might not be functioning correctly. Why might this be the case? 
Maybe the evaluation and application of the product did not occur in most projects because either the 
product had not been completed (e.g. EU 3.2) or there was insufficient time or, more crucially, this 
work was designated for the end of the project. Another factor could be that it was often only possible 
to deliver a draft version or a general product during the project (see PM 9, EU 9.1). This meant that 
tailoring work that had to be carried out to ensure the product could be applied to the specific needs of 
end users from diverse countries could not be performed during the project. 

With regard to project oversight, the problems could be that research projects are often very broad 
with regard to the multitude of themes they tackle and the different areas they cover. It is therefore 
very time-consuming for end users – who are often not contract partners – to ensure they are able to 
oversee the running of the project with the large amount of information and documentation available. 
Furthermore, overseeing the project was an objective considered relevant by the fewest end users, 
enabling us to come to the conclusion that their motivation related to this issue was low. 

 

                                                      
6 Borowski and Hare (2007) 
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4.2  Phases of involvement 
Project managers’ perspectives  

Having identified the objectives of project managers in involving end users in research projects and 
the reasons why end users often participate in them, we now examine which phases of the project end 
users were involved in and what their involvement entailed (i.e. the form of involvement7)8.  

The Figure 4 shows, according to the project managers, whether at various phases of the project, end 
users were  

-  actively involved,  

-  consulted,  

-  kept informed  

-  not involved  

-  or if the phase did not exist within the project. 

The predefined phases of the project were: project preparation, requirement analysis, product 
development, data collection, design of end user interface, product testing and maintenance and further 
development of the product. 

In most projects, the project managers stated that there was active involvement by end users during the 
phase of collecting data and testing the product. End users were only actively involved in developing 
requirements and in the development of the product itself in less than half of the projects.  

Consultation of the respective end users was preferred in the majority of projects for requirements 
analysis and the design of the end user interface. End users were only consulted regarding product 
development in four projects.  

End users were not involved at all in four projects during the preparation of the project, the testing of 
the product and the maintenance and further development of the product (see Figure 4). 

Little contribution was asked from end users in the maintenance and further development phase of the 
product. 

 

 

                                                      
7 See question 16 of project manager questionnaire in the appendix. 
8 Based on definitions by Mostert (2006), “active involvement” includes the “co-designing” and “co-thinking” 

levels of participatory involvement, such that end users take part in this work by developing and discussing 
their own ideas or carry out tasks with the project team. By “consulted” it is meant that they were asked to 
give their opinion or knowledge/data on work being performed in this phase. “Informing” end users intends 
only to provide them with information without getting any feedback. 
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Figure 4: Form of end user involvement in the different project phases 
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End users’ perspectives 
In order to keep the question more intuitive, end users were asked whether they were involved in the 
project steering group, the project preparation and the product development. Furthermore, we wanted 
to know whether they were able to effectively bring in information and suggestions to the process9, the 
results of which are displayed in Figure 5. 

It is striking that, despite the fact that a sizeable majority of projects claimed to have involved 
stakeholders in project preparation, the vast majority of end users interviewed felt they had not been 
involved in the preparatory phase. Almost the same amount – 16 out of 23 end users – stated that they 
had been involved in the development of the product.  

14 out of all 19 end users indicated that they had been able to bring in information and suggestions 
efficiently, despite the fact that only four end users had belonged to the project steering group. 

 

                                                      
9 See questions 1a, 1c, 1d and 7 of end user questionnaire in the appendix. 
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Figure 5: Involvement of end users in project steering group, project preparation and the development of 
the product, and their ability to bring in informat ion and suggestions to the process 
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Analysis 

Despite project managers claiming the involvement of end users, the end users themselves perceived a 
lack of involvement in this phase. Noting the importance of end users in bringing in requirements for 
the product, mentioned by both project managers and end users, to ensure later application of the 
product, it is necessary to ensure the adequate set up of the respective research project by identifying 
end user needs as early as possible. If the frame and agenda have already been set, end users will find 
it difficult to bring about major changes. Being unable to make such changes hinders the development 
of ownership and the motivation to play a major role in the project, or even to participate regularly.  

If it is generally accepted that active involvement is a superior form of involvement to consultation, 
information and non-involvement (since it allows participants to take part fully in the formation and 
execution of ideas), then the results clear show that the majority of projects only tended to promote 
active involvement in phases of the project associated with data collection and product testing: i.e. 
particular pre- and post-design phases were not directly associated with the actual product design. 
Even in the requirements analysis phase, consultation was the preferred approach in the majority of 
projects. The lack of active involvement in such important determinants of use, such as end user 
interface design and product development, probably also contributes to objectives such as “product 
application” not being satisfactorily achieved. Interestingly, the unsatisfactory achievement of this 
objective, despite end users’ perception of not having been involved, suggests that it is worth 
considering whether their responses might have been different if they had known they could have been 
more actively involved. This in turn suggests that end users may need more information/education on 
the extent to which they can theoretically participate in such projects before their involvement, so they 
can demand a more involved role. Empowerment comes with knowledge.  

Additionally, the number of projects not involving end users in maintenance and product testing is 
surprisingly high. Apart from the fact that testing a product is crucial to its usability, it is especially 
important to involve end users in the further development or maintenance to secure the continued 
application of the product.  
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4.3  Application of product 
Project managers’ perspectives  

Considering that the product application is a major goal of European Commission funding projects, 
project managers were asked to respond to the question of whether the product is or was being applied 
by end users involved in the project10. Figure 6 shows how many end users are applying the products 
developed in the project, according to the project managers’ responses (separated into the categories: 
all, many, some, none, don’t know). 

The project managers stated that the product was not being applied in the vast majority of the projects, 
or they were unaware of its further usage.  

It was remarkable that a large number of project managers were unable to state whether or not the 
product was being applied.  

The product is only being applied by either many or some of the end users involved in three projects 
(see Figure 6). 

A challenge faced by the new products was that end users are unable or unwilling to change their 
working practices. For this reason, there must be more focus on setting end user needs prior to 
commencement of the project: i.e. during development of the project proposal (e.g. PM 2, 12, EU 1.1, 
12.1). 

 

Figure 6: Application of products by end users involved in the project 
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End users’ perspectives 

End users were also asked whether they used the product for their practical work11.  

Interestingly, a third of end users claimed that they do use the project product for their practical work, 
and a further third had used it in the past. Five had not used it at all, and one had not yet used it but 
was planning to do so if time allowed (see Figure 7. The figure explains whether end users gave no 
statement, used the product for their practical work, are using it at the moment (yes), not at all (no) or 
intend to use it (not yet)). 

In eight cases, the reasons for not using or no longer using the product were that the product does not 
fit into their working practices. Furthers reasons included a lack of information or training (three end 
users), technical difficulties (two end users), no practical need (two end users) and a lack of funding 
(one end user).  
                                                      
10 See question 17 of project manager questionnaire in the appendix. 
11 See question 8 of end user questionnaire in the appendix. 
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Figure7: Usage of product in end users’ practical work 
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Analysis 

Project managers explained that the product had been applied by end users involved in its 
development in only three out of twelve projects. However, when comparing Figures 6 and 7, it 
becomes apparent that the perspectives of end users and project managers differ here. This seems to 
result from the fact that they adopt a less rigorous definition of the term ‘use’. For example, in some 
cases products may not be applied in the originally intended way, such as only for education purposes 
or as a basis for further research and guidelines to be stipulated. In addition, products may be only be 
used in part. Others may use it indirectly, consulting further institutions related to the product.  

However, once again it needs to be pointed out that application of the product is best fostered if end 
user requirements are taken into account at a very early stage of the project (as discussed in Section 
4.2) and if a general prototypical products are tailoring more to the needs of specific end users at the 
end of the project.  

Another phenomenon is that, astonishingly, a quarter of the project managers were unable to provide 
information on application of their products, although interest had been voiced by at least two project 
managers in assessing dissemination of the product. However, there was no funding available for this 
task. More attention could be therefore given to maintaining working relations beyond the duration of 
the project. 

 

 

4.4  Maintenance of product 
Project managers’ perspectives  

Maintaining working relations between researchers and end users of course also comprises the 
maintenance of the product itself. The management of product maintenance was surveyed by way of a 
question put to project managers regarding whether they knew who will deal with the product follow 
up after finalisation of the project12.  

                                                      
12 See question 19 of project manager questionnaire in the appendix. This question was not put to end users. 



 

 23 

This revealed that follow up after finalisation of the project was mainly dealt with by the developers 
themselves. End users were only involved in four projects. Two project managers stated that this 
responsibility had not yet been clarified (see Table 5). 

 

Table 5: Persons responsible for follow up after finalisation of the project 

Group Number of projects 

Developers 7 

End Users 4 

Nobody 0 

Don’t know 0 

Not yet known 2 

 

Analysis 

Maintenance and the follow up of development is mainly the task of developers in these projects. 
Quite a few project managers emphasised that tailoring the product to the specific needs of end users 
still had to be carried after completion of the project (see PM 9, 12 and EU 9.1). In the short term, the 
follow up work is obviously still being carried out in most projects, since it was ‘not yet clear’ in two 
projects. However, project managers also reported that it was difficult to find funding for further work. 
In the long run, financing such work ���������	
  is not secured at all: the money generally comes from 
other research projects. End users invested money or time in the further development of the product in 
only very few cases. This brings us back to the critical issue: end users need to be involved at the very 
outset of the project so that they become part owners of the process and its products, which they are 
then interested in using in the form intended, and are willing to financially support its further 
development.  
 
 

4.5  Evaluation of end user involvement  
Project managers’ perspectives   

The question of whether the process of end user involvement was evaluated prior to the project was 
also asked in the questionnaire13. 

The responses given by project managers reveal that the process of end user involvement was only 
subsequently evaluated in four projects.  

 

Analysis 

This finding confirms the need for institutionalising the systematic evaluation of end user involvement 
for future projects, to enable lessons to be learned. 

 

 

                                                      
13 See question 23 of project manager questionnaire in the appendix. This question was not put to end users. 
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4.6  Funding 
Project manager’s perspectives 

To survey the contractual basis of end users involvement in projects, project managers were asked 
whether end users were involved as contract partners, subcontractors or non-contract partners14.  

In almost all projects, there were always at least some end users who were involved as non-contract 
partners. Only half of the projects also had end users as contract partners, and end users were 
subcontracted in less than half of the projects (see Table 6). 

Additionally, all project managers stated that non-contract partners were only reimbursed for their 
travel and subsistence costs. No other expenses, e.g. compensation for working time spent in meetings 
or for additional tasks, were covered15. 

 

Table 6: Type of involvement of end users in projects 

Formal form of involvement Number of projects 

Contract partner 6 

Subcontractor 4 

Non-contract partner 11 

 

End users’ perspective 

Of the end users interviewed, over half were non-contract partners, a third were contract partners and 
three were subcontractors16 (see Table 7). 

 

Table 7: Type of involvement of end users interviewed 

Formal form of involvement Number of projects 

Contract partner 7 

Subcontractor 3 

Non-contract partner 13 

 

Analysis 

Non-contractual working partnerships between end users and research projects were the most frequent 
form of formal involvement. Additionally, different end users had differing types of involvement 
within the same project – some being contract partners, subcontractors or only non-contract partners. 
This leads to major differences in the reimbursement of costs, since non-contract partners were only 
refunded their travel costs (and sometimes not even this, see. EU 6.1). The fact that resources available 
varied according to type of involvement was criticised by end users (e.g. EU 1.2)  

The fact that working time was not refunded obviously restricts end users’ resources that can be 
devoted to the project. Furthermore, it was pointed out that a formal contract lends a more formal 
emphasis to the working relationship between the various partnerships, forcing both end users and 
project managers to become more aware of the desired outcome of the project (e.g. EU 7.1). 

                                                      
14 See question 10 of project manager questionnaire in the appendix.  
15 See question 11 of project manager questionnaire in the appendix. The question was not put to end users. 
16 See question 1b of end user questionnaire in the appendix. 
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4.7  Communication 
Project managers’ perspectives 

Beyond financing issues concerning end user involvement, an important point of interest is the 
channels of communication within the project: 

Did people only meet at large conferences with little chance of active involvement or did they have 
sufficient time to discuss and decide matters within small meetings? Is the form of communication 
usually applied the most effective one17? 

According to the project managers, communication within all twelve projects included multilateral18 
meetings between end users and researchers. Additionally, almost all projects made use of bilateral19 
meetings as a form of communication between researchers and end users. Workshops with end users 
alone were organised in only half of the projects (see Table 8). 

 

Table 8: Forms of communication applied 

Form of communication Number of projects 

Bilateral meetings between researchers and single end users 11 

End user workshops 6 

Multilateral meetings between end users and researchers 12 

Remote forms of communication, such as e-mail, phone, mail and 
website 12 

Other 2 

 

The forms of communication that were considered most effective (from the perspective of project 
managers) were clearly multilateral meetings, followed by bilateral meetings (see Table 9). 

 

Table 9: Most effective forms of communication  

Which form of communication was considered most effective? Number of projects 

Multilateral meetings 10 

Bilateral meetings 6 

Excursions 1 

Conferences 1 

E-mail 1 

 

The language of communication in multi-case study meetings was English in the great majority of 
projects, although it was not the mother tongue of most end users in eleven out of twelve projects. 
Local languages were used in national meetings. Only English was spoken in two projects. In one, 
only the local language was spoken20. 

                                                      
17 See questions 12 and 13 of project manager questionnaire in the appendix.  
18 Meetings with at least three parties 
19 Meetings in which two parties are involved 
20 See questions 14 and 14 b of project manager questionnaire in the appendix.  
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End users’ perspective 

End users were asked whether they felt they had been sufficiently informed throughout the whole 
project21. 16 of those answered yes, whereas only four negated this question.  

However, six out of 21 stated that scientific aspects could have been explained more clearly,22 and 
nine out of 20 end users did not know from the start what their task was and how much time and 
resources would be required of them23.  

 

Analysis 
Multilateral meetings are vital in supporting regular exchange between end users and researchers, 
especially if some participants have not been informed clearly from the outset of their intended tasks. 
It is crucial that language problems are overcome in these meetings.  

Some interviewees stated that the appropriateness of specific forms of communication was dependent 
on the purpose of the communication. For example, in order to collect data or views of single end 
users, bilateral meetings were often seen as the most appropriate form of communication, while 
multilateral meetings enabled researchers to inform and elicit views from a broad range of end users, 
who were also able to exchange views amongst themselves. 

The fact that, in all projects assessed, the majority of end users felt sufficiently informed throughout 
the project is a great achievement. However, yet more emphasis needs to be placed on communicating 
scientific aspects more effectively, since a third of end users stressed that they could have been 
informed better. 

However, the fact that only nine out of 20 end users knew from the outset what their tasks were and 
how much time and resources they would need to invest, is alarming, since it implies a high risk of 
end user frustration if expectations are not met or resource limits exceeded.  

 

 

4.8   Changes in personnel 
Project manager’s perspectives 

Ideally, the same end users should be involved throughout the various phases of the project to ensure 
the project’s quality. However, changes in personnel in the course of the project are unavoidable, and 
may occur frequently. To identify possible barriers of involvement, project managers were asked 
whether there had been personnel changes among end users and, if so, if this had caused any 
problems24. 

This revealed that personnel changes among end users had occurred in eight projects. In five cases, 
the project managers stated that this had caused problems. 

 

Analysis 

Dealing with changes in personnel constituted a challenge in at least five projects, since it caused 
delays or confusion about who the relevant contact persons were. It slowed down the proceeding of 
the project work, and reduced the effectiveness of involvement, since the new end users arrived with a 
lack of knowledge and experience. It even led to end users who did not participate in a series of 
meetings having difficulties to evaluate the product.  

                                                      
21 See question 4 of end user questionnaire in the appendix. 
22 See question 5 of end user questionnaire in the appendix. 
23 See question 6 of end user questionnaire in the appendix. 
24 See question 8 of project manager questionnaire in the appendix. The question was not put to end users. 
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These personnel changes might result from regular changes within the different institutions. 
Nonetheless, project managers clearly stated that end users participated at the beginning of the project 
and then dropped out for lack of motivation to remain engaged in and support the development of the 
product. This was either because their needs were not met, or they were unable to see the benefit in 
waiting for later phases of the project.  

 
 

4.9  Satisfaction with end user involvement 
Project managers’ perspectives  

Ultimately, it is important to obtain an overall impression of whether end users were satisfied with 
their involvement in the project to establish whether research projects are on the right track. 

Figure 8 shows whether the project managers considered that all, many, some or none of the end users 
were satisfied with the process25. It was pleasing to see that 50% of project managers claimed that 
many or all end users were satisfied with the process (see Figure 8). 

 

Figure 8: Satisfaction of end users 
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In ten projects, project managers considered the involvement of end users in the project as an efficient 
use of resources, with only one person stating the opposite26. 

 

End users’ perspective 

17 out of 20 end users replied that the benefit of the project was worth the effort put into the co-
operation. Only three end users were unsatisfied with the project output27. 

 

Analysis 

As perceived by the project managers, the great majority of end users also stated that the benefit of the 
project was worth the effort put into the co-operation. This means that research projects and their 
project managers are on the right path, and that end users appreciated having the opportunity to 
contribute to the project.  

                                                      
25 See question 20 of project manager questionnaire in the appendix. 
26 See question 21 of project manager questionnaire in the appendix. 
27 See question 9 of end user questionnaire in the appendix. 



 

 28 

This is indicative of the fact that end users are generally more than willing to participate in such 
projects, and that they can clearly contribute to them by bringing in expertise from their daily work in 
the field of water management, despite the fact that specific (rather than prototype) end products may 
neither be completed nor applied. Future projects should seek ways to further reward the good will of 
end users in terms of providing usable end products.  

 

 

4.10  Recommendations for future projects 
 
Overview on collected recommendations 
Finally, the 12 project managers and 24 end users were asked to state their own recommendations for 
end user involvement in future research projects, based on their experiences. Appendix VII gives an 
overview of all recommendations made. In order to guide our analysis towards general conclusions, 
recommendations were clustered. Specific recommendations were allocated to a general 
recommendation. “R5”, for example, means that this specific recommendation is covered by our 
general recommendation number 5. These general recommendations are explained in detail in Chapter 
5. Further details of specific project experiences can be found in Appendix VI.  
 
Figure 9: General recommendation clusters 

 
 

The general main recommendation clusters are as follows (see also Figure 9): 

-  R1: End users should be involved as contract partners: 

-  R2: Regular face-to-face contact is needed, allowing end users to be informed about the project, 
bring in their requirements and build trust in the project 

-  R3: End users should be involved in the preparatory phase of the project 

-  R4: End users need to understand the structure of the project, and their role in it 

-  R5: There should be some financing and time left at the end of the project to tailor the product to 
the specific end users’ needs, evaluate the product and the process, share experiences and carry out 
training and dissemination workshops 

-  R6: Provide information and feedback regularly 

-  R7: End users need to have pertinent competences and expertise, and should not be too 
heterogeneous  
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-  R8: End users should gain hands-on experience with products and should be provided with 
multimedia training material 

-  R9: Anticipate changes in personnel through the project’s internal or end user organisation’s 
obligation to introduce new participants 

 

Table 10 shows the number of project managers and end users who made recommendations belonging 
to the general recommendation cluster. General recommendations are ranked in the following 
subsections according to the number of project managers/end users who mentioned them: the more 
mentions, the more importance the recommendation should be given according to the particular group 
of respondents.  

 

Table 10: Number of recommendations by project managers and end users 

Recommendation cluster Project managers End users 

R1: Involvement as contract partners 4 5 

R2: Regular face to face contact  7 9 

R3: Involvement in project preparation phase  6 8 

R4: Understanding of project structure and roles  5 8 

R5: Time and money for tailoring, testing, 
training and dissemination  6 6 

R6: Regular information and feedback 1 9 

R7: Competences and expertise of involved end 
users, heterogeneity  1 6 

R8: Hands-on experience and training material 2 1 

R9: Strategy for anticipating changes in personnel 1 2 

 

Analysis 

Both project managers and end users stress that early, regular face-to-face contact is of utmost 
importance. End users furthermore emphasised their need to understand the structure of the project 
more clearly and their need for better information and feedback. They also wanted to be assured that 
relevant end users are involved. Project managers were aware of this need, too, but placed more 
emphasis on the need to involve end users as contract partners which is the only recommendation 
cluster that does not refer to the involvement process as such aiming at another level of involvement. It 
is interesting that project managers placed more emphasis on this than end users. However, this could 
be due to the fact that the latter were not aware that such involvement was possible. Again, this 
suggests the need for more end user education on how they can be involved in such projects. 
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5 Conclusions and recommendations for future research 
projects 
Both project managers and end users in research projects appreciated the involvement of end users, 
stating in most cases that it was worth their time and effort and that it was a valuable learning 
experience. The generally positive impression that most interviewees gave must be borne in mind. 
However, this should not distract us from aspects of the projects that could have been implemented 
better if they had been approached differently. We would now like to focus on the concrete lessons 
learnt, to guide future actions in setting up processes regarding end user involvement.  

A set of main conclusions for project managers involving end users in research projects was 
mentioned repeatedly by several interviewed project managers and end users. These 
recommendations, together with those derived from the analysis of the survey results, are outlined 
below. References to individual recommendations and information on the projects of project managers 
(reference abbreviated in the recommendations with PM) and end users (reference abbreviated in the 
recommendations with European Commission) for particular projects, which can be found in the 
Appendices VI and VII, are given in the text. 

Improving end user involvement is not the responsibility of one party alone. In this chapter, 
recommendations are therefore divided into those that project managers  need to consider, those that 
the funding body – the European Commission – needs to consider, and those that end users need to 
think about in order to get the most out of their own involvement.  

 

 

5.1  Recommendations for project managers 
The numbering of the project managers recommendations is according the ranking of general 
recommendations corresponding to the number of project managers/end users who mentioned them 
(see section 4.10). One exemption is recommendation 1 ‘End users should be involved as contract 
partners’ which is the only recommendation clusters that does not refer to the involvement process as 
such aiming at another level of involvement and is therefore detached from the rest of the 
recommendations. 
 

Recommendation 1: End users should be involved as contract partners  

Project managers and end users experienced the restrictions of end user resources devoted to 
interaction with researchers. End users could only have participated in all the activities and contribute 
more to the project if more time and financial resources had been available (see PM 3, 10, 11 and 
EU 3.1). As a result of this, some of the aspired objectives were not achieved. The way to solve this 
problem is to involve them as contract partners (see PM 3, 6, 8, and EU 1.2, 3.1, 6.1, 7.1, 9.2). This 
would enable them to be paid for the time they invest in the project. It was also put more pressure on 
them to perform the tasks assigned to them within the project, remain informed and contribute to the 
development of a useful common product. 

 

Recommendation 2: Regular face-to-face contact is needed, allowing end users to be 
informed about the project, bring in their requirements and build trust in the project 

Although it may seem trivial, project managers and end users repeatedly referred to the quality of 
interaction as a main factor in the achievement of project objectives. Especially in cases where end 
users had had bad experiences with past research projects, an open form of communication, helping 
them to build new trust and making them feel they are taken seriously, is highly appreciated (see PM 
3, 5, 6 and EU 2.2). In some projects, a lack of motivation of end users and insufficient understanding 
of the project’s benefits caused them to withdraw from involvement (see PM 2, 3, 9). This can be 
avoided by regular, personal meetings and a good balance between working time and socialising in the 



 

 31 

evenings (see PM 11). Regular face-to-face contacts with researchers and end users were repeatedly 
stated as important (e.g. PM 5, 9, 10 and EU 8.2 12.2). Meetings should not be too tight in their time 
schedule (see PM 10), and give should participants the opportunity to understand each other’s 
objectives, exchange views and ideas for the development of a good product effectively, and to know 
each other. In the time between meetings, and especially if end users miss meetings or contact persons 
change, the local research partner needs to keep the relevant persons informed and obtain their views 
on a bilateral basis (see PM 3,12).  

When end users are asked to develop new ideas, it is important to create a safe environment, enabling 
participants to talk freely and independently on the position of their organisations or common agreed 
standards ensuring that information is kept confidential.  

Local research partner are especially important, since they know about the conditions and needs in the 
region, and are able to retain close contact to end users who speak the same language (see EU 7.1). 

 

Recommendation 3: End users should be involved in the preparatory phase of the 
project 

The second main recommendation raised by many project managers and end users interviewed was the 
relevance of early involvement (see PM 1, 2, 5, 7, 8, 12 and EU 3.1, 6.1, 8,1, 9.1, 12.1). This is 
directly linked to the objective of feeding end users’ requirements regarding the products into the 
project, which is considered by both project managers and end users as being highly relevant (see PM 
9, 10, 12 and EU 3.1, 5.2, 7.1, 8.1, 10.1). While all project managers consider that this objective has 
been met in their project,  end users explained that their requirements should have been elicited earlier 
in the project and should have been taken into account to a greater extent. In seven of the projects 
assessed, end users were merely consulted, and not actively involved in the requirements analysis. In 
some projects, the products do not satisfy users’ requirements For example, they were too general or 
too resource intensive to apply (e.g. PM 9 and EU 9.1, 10.1) for the management tasks for which they 
were build for constructed (rather than, for example, for teaching purposes). In order to avoid such 
problems, project managers should involve end users in writing the project proposal, and should 
establish their requirements and which other aspects need to be taken into account when setting up the 
project (see PM 10, 12). However, their workload must be kept to a minimum, since the interest and 
money they are willing to spend may be limited when the project is still vague. Project managers 
should sketch a project proposal, and meet potential end users to integrate their ideas, suggestions and 
requirements. By doing so, motivation for further support of the project can be generated, and end user 
ownership created. Furthermore, end users gain an initial insight into and understanding of the project, 
and the feeling that they can influence its direction to a certain extent. Finally, of course, this is how to 
ensure that products fulfil their requirements.  

 

Recommendation 4: End users need to understand the structure of the project, and their 
role in it 

End users asked for a more transparent and understandable project structure (e.g. EU 1.1, 11.2). This 
should help them understanding more clearly what their role in the project is (see EU 2.2). 
Furthermore, it allows them to learn from experiences made in other case studies. From the very 
beginning, end users’ tasks should be clearly defined, and they should be aware of what they can 
expect from the project (see PM1, PM5, PM6 and EU 1.2, 7.1). This will motivate them to take part in 
the project. From the perspective of several interviewees, transparency can best be achieved by 
allowing end users to take part in project meetings, which was not always the case (see EU 2.2). One 
aspect related to this is the need for a common understanding of main concepts within the project, 
which should be shared by both research partners and end users (see PM 11).  
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Recommendation 5: There should be some financing and time left at the end of the 
project to tailor the product to the specific end users’ needs, evaluate the product and 
the process, share experiences and carry out training and dissemination workshops 

Testing, training, dissemination and tailoring the product to end users’ needs and an evaluation of the 
project are important tasks within and beyond the project life span. Sufficient time and budget needs to 
be assigned to these elements from the beginning of the project, and project management needs to 
ensure that these are retained for when these activities are performed (see PM 6, 10 and EU 1.2, 2.2, 
9.1). This also means that the tool development process should be sufficiently flexible to incorporate 
input from end users (see EU 8.2).  

In several projects, development of the product was finalised only at the end of the project, inhibiting 
the tailoring of products to the specific end user requirements. It also meant that the there was no time 
left to run training workshops or enable thorough exchange and evaluation of experiences to take place 
within the projects (e.g. PM 7, 11 and EU 3.2). Precisely these, however, are crucial for making the 
product useful for practitioners and supporting the dissemination of the products developed, as well as 
for maximising learning effects within the project (see PM 11 and EU 3.2). The project needs a phase 
at the end, after finalising the products, during which evaluation, training and dissemination are 
carried out. Furthermore, this time should be used to plan and seek financial support for further 
follow-up activities that may be necessary after the project time span. These may comprise further 
training and dissemination activities, as well as maintenance of the product, surveys on current use of 
products (see PM 10, 11) and the long-term effects of the project or any activities to keep established 
networks alive. One way to achieve broad use may be to train private consultants to use the tool, who 
then take it into end user organisations (see PM 2). 

 
Recommendation 6: Provide information and feedback regularly 

A crucial aspect to end user involvement is to provide feedback to end users regarding their input 
(see EU 5.2, 12.1). Whenever their views are sought and remarks are collected on the development of 
the project product, they need to be aware of how their input was processed. If it was not possible to 
implement specific remarks in the product, they need to be explained why this was the case. 
Otherwise, end users may under the impression that their remarks have gone unnoticed, leading to 
frustration.  

Beyond feedback to end user input, a supply of general information (see PM1 and EU 3.2, 9.2, 10.2, 
12.1,12.2) within the project is important to bridge the time between end user meetings, and to keep 
end users informed. Project managers should actively provide end users with brief information on the 
progress of the project from time to time. Sufficient but manageable, well-prepared amounts of 
information need to be provided so that important documents are actually read. This information 
should be accessible via a website, which needs to be accessible to all end users at all times, and 
updated regularly. This is a key aspect to make end users feel that they have been sufficiently well 
informed about the progress of the project.  

It is important that good documentation of all activities is produced. This especially holds for end 
users who may not have been able to attend meetings. Minutes and all important documents should be 
placed at their disposal on the website.  

 

Recommendation 7: End users need to have pertinent competences and expertise, and 
should not be too heterogeneous  

A challenge is to involve the right people. These need to be identified beforehand, ideally based on a 
set of predefined criteria for involvement. Choice can be made based on the ownership of data, a 
particular regional problem or further criteria, aiming to capture the diversity of end user organisations 
and situations of application (see summary of project 11). However, project managers should bear in 
mind that too large groups or too greater heterogeneity of end users – though contributing to the 
diversity of perspectives present – may hinder the intensity of information exchange (see EU 1.2, 9.1 
and PM 6). Furthermore, it is not only important to identify the relevant end user organisations. Within 
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end user organisations, it must also be ensured that the right people are reached and informed (see EU 
1.1, 3.2). These should be people who have the relevant expertise and decision-making competence, as 
well as potential users of the tool. The task to identify and inform these people could be a contractual 
obligation for participating end user organisations. At this point, it should also be ensured that the 
different partners’ resources and motivation do not differ too much, to create an effective working 
environment.  

 

Recommendation 8: End users should gain hands-on experience with products and 
should be provided with multimedia training material 

As explained, for example, by the project manager of project 1, it is difficult and requires time to make 
the benefits of the developed tools clear to end users. They need to understand not only its purpose and 
innovation, but also how to integrate it into their working practices. In order to achieve this, 
continuous interaction between product developers and end users is important. It should also include 
hands-on experience (see PM 1 and EU 3.1). The second major precondition for use is to offer training 
courses (see references in recommendation 4), which can best be supported by multimedia training 
material (see PM 1, 5). Furthermore, the quality of the documentation material provided plays an 
important role in the success of the project. This material can help end users to explain its advantages 
and to disseminate the product within their organisations. 

 

Recommendation 9: Anticipate changes in personnel through project’s internal or end 
user organisation’s obligation to introduce new participants 

Changes in personnel may occur, and often have grave effects on end user co-operation. Project 
managers should consider building in a mechanism for dealing with changes in personnel, for 
example, it would be useful to provide documentation of what has already happened within the 
project, conclude binding agreements with end user organisations to inform new staff of the actions of 
their predecessors and conduct specific transitional meetings in which old and new personnel are 
involved to ensure continuity. Additionally, a relationship could be build up to the organisation rather 
than to only one person (see PM 9 and EU 12.2). Furthermore, a contact person within the project with 
resources for knowledge transfer could introduce new participants to the project and the results already 
achieved.  

 

 

5.2  Recommendations for the funding body 
It is self-evident that these recommendations cannot be implemented by project managers alone. 
Hence, the funding body also needs to draw conclusions from the results of this survey. Additionally, 
the funding body has a responsibility to create good conditions to realise the successful involvement of 
end users.  

Recommendation 1 Educate end users about the different forms of involvement 

More potential end users need to be educated regarding the different options available to participate in 
research projects (e.g. on different types of participation and involvement in projects - a database is 
available). Knowing the possible advantages, end users should be encouraged to pro-actively seek 
research partners to bring in their requirements in future research projects. This way, it can be certain 
that end users are dedicated to the application and further development of the product. 

 

Recommendation 2: Differentiate application procedures for partners of unequal size�

For small organisations, institutions and companies, in particular, participation in European 
Commission research projects as contract partners is very difficult to retrieve. The application 
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procedures should be differentiated for partners of unequal size to resolve financial bottlenecks and 
promote institutional commitment especially of those institutions that are more financially restricted. 

 

Recommendation 3: Organise pre-financing meetings 

The European Commission should become the middleman between end users and projects, as in the 
INTERREG programme, where they act as middlemen in bringing potential partners together to form 
consortia. In this case, the European Commission could bring projects to potential end users, and vice 
versa, to improve the early and more active involvement of end users. Additionally, related projects 
should be identified and efforts coordinated to avoid similar tools being developed simultaneously in 
other projects (see EU 12.1).  

 

Recommendation 4: Pre-funding of application process 

A major barrier to involving end users is that the application process alone is very time-consuming. If 
the European Commission seeks to include more end users from small organisations, institutions and 
companies for pre-project requirement setting, it is necessary to fund the application process. 

 

Recommendation 5: Set up an end user database 

A data base with interested end users and project profiles should be a further option to channel and 
improve exchange using the CORDIS website. 

 

Recommendation 6: Fund post-project maintenance and further development 

In a number of research projects, only general products were developed. To ensure that end users 
apply and further develop the products, the European Commission should dedicate funds to end users 
shortly after completion of the project. This budget would allow them to tailor the product further to 
their needs and ‘buy in’ researchers for improvements. 

 

Recommendation 7: Support and fund partnerships and exchange programmes between 
researchers and end users 

To gain a better understanding of working conditions, it is recommended to support and fund 
partnerships between researchers and end users. This could also be assisted by the data base and 
meetings (see EU 12.1).  

 

Besides creating good conditions to realise the successful involvement of end users, important issues 
can also be achieved by setting up specific rules for funding (see below). 

 

Potential criteria for project funding 

Considerations should be made to define the following aspects as mandatory or relevant criteria for 
project funding: 

-  involving end users as partners or subcontractors, making sure they are paid for the time they 
contribute to the project 

-  involving end users in the preparatory phase 

-  eliciting end users’ requirements for both the project product and the process of involvement  

-  evaluating the lessons learnt from the process of end user involvement; this should include a 
survey on end users’ perspectives on this matter 
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-  including a “post-project” phase to turn prototypes into finished marketable products and to 
maintain them  

-  conducting a post-project survey on the use of the project products 

Further, the funding body should encourage projects to allocate money and time to  

-  ensure close interaction between end users during the project time span 

-  organise follow-up training and dissemination workshops, and 

-  cover potential additional tasks arising from end user involvement. 

 

 

5.3  Recommendations for end users 
Recommendation 1: End users should try to become partners in research projects 
End users should have a pro-active approach towards scientific institutions to set the agenda with 
regard to their requirements. 
 
Recommendation 2: Be pro-actively involved within the research projects 
When involved in a research project, end users should 

-  ask for a good and clear explanation of the project structure 

-  ask exactly what their role is 

-  ask for documentation on how end user requirements have been taken into account during the 
product development 

-  ask for good documentation on the product and how to use it 

 

Recommendation 3: Maintain institutional commitment 
However, once having committed to the project and agreed to the distribution of tasks and resources, 
they also assume responsibilities: 

-  regularly take part of meetings. If this is not possible, send a deputy.  

-  contribute to the relevant information needed to make the product applicable. Openly state their 
opinion at every stage of the project work. 

-  inform researchers about what kind of information/training is needed to understand and apply the 
product.  

-  make sure that involvement is not dependent on one person alone: ensure that more than one 
person is involved and that – additionally – good internal documentation is drafted that can be 
given to predecessors.  

-  ensure that experience gained within the project is disseminated internally; communicate and 
discuss draft results with colleagues within their institution who may be interested in applying the 
final results 

-  in the case of personnel changes, ensure that replacements from your organisation are briefed on 
the project and what has happened prior to the replacement. 

 
 



 

 36 

5.4  Further information and acknowledgements  
Based on the findings from this report, Seecon has developed a list of steps related to the successful 
involvement of end users in future projects. It includes the key recommendations given in several 
interviews. 
 
Step-by-step approach to the successful involvement of end users in research projects 

Figure 10 summarises how the recommendations resulting from this analysis can be included in a full 
set-up of the end user involvement process. It shows which steps should be taken in the preparatory 
phase, the development phase, when carrying out testing and training, as well as after the project 
lifespan. These steps are explained in further detail in the table below (see Table 11).  
 

Figure 10: The path to the successful involvement of end users in research projects 

 

 

The list of steps to successful involvement should provide guidance to project managers. Further, it 
may also be helpful to the funding body, since it gives hints on possible criteria for funding. End users 
may use this list to check what they are entitled to and what their obligations are when contributing to 
a research project.  
The list is structured chronologically, corresponding to the phases of the research project. 
 
We hereby assume that a project runs for several years, and that the developed product should be used 
later by several different end users, who are not project partners per se. In other cases, some of the 
steps listed here may not apply. Equally, in some cases, for example, since there is already a lot of 
knowledge about requirements for the applicability of the project product available, or due to limited 
resources, project managers may decide to involve end users only in specific stages of the project, e.g. 
for testing the tool.  
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Table 11: Steps to the successful involvement of end users  

Steps (assigned to phases) 

Preparation phase 

1. A market analysis proves a practical need for the project product. 

2. Researchers prepare an outline for the project, including  

– a description of the product and how it can be applied. This gives initial hints about who potential end users are 
and what might be relevant criteria for product applicability; 

– a brief description of tasks for researchers and end users; 

– an initial estimate of the resources and time frames of tasks within the project. These should not be too tight and 
should contain a certain amount of flexibility to account for unforeseen tasks, ensuring there will be sufficient 
time and money left for the important stages of testing, training and dissemination. 

3. It has been investigated whether other projects carry out the same or similar tasks. If this is the case, co-operation is 
established to avoid overlapping work.   

4. Data needs are defined and relevant data owners contacted. 

5. Criteria for the involvement of end users in the project are defined.  

6. The relevant end user organisations are identified and contact is established. 

7. Appropriate representatives from the single end user organisations are identified for involvement. These possess the 
relevant expertise/knowledge about product applicability and competence to enable the application and dissemination 
of the product within their organisation. More than one person might be involved in order to cover several important 
fields of competence (e.g. modelling and strategic decision making).  

8. The end users chosen are informed about what is asked of them, and how they can benefit from the project. This 
motivates them, and builds trust in the project. They understand the benefits of the project product, and that it is useful 
to contribute to its development in order to make it applicable. Also, the opportunities available for learning about the 
tool and for exchange with other end users are highlighted. At the same time, end users are asked about their 
expectations, and they receive feedback on whether – and how – they can be met by the project.  

Note: Promises are only made regarding what the project can actually deliver! If only involvement in specific project phases 
(e.g. testing) is planned, this should be made known to end users!  

9. Mechanisms are in place to anticipate changes in personnel. If only one person from an end user organisation is 
involved, it is especially important to ensure activities are well documented and that if a new person takes somebody’s 
place, this person must be well informed about the project. These two elements can take place either internally, e.g. by 
a ‘mentor’ who introduces new participants, or by structures within the end user’s organisation (good documentation 
and transfer of knowledge to successor).  

10. A common understanding of main concepts is generated. This is set out in written form and consequently applied. (An 
explanation of these concepts may be part of the first end user workshop. End users should not be overburdened with 
too much paper.) 

11. End users are involved as project partners. They assume specific tasks/responsibilities. They receive appropriate 
resources from the project budget to carry out these tasks and participate in meetings. (This is especially important 
when involving NGO’s. It might not apply to the involvement of people from public administrations.) 

12. The project structure and tasks of all researchers and end users must be known. All those involved must know what 
they will get, what they are expected to deliver and what role others play (e.g. graphic representation of project 
structure together with a list of project partners, their tasks and interfaces).  

13. End users are consulted with regard to the requirements of the applicability of the project product. This may take place 
in the form of an initial workshop (which may also cover some of the items listed above, e.g. explaining the project 
structure and main concepts). 

Development phase 

14. All partners carry out tasks for the project.  

15. In the form of local project partners, all end users have contact persons whom they can address at any time if they have 
questions. Bilateral meetings are carried out to actively keep end users informed and elicit their feedback.  

16. Multilateral meetings are held several times a year.  

a. End users are informed about the progress in the project, and they are able exchange views on product requirements.   

b. There is a good mixture of intense work and socialising (in the evening, breaks).  
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c. Enough time is scheduled to allow for end users to ask questions and achieve comprehensive understanding.  

d. Language barriers are overcome. Each end user can understand everything that is said and can easily contribute his/her 
own view. In order to achieve this, translations may be necessary.  

e. End users have the opportunity to discuss matters directly with the tool developers. They can ask technical questions, 
and developers get a chance to learn directly from them regarding practical requirements for applicability.  

f. If the group of end users is too heterogeneous or too large, they are divided into smaller groups.   

17. End users are encouraged to participate in further project meetings and/or are invited to organise meetings with other 
end users themselves.  

18. All activities are well documented (minutes of meeting).  

19. End users’ input is documented. It is made transparent how this is processed within the project (e.g. table of remarks 
and how they were responded to).  

20. Relevant documents are made accessible via a project homepage, which is regularly updated. From time to time, brief 
information is sent to end users to make them aware of the progress of the project, even if they do not check the website 
regularly.  

Testing 

21. End users get hands-on experience with the tool. They are asked for feedback on its applicability.  

22. End users’ remarks and suggestions are included in a new product version, for which sufficient time is available. If 
certain end users’ remarks cannot be implemented in the product, the reasons are explained to them. 

Training 

23. End users who have been involved in the project, and maybe also further end users, are trained to apply the project 
product. This is supported by multimedia training material, and there is an opportunity for hands-on experience. There 
is sufficient time available to explain all functionalities to them and to let them experiment with them. End users should 
not only understand how to use the product, but also how it connects to other tools applied in daily practice.  

24. End users are asked for their feedback on their involvement in the research project. This is compiled into a brief 
evaluation report.  

Maintenance and further development 

25. A group, either from the project team or end user organisations, is responsible for the maintenance and further 
development of the product. There may be a need to tailor it to a specific local context, or to update it if errors are 
discovered or new data is available, in order to ensure it remains an up-to-date tool.   

26. Further training and dissemination activities are carried out to spread the tool further and allow new interested end 
users who have only just heard of it to learn about it.  

27. A survey is conducted on whether the product is being used. Reasons and success factors are investigated to generate 
lessons learnt for future projects.  

28. The networks established may be used to initiate new projects.  
 

Acknowledgments 

The importance of paying closer attention to the post-project usage of products and any further follow-
up activities can best be illustrated by recourse to a comment by a project manager. He used the 
telephone interview to express his frustration about the fact that the European Commission shows little 
interest in the application of the project products and, by doing so, does not use its money effectively. 
In his point of view, this prevents many research groups from thinking beyond completion of the 
project, when the funding has been spent and the forms completed.  

We would like to thank all those who provided their time, information and help in completing this 
survey. This report provides a critical assessment of end user involvement in research projects. By 
doing so, we hope to be able to support researchers in setting up a more effective involvement of end 
users, generating usable tools, long-term relationships and valuable learning effects on all sides. The 
money and time of not only the European Commission, but also of researchers and especially end 
users involved in the projects, should be well spent. We hope that at least some of these 
recommendations will be adopted by those concerned, so that the enthusiasm of project managers and 
end users to become involved in European Commission projects, such as those of the CatchMod and 
Human Dimension community, can be fully rewarded with concrete end products. 
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Appendices 
I. Water Framework Directive 

The study does not incorporate specific recommendations for the implementation of the European 
Water Framework Directive as the main European legislation currently under implementation, since 
the aim of the study was to explore involvement in research projects, and not specific knowledge on 
the assessment of the ecological status or planning of measures. Furthermore, this report focuses on 
the involvement of end users, but not of stakeholders in general. Such involvement processes may 
require different procedures for successful implementation, and our recommendations may not apply. 

 

 

II.  Choice of projects 
This appendix provides more detailed information on how the choices of projects to be investigated 
were prepared and taken. 

 

Overview document  

An overview document was delivered by Seecon as a main basis for this study. This provided the 
Harmoni-CA WP6 project team with an overview, in tabular form, of the numbers and types of end 
users involved in ten CatchMod clusters and 1828 Human Dimensions of Water Management cluster 
European Commission projects.  

It allowed the Harmoni-CA WP6 and Seecon team to decide jointly on which projects to focus 
subsequent project manager and end user interviews, as a basis for the analysis of the effectiveness of 
end user involvement in such European Commission projects. It also provided the WP6 project team 
with the opportunity to comment on the overview and to request further information. 

Projects were assessed according to the following criteria: 

-  brief description of the project,  

-  information whether models were to be developed or enhanced within the project,  

-  objectives related to the involvement of end users,  

-  end users involved,  

-  end users' tasks 

-  form of involvement 

-  level of participation (provision of information, consultation, active involvement – of end users 
and some indication of the type and frequency of communication) 

-  further information on other special information that should be taken into account when deciding 
whom to interview, e.g. financial support of end users. 

Key sources of information were the following: 

-  official public project websites 

-  DoWs (Descriptions of Work), if available in the project website 

-  'Catalogue of contracts, FP5 Sustainable Management and Quality of Water, Key Action 1, 
Energy, Environment and Sustainable Development' 

                                                      
28 One project was part of both clusters, resulting in an overall number of 27 projects included in the overview 

document. 
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All information was gathered from public sources. The reason for opting for public sources is that the 
quality, accuracy and completeness of information made publicly available provides an indicator of 
the quality of the project's public communication approach, which in itself might have a bearing on the 
quality of end user involvement. 

When preparing this analysis, Seecon placed importance on using the exact terms and expressions, 
where expedient, adopted by the project in the description of itself. 

 

Prioritisation 

The HarmoniCA team assigned projects in the 'Overview of End-user involvement in the CatchMod- 
and Human Dimensions of Water Management Cluster' according to three categories. These categories 
were chosen related to personal evaluation and knowledge of the contracting agency: 

-  projects that ‘should be included’  

-  projects that ‘could be included’ 

-  projects that ‘need to checked’ 

The contracting agency decided that the variety of projects should not be too large in order to avoid a 
dilution of the research results. The criteria given by them for the selection of projects for interview 
are the following: 

-  model-based project 

-  active involvement of end users within the project 

-  involvement of water authorities at an operational level within the project 

-  exclusion of projects with very high-level end users 

-  exclusion of projects with financial aspects and water markets 

Based on the three selected criteria – model-based, active involvement and water authorities – Seecon 
delivered a prioritisation of the listed projects, from which the HarmoniCA team chose the first twelve 
projects.  

However, it was not possible to identify/contact a project manager and two end user perspectives for 
each of those projects. The MantraEast project, which was previously intended to be part of this study, 
had to be excluded from the survey, since it was not possible to reach any of the project managers by 
phone or e-mail. This project was replaced by the DayWater project.  

 

 

III.  Critical assessment of the methodology 
The methodology chosen turned out to be appropriate for capturing the main characteristics of the 
single projects and encouraging interviewees to reflect on their experiences and draw 
recommendations for future projects. Telephone interviews lasting 15 minutes (with end users) or - in 
some cases even longer- (with project managers) enabled us to go in great depth into the specific 
problems that arose in the projects, and how they were or could be overcome. The most valuable 
lessons learnt were obtained from free explanations by the interviewees. The questions chosen worked 
well to help interviewees think through the diverse aspects of the project, and where difficulties lay. 
The similarity of questions asked to both project managers and end users facilitated the comparability 
of answers and perspectives.  

Readers are kindly asked to bear in mind that statements contained in this document only reflect 
individual’s perspectives and that knowledge may not be complete, and may not reflect the perspective 
of others involved in the same project. Furthermore, the numbers of end users involved in particular 
are only rough guesses made by the interviewees, and should be treated as such.  
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IV.  Project manager questionnaire 
Author: Karina Rasche, Seecon Deutschland GmbH 

Date: January 16th, 2007 

Version: Final  

The draft version of this questionnaire has been discussed with Ilke Borowski (USF), feedback from 
Michiel Blind (RIZA) has been incorporated and it has been tested with Jens-Christian Refsgaard 
(GEUS).  

The objectives of this questionnaire are 

(1) to collect basic information about the project and how end users were involved; 

(2) to find out the lessons learnt about how to best involve end users in research projects.  

In order to provide for comparability, the questions marked with a (*) are also asked in equal or 
similar form in the end user questionnaire. 

The questionnaire has been developed based on an overview study of 27 projects from the Human 
Dimensions in Water Management and CatchMod clusters. Furthermore, questions asked in this 
questionnaire are based on the tender for this research and Seecon’s experience with end user 
involvement in research projects. 

The questionnaire is built on the assumption that for each project that is part of the survey, a main 
product can be identified with which end users were involved. The analysis will then focus on this 
product.  

The filling of this questionnaire will be done by the interviewer while carrying out the phone survey.  

The interviewer is supposed to ask the questions in the wording given here. The tense may have to be 
adapted in case the project is not yet finalised. If a question is unclear, it may be repeated in slightly 
altered words but without suggesting any answer. If the interviewee gives any comments along with 
his/her answer, the interviewer will write these or a summary of these down. There is a time buffer 
allowing for the interviewer to ask the interviewee for some especially interesting questions to explain 
e.g. how a specific problem arose or how it could be resolved.  

Before the interview, the interviewee should be informed by the Harmoni-CA project team about the 
following issues: 

-  that the survey is carried out and why; 

-  that he/she will be called and by whom; 

-  that the survey will focus on one main product of the project and – if this is not already clear from 
the overview study – that the project manager should already think about which product that 
should be; 

-  that Seecon would like to call three end users that have been involved in the project to get their 
view on the involvement; 

-  that he/she will be asked to provide Seecon with the contact data (names and telephone numbers) 
of three appropriate persons.   

-  that he/she will be asked to inform these end users about the survey.  

 

The following information should be filled in by the interviewer before the interview starts: 

 

Project name: 

Finalised (yes/no): 
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Interviewee organisation: 

Interviewee name: 

Telephone number of interviewee: 

Interviewer name: 

Date: 

Introduction on the phone: 

<interviewer name> from Seecon. As part of the Harmoni-CA project, we are carrying out an analysis 
on the successes and lessons learnt from end user involvement in research projects. Have you been 
informed about this by Michiel Blind or any other person of the Harmoni-CA project team? 

The project <project name> you were involved in was chosen for this study as one of 12 research 
projects in which end users were involved.  

We got your name and telephone number from <website? whom else?>.  

We would like to ask some questions in order to conclude recommendations for the involvement of 
end users in future research projects.  

The results of this analysis will be used in non-anonymous form within the Harmoni-CA project. Any 
publications will be in anonymous form.  

 

Questionnaire 

1. Which is the main product of the project that end users were involved with?  

(interviewee to tell freely, interviewer to ask back/confirm and tick. Give the name, if available) 

(Explain if necessary) With end users we mean any persons or organisations who might apply the product afterwards but are 
not mainly responsible for carrying out the research project themselves. 

Table 12: Which is the main product of the project that end users were involved in? 

Type of product Tick Description/name 

a. New model   

b. Enhanced model   

c. Analysis of models   

d. Toolbox of models   

e. Decision support tool   

f. Handbook   

g. Capacity building   

h. Data   

i. Scientific publications   

j. other:   

 

Please focus on the main project product when giving your answers to the following questions. 
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2. Which of the following objectives for involving end users were relevant in your project? For 
each objective: Has it been achieved? (*)  

Table 13: Which of the following objectives for involving end users were relevant in your project? 

achieved? 
Objective 

yes no 

not 
relevant 

Explanation: 

Inhowfar? And why? 

a. get data     

b. get information about requirements for the applicability of <insert 
name of product>     

c. let end users evaluate <insert name of product>     

d. ensure the application of <insert name of product>     

e. let end users oversee the running of the project     

f. inform or train the end users about <insert type of product>     

g. allow an exchange of views and knowledge among the end users     

h. increasing chances for successfully applying for an EU project     

i. other:     

  

3. How did you select the end users?  

4. How many end users were involved? 

4a. Number of organisations: 

4b. Number of individuals: 

 

5. What types of organisations did the end users come from? (interviewee to tell freely, interviewer 
to ask back/confirm and tick one or more) 

Table 14: What type of organisation did the end users come from? 

Type of end user organisation tick 

a. water authority  

b. company  

c. NGO  

d. research institute  

e. other:  

 

6. Were the involved end users part of the higher management level within their organisations? 
(yes/no)  

7. Do you think the involved end-users were able to support the dissemination and application of your 
products within their organisations? (yes/no) 

8. Did changes in personnel (permanent or temporary) among the involved end users happen? (yes/no) 

If yes, did that cause any problem? 

9. Were end users part of the project steering group? (yes/no) (*) 

10. Were any of the end users involved as partners, subcontractors or non-contract partners in the 
project? (*)  
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Table 15: Were any of the end users involved as partners, subcontractors or non contract partners? 

Formal form of involvement tick 

a. contract partner  

b. subcontractor  

c. non-contract partner  

 

11. (Only if end users were involved as non-contract partners) For which expenses did the involved end 
users get reimbursed from the project budget? (*)  

Table 16: For which expenses did the involved end users get reimbursed? 

Expenses refunded tick 

a. travelling and subsistence costs  

b. time spent during meetings  

c. time spent for additional tasks  

d. other  

 

12. Which of the following forms of communication were applied? 

Table 17: Which of the following forms of communication were applied? 

Form of communication tick 

a. Bilateral meetings between researchers and single end 
users  

b. End user workshops  

c. Multilateral meetings between end users and 
researchers  

d. Remote forms of communication such as email, 
phone, mail and website  

e. other:  

 

13.Which of these forms of communication turned out to be most helpful?  

14. What was the language of communication? 

14a. Language: 

14b. Did any of the end users not have this language as their mother tongue? (yes/no) 

15. Was the involvement supported by any consultants, moderators or mediators? (yes/no) 

If yes, how? 

16. For each of the following phases, please tell whether end users were actively involved, consulted 
or informed. (*)  

Informing  end users intends only to provide them with information without getting any feedback. 

With consulted we mean that they were asked to give their opinion or knowledge/data on work being done 
in this phase.  

Active involvement means that they take part in this work by developing and discussing own ideas or carry 
out tasks with the project team.  
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Table 18: For which of the following phases were end users actively involved, consulted or informed? 

Phase actively 
involved consulted informed not 

involved 
phase did not 
exist 

a. project preparation      

b. requirements analysis for <insert name of 
product>      

c. developing <insert name of product>      

d. data collection      

e. design of end user interface of <insert name 
of product>      

f. testing of <insert name of product>      

g. maintenance and further development of 
<name of product> 

     

h. other:      

 

17. Is or has the project product been applied by the end users that were involved in the project? (all, 
many, some, none, don’t know) (*) 

18. Is or has the project output been applied by other end users? (all, many, some, none, don’t know) 
(*)  

18b. If not all or many, what in your opinion are the main challenges to reach broad use?  

19. Is there any follow up needed after the finalisation of the project, for example for maintenance or 
further development of the <insert name of product>? (yes/no) (*) 

If yes, do you know who will care for it? (tick one or more) 

Table 19: Who will care for the maintenance or further development of the product? 

Group tick 

a. The developers  

b. The users  

c. Nobody  

d. Don’t know  

e. Not yet clear  

20. Do you think that the involved end users were satisfied with the process? (all, many, some, none, 
don’t know) (*)  

21. Do you consider the involvement of end users in your project an efficient use of resources? (yes, 
no) (*) 

22. What – in terms of end user involvement – went especially well during the project? What was 
especially difficult? What would you recommend for future processes? (name 2 or 3 points) (*) 

23. Was the process of end user involvement evaluated afterwards? 

23b. Were any documents written explaining lessons learnt from end user involvement? (yes/no).  

24. Could you please provide us with the names and contact data of three end users which we can 
interview as well?  

 



 

47 

Table 20: Contact data of end users 

Organisation type  
Name Organisation 

water 
authority  

company NGO research 
institute 

other 

Telephone 
number 

        

        

        

It would be nice if you inform the end users about this survey and that we would like to call two or 
three of them. 

Thank you very much.  

We will inform you about the results of this survey.  

Goodbye 

Final comments by the interviewer: 

 

 

V. End user questionnaire 
Author: Karina Rasche, Seecon Deutschland GmbH 

Date: January 26th, 2007 

Version: Final  

The draft version of the questionnaire has been discussed with Ilke Borowski (USF) and Michiel Blind 
(RIZA). It has been tested with Dirk-Ingmar Müller-Wohlfeil (Environmental ministry Denmark, end 
user in HarmoniRiB project).  

The objective of this questionnaire is to elicit the end user perspective on their involvement in research 
projects in order to conclude recommendations for future projects. In order to provide for 
comparability, the questions marked with a (*) are also asked in equal or similar form in the project 
manager questionnaire.  

The questionnaire has been developed based on an overview study of 27 projects from the Human 
Dimensions in Water Management and CatchMod clusters. Furthermore, questions asked in this 
questionnaire are based on the tender for this research and Seecon’s experience with end user 
involvement in research projects.  

The filling of this questionnaire is supposed to take at most 15 minutes. After one open question – to 
break the ice - closed questions are asked to provide for quick and comparable answers. One open 
question at the end gives the end user an opportunity to utter main conclusions from the researcher-end 
user-collaboration that might not fit into the frame of the questions asked above, but may be inspired 
by them.  

The interviewer is supposed to ask the questions in the wording given here. The tense may have to be 
adapted in case the project is not yet finalised. If a question is unclear, it may be repeated in slightly 
altered words but without suggesting any answer. If the end user gives any comments along with his 
answer, the interviewer will write these down (summarise). There is a time buffer allowing for the 
interviewer to ask the end user for some especially interesting questions to explain why he or she has 
given a certain answer and what recommendations can be drawn from this.  

The end users addressed have been suggested by the project manager in the proceeding phone 
interview. Project managers have been asked to inform the relevant end users about this survey. 
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The following information should be filled in by the interviewer before the interview starts: 

Project name: 

Finalised? (yes/no):  

Main product name or description (and type): 

Name of project manager interviewed:  

End user organisation: 

End user organisation type (water authority, company, NGO, research institute, other): 

End user name: 

Telephone number of end user: 

Interviewer name: 

Date: 

Introduction: 

<interviewer name> from Seecon. As part of the Harmoni-CA project, we are carrying out an analysis 
on the successes and lessons learnt from end user involvement in research projects. We would like to 
ask you some questions about your involvement in the project <project> name, related to the <product 
name>. Have you been informed about this by your project manager <name>? 

 

The project <project name> you were involved in was chosen for this study as one of 12 research 
projects in which end users were involved.  

We got your name and telephone number from <website? whom else?>.  

 

We would like to ask some questions in order to conclude recommendations for the involvement of 
end users in future research projects.  

Do you have 15 minutes for that? 

 

The results of this analysis will be used in non-anonymous form within the Harmoni-CA project. Any 
publications will be in anonymous form.  

 

Questionnaire 

1. In which way were you, personally, involved in the project? (Interviewee to talk freely, interviewer 
to ask back if the following questions have not been answered by the interviewee already) 

1a. Were you part of the project steering group? (yes/no) (*) 

1b. Were you partner or subcontractor in the project? (contract partner, subcontractor, non-contract 
partner) (*) 

1c. Were you involved in the project preparation? (yes/no) (*) 

1d. Were you involved in developing the <insert name of product>? (yes/no) (*) 

2. Which of the following objectives were relevant for you when you decided for taking part? 
(relevant/not relevant) (*) 
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Table 21: Which of the objectives were relevant for taking part? 

relevant 
objective 

yes no 

Explanation:  

Inhowfar? and Why? 

a. provide the researchers with data    

b. feed information about requirements for the applicability of 
<insert name of product> into the project 

   

c. evaluate <insert name of product>    

d. apply <insert name of product>    

e. oversee the running of the project    

f. learn about <insert type of product>    

g. exchange views or knowledge with other end users    

h. increase chances for a successful application of the project     

i. other:    

 

3. In your opinion, were the right persons from your organisation involved? (yes/no) (*) 

4. Did you – during the whole project - feel sufficiently informed about progress in the project? 
(yes/no) 

5. Were you satisfied with the communication of the scientific aspects of the project? Did you 
understand it sufficiently or were there parts of the project work that should have been better explained 
to you? (understood sufficiently/ parts should be better explained)  

6. Did you know from the beginning what your tasks in the project were and how much time and 
resources would be required from your side? (yes/no) 

7. Were you able to effectively bring information and suggestions into the process? (yes/no) 

8. Do you use the project product for your practical work? (used it, but no more/ yes/ no/ not yet) (*) 

(If no/no more/not yet) Why not? (interviewee to tell freely, interviewer to assign to one of the following 
categories and confirm with interviewee) 

Table 22: Why are you not using the product? 

Reason Technical 
features 

User 
interface 

No practical 
need 

Does not fit into 
working 
practices 

Lack of 
information or 
training 

other 

       

       

       

 

9. In your opinion, were the benefits worth the effort put into the cooperation? (yes, no) (*) 

10. What went especially well or not so well during the project? What would you recommend for 
future processes? (name 2 or 3 points) (*) 

Thank you very much 

We will – via your project manager - inform you about the results of this survey.  

Goodbye 

Final comments by the interviewer: 
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VI.  Summaries of projects’ involvement of end users 
This appendix summarises the characteristics of the twelve projects and a description of how they 
involved end users. It includes interviews with the project manager and two end users each from all 
twelve selected projects.  

The summaries are divided up into reports by the project manager and end users. The summaries 
portray the form of involvement of end users, as well as the application and further development of the 
project product. They also give recommendations put forward by the interviewees for end user 
involvement in future research projects. Furthermore, general information is provided for each project 
related to the main product, the type and number of end users involved, their form of involvement and 
their type of involvement in the project, e.g. contract partner.   

 

Project 1 

Table 23: Main characteristics of project 1 

Characteristic Project 1 

Main product Decision support tool, including guidelines and training material 

Type of end users involved Water authorities, companies, NGOs, research institutes, others 

Number of end users involved More than 20 end users were involved as testers, several hundred later attended 
workshops organised to inform end users about the existing tool 

Form of involvement Active involvement in developing the product, design of end user interface and testing; 
consultation regarding requirements analysis 

Formal type of involvement Some contract partners, some non-contract partners 

 
Project manager 1 

Form of involvement 

The involvement of end users in the project was judged very successful from the project manager’s 
perspective. End users discussed and commented on the product throughout different phases of the 
project. In workshops lasting 4 to 8 hours – which was perceived as an ideal duration for workshops – 
they gained hands-on experience with the product. Furthermore, training courses were carried out. 
An extensive set of methods and multimedia training material were applied, allowing for all relevant 
objectives to be achieved. This was also supported by consultants/moderators who were hired to open 
the workshop and lead discussions, etc.  

 

Application and further development 

There are some open questions related to the use and maintenance of the products. Substantial effort 
and time was invested in order to explain to end users what the project product is and what benefits it 
can bring them. However, only some of the participants and non-participants now use the project 
product in their day-to-day business.  

The question of who will be responsible for its further development and maintenance has not yet been 
clarified. 
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Recommendations 

-  Hands-on experience is important.  

-  Training workshops are even more effective if multimedia training material is used.  

-  Substantial time needs to be invested in explaining the benefits to end users.   

 
End user 1.1 

Form of involvement 

The end user was involved as a contract partner and took part actively in testing the project product. 
He felt he was sufficiently informed, and was also able to bring in his own suggestions. However, it 
would have been good to have had more insight into the development and direction of the project, and 
to have been informed earlier. 

From the end user perspective, one main problem with his involvement was – in his specific case –
internal communication within the end user organisation. While the end user organisation itself had 
been informed at an early stage, they did not inform the relevant staff in good time. Those involved in 
the project early on were biologists and not modellers, and were therefore not the potential future users 
of the project product.  

 

Application and further development 

The product is now being used for teaching purposes.  

 

Recommendations 

-  End users need sufficient insight into the development and direction of the project.  

-  Within end user organisations, the relevant persons – potential future users of the product – need 
to be identified and informed in good time.  

 
End user 1.2 

Form of Involvement 

As a project partner, the end user's tasks were to feed requirements into the process for the 
applicability of the product, and to test the preliminary product that other project partners had 
developed within the project. Not only the tasks but also the time and resources required were 
estimated accurately at the beginning of the project.  

Only the number of product tests was higher than expected at the beginning. The end user stressed that 
project management was good. 

He felt sufficiently informed throughout the project, as he was able to attend regular meetings. 
However, communication related to scientific aspects with some project partners was problematic. 
The reasons were a differing distribution of resources and an incompatible spirit between the 
different partners.   

 

The end user applied the product at all stages of the project. This was occasionally difficult at, since 
he had to wait for updates from other project partners. The delays were due to a change in personnel. 
The design of the product was tailored to end users’ needs. Discussions were interesting and 
fruitful  for both designer and user. 
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Application and Further Development  

The product is currently being applied by the end user. Nonetheless, clients need to be convinced to 
invest more time and money for the extra procedure.  

One major reason for the end user to join the project was the assumption that an ISO standard of 
modelling will be defined sooner or later. One task within the project was to develop a standard that is 
likely to be used for the ISO standard. Being involved in this development was perceived by him as an 
advantage.  

 

Recommendations 

-  Combine testing the models and adapting the set up, including sufficient time and resources for 
this exercise. 

-  Assure that the resources and spirit of individual partners do not differ too widely.  

-  Neither the team nor the number of partners should be too large (approx. 10-12 partners).  

-  The final deliverable of the project should be absolutely clear to partners at the outset, meaning 
that the deliverable should not be defined during the project. 

 

 
Project 2  

Table 24: Main characteristics of project 2 

Characteristic Project 2 

Main product DSS 

Type of end users involved Water authorities, environmental authorities, research institutes 

Number of end users involved One end user in each of the 6-7 case studies 

Form of involvement Active involvement in requirements analysis, data collection and testing; consultation 
in developing the product and design of end user interface 

Formal type of involvement Contract partners and non-contract partners 

 
Project manager 2 

Form of involvement 

A DSS was developed and applied in 6 or 7 case studies. One potential end user organisation per case 
study was involved from an early stage of the project. A preliminary prototype was presented to 
end users, who were invited to comment on the functionalities of the tool.  

The case studies themselves were all academic exercises. It turned out to be practically impossible to 
coordinate the timing of the project with the timing of decision-making in the cases.  

End users had three opportunities per year to participate in locally held meetings. However, there was 
only a low level of commitment, since end users only had a limited amount of time available. The 
project partners have written papers on the problem of encouraging people to take part.   

Only one EU-based end user was involved as a partner. It was their suggestion not to have the other 
end users as partners. They considered it as a motivation test: if they stayed, they were sufficiently 
interested. 

At the end of the project, a questionnaire was performed to evaluate both the tool and the process.  
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Application and further development 

The project manager hoped, but did not expect, end users to subsequently use the DSS. The tool is 
now being used by many end users (academic and private consultants) and is being developed 
further in other research projects. However, it is not being used by those end users at whom the 
project was aimed (water managers). The software is now available in 7 languages, complete with 
full documentation and an instruction material. Users who have downloaded the software are 
requested to send the project manager a voluntary e-mail, which almost 50 people have since done.  

The project manager concludes that greater investment should be made in activities such as 
training private consultants if the goal is for tools to be adopted widely. In many cases, 
administrations have people (external firms or experts) to whom they usually refer when problems 
occur to that are outside their ‘business as usual’. If project managers are able to make such people 
aware of the developed tool, they could facilitate uptake. It is unlikely that administrations will spend 
time searching for such tools on the internet and learning how to use them of their own accord. 

 

Recommendations 

-  Early involvement is important.  

-  Project management should invest more in training private consultants, who may facilitate the 
uptake of the tool in administrations.  

 
End user 2.1 

Form of involvement 

The project was useful for establishing cooperation with other end users and learning new 
methodologies. 

The high level of competence and the technical consultant required during the project was seen to be 
problematic. 

 

Recommendations 

-  The political level should be involved in projects.  

-  The usage of standard software (e.g. Excel) for models is recommended. 

-  The level of technical competence required should not be too high. 

 
End User 2.2 

Form of Involvement 

The end user supplied data and basic information to the project and defined requirements related 
to the product output. One major reason for joining the project was to obtain product results.  

Although he had the opportunity to bring information into the project, the end user had the feeling that 
the information  he provided was not processed adequately.  

He regretted his lack of opportunity to participate in important meetings. He felt that this created a 
gap between end users, stakeholders and researchers. End users’ needs are not considered to an 
adequate extent.  

The end user’s task was clear at the outset, but was altered by a project partner in the course of the 
project. While participating in a workshop, his role within the project was no longer clear to him.  

The end user assumes that these problems would have not occurred if he had been the contract partner 
throughout the project.  
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Application and Further Development  

The product was not applied because the requirements given by the end user during the project were 
not taken into account by the developers, and it could therefore not be used in the appropriate area. 
He also pointed out that it seemed that researchers wanted to keep the product broad, making it 
impossible for specific use in different regions.  

 

Recommendations 

-  The role of end users needs to be clearly identified. 

-  Products should be evaluated by both end users and stakeholders.  

-  End users should be given the opportunity to participate in important meetings. 

 

 
Project 3  

Table 25: Main characteristics of project 3 

Characteristic Project 3 

Main product Data base on several river basins 

Type of end users involved Water authorities 

Number of end users involved Eight organisations, 40 individuals 

Form of involvement Active involvement in data collection and maintenance (one end user organisation); 
consultation in requirements analysis 

Formal type of involvement Non-contract partners 

 
Project manager 3 

Form of involvement 

In this project, end users were successfully involved in collecting the relevant data (retrieving data 
from their system, transforming and discussing them). The database was primarily developed for use 
in research projects. For this reason, the project was governed by researchers. Their expectations 
were presented when the project kicked off; end users agreed to these expectations.  

Project managers offered end users the option to become deeply involved. They were encouraged to 
form a user group that could become an element of the steering committee. However, although all end 
users were enthusiastic at the beginning, they were ultimately unwilling to expend their resources 
by joining. Furthermore, the numbers of participants in workshops dwindled.  

The main reasons for these problems were identified by the project manager as follows: 

- Resources / time: There was a varying level of resources among organisations. Not all of them 
could easily afford to spend time in meetings.  

- language problems and heterogeneous knowledge background: Some end users were unable to 
understand or take part in discussions.  

However, it was possible to overcome the problem of a lack of project meetings by maintaining 
intense bilateral contact with individual end users.   
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Application and further development 

The product was intended to be a tool for researchers, and is hence not very user friendly. Further 
resources would have been required to make it suitable for a wider spectrum of end users. 

After finalisation of the project, one EU-based end user organisation that had not been involved in 
the project announced their interest in assuming responsibility for the EU-wide dissemination, 
maintenance and further development of the database.   

Although the database has not been used by any involved end users, another product that was 
developed within the same project – a software package – may have been. It can be downloaded from 
the internet.  

 

Recommendations 

-  Bilateral contact with end users should be maintained. 

-  End users should be recompensed for participating in meetings.  

-  If a project would like to design something tailored to end users, they need to be involved as 
contract partners. 

 
End user 3.1 

Form of involvement 

Many aspects of the project were assessed very positively by the end user. Users were involved from 
the very beginning, communication was easy – especially with the local partner – and end users felt 
they were taken seriously as information partners. 

The end user acknowledges that extended options for participation were offered by the scientists, and 
that they were very open for debate. However, he explains that participation was limited by the 
following factors: 

- End users did not have any resources to assume tasks beyond participating in meetings. 

- Involvement was voluntary/lax. There was no pressure to deliver anything. 

- There were no investigations into the end user’s requirements for the product and the process.  

 

Application and further development 

The end user does not use the project product for his practical work. The reasons behind this are a lack 
of training or any kind of "hands-on" experience. Furthermore, it was difficult for him to visualise 
how the project product links up to further tools applied in day-to-day business. 

 

Recommendations: 

-  End users should be involved as contract partners, allowing them to spend more time on the 
project and making them more responsible for providing input (reports, etc.), rather than just data. 

-  There is a need for training and “hands-on” experience. Also, an explanation of how the project 
product links up to further tools applied in day-to-day business is required.  

-  End users’ requirements for the tools should be investigated.  
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End user 3.2 

Form of involvement 

The second end user also gives a very positive impression. His involvement in the project has 
influenced the work of his team, and has been a valuable learning experience. He praises the 
management of the website, which was considerably better than any others he had dealt with.  

However, he confirms that end users, including himself, did not participate in meetings held by the 
researchers to a satisfactory degree.  

One suggestion for future projects is – if sufficient funding is available – is for more than one person 
from each end user organisation to be involved. For this project, for instance, they needed one person 
to work on uncertainties and another on managing databases.  

Unfortunately, he was not given a good overview of the deliverables of individual case studies, 
although he would have liked to. Since they did not complete the project in time, case studies were 
presented only as posters at the last workshop. End users were not able to learn from their experience.   

 

Application and further development 

This end user’s organisation is now using the software developed within the project, but not the 
databases. He points out that a major factor inhibiting the adoption of the database is that his 
organisation would have to restructure its own systems. Furthermore, the organisation is not really 
aware of the benefits of such data bases. This, however, could be overcome by a workshop to be 
organised within the organisation.  

 

Recommendations 

-  Tasks must be completed in time to enable results to be shared. 

-  It may be useful to include more than one person per end user organisation if expertise from 
different fields is required. 

-  Good management of the website generates a useful tool for communication. 

 

 
Project 4  

Table 26: Main characteristics of project 4 

Characteristic Project 4 

Main product Several hydrodynamic, hydrological and water quality models 

Type of end users involved Water authorities, environmental protection authorities, research institutes 

Number of end users involved 16 end user organisations 

Form of involvement Active involvement in project preparation and data collection; consultation in 
requirements analysis 

Formal type of involvement Those who were actively involved were contract partners, others were non-contract 
partners; one end user had a subcontract for a person to carry out additional tasks 

 



 

57 

Project manager 4 

Form of involvement 

The project is a modelling project in which potential end users were involved to provide data for the 
models. All water authorities and environmental protection authorities from one specific river 
basin were involved, albeit with different levels of co-operation.  

The most important end users involved in the project were also project partners, who formed part of 
the project steering group. One of the project’s objectives was to involve end users as partners. The 
research institute of the project manager is an end user of the models itself. Active involvement was 
mainly at the national level. Contacts to local water authorities that were not partners in the project 
were limited to informing them about progress in the project and receiving data from them. 

National end user meetings were complemented by excursions. Each year, a project excursion was 
carried out in one of the three countries. Partners were invited to visit local water authorities and to 
inform them about the project. The combination of excursions and national meetings proved to be very 
useful. Excursions were utilised as an intensive period to provide end users with information (1 
week: at least 2 or 3 meetings at different locations –a great deal of information was imparted), and 
national meetings enabled a large number of people to be reached at once. Almost all authorities 
sent representatives. In general, direct contacts are considered very important by the project manager. 
Real contacts are made during coffee breaks. 

End users came from different countries within the river basin. They provided researchers with 
information on actual issues and how this kind of model can be used. The main purpose of the model 
is to check the effectiveness of national plans to protect against flooding. In one of the countries, 
end users successfully defined scenarios, and models were capable of simulating the impact of 
scenarios that interested them. In the other two case studies, however, end user involvement was 
unsatisfactory.  

First, data quality for the models was not satisfactory in all cases, and some institutions that 
possessed the data were unwilling to provide them to the researchers for free. All end users were top 
managers at their respective organisations. The project manager points out the impossibility to acquire 
the relevant data if the director of the respective institution has not been contacted. 

The main problem that arose is that other projects with similar objectives were carried out 
simultaneously in the area, in which some of the relevant water managers were also involved. The 
project management repeatedly informed the national water authority and local water authorities about 
their project from the outset. One main contact partner attempted to coordinate the projects, but this 
was rejected. The project manager explains that there needs to be willingness by default for co-
operation by partners. If they view each other as competitors, co-operation cannot evolve. Good 
personal contacts are crucial to achieve such co-operation, which is difficult to establish if conflicts 
exist or bad experience has been made in the past. 

 

Application and further development 

The project manager is unaware whether, and to which degree, end user organisations use the 
delivered models. He hopes that they will use them at least for intercalibration . Since the project has 
been completed, there is no budget available for its further development and maintenance. Whether the 
models will be maintained depends on the will to use them.  

 

Recommendations 

-   Similar projects need to be identified and efforts coordinated.  
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End User 4.1 

Form of involvement 

As a subcontractor, the end user was already involved in the preparation of the project. The main 
tasks were to provide researchers with data, developing a requirement analysis, and to apply the 
developed models. 

Although the end user’s tasks were not clear at the beginning of the project, she nevertheless states 
that, essentially, the project was well coordinated and had a good team composition. 

 

Application and Further Development  

The end user applies the project product in her day-to-day work. 

 

Recommendations 

None 

 
End User 4.2 

Form of involvement 

The end user, who was contract partner, was involved in the project from the very beginning and 
was therefore able to identify key issues of interest and also take decisions on the kind of models 
and tools to be used. The end users stressed that it was of great importance to be involved into the 
preparation of the project.  

The tasks included collecting data, identifying the main requirements for their country and deciding 
whether the results produced by tools were of relevance to the case study. These tasks had to be 
adapted once the main end users’ needs had been identified.  

Throughout the project, the end user felt sufficiently well informed, stating that it is the responsibility 
of each person involved in such projects to request further information if project work has not been 
understood. Communication with other project partners was considered very useful. It was especially 
important to discussing model results with other end users. Bilateral communication and co-
operation is ongoing.  

A very interesting aspect was that the end user’s country became a member of the EU in the course of 
the project. This led, e.g. to a change of legislation and different methods of processing. It was 
therefore very interesting for the end user to learn from numerous different partners with different 
backgrounds about alternative ways of thinking and processing, comparing them to their own methods 
– especially before the country actually joined the EU, making such methods obligatory. This changed 
their thinking about flood protection in the course of the project. For this reason, the project was a 
good opportunity for her to gain knowledge and financing related to the issue of water management. 

 

Application and Further Development  

The end user uses one of the 4-5 models developed during the project, in addition to the results 
produced during the project by other models. These results are helpful in the process of implementing 
the water framework directive. Furthermore, the end user works with the report  on the identified 
issues.  

 

Recommendation 

-  Partners from countries associated to the EU should take the opportunity to gain knowledge and 
financing from research projects 
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Project 5  

Table 27: Main characteristics in project 5 

Characteristic Project 5 

Main product Multimedia online deliberation support tools  

Type of end users involved Water authorities 

Number of end users involved Four organisations, 30 individuals per case study 

Form of involvement Active involvement in requirements analysis, development of the tools, data collection 
and testing; consultation in project preparation and design of end user interface 

Formal type of involvement Contract partners 

 
Project manager 5 

Form of involvement 

In project 5, deliberation support tools as well as tools for single case studies were developed. In all 
case studies, end users were involved from the outset.  

In each case study, the relevant end users involved were the agencies that had a major governance 
responsibility for water resources and that were interested in co-operation. These were agencies with 
whom the respective partner had already established a relationship. 

In each case study one end user, e.g. a regional council, acted as an intermediary. These organise 
meetings with representatives of local stakeholder organisations, e.g. NGOs, companies, etc. During 
these meetings, deliberation support tools were applied and tested. It was shown that it is possible to 
use interactive multimedia to support learning.  

A key requirement for this is that people are willing to work together with a common purpose, which 
was quite successful. They perceived a value in working together and were not defensive of their 
institutional territory.  

Changes in personnel were anticipated by assessing the extent to which a relationship to an 
individual rather than to an organisation should be established.  

In some cases, it was almost impossible to obtain data due to institutional obstacles. 

Training  was carried out after completion of the project. Courses are held by researchers, but 
financed by end users.  

 

Application and further development 

The project products are not intended to be technical tools for use by end users independently, 
although it is a future objective to develop versions of the tool that everybody can use. Research 
partners are now applying them in a variety of ways and in a number of places. The tool is currently 
being developed further in another project.   

 

Recommendations 

-  Direct physical presence is important. 

-  Learning can best be supported by interactive multimedia tools. 

-  A precondition for learning is to generate a common will to work together.  

-  Project managers should think about whether to establish a relationship to an individual rather 
than to an organisation in order to anticipate changes in personnel.   
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End user 5.1 

Form of involvement 

The end user took part in the project at the request of the regional council. The end user’s role was to 
test the model and to account for the difficulties encountered. The end user organised several 
meetings and explained the model to local actors, including its possibilities. All suggested scenarios 
were tested on the ground water in the region using regional data, and the local situation to supplement 
the model. However, the model version tested by the end user was contaminated with residual bugs, 
and a final version of the model was not delivered to the end user after all. The end user was only 
involved in the first step of the model development, and did not receive any information on the 
project results, despite requests. 

The end user did not see benefit of the project following his co-operation. On the other hand, the end 
user thinks that the project benefited from the tests they carried out. 

 

Application and further development 

Although it was considered an interesting subject and approach, the end user does not apply the 
model, since she only worked on the test version and failed to receive a final version. This was 
perceived as disappointing, considering the investment made. Furthermore, the model is no longer 
required, since concertation and dialogue between the actors is now well advanced. 

 

Recommendations 

-  Co-operation should not be too time-consuming.  

-  Project members have to ensure that end users are assured a return on tests and the project in 
general.  

 

End user 5.2 

Form of involvement 

The end user was only involved at the end of the project , during testing and the demonstration day. 
This was considered interesting and a good opportunity to exchange ideas with other end users. The 
range of end users invited to the test event was acknowledged as being very representative.  

However, there was no opportunity for the end user to provide researchers with data or requirements 
for its applicability prior to or during the product development process. The end user would have liked 
to give such input to the project, but it was clear from the beginning that involvement was limited to 
testing.  

 

Application and further development 

The tool is not being used by the end user, although she would have liked to apply it. However, it is 
not appropriate for practical use. On the one hand, it is too complicated to use and requires a lot of 
time at the computer. On the other hand, it is not adapted to the local situation in the basin and does 
not capture the complexity of reality.  

 

Recommendations 

-  It is important to involve end users at the beginning of the project. Each research project should 
respond to their needs. This is a criterion of choice for Europe. 

-  We need a “translation” between researchers and end users. Working with stakeholders and the 
public, end users use a different language to scientists.  



 

61 

-  A project leader should have a multi-disciplinary profile, and must also have experience in 
working in the field and with the people. S/he should be able to bridge the gap between 
researchers and practitioners.  

 

 
Project 6  

Table 28: Main characteristics in project 6 

Characteristic Project 6 

Main product Decision support tools and guidelines 

Type of end users involved Company, farmer’s association, regional government, environmental agency 

Number of end users involved Five end user organisations, one or two in each of the four case studies 

Form of involvement Active involvement in all phases 

Formal type of involvement Some contract partners, some non-contract partners 

 
Project manager 6 

Form of involvement 

This project comprised four case studies in different European countries in which decision support 
tools and respective guidelines were developed. The choice of end users involved was based on a 
regional problem defined by the respective partner in the case study. One or two end user 
organisations were involved in each case study, some of whom were partners. On a month to month 
basis, further stakeholders were consulted or actively involved within individual case studies. 
29Stakeholder interaction was aimed at the application and therefore testing of the developed 
technique. In some cases, this was done by stakeholders, whereas in others it was performed by the 
researchers, since it was one of their objectives to learn how to do it themselves. The project manager 
concludes that if he were to do it again, he would apply it to stakeholders.  

Approaches within the individual case studies were rather diverse. While in one case study, most 
contacts with stakeholders were carried out via the phone for convenience and efficiency, others held 
several meetings to encourage the active involvement of different stakeholders groups. These were 
moderated by an external facilitator. In one case study, however, end users did not grant researchers 
a high level of influence in their stakeholder meetings. Furthermore, they did not appreciate an 
evaluation of such, since they did not want to change this aspect.  

Another problem encountered was the confidentiality of data, making it difficult for researchers to 
obtain the data they required. As a recommendation for future projects, the project manager suggests 
that researchers should involve end users as partners. 

One aspect that became evident in this project is the fact that project management should always 
anticipate changes in the personnel – for example, due to private occurrences: Changes in personnel 
can be caused by illness or domestic incidents. In the case of one specific person, this caused a delay 
of 6 months for the delivery of the guidelines. In general, end user or stakeholder involvement has 
proven to be very time-consuming, since it means that researchers have to adhere to their timetable, 
and they are very often busy.    

An extensive evaluation of involvement provided researchers with a long list of the “do’s and 
don’ts” of stakeholder involvement. In one case study, they also produced a report on how the 
stakeholders themselves evaluate the project both immediately and two years after the project. The 

                                                      
29  Seecon comment: Stakeholder meetings and consultation mentioned here are related to stakeholders rather 

than end users of the project product.  
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evaluation enabled them to identify a number of critical comments: non-professionals felt rather 
patronised and felt they were being treated as through they were unable to comprehend the matters. 
Some felt that networks were only a researchers’ tool, and that researchers were not really interested 
in the practical element. 

 

Application and further development 

There is not yet much to be said about the application of the products, since they have only been 
commercially available for a few months. However, the product is being used in some case studies.  

In two case studies, local end users have now assumed the maintenance and further development 
of the technique. In the other two case studies, this is carried out by the respective researchers. 

 

Recommendations 

-  End users should be involved as partners, in order to maintain close contact throughout the project, 
allowing them to make an impact on the research and ensuring there is no need for them to 
withhold information.  

-  It should be made clear from the outset what researchers expect from end users and what they can 
expect to gain from the project. 

-  End users should be involved in the testing of a tool, instead of researchers doing this alone.  

-  End user meetings should not be too large, since discussions run the risk of being dominated by a 
few people, while the rest remains silent.  

 
End User 6.1 

Form of involvement 

The end user was already actively involved in the preparation of the project, giving input to the 
proposal as well as helping researchers arrange meetings with stakeholders and attending all project 
meetings. It was perceived as a lot easier to be involved from the outset, as well as in the whole 
process. However, the end user did not expect the project to be of great interest to her from the start. 
Normally time and money would not have been available for her to participate in such a project, since 
no funds were allocated to end users from the project side. Nonetheless, the end user decided that 
participation was important, and resources were made available. Not only was the process itself of 
interest  – it was also important to get into touch with stakeholders and become involved in the 
development of the product to achieve active water management. However, an ideal situation would 
have been if all end users could have been able to attend international meetings to learn more about 
each other’s work. This was restricted by a lack of funding. 

The product was tested on real data within the process. The consultation process also led to new 
networks. The end user confirmed that cooperation with the research institute was very fruitful. Both 
parties learned a great deal from one another, having held several bilateral meetings and written 
several joint articles.  

The end user felt sufficiently informed, since they knew exactly what was happening in their case 
study – they enjoyed close contacts with a good number of partners (approx. 10-11 partners). Progress 
of the other case studies was recounted every six months. The scientific aspects were very well 
communicated, and the strengths and weaknesses of the model were explained clearly. It was helpful 
that two persons with different backgrounds attended the project (soft and hard science). 

 

Application and further development 

The end user does not use the product as such, due to constraints of resources, since they do not have 
a single person working on models. Nonetheless, involvement in the development process taught her a 
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lot, e.g. how to involve stakeholders. She is still in close contact with the research institution regarding 
other projects. 

 

Recommendations 

-  Lively cooperation allowing the cross-border exchange of ideas after completion of the projects 
should be secured (professional bonding). 

-  A room should be made available where people are allowed to be more hypothetical. 

-  End users should be involved in the preparation of the project.  

-  End users should be able to apply for funding,  to enable them to be more active.  

-  Certain end users should be encouraged to assume ownership, building a bridge between 
researchers and other end users: water managers should be perceived as active partners. 

 
End User 6.2 

Form of involvement 

The end user were to provide researchers with data, to feed requirements for the developed product 
into the project and to evaluate it. 

 

Application and Further Development  

The developed model has not yet been used. Due to a great water shortage in the past two years - the 
period since the model has been developed - authorities and farmers have been occupied with a lack of 
water, and have concentrated on this issue.  

 

Recommendations 

None 

 

 
Project 7  

Table 29: Main characteristics of project 7 

Characteristic Project 7 

Main product DSS 

Type of end users involved Water authorities, companies and NGOs 

Number of end users involved 20-30 end user organisations 

Form of involvement Active involvement in data collection; consultation in requirements analysis, 
development of the DSS and design of the end user interface 

Formal type of involvement Non-contract partners 

 
Project manager 7 

Form of involvement 

A DSS was been developed and applied in five basins as pilot sites. End users successfully 
contributed data to the DSS and were consulted with regard to their requirements and the design 
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of the DSS. Some of the objectives, the evaluation and application of the tool by the end users and the 
implementation of training, however, could not be achieved. This was due to the fact that model 
developers only completed the development of the DSS towards the end of the project and there 
was no time left for end users to evaluate the DSS, or to receive training.  

The project manager found it difficult to arouse the end users’ interest. Some of them had had bad 
experiences in other projects. When they were originally contacted, they expressed anxieties, and 
were not very positive. It was difficult to convince them that this project is different to others. 

As a recommendation for future projects, the project manager suggests the involvement of end users 
from the outset, if possible already in the formulation of the proposal, to make them feel part of the 
project. 

 

Application and further development 

At some pilot sites, end users are interested in using the tool, but the project manager does not know 
whether it is indeed being applied.  

The DSS is now maintained by the partner who developed it, who now also has a simpler and user 
friendlier version.  

 

Recommendations 

-  Involve end users from the outset, make them feel they are part of the project and build their trust 
in the project to overcome bad experiences from the past.  

 
End user 7.1 

Form of involvement 

The end user was involved in an INTERREG project at the same time. The end user therefore aimed to 
exchange information between the two projects and to participate in project workshops. The end 
user considered exchange with other project participants interesting, although the approach of the 
research project – the elaboration of tools to run hydro power stations – was sometimes too technical.  

The end user stated that she could have become more involved in the project if she had been made 
a project partner. This way it was difficult to combine it with other tasks.  

 

Application and further development 

The tool was not used by the end user, since the management and monitoring of power stations 
was not the responsibility of her department. However, the project manager has also contacted staff 
members in charge of the hydropower and oil department.   

 

Recommendations 

-  To run a successful project it is important to convince local people that the product offered 
benefits them. It is therefore very important to nominate a specific person, trusted by the target 
group, to anchor the process.  

-  Furthermore, project members should listen to people’s needs. It should take on a bottom-up 
approach.  

-  End users should be involved in the project as contract partners. This should increase their 
commitment to the project, since they will be convinced that the outcome of the project is of 
interest.  
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-  Particularly during the first period of the project, people need to be convinced of their benefit from 
the project, to encourage them to participate in it.  

 
End user 7.2 

None 

 
Project 8 

Table 30: Main characteristics of project 8 

Characteristic Project 8 

Main product 
DSS providing water managers and modellers with advice regarding the selection and 
use of models in the context of river basin management and the EU water framework 
directive.  

Type of end users involved River basin managers and environment protection agencies 

Number of end users involved Ten end user organisations 

Form of involvement Active involvement in requirements analysis, development and testing of the product 
and its interface; consultation in project preparation 

Formal type of involvement Some subcontractors, some non-contract partners 

 
Project manager 8 

Form of involvement 

The 15 end users involved, coming from 10 institutions, were mostly river basin managers or persons 
responsible for water protection within environment protection agencies. In general, interaction ran 
smoothly.  

End users were actively involved in setting up requirements for the product, developing it and 
designing the interface, as well as testing the product. Critical comments were welcomed. There was 
very little involvement of end users in the project preparation. This, however, is considered 
important by the project manager and needs to be improved in future projects. End users should be 
involved from the outset in order for their needs to be identified.  

The project manager considered bilateral meetings to be useful forms of communication, since it 
was possible to go into subjects in great depth. Large conferences were also considered helpful. 
These allowed the different parties to state critical viewpoints and put forward good ideas, enabling 
them to learn from each other.  

Since not all those end users involved have a good command of English, a long discussion over the 
translation of the product into different languages arose. However, the proposal was not carried out 
due to a lack of resources. 

 

Application and Further Development  

There is no involvement of end users in the maintenance and further development of the product, 
which is considered a pity. Due to a lack of resources, the product is only maintained by the 
developers. The product was applied by all those end users involved in the project, but is no longer 
being used. 
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Recommendations 

-  Some current users should be involved as minor partners to participate in the planning phase in 
order to generate positive feedback at the beginning of the project. 

-  End users should be involved in the maintenance of the product, and financing should be made 
available for this. 

 

 
End User 8.1 

Form of involvement 

A major reason for the end user to collaborate in the project was to apply the model, since she 
required a model for her practical work.  

The main task within the project was to evaluate the extent to which the model could answer 
questions within the region. However, this task was not clear from the beginning of the project.   

After having evaluated the model, the end user was able to understanding the subject better. From this 
point, exchange between the end user and researchers was considered very valuable. 

It was worth the effort, although the benefit could have been greater – the project undertook a process 
of development, and all those involved were learning how to conduct it while it was underway. 

Application and Further Development  

The product is no longer used by the end user, since she is currently working on other subject.  

 

Recommendations 

-  If end users are involved in the preparation of the project, their hopes and needs can be considered, 
leading to better results.  

-  Collaboration between end users, modellers and researchers is very important and must be 
intensive throughout the project. 

 
End User 8.2 

Form of involvement 

The interviewee was involved in the project as a researcher, leading a work package of the project. 
The institute is an end user, insofar as it attempted to include the project product in their 
methodologies, and use it further. Being a contract partner and having attended all key meetings, the 
end user was always well informed and could provide input to the project.  

What was most appreciated about the project is the way in which the end product gradually 
developed from numerous discussions within the team, and that development of the tool remained 
flexible. 
 

Application and further development 

The end user is starting to apply the product, and will increase its application in the future. The 
product will be integrated into future and current research, and will also be taken to new end users.  
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Recommendations 

-  Choosing and applying models has nothing in common with an end user picking an article off the 
shelf. The process of development should be a dialogue.  

-  The tool and development process need to be flexible with regard to input by end users. 

 

 
Project 9  

Table 31: Main characteristics of project 9 

Characteristic Project 9 

Main product DSS 

Type of end users involved Environmental agencies and some water utility companies  

Number of end users involved n/a 

Form of involvement Active involvement in testing; consultation in requirements phase and design of end 
user interface 

Formal type of involvement Non-contract partners 

 
Project manager 9 

Form of involvement 

The interviewee – we addressed a project manager – is one of the developers of the DSS and was not 
directly involved in the project preparation and choice of end users. His contact - as a developer - to 
the end user was merely through other partners. Experiences with end user involvement in this 
project have not been assessed until now. The interviewee acknowledges that we were the first to ask 
this kind of question. 

The end users involved in the project were classified into a group, which was informed by researchers 
about the available options. These options were discussed and feedback was given to the researchers. 
Here, the project manager experienced significant differences in motivation of end users – some were 
interested in involvement and learning about DSS, while the interest of others declined rapidly, and 
they failed to attend meetings.  

The main difficulty was due to the fact that the end users were very heterogeneous. They came from 
diverse countries and experienced a wide variety of problems in water management. The DSS 
developed was not able to capture these different scenarios, and was therefore bound to be too 
general for their specific purposes. Involvement was hence limited to a general evaluation of the DSS 
and its interface. If such a project were carried out a second time, the project manager would try to get 
end users more involved in the requirements phase.   

Another difficulty was that the contact persons in some end user organisations changed. This made it 
difficult for other end users to keep track of who represented which end user organisation. 
Furthermore, the person attending a meeting occasionally lacked the experience needed for evaluating 
the DSS. 

 

Application and further development 

The DSS is now freely accessible on the internet. However, the project manager does not know how 
many people have actually used it. 

The intention was to take the tool and adjust it to one specific end user (for application), but this has 
not yet been carried out, and it is not clear who will do this. The project manager hopes to find 
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companies who would like to include it in their products, but until now, the task of maintaining and 
disseminating the DSS remains with the developers. Furthermore, there is the practical technical 
problem that property rights  were handed over to the European Commission, and the project 
manager has found it difficult to discuss further use of the software with them . 

 

Recommendations 

-  End users should become more involved in the requirements phase in order to tailor tools to their 
needs.  

-  More face-to-face meetings between developers and end users are required. Contacts should not 
only be made through other partners.  

 
End user 9.1 

Form of involvement 

End user 1 was involved as a representative of a local water authority. He basically had two tasks: 
first, he provided the researchers with data (climate scenarios). Second, as a member of the project’s 
advisory board, he attended annual meetings where they discussed and reported outcomes to the 
scientists. Furthermore, a field trip  (a one- to two-day workshop) was held in his country.  

End users were very heterogeneous, with different backgrounds and interests. He considers the 
discussions interesting, but not particularly useful.  

Although interaction at the project level (not at the local level) was only annual, the end user felt 
sufficiently informed, since he could have accessed the website at any time and he was able to bring 
in information and suggestions effectively into the process.  

When end users were involved in the project, the conditions for the DSS had already been set. They 
were aware of them, but not of the details. The interviewee concludes that earlier involvement would 
have been better.  

The end user recommends allocating a budget to end users. End users have specific requirements for 
the design of the product in order to make it useful for their work. Extra funds need to be allocated to 
these additional tasks. Furthermore, the budget needs a certain amount of flexibility to be able to 
react to changing requirements within the project time span.  

 

Application and further development 

The applicability of the DSS is limited – only a part of it has been used by the end user. Its indicators 
cover important themes, but not all are relevant to the end user’s specific area. He acknowledges that 
his problem could not be avoided. Due to the many different lakes involved in the project, it was 
necessary to generalise – there was insufficient resources for fine-tuning. 

 

Recommendations 

-  End users should be involved before the conditions for the project product are set. 

-  The end users involved should not be too heterogeneous. 

-  Project management should allocate a budget for additional tasks arising during the project time 
span and for fine-tuning the product to specific end user requirements. 
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End User 9.2 

Form of Involvement 

The end user was deeply involved in the development of the product, having the opportunity to 
comment and test it. Besides this, he had a strong lead in the advisory board. Being a non-
contractor, he used his working time for the project work. Although the end user also states that if it 
would have been possible to use more time as a subcontractor, the contribution could have been 
better.  

The end user stressed that the project went very well. It was very clearly structured and organised, 
enabling people to learn. However, not all parts of the  project became totally clear to him – he 
occasionally received too much information and did not have the time to read all of the documents he 
received. 

He criticises that individual end users participated in the project to a very different degree. A 
reason for this could have been that they had been selected by their institutions as representatives, but 
were not very keen to be involved.  

 

Application and Further Development  

Due to technical reasons, the end user could not use the available version of the model at his 
workstation, since the institution's firewall would not allow him to upload the datasets on his 
hardware.  

The product has only recently come into general use. The end user has not yet had time to use it, but is 
interested in employing it in future. 

He is still involved in the post-processing of the project, contributing to a book related to the 
proceedings of the project. 

 

Recommendations 

-  It is necessary for the test versions of the available product to be uploaded 

-  Contributions by end users could be better if they had more time available as subcontractors. 

-  Only send manageable amounts of information to end users so that key documents can be read. 

 

 
Project 10  

Table 32: Main characteristics of project 10 

Characteristic Project 10 

Main product 
Electronic Toolbox through which users can access information about nine models or 
quantification tools to quantify nutrient losses from diffuse sources, the 17 European 
catchments that have been tested in the project, together with project results/outcome. 

Type of end users involved Water authorities, research institutes, environmental protection agencies, regional 
authorities, etc. 

Number of end users involved On average three per catchment; 50 organisations in total 

Form of involvement 
Active involvement in data collection; consultation in requirements analysis, 
development of the Toolbox and design of end user interface. End users are now 
financing the further development of the Toolbox. 

Formal type of involvement Some as partners or subcontractors, others as non-contract partners 
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Project manager 10 

Form of involvement 

The end users were mainly involved as catchment data holders. Furthermore, an advisory board 
was set up at the beginning of the project. This board was intended to allow interested parties (local 
and national organisations) to follow the project progress more closely throughout the project and to 
provide guidance for project managers. During the last part of the project, some end users were 
consulted on the requirements for and the concrete development and design of the toolbox. The 
concept of this advisory board was considered good by the project co-ordination. However, from the 
interviewees’ point of view, only one advisory board meeting a year, an insufficient plan for how 
the advisory board and project partners should benefit from each other and a tight working schedule 
for most project partners made this element of the project rather unsuccessful.  

As the project progressed, it became apparent that funding allocation was unbalanced. The project 
budgets clearly underestimated the resources required for providing all the catchment data needed for 
setting up and running the models; i.e. too much money was allocated to modelling tasks compared 
with funding allocated to catchment data holders, who were frequently also end users. The project co-
ordinator regrets that most catchment data holders had to put a relatively large proportion of their own 
time and resources into satisfying the data demands of models.  

 

Application and further development  

The toolbox was intended to be a tool for managers and modellers. Although it is publicly available, 
no survey has been undertaken among project partners or any other end users about its current use. 
However, the project manager suggests carrying out such a survey as part of the Harmoni-CA project. 

The results and the toolbox were discussed further to provide the basis for the development of a 
guideline document. Furthermore, the Harmoni-CA project has provided funding for the developers 
of the toolbox to tailor it to their needs, making it slightly more general. 

According to the project manager, a major problem with the adoption and use of the quantification 
tools is that a better marked analysis or dialogue would have been needed prior to commencement 
of the project, i.e. during the project preparation phase. In the best case, this would have taken place 
with identified end users, to tailor project deliverables more closely to their specific needs. 

 

Recommendations 

-  Advisory boards should meet more often than once a year.  

-  A plan is needed for the advisory board and project partners to highlight how they should benefit 
from one another. 

-  The working schedule for project partners should not be too tight.  

-  Sufficient funds need to be allocated to tasks carried out by end users (e.g. data collection tasks).  

-  After project finalisation, a survey on the current use of the product could be carried out. 

-  A market analysis or dialogue with end users prior to commencement of the project should allow 
for the project product to be tailored to their specific needs.  

 

 
End User 10.1 

Form of Involvement 

The task of the end user was to validate and compare models related to existing data and to suggest 
which models should be used according to the results produced. He participated in a number of 
workshops related to the improvement of the models, and gave comments. He considered his own 
involvement to be not very high. However, he emphasises that it was clear to him from the 
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beginning that his involvement was supposed to be limited to providing data and commenting on 
the product during meetings. However, the end user spent more time on the project than he was 
paid for, since he was interested in using the model for his work. He stated that he could have spent 
even more time on it if resources had been available.  

The information provided by e-mail and regular leaflets was considered good.  

 

Application and Further Development  

The end user has only used a few models that were developed during the project, since he does not 
have the time to familiarise himself with all of them.  

Regarding the applicability of the models, the end user commented that more administrative 
personnel should become involved in the development and validation of the models. Researchers 
usually focus on achieving the best possible results, but they forget to take the resources into 
account that are necessary to achieve these results. Administrators, on the other hand, often need 
quick answers in order for quick decisions to be taken, and do not have the resources to use complex 
models that require a high data input. However, good results are also of importance.  

 

Recommendations 

-  One should make sure that the administration element is more present in the development and 
application of the models, ensuring that models fit more closely to end user demands. 

-  When developing models, researchers should also take into account the resources required in the 
use of the models, since administrators do not have the resources to use very complex models. 

 
End user 10.2 

Form of involvement 

One element of the end user’s involvement was to represent the ministry. The end user was also 
involved in some of the pilot studies. It was of great importance to him to learn about the product 
and to improve the quality of the models throughout the process. Communication with and 
between modellers was perceived as very efficient. Difficulties related to the project progress were 
not always communicated. 

 

Application and further development 

The end user does not apply the models, but since the end user’s institution performs extensive 
advisory work for the ministry, he is the intermediate between scientists and policy makers. 

 

Recommendations: 

-  Since the steering committee plays a very important role, communication on the project must be 
ensured.  

-  An important aspect of research projects is to learn from each other and to co-operate. It is 
therefore crucial to create a good atmosphere that is conducive to fruitful co-operation. 

-  Difficulties regarding progress should be communicated to enable partners to suggest solutions. 
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Project 11  

Table 33: Main characteristics of project 11 

Characteristic Project 11 

Main product Handbook 

Type of end users involved Local government, agriculture, environmental ministry, water users association, 
environmental protection NGO, etc. 

Number of end users involved 15 organisations, 30 individuals 

Form of involvement Active involvement in developing the handbook, consultation in requirements analysis 
and design of end user interface 

Formal type of involvement Non-contract partners 

 
Project manager 11 

Form of involvement 

The main product of the project was a handbook. This handbook was based not only on surveys of 
practitioners’ requirements in different countries, carried out throughout the development of the 
handbook, but also on the active involvement of a group of experts. These experts were involved in 
a transparent manner, being invited to all project meetings and able to read internal project emails 
and web sites.  

The group of experts comprised representatives of agriculture, environmental ministry, 
environmental protection NGO, etc. In order to identify which end users should be involved, a set of 
criteria  was defined, including gender balance, balance of representation of different countries, 
coverage from different organisations and levels, such as agriculture, industry, NGOs, etc. However, 
ultimately, project managers had to be pragmatic about their choice of participants, since it turned out 
that it was not easy to find people interested in taking part in the project and, especially at lower 
government level, who are able to speak English. Another difficulty was that one end user 
organisation had ever-changing contact persons, due to their internal structure.  

In some countries, external consultants supported researchers in the planning and moderation of 
workshops, as well as in the development or evaluation of questionnaires, etc. 

A major asset of the project was the good mixture of work and socialising in the evenings. The 
project manager carried out a brief, informal evaluation of the handbook development process by 
asking questions during the socialising events in the evenings: What do you think, who else should be 
included? How can this be achieved? What should we do differently? 

One lesson learnt is that it would have been useful to create a common understanding of the 
objectives and main concepts (e.g. glossary) at a very early stage. Defining things differently is 
mainly perceived by the project manager as a problem among researchers, but also influences work 
with end users. Depending on whom the end user is in contact with, he/she gets a different picture of 
the project. 

Furthermore, the project manager explained that it would have been better to have had more time and 
money for follow-up activities, allowing for an assessment of the sustainability of networks created 
as well as for training  to be carried out. For training workshops, there was only a budget for expenses 
for the workshop itself, not for the time needed to run them. 

End users did not receive money for their time. The project manager would appreciate it if the EU 
could start spending money on this. This is especially relevant to NGO staff, who are sometimes only 
employed half-time. 
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Application and further development 

The project manager does not exactly know who now uses the handbook. However, from time to time, 
requests are received from people who have heard about it. Furthermore, translations into further 
languages are being prepared. However, from the perspective of the project manager, more could have 
been achieved if there had been more money to disseminate the handbook after the project. Small 
workshops were carried out, but this was not enough to achieve broad use. The project manager would 
appreciate an analysis on the extent to which the handbook is being used in the individual 
countries, and how this relates to the activities undertaken by the respective project partner to support 
its dissemination. 

The maintenance and further development of the handbook will be covered by another research 
project. It was originally planned to have a web-based version of the handbook updated regularly. 
However, end users do not make use of the opportunity to comment and add things.  

 

Recommendations 

-  Project management should ensure there is a good mixture of working time and socialising.  

-  A common understanding among researchers about the main concepts should be established at an 
early stage of the project.  

-  If NGOs are involved, they should receive money for their time. 

-  Sufficient funding should be allocated to follow-up activities, such as an analysis of the use of the 
product, as well as the sustainability of networks created, and for training and the dissemination of 
the project product.  

 
End user 11.1  

Form of involvement 

The end user participated in several workshops at which the product was introduced. The end user was 
able to comment on the product at different phases of its development, bringing in her own 
experiences from her field of work.  

It was especially interesting for the end user to participate in the workshops, to learnt as much as 
possible about the new water framework directive and how people can be involved, bringing in 
their own view.  

Although not many representatives of their field of work participated in the project, and other end 
users were facing different challenges, it was interesting to have an international exchange.  

The end user was invited as an expert coming from a representation of interest. However, direct end 
users should possibly also have been invited. 

Due to changes in personnel throughout the course of the project, it was difficult to incorporate the 
project work. This changed when it became more concrete at the end of the project. 

Participation was worth the effort, although some issues were included in the product that were 
already known from other participatory processes. 

 

Application and further development 

The end user’s institution does not use the product in their daily work, since they are a representation 
of interest. Nevertheless, they do forward it to users directly confronted with the issue, e.g. at 
international symposia. 
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Recommendations 

-  It is important to have sufficient time for workshops (2-3 days), which should not be too 
overloaded 

-  Specific issues should be discussed and elaborated in small groups before being brought to the 
plenum 

-  For matters of efficiency, staff continuity should be secured. 

 
End user 11.2 

Form of involvement 

The end user participated in four workshops which were distributed over three years, accompanying 
the entire process. Although the project was already running, the end user had the opportunity to 
influence the planning and development of the product. The number and organisation of the 
workshops was deemed good. The end users stressed that they were taken seriously and that their 
ideas were taken into account, giving them the impression that their presence at the event was not 
just a matter of course. 

It was of great importance to feed information about requirements into the process, since the end 
user was very interested in the usability of the product, which contains new information. It was helpful 
that the end user was very familiar with other products.  

The end user found exchange with other end users very interesting, although some had very different 
approaches and expectations.  

The end user felt sufficiently informed via a homepage, regular newsletters, talks given at the 
workshops and intermediate results being presented. Scientific aspects on the specific topic were also 
well explained. 

 

Application and further development 

The end user forwards the product to colleagues, international commissions and other co-operation 
partners, who are unaware of the topic. However, it would have been good if the product had been 
available three years earlier. 

The end user confirms that the product is appealing and has a constant value.  

 

Recommendations 

-  End users should be involved in the whole process in order to obtain a good overview of the 
project. 

-  Continuity of the process should be secured (regular meetings) 

-  It is vital for end users to be taken seriously, for ideas to be taken up and for “alibi events” to be 
avoided.  
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Project 12  

Table 34: Main characteristics of project 12 

Characteristic Project 12 

Main product Multi-actor-DSS supporting a group of stakeholders to improve their knowledge and 
compare their viewpoints by defining and assessing scenarios and indicators 

Type of end users involved Water authorities, consultancy company, ministry of environment, etc. The final 
conference was open to the public 

Number of end users involved 14 core end user organisations were actively involved, 50-100 were informed 

Form of involvement 
Active involvement in project preparation, requirements analysis, data collection, 
testing and maintenance and further development; consultation in other phases. 
Parallel to the process, end users were actively involved in self-organised meetings 

Formal type of involvement Non-contract partners and one subcontractor (consultancy) 

 
Project manager 12 

Form of involvement 

14 end users (core end users) were actively involved or consulted at all phases of the DSS 
development process. Project management selected interested end users who covered different types 
of organisations and conditions (private vs. public, climate, etc.). 

End users were involved prior to submission of the project to the commission. Following the kick-
off meeting, each scientific partner prepared an in-depth survey on end users’ expectations in their 
country, requirements of the results, etc. Two loops of field testing were carried out. In the first loop 
(first and second year), descriptions of the DSS components were prepared, and end users were asked 
to give their opinion on them. In the second loop (third year), the available DSS prototype was tested 
by four end users.  

A private consultancy agency was a user and, at the same time, an intermediate between other end 
users and the project management. One of their tasks was to develop tests. 

During the course of the project, end users started organising themselves. After the first annual 
meeting, they started conducting meetings parallel to the meetings offered by the researchers. During 
those meetings, they expressed their needs and formulated their viewpoints, which they were later able 
to feed back to the researchers.  

In order to widen the number of end users reached and to reflect the different types of climate, etc., 
each scientific partner carried out a seminar in their country, presenting the expected functions of 
the DSS to further interested organisations. At the end of the project, a final conference was 
organised, which was a kind of workshop, open to the public.  

One of the difficulties experienced was that an end user was missing at several meetings. In order to 
deal with this situation, the project management sent the respective end user one of their PhD students 
to interact with him directly.  

According to the perception of the project manager, some end users were satisfied with the process. 
However, he acknowledges that for others the project may simply have been ‘a load of nonsense’ - 
scientific discussions they were unable to understand.  

The project manager emphasises the advantages of end user involvement. It strongly increases the 
knowledge and networks of the project manager’s close personal connections. Furthermore, he points 
out that the quality of interaction of the research team with end users in their own country is a 
key feature. Project management relies heavily on them and very good involvement could be achieved 
in those countries where scientific partners were able to establish good interaction with end users.  
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Application and further development 

The project product is not a ready-to-use tool, but only a prototype. Only some of the former 
scientific partners continue to work with their elements of the tool. 

EC support of the project focused on delivering a prototype, not on making a final product. The 
challenge for seeking ways to further develop the DSS is that end users are unwilling to pay for 
something if they cannot be sure that it will be maintained. At the same time, however, it will not be 
further developed and maintained if end users refuse to pay for it (the hen and egg problem). A group 
of end users in one area, however, which was actively involved in the projects, is now actively 
seeking financial support for its further development in order to improve the tool, update the data, 
translate it to the appropriate language and make it applicable for them.    

 

Recommendations 

-  End users should be involved at an early stage. 

-  An in-depth survey on end users’ expectations should be carried out. 

-  Project management should encourage end users to organise themselves. 

-  Research partners should establish good relationships with end users in their countries. 

-  End users who miss meetings should be addressed on a bilateral basis. 

 

End user 12.1 

Form of involvement 

The end user was actively involved in the project. From time to time, when things were to be 
discussed within the project, end user meetings were held. Here, end users could discuss their ideas 
and present them to the scientists. Unfortunately, remarks were occasionally not considered by the 
scientists.  

The main objective of taking part was to find out how the end user could use what the researchers 
were developing. Furthermore, exchange of knowledge with other end users from different countries 
and with scientists was also an important motivation, which was assessed as very good.  

Tasks and necessary resources were not defined from the beginning, but the end user explained that 
this might be beneficial. It would allow end users to check which elements are of interest to them 
and the extent to which they wish to become involved. 

Difficulties arose related to information exchange within the project. Despite the fact that 
information was available on a server, it was not accessible by all participants at all times. The reason 
for this is that the server is more expensive when used by many people. End users searching for 
information had to actively ask one of the researchers for it.   
 

Application and further development 

As a result of the project, a contract for a new project was concluded with researchers aiming to 
implement the new insights generated. 

The end user now applies elements of the project product in his practical work. Application is only 
slowed down due to internal reasons at the end user’s organisation. There is now little political 
interest in the product application. However, the end user highlights that this is a factor for which the 
project cannot be made responsible.  
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Recommendations 

-  It is the researcher's duty to actively deliver information to end users.  

-  End users’ remarks should not only be heard but also considered. 

-  Scientists should tailor their interests more to practical needs, maintaining regular contacts to 
practice.  

-  Early involvement during the project development should occur in a similar way to INTERREG 
projects. This makes end users identify themselves more closely with the project, leading to 
greater involvement on their part. 

 
End user 12.2 

Form of involvement 

The end user took part in initial workshops with different work groups to determine requirements 
for the project product. The end user appreciated the many opportunities for face-to-face contact and 
the chance to bring their suggestions into the project in an early stage.  

 

The end user was not able to participate in all workshops, but there was good documentation 
(material and reports) available, allowing him to feel sufficiently informed about progress in the 
project. 

Unfortunately, participation  had to be cancelled due to the main actor signing off unexpectedly. 
There were no resources available to transfer knowledge to another person within the organisation.  
 

Application and further development 

Due to the changes in personnel and a lack of resources for capacity building for a successor, the 
project product is not being applied by the end user.  

 

Recommendations 

-  Involve more than one person from an end user organisation. Minimise the risk of losing 
information. 

-  Maintain a great deal of face-to-face contact, which is easier for end users to deal with than e-
mails and questionnaires. 

-  Well-prepared material and reports are important when people are unable to participate in all 
workshops. 
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VII.  List of recommendations 
Table 35: List of recommendations 

Project Project Manger End User 1 End User 2 

Project 1 

- Hands-on experience is important (R8) 

- Training workshops are even more effective if  
multimedia training material is used (R8) 

- Substantial time needs to be invested in explaining the 
benefits to end users (R4 and R6) 

- End users need sufficient insight into the development and 
direction of the project. (R4) 

- Within end user organisation, the relevant persons – 
potential  future users of the product – need to be identified 
and informed in good time. (R7) 

- Combine testing the models and adapting the setup, including 
sufficient time and resources for this exercise (R5) 

- Assure that the resources and spirit of the individual partners do 
not differ too widely (R1 and R5)  

- Neither the team nor the number of partners should be too large 
(approx. 10-12 partners) (R7)  

- The final deliverable of the project should be absolutely clear to 
partners at the outset, meaning that the deliverable should not be 
defined during the project (R4) 

Project 2 

- Early involvement is important (R3) 

- Project management should invest more in training 
private consultants, who may facilitate the uptake of the 
tool in administrations (R5) 

- The level of technical competence required should not be 
too high. (R7) 

- The political level should be involved in projects. (R7) 

- The usage of standard software (e.g. Excel) for models is 
recommended.(R5) 

- The role of end users needs to be clearly identified (R4) 

- Products should be evaluated by both end users and stakeholders 
(R5) 

- End users should be given the opportunity to participate in 
important meetings. (R2) 

Project 3 

- Bilateral contact with end users should be maintained. 
(R2) 

- End users should be recompensed for  participating in 
meetings. (R1)  

- If a project would like to design something tailored to end 
users, they need to be involved as contract partners. (R1) 

- End users should be involved as contract partners, allowing 
them to spend more time on the project and making them 
more responsible for providing input (reports, etc.), rather 
than just data. (R1) 

- There is a need for training and hands-on experience. Also, 
an explanation of how the project links up to further tools 
applied in day-to-day business is required. (R8) 

- End users’ requirements for the tools should be 
investigated. (R3) 

- Tasks must be completed in time to enable results to be shared. 
(R5) 

- It may be useful to include more than one person per 
organisation if expertise from different fields is required. (R7) 

- Good management of the websites generates a useful tool for 
communication. (R6) 

Project 4 Similar projects need to be identified and efforts  
coordinated (EU) - None 

- Partners from countries associated to the EU should take the 
opportunity to gain knowledge and financing from research 
projects (EU) 

Project 5 

- Direct physical presence is important. (R2) 

- Learning can best be supported by interactive multimedia 
tools. (R8) 

- Co-operation should not be too time-consuming. (R6) 

- Project members have to ensure that end users are assured a 
return on tests and the project in general. (R6) 

- It is important to involve end users at the beginning of the 
project. Each research project should respond to their needs. This 
is a criterion of choice for Europe. (R3) 

- We need a “translation” between researchers and end users. 
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Project Project Manger End User 1 End User 2 

- A precondition for learning is to generate a common will 
to work together. (R4) 

- Project managers should think about whether to establish 
a relationship to an individual rather than  to an 
organisation in order to anticipate changes in personnel. 
(R9) 

Working with stakeholders and the public, end users use a 
different language to scientists. (R4) 

- A project leader should have a multi-disciplinary profile and 
must also have experience in working in the field and with the 
people. S/he should be able to bridge the gap between researchers 
and practitioners. (R4) 

Project 6 

- End users should be involved as partners, in order to 
maintain close contact throughout the project, allowing 
them to make an impact on the research and ensuring there 
is no need for them to withhold information. (R1 and R2) 

- It should be made clear from the outset what researchers 
expect from end users and what they expect to gain from 
the project. (R4) 

- End users should be involved in the testing of a tool, 
instead of  researchers doing this alone. (R5) 

- End user meetings should not be too large, since 
discussions run the risk of being dominated by a few 
people, while the rest remains silent. (R7) 

- Lively co-operation allowing the cross-border exchange of 
ideas after completion of the projects should be secured 
(professional bonding).  

- A room should be made available where people are allowed 
to be more hypothetical. (R2) 

- End users should be involved in the preparation of the 
project. (R3) 

- End users should be able to apply for funding, to enable 
them to be more active. (R1) 

- Certain end users should be encouraged to assume 
ownership, building a bridge between researchers and other 
end users: Water managers should be perceived as active 
partners. (R1) 

- None 

Project 7 
- Involve end users from the outset, make them feel  they 
are part of the project and build their trust in the project to 
overcome bad experiences from the past.(R3) 

- To run a successful project it is important to convince local 
people that the product offered benefits them. It is therefore 
very important to nominate a specific person, trusted by the 
target group, to anchor the process. (R2)  

- Furthermore, project members should listen to people's 
needs. It should take on a bottom-up approach. (R3) 

- End users should be involved in the project as contract 
partners. This should increase their commitment to the 
project, since they will be convinced  that the outcome of the 
project is of interest. (R1) 

- Particularly during in the first period of the project, people 
need to be convinced of their benefit from the project, to 
encourage them to participate in it. (R4) 

- None 

Project 8 - Some current users should be involved as  minor partners 
to participate in the planning phase in order to generate 

- If end users are involved in the preparation of the project, 
their hopes and needs can be considered, leading to better 

- Choosing and applying models has nothing in common with an 
end user picking an article off the shelf. The process of 
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Project Project Manger End User 1 End User 2 
positive feedback at the beginning of the project. (R1 and 
R3) 

- End users should be involved in the maintenance of the 
product, and financing should be made available for this. 
(R 5) 

results. (R3) 

- Collaboration between end users, modellers and researchers 
is very important and must be intensive throughout the 
project. (R2) 

development should be a dialogue. (R2) 

- The tool and development process need to be flexible with 
regard to input by end users. (R5) 

Project 9 

- End users should become more involved in the 
requirements phase in order to tailor tools to their needs. 
(R3)  

- More face-to-face meetings between developers and end 
users are required. Contacts should not only be made 
through other partners. (R2) 

- End users should be involved before the conditions for the 
project product are set. (R3) 

- The end users involved should not be too heterogeneous. 
(R7) 

- Project management should allocate a budget for additional 
tasks arising during the project time span and for fine-tuning 
the product to specific end user requirements. (R5) 

- It is necessary for the test versions of the available product to be 
uploaded (R6) 

- Contributions by end users could be better if they had more time 
available as subcontractors. (R1) 

- Only send manageable amounts of information to end users so 
that the key documents can be read. (R6) 

Project 10 

- Advisory boards should meet more often than  once a 
year. (R2)  

- A plan is needed for the advisory board and project 
partners to highlight how they should benefit from one 
another. (R4) 

- The working schedule for project partners should not be 
too tight. (R5)  

- Sufficient funds need to be allocated to tasks carried out 
by end users (e.g. data collection). (R1)  

- After project finalisation, a survey on the current use of 
the product could be carried out. (R5) 

- A market analysis or dialogue with end users prior to 
commencement of the project should allow for the project 
product to be tailored to their specific needs. (R3) 

- One should make sure that the administration element is 
more present in the development and application of the 
models, ensuring that models fit more closely to end user 
demands. (R7) 

- When developing models, researchers should also take into 
account the resources required in the use of  the models, since 
administrators do not have the resources to use very complex 
models. (R3) 

- Since the steering committee plays a very important role, 
communication on the project must be ensured. (R4 and R6) 

- An important aspect of research projects is to learn from each 
other and to co-operate. It is therefore crucial to create a good 
atmosphere that is conducive to fruitful co-operation. (R2) 

- Difficulties regarding progress should be communicated to 
enable partners to suggest solutions. (R4 and R6) 

Project 11 

- Project management should ensure there is a good 
mixture of working time and socialising. (R2) 

- A common understanding among researchers about the 
main concepts should be established at an early stage of 
the project. (R4) 

- If NGOs are involved, they should receive money for 
their time. (R1) 

- It is important to have sufficient time for workshops (2-3 
days), which should not be too overloaded (R2) 

- Specific issues should be discussed and elaborated  in small 
groups before being brought to the plenum (R2) 

- For matters of efficiency, staff continuity should be secured. 
(R9) 

- End users should be involved in the whole process in order to 
obtain a good overview of the project.  

- Continuity of the process should be secured (regular meetings). 
(R2 and R4) 

- It is vital for end users to be taken seriously, for ideas to be 
taken up and for “alibi events” to be avoided. (R2 and R4) 
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Project Project Manger End User 1 End User 2 

- Sufficient funding should be allocated to follow-up 
activities, such as an analysis of the use of the product, as 
well as the sustainability of networks created, and for 
training and the dissemination of the project product. (R5) 

Project 12 

- End users should be involved at an early stage. (R3) 

- An in-depth survey on end users' expectations should be 
carried out. (R3) 

- Project management should encourage end users to 
organise themselves. (R2) 

- Research partners should establish good relationships 
with end users in their countries. (R2) 

- End users who miss meetings should be addressed on a 
bilateral basis. (R2) 

- It is the researcher's duty to actively deliver information to 
end users. (R6) 

- End users' remarks should not only be heard, but also 
considered. (R6) 

- Scientists should tailor their interests more to practical 
needs, maintaining regular contacts to practice. (EU) 

- Early involvement during the project development should 
occur in a similar way to INTERREG projects. This makes 
end users identify themselves more closely with the project, 
leading to greater involvement on their part. (R3 and EU) 

- Involve more than one person from an end user organisation. 
Minimise the risk of losing information. (R9) 

- Maintain a great deal of face-to-face contact, which is easier for 
end users to deal with than e-mails and questionnaires. (R2) 

- Well-prepared material and reports are important when people 
are unable to participate in all workshops. (R6) 

 


