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1 Introduction

1.1 Background of survey

This survey on end user involvement is an elemetiteoHarmoni-CA project. In this chapter, we will
introduce the Harmoni-CA project and outline thgzobves of this survey. We will further define the
relevant concepts used and provide an insight timofuture use and dissemination of the results
presented in this document.

1.2 Harmoni-CA

The Harmoni-CA project is a concerted action of Engopean Commission within th& Research
Framework Programme. Its stated goal is the harsation of computer-based ICT tools for
integrated river basin management. It seeks toldpve forum for ‘unambiguous communication’
between scientists and policy makers on methodmfegrated assessment and modelling at all scales
of river basin management. One objective is to ggaalialogue and locate a common understanding
between scientists, involved in integrated assessared modelling, and policy makers, involved in
decision making.

1.3 Objectives of study

Nowadays, European projects frequently involve onenore of the following: “regional partners”,
“end user groups” and “stakeholder groups” in ortierfacilitate information exchange between
researchers and practitioners, who often have scteshe relevant data for research and are
simultaneously potential end users of the prodgetserated by the research projects. Dealing with
such groups is not always straightforward and doefs always satisfy the requirements of the
researchers and end users involved. Since mankeobth framework projects are finalised, there
should be a lot of experience available on thisrfate.

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

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

1.4 Definition of main concepts

As ‘products’ of the projects assessed here, we consider ang, tdocuments or learning
effects/networks that have been created in theseoof the project. In our analysis, we focus on one
main product for each project chosen by the projaenager for consideration, based on its
importance/relevance.

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

! Guipponi et. al., 2007



water managers and policy makers who attendedaat ne activity during the life of the project.
Within the various projects they are termed ‘endrsis ‘stakeholders’, ‘water managers’ or ‘policy
makers’. This particular definition of the term Gemser’ was been coined in collaboration with the
contracting agency.

1.5 Summary of study results

A survey on end user involvement in twelve Europ€ammission-financed research projects was
carried out on the basis of telephone interviewts wianagers and two end users of each project. The
twelve projects included in this analysis were e@mobased on information from publicly available
documents on the processes of end user involveimetite respective projects. We focussed on
European Commission-funded projects in which eretug/ere involved in the development of tools
for water management tasks.

The interviews demonstrated that much effort haanlggut into end user involvement in numerous
projects, for example, allowing end users to md&araheir requirements for the project produatsl a
contributing data to the product development. Ugudlbth sides highly appreciated the experiences
they gained and the networks that were establiglieidg the course of the project. However, it was
often stated that important relevant objectivesraf user involvement, such improving evaluation and
applying the projects’ products, were not met tcsadisfactory extent. End users did not feel
sufficiently involved, and project managers regetthat end users often failed to participate in
project meetings. In five out of twelve cases,fa@ntenance and further development of the products
developed was not secured. One problem behindvéissthe fact that the time and financial resources
allocated to the process of involvement were incieifit. Furthermore, in other cases, the projeat to
was ultimately unsuitable for the end users’ omjin planned tasks. The final product tended, for
example, to be too general, since it had to integtiae diverse needs of many different end users
involved in the project. Another reason for the ited application of tools was that end user
organisations — as a result of a lack of propenitrg — did not fully understand the potential biise

of the tools for their day-to-day work. If we gadnthe individual projects in greater depth, selvera
minor difficulties become apparent (see Chapterefplix VI). Project managers wanting to involve
end users in their projects need to anticipategpersl changes as well as language problems and
potential internal communication problems withie #imd user organisations.

In order to cope with these challenges in futurgjquts, all parties should consider changing their
current practice. For this reason, this documeggsests recommendations that could be followed by
project managers, the European Commission and s&d tio improve end user involvement. These
include:

Main recommendations for project manager:

- End users should be involved as contract partrersegolve some financial bottlenecks and
formalize commitment

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

- End users should be involved in the preparatorg@lud the project in order to take their practical
requirements for product development into accouthieoutset

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

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



Main recommendations for the European Commission:

- Educate end users about the different forms oflu@ment in order to enable them to decide on
and take an active part in designing a procesthér involvement.

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

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

- Pre-funding of application process to ensure daxglvement of end users

- Set up an end user database to facilitate exchamngag interested end users

Main recommendations for end user:

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

- take a proactive role in the research projectsasidor any additional information needed

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

These recommendations have also been compilealimomological list of steps to ensure successful
involvement of end users in research projects. & hesommendations cover the preparation phase in
which a rough outline of the product and the ineohent process are to be prepared, contact with end
users is established and the requirements for thdupt are defined. In the development phase,
important steps are the meetings held for intemshange between product developers and end users
from different fields, complemented by regular t#lal contact and information provision.
Involvement in testing and training courses is ofmaest importance to ensure the
applicability/effectiveness of the products. Figathe post-project phase opens up opportunities fo
the involvement of end users as well, allowing thtentake responsibility for the dissemination and
maintenance of the project products. These stepsdditional considerations are provided in chapter
5.4.

1.6 Structure of report

This report summarizes the findings and conclusafngroject manager and end user interviews. An

introduction to the methodology applied is givensattion 2. Section 3 provides an overview of the

assessed projects and the contacted intervieweasyrs 4 describes project managers’ and end users’
views separately, bringing them together in thely@ma As a result, recommendations for end user
involvement in future research projects are puwéod in section 5. These are complemented by a list
of steps to bring about the successful involveroéeind users in research projects.

In Appendix I, the relation to the Water Framew@ikective is explained. A detailed description of
the project choice can be found in Appendix Il. Apgdix Il gives a critical assessment of the agplie
methodology. The questionnaires used for projectagars and end users can be found in Appendices
IV and V respectively. In Appendix VI, the main cheteristics and lessons learnt from each project
are summarised, whereby a differentiation is madevéen project managers’ and end users’
perspectives. This gives readers an overview ofliherse approaches towards end user involvement,
as well as specific situations and problems that anese from them. Details are also provided on how



certain projects dealt with such problems. Appendixcomprises 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 Europathnational research managers, European
Commission DG Research representatives and se¢sgntelellers. Furthermore, it aims to give any
further interested researchers, end users or gtudarinsight into the current state of end user
involvement.



2 Methodology

As a basis for the survey, a set of projects waeatified that were to be included; information abo
potentially relevant projects was collated. Basadacset of criteria for the choice of projects,sthe
were prioritised, while questionnaires for both jpcd managers and end users were designed and
tested. A series of telephone interviews with twelroject managers and 24 end users were
performed to complete the questionnaires. The enaph methodology closes with a critical
assessment of the difficulties encountered whitedaating this survey.

Appendix Il gives a critical assessment of thel@opmethodology.

2.1 Selection of projects

The twelve projects included in this survey wertected on the basis of the following three key
criteria:

- amodel was developed as the main product of thiegr

- there was active involvement in the project (acowdo the available project documents);
- water authorities were involved in the project.

Not all three criteria had to be fulfilled by theopects.

The method of selecting the projects is explaimedeitail in Appendix 1.

2.2 Design of questionnaires

The objective of the questionnaires was to coltetic information about end user involvement in a
specific project and to elicit main lessons ledroin the project manager’s and end users’ persgecti

In order to ensure comparability, a number of goastwere put to both the project manager and the
end users in the questionnaire.

The questionnaires were developed based on aniewestudy of 27 projects from the Human
Dimensions in Water Management and CatchMod-clsstehich analysed the main product and end
user involvement.

It took end users a maximum of 15 minutes to redgornthe questionnaire. The interview generally
took project managers about 30 minutes. In somescdtstook significantly longer (for instance, one
hour), if project managers took the opportunitgkaborate on their experiences.

The majority of questions were of a closed natur@rder to ensure quick and comparable answers.
However, for all questions interviewees had the copmity to elaborate their views or make
recommendations for future projects in the forns@mi-open questions. One open question at the end
gave interviewees the opportunity to express th& e@nclusions they gained from the researcher/end
user collaboration, which could not be fitted itib@ closed questions, but which inspired them. See
questionnaires in Appendices IV and V.

The questionnaire was built on the assumption fitraeach project contained in the survey, a main
product can be identified with which end users werelved. The analysis then focuses on this
product.



2.3 Testing the questionnaires

The draft versions of both questionnaires wereusised with contact persons from the Harmoni-CA
project. Furthermore, after gaining their approtiagy were tested with a project manager and an end
user of one of the projects assessed here. Feedimatlexperiences gained from these tests were
incorporated into the final version of the questiaines.

2.4 Procedure of completing the questionnaires

These questionnaires were generally completeddinterviewer while conducting the phone survey.
If interviewees gave additional comments besid# tlesponse, these were summarised later by the
interviewer.

One of the interviews was conducted in personhAtrequest of four interviewees, the questionnaire

was sent by e-mail and then completed by themnbaase, as requested by the interviewee, results
were sent back to him for checking, and the chahga®quested were incorporated into his answers.
The majority of interviews were conducted in EngliBive interviewees responded in German.

2.5 Comments on methodology

Mention must be made of the fact that the numbearofects surveyed, including the number of end
users, was specified by the contracting agencyeiithe number of projects surveyed (twelve),
twelve project managers and 24 end users werevieteed. Hence recommendations given are based
on a small, non-representative sample. That i@y the recommendations given are not statistically
robust. However, the intention of the survey waprtmluce a report of an exploratory nature.



3 Overview of assessed projects and interviewees

3.1 Projects

The projects assessed are classified to the Cahbdal Human Dimensions in Water Management
clusters, with the exception of the Daywater pro{see Table 1).

The cluster onintegrated Catchment Water Modelling (CatchMod) was established by the
European Commission to support the implementatibrthe Water Framework Directive. The
objectives of this cluster were to develop commamionised modelling tools and methodologies for
the integrated management of water (for furthesrimiation, see www.harmoni-ca.info).

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

Table 1: Projects included in the survey

The projects are given in alphabetical order, whibes not correspond to the numbers they are aiéatcan
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 relga the

- main product

- type of end users involved

- number of end users involved

- level of involvement

- formal type of involvement




Table 2: Overview of projects

Types of end user

Projects | Types of product organisations Numbers of end user involved Form of involvement Formal type of involvement
. Decision support tool, | Water authorities, companiesMore than 20 end users were InVOIVe,gctive involvement in developing the product,
Project 1 L L L as testers, several hundred later . . S Some contract partners, some non-
guidelines, training NGOs, research institutes, . design of end user interface and testing; .
. attended workshops to inform end . . . .| contract partners;
material etc. > consultation regarding requirements analysis
users about the existing tool
Project 2 Wat.er authorities, . One end user in each of the 6-7 caséo‘cwe llnvolvemenj[ |n.reqwreme.nts.analysm, qaé%ntract partners and non-contract
DSS environmental authorities, . collection and testing; consultation in developin
N studies : . gartners
research institutes the product and design of end user interface
) Data base on several Active involvement in data collection and
Project 3 river basins Water authorities Eight organisations, 40 indiéilu | maintenance (one end user organisation); Non-contract partners
consultation in requirements analysis
Those who were actively involved
_ Several hydrodynamic , Water authorities, Active involvement in project preparation and Were contract partners, others were
Project 4 nydrological and water environmental protection 16 end user organisations data collection; consultation in requirements  hon-contract partners; one end user
quality models authorities, research institutes analysis had a subcontract for a person to
carry out additional tasks
Active involvement in requirements analysis,
Proiect 5 | Multimedia online " Four organisations, 30 individuals petlevelopment of the tools, data collection and | contract partners
) X . Water authorities At s 0 X . p
deliberation support tools case study testing; consultation in project preparation and
design of end user interface
Company, farmer’s
isi ls association, regional Five end user organisations, one or Some contract partners, some nony
Project 6 | Decision support tools ’ X , . ; contract partners
and guidelines government, environmental o in each of the four case studies ~CtIV€ INvolvement in all phases
agency
- ) Active involvement in data collection;
Project 7 | pss Water authorities, companies consultation in requirements analysis, Non-contract partners

and NGO'’s

20-30 end user organisations development of the DSS and design of the end

user interface
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DSS providing water
managers and modellers

with advice regarding theRjver basin managers and

Project 8  Selection and use of  environment protection
models in the context of ggencies

river basin management
and the EU water
framework directive.

Active involvement in requirements analysis, ' Some subcontractors, some non-
Ten end user organisations development and testing of the product and itscontract partners
interface; consultation in project preparation

. Environmental agencies and Active involvement in testing; consultation in
Project9  pss some water utility companiesn/a requirements phase and design of end user  Non-contract partners
interface

Electronic Toolbox
through which users can
access information about
nine models or Water authorities, research Active involvement in data collection;

quantification tools to  jnstitutes, environmental  gp, average three per catchment; 5 consultation in requirements analysis, Some as partners or subcontractors,

quantify nutrient losses  protection agencies, regionalorganisations in total development of the Toolbox and design of end others as non-contract partners
from diffuse sources, thegythorities, etc. user interface. End users are now financing the

17 European catchments further development of the Toolbox.
that have been tested in
the project, together with
project results/outcome.

Project 10

Local government,

_ agriculture, environmental Active involvement in developing the handbook
Project 11 Handbook ministry, water users 15 organisations, 30 individuals | consultation in requirements analysis and desidﬂon-contract partners
association, environmental of end user interface

protection NGO etc.

Multi-actor-DSS
supporting a group of  \Water authorities, Active involvement in project preparation,
stal_<eho|ders to improve consultancy company, requirements analysis, data collection, testing al(l]gn-contract artners and one
Project 12 their knowledge and ministry of environment etc. . . maintenance and further development; p
-9~ . ! actively involved, 50-100 were . subcontractor (consultancy)
compare their viewpointsThe final conference was | ; consultation in other phases. Parallel to the

- informed : - -
by deflnlng and . open to the public. process, end users were actively involved in self-
assessing scenarios and organised meetings
indicators

14 core end user organisations wer

D.
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3.2 Types of products

To study the involvement of end users in researdjegts, it is self-evident to explore the kind of
product development in which they were involvedr Bus reason, project managers were asked
which main product of the project users were inedht. In eight out of the twelve projects, project
managers claimed that the main product of the prajas a decision support tool. Other products of
key importance to the projects were handbooks,elsas a ‘tool box’ of models, a participatory tool
(under the category ‘other’), a modelling suppodifthe category ‘other’) and further software-éxs
tools, such as a deliberate support tool (see Eitjur

Figure 1: Main products contained within the projeds

Summary of the main products developed within tite research projects surveyed.

9

New model Enhanced Analysis of Toolbox of Decision Handbook Capacity Data Scientific Other
model models models support tool building publications

The results show that most projects investigatestl wsd users’ input to support the production of
decision support tools (DST). Therefore, there s$rang 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 pyect

Not only do we have to survey the main productwimch end users are involved — we also need to
know which types of organisations the end usersegsmt in the various projetts

Project managers from ten projects reported theit #nd users represented water authorities. There
were also representatives from companies and saastitutes. Members of NGOs participated in
four projects. Other types of end users includedirenmental protection agencies and local
governments (see Table 3).

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

2 See question 1 of project manager questionnaia@endix. The question was not put to end users.
% See question 5 of project manager questionnaia@endix. The question was not put to end users.

12



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 diffeymafjects ranged from a few to approx. 100 end
users. Whilst this indicates that the selectioprofects was heterogeneous, it is also indicativbe
fact that different types of end user involvemenigesses took place in these projects. The next

section will provide further information on theséferences.

3.5 Types of end user organisations interviewed

Two end users were interviewed from each projelseyTwere selected according to their availability
and willingness to participate. They representedewauthorities, local, regional and national
authorities, as well as governmental ministrieseaech institutes, companies and associations (see

Table 4). End users from NGOs were not interviewed.

Table 4: Organisations represented by interviewedral 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 astncases selected from a list of two to five end
users provided by the project managers. In othedsya list of all involved end users was available
from which two interviewees were chosen, givingpty to a diversity of involved end users.




As these interviewees were selected primarily bageddvice from project managers, this may have
resulted in a positive bias in the results. Howgseme project managers explicitly suggested tleat w
might contact those stakeholders that criticiseditivolvement or even withdrew their involvement.
These project managers perceived the interview @saace to learn more about the reasons for the
end user criticism. The results clearly show thatds not only the very positive end users thatewer
involved in this study. Rather, almost all intewiepartners mentioned aspects of end user
involvement that could have been improved. Howetrex reader is kindly asked to bear in mind, that
the end user perspectives reflected here are m tonsidered representative given the small numbe
of interviewees.

3.6 Form and type of involvement
The form and type of involvement is discussed iajiar 4.
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4 Survey results

This section contains an analysis of the resulthefsurvey resulting from project manager and end
user interviews. Specific results of the surveyparticular projects can be found in Appendix VI.

In particular, the respective objectives for endriavolvement and the various phases in which end
users were involved in the project are highlighitethis section as well as the form of involvement.
This section also examines the application and t@aamce of the products as well as general
satisfaction with participation. It also identifipetential barriers to participation, such as &« lat
funding and communication, and changes in personnel

4.1 Relevance and satisfaction reaching the objectivesf end user
involvement

Why would project managers want to involve end sigethe development of their products and what
is the relevance of end users collaborating in suasearch project?

To gain a better understanding of the respectiyectibes, both project managers and end users were
asked which of the given predefined potential objectiies their involvement they considered
relevant to their project. Project managers wesm asked which objectives had been achieved
satisfactorily.

The objectives specified in both questionnairesewghrased slightly differently, according to the
different target audiences, but they neverthelesespond to one another. There was the option to
add further objectives not included in the listeTgroject 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 veisessed particular objectives as relevant, and
whether or not they had been achieved satisfagtdtilalso illustrates how many project managers
considered particular objectives to be irrelevant.

In all twelve projects, the project managers stabed the objectives for involving end users in the
project included obtaining information on the regquients for the applicability of the product, adlwe
as letting end users evaluate and apply the product

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

Figure 2 also demonstrates that most project masaggarded setting requirements, exchange among
end users and the collection of data as partigutatisfactory.

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

* Question 2 of their respective questionnaire.
® For reasons of efficiency and comprehension, enehd user questionnaire we replaced this questitm
guestions 7, 8 and 9.

15



Figure 2: Relevant objectives to involve end useend whether they were satisfactorily achieved

12

11

10

9

| unsatisfactory

6 O satisfactory

O not relevant

JHTH i IR |

get data get evaluate ensure oversee product end user other
requirements product application project information  exchange

End users’ objectives

Over 87% of respondents considered providing in&tiom about product requirements and learning
about particular products to be relevant. This felilswed by the wish to evaluate the product arel th
opportunity to exchange experiences with other esers. Nearly 40% of end users, in contrast,
regarded overseeing the project as irrelevant. risimgly, up to 25% considered the subsequent
application of the product as an irrelevant objectf their involvement. Their main intentions in
being involved in the research projects were melated to information exchange and learning. This
implies that the end users were more concernedimnfiinmation collection than in subsequent use of
the final products.

16



Figure 3: Relevant objectives for end users to paidipate in the project
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Analysis

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

An overwhelming majority of project managers, wheethed the above-mentioned objectives to be
relevant, thought that end user exchange, proddfictnnation and the elicitation of requirements and
data had been achieved satisfactorily through esed-nvolvement.

However, three objectives — considered relevardars for involving end users — were deemed as
having been unsatisfactorily achieved by 40% orenwirthe project managers: end user evaluation of
the product, ensured application of the productemdi user oversight of the project. Considering tha
product application is a major goal of European @ussion funding projects in this afethe seventy
per cent of project managers who considered thsstisfactory is a clear warning sign that end user
involvement might not be functioning correctly. Wimyght this be the case?

Maybe the evaluation and application of the prodiidthot occur in most projects because either the
product had not been completed (e.g. EU 3.2) aoethas insufficient time or, more crucially, this

work was designated for the end of the project.tAaofactor could be that it was often only possibl

to deliver a draft version or a general producirduthe project (see PM 9, EU 9.1). This meant that
tailoring work that had to be carried out to engheeproduct could be applied to the specific nexéds
end users from diverse countries could not be pedd during the project.

With regard to project oversight, the problems dolé that research projects are often very broad
with regard to the multitude of themes they tackhel the different areas they cover. It is therefore
very time-consuming for end users — who are ofteincontract partners — to ensure they are able to
oversee the running of the project with the largmant of information and documentation available.

Furthermore, overseeing the project was an objeatinsidered relevant by the fewest end users,
enabling us to come to the conclusion that theitivation related to this issue was low.

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

Having identified the objectives of project managir involving end users in research projects and
the reasons why end users often participate in temow examine which phases of the project end
users were involved in and what their involvementaited (i.e. the form of involvemeiit

The Figure 4 shows, according to the project masagéhether 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: propgejparation, requirement analysis, product
development, data collection, design of end uderface, product testing and maintenance and furthe
development of the product.

In most projects, the project managers statedtiea¢ was active involvement by end users durieg th
phase of collecting data and testing the produat &sers were only actively involved in developing
requirements and in the development of the proitsedf in less than half of the projects.

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

End users were not involved at all in four projattsing the preparation of the project, the testihg
the product and the maintenance and further deneapof the product (see Figure 4).

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

" See question 16 of project manager questionnaiteei appendix.

8 Based on definitions by Mostert (2006), “activedlvement” includes the “co-designing” and “co-tking”
levels of participatory involvement, such that ersgrs take part in this work by developing and using
their own ideas or carry out tasks with the projeeim. By “consulted” it is meant that they werkeasto
give their opinion or knowledge/data on work bepegformed in this phase. “Informing” end users fte
only to provide them with information without gettj any feedback.
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Figure 4: Form of end user involvement in the diffeent project phases
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End users’ perspectives

In order to keep the question more intuitive, esdra were asked whether they were involved in the
project steering group, the project preparation wedproduct development. Furthermore, we wanted
to know whether they were able to effectively bringnformation and suggestions to the protete
results of which are displayed in Figure 5.

It is striking that, despite the fact that a sizeaimajority of projects claimed to have involved
stakeholders in project preparation, the vast ntgjof end users interviewed felt they had not been
involved in the preparatory phase. Almost the sameunt — 16 out of 23 end users — stated that they
had been involved in the development of the praduct

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

° See questions 1a, 1c, 1d and 7 of end user qoeatie in the appendix.
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Figure 5: Involvement of end users in project steéng group, project preparation and the developmenbf
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 involvemérnal users, the end users themselves perceived a
lack of involvement in this phase. Noting the intpoce of end users in bringing in requirements for
the product, mentioned by both project managers earti users, to ensure later application of the
product, it is necessary to ensure the adequatgpset the respective research project by idemgyi
end user needs as early as possible. If the frahegenda have already been set, end users will fin

it difficult to bring about major changes. Beingalnhe to make such changes hinders the development
of ownership and the motivation to play a majoeriol the project, or even to participate regularly.

If it is generally accepted that active involvement superior form of involvement to consultation,
information and non-involvement (since it allowstmapants to take part fully in the formation and
execution of ideas), then the results clear shaw tie majority of projects only tended to promote
active involvement in phases of the project assediavith data collection and product testing: i.e.
particular pre- and post-design phases were netitjr associated with the actual product design.
Even in the requirements analysis phase, consuitatas the preferred approach in the majority of
projects. The lack of active involvement in suchparant determinants of use, such as end user
interface design and product development, probalsg contributes to objectives such as “product
application” not being satisfactorily achieved.eir@stingly, the unsatisfactory achievement of this
objective, despite end users’ perception of notirftgabeen involved, suggests that it is worth
considering whether their responses might have defament if they had known they could have been
more actively involved. This in turn suggests tatl users may need more information/education on
the extent to which they can theoretically partitgin such projects before their involvement,haxyt
can demand a more involved role. Empowerment camtbsknowledge.

Additionally, the number of projects not involvirgnd users in maintenance and product testing is
surprisingly high. Apart from the fact that testiagoroduct is crucial to its usability, it is esjadly
important to involve end users in the further depelent 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 mgjoal of European Commission funding projects,
project managers were asked to respond to theigunedgtwhether the product is or was being applied
by end users involved in the proj€cFigure 6 shows how many end users are applyiegtbducts
developed in the project, according to the projeahagers’ responses (separated into the categories:
all, many, some, none, don’t know).

The project managers stated that the product walsanog applied in the vast majority of the progect
or they were unaware of its further usage.

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

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

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

Figure 6: Application of products by end users invtved in the project

5

all no statement many some none don’'t know

End users’ perspectives
End users were also asked whether they used tdegirfor their practical work

Interestingly, a third of end users claimed thatytbo use the project product for their practicatky
and a further third had used it in the past. Fiad hot used it at all, and one had not yet usédtit
was planning to do so if time allowed (see Figurd e figure explains whether end users gave no
statement, used the product for their practicalkware using it at the moment (yes), not at al) @o
intend to use it (not yet))

In eight cases, the reasons for not using or ngepasing the product were that the product doés no
fit into their working practices. Furthers reasimduded a lack of information or training (threede
users), technical difficulties (two end users),pnactical need (two end users) and a lack of fumpndin
(one end user).

2 See question 17 of project manager questionnaiteei appendix.
! See question 8 of end user questionnaire in therapix.
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Figure7: Usage of product in end users’ practical wrk
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Analysis

Project managers explained that the product had lmsplied by end users involved in its
development in only three out of twelve projectawedver, when comparing Figures 6 and 7, it
becomes apparent that the perspectives of end asdrproject managers differ here. This seems to
result from the fact that they adopt a less rigerdefinition of the term ‘use’. For example, in som
cases products may not be applied in the originatgnded way, such as only for education purposes
or as a basis for further research and guideliod®tstipulated. In addition, products may be didy
used in part. Others may use it indirectly, comsglfurther institutions related to the product.

However, once again it needs to be pointed outdpptication of the product is best fostered if end
user requirements are taken into account at a eary stage of the project (as discussed in Section
4.2) and if a general prototypical products arltaig more to the needs of specific end userdeat t
end of the project.

Another phenomenon is that, astonishingly, a quatft¢he project managers were unable to provide
information on application of their products, altigh interest had been voiced by at least two projec
managers in assessing dissemination of the proHoetever, there was no funding available for this
task. More attention could be therefore given tana@ning working relations beyond the duration of

the project.

4.4 Maintenance of product
Project managers’ perspectives

Maintaining working relations between researcherd and users of course also comprises the
maintenance of the product itself. The managemiptaziuct maintenance was surveyed by way of a
guestion put to project managers regarding whetter knew who will deal with the product follow
up after finalisation of the projéét

12 5ee question 19 of project manager questionnaiteei appendix. This question was not put to eedsus
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This revealed that follow up after finalisationtbke project was mainly dealt with by the developers
themselves. End users were only involved in fowjgmts. Two project managers stated that this
responsibility had not yet been clarified (see €&l

Table 5: Persons responsible for follow up after fialisation 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 isniyathe task of developers in these projects.
Quite a few project managers emphasised that itajldhe product to the specific needs of end users
still had to be carried after completion of thejpob (see PM 9, 12 and EU 9.1). In the short téim,
follow up work is obviously still being carried out most projects, since it was ‘not yet cleartwo
projects. However, project managers also repohtatit was difficult to find funding for further wh.

In the long run, financing such work is not secured at all: the money generally comas f
other research projects. End users invested maneye in the further development of the product in
only very few cases. This brings us back to thecatiissue: end users need to be involved at ¢ng v
outset of the project so that they become part esvaEthe process and its products, which they are
then interested in using in the form intended, ame 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 useivament was evaluated prior to the project was
also asked in the questionnaire

The responses given by project managers reveakthbaprocess of end user involvement was only
subsequently evaluated in four projects.

Analysis

This finding confirms the need for institutionatigithe systematic evaluation of end user involvegmen
for future projects, to enable lessons to be lehrne

13 See question 23 of project manager questionnaiteei appendix. This question was not put to eedsus
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4.6 Funding

Project manager’s perspectives

To survey the contractual basis of end users imrobnt in projects, project managers were asked
whether end users were involved as contract pastsabcontractors or non-contract partters

In almost all projects, there were always at lsashe end users who were involved as non-contract
partners. Only half of the projects also had endrsisas contract partners, and end users were
subcontracted in less than half of the projects {s&ble 6).

Additionally, all project managers stated that momtract partners were onigimbursed for their
travel and subsistence costs. No other expengps;ampensation for working time spent in meetings
or for additional tasks, were covetgd

Table 6: Type of involvement of end users in projds

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 namtyaat partners, a third were contract partners and
three were subcontractbt¢see Table 7).

Table 7: Type of involvement of end users intervieed

Formal form of involvement Number of projects
Contract partner 7
Subcontractor 3
Non-contract partner 13
Analysis

Non-contractual working partnerships between ematsuand research projects were the most frequent
form of formal involvement. Additionally, differenénd users had differing types of involvement
within the same project — some being contract pastrsubcontractors or only non-contract partners.
This leads to major differences in the reimburseneércosts, since non-contract partners were only
refunded their travel costs (and sometimes not évisnsee. EU 6.1). The fact that resources availa
varied according to type of involvement was créed by end users (e.g. EU 1.2)

The fact that working time was not refunded obvipu®stricts end users’ resources that can be
devoted to the project. Furthermore, it was poiraatl that a formal contract lends a more formal
emphasis to the working relationship between th&owua partnerships, forcing both end users and
project managers to become more aware of the desiteome of the project (e.g. EU 7.1).

4 See question 10 of project manager questionnaiteei appendix.
15 See question 11 of project manager questionnaiteei appendix. The question was not put to endsuse
18 See question 1b of end user questionnaire inpiheralix.
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4.7 Communication
Project managers’ perspectives

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

Did people only meet at large conferences witlelithance of active involvement or did they have
sufficient time to discuss and decide matters withinall meetings? Is the form of communication
usually applied the most effective dfee

According to the project managers, communicatiothiwiall twelve projects included multilatetl
meetings between end users and researchers. Addiyioalmost all projects made use of bilatEral
meetings as a form of communication between rebBesand end users. Workshops with end users
alone were organised in only half of the projeste(Table 8).

Table 8: Forms of communication applied

Form of communication Number of projects
Bilateral meetings between researchers and singleisers 11

End user workshops 6

Multilateral meetings between end users and reSeesc 12

Remqte forms of communication, such as e-mail, phowa and 12

website

Other 2

The forms of communication that were consideredtnediective (from the perspective of project
managers) were clearly multilateral meetings, fe#dd by bilateral meetings (see Table 9).

Table 9: Most effective forms of communication

Which form of communication was considered most effctive? 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 \Eagllish in the great majority of
projects, although it was not the mother tonguenokt end users in eleven out of twelve projects.
Local languages were used in national meetingsy @nlglish was spoken in two projects. In one,
only the local language was spoken

7 See questions 12 and 13 of project manager quesii@ in the appendix.
18 Meetings with at least three parties

19 Meetings in which two parties are involved

% see questions 14 and 14 b of project manageriqoaatre in the appendix.
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End users’ perspective

End users were asked whether they felt they had ba#iciently informed throughout the whole
project’. 16 of those answered yes, whereas only four adghts question.

However, six out of 21 stated that scientific aspemuld have been explained more cle&rlgnd
nine out of 20 end users did not know from thetstdrat their task was and how much time and
resources would be required of tHém

Analysis

Multilateral meetings are vital in supporting regukexchange between end users and researchers,
especially if some participants have not been iméat clearly from the outset of their intended tasks

It is crucial that language problems are overcamthése meetings.

Some interviewees stated that the appropriaterfegseaific forms of communication was dependent
on the purpose of the communication. For examplegrder to collect data or views of single end
users, bilateral meetings were often seen as th& agpropriate form of communication, while
multilateral meetings enabled researchers to infanch elicit views from a broad range of end users,
who were also able to exchange views amongst tHeesse

The fact that, in all projects assessed, the ntgjofiend users felt sufficiently informed througtio

the project is a great achievement. However, yeeremphasis needs to be placed on communicating
scientific aspects more effectively, since a thifdend users stressed that they could have been
informed better.

However, the fact that only nine out of 20 end siderew from the outset what their tasks were and
how much time and resources they would need tosinvg alarming, since it implies a high risk of
end user frustration if expectations are not meesource limits exceeded.

4.8 Changes in personnel
Project manager’s perspectives

Ideally, the same end users should be involvedutiitout the various phases of the project to ensure
the project’s quality. However, changes in persbiméhe course of the project are unavoidable, and
may occur frequently. To identify possible barriefsinvolvement, project managers were asked
whether there had been personnel changes amongissid and, if so, if this had caused any
problem$”.

This revealed thapersonnelchangesamong end users had occurred in eight projectBvéncases,
the project managers stated that this had causédepns.

Analysis

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

2L See question 4 of end user questionnaire in therapx.
22 gee question 5 of end user questionnaire in therafix.
% gee question 6 of end user questionnaire in therafix.
%4 See question 8 of project manager questionnaitieeimppendix. The question was not put to endsuser
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These personnel changes might result from regukenges within the different institutions.
Nonetheless, project managers clearly stated tithtisers participated at the beginning of the ptoje
and then dropped out for lack of motivation to remengaged in and support the development of the
product. This was either because their needs warenet, 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 pmession of whether end users were satisfied with
their involvement in the project to establish wigethesearch projects are on the right track.

Figure 8 shows whether the project managers carsidbat all, many, some or none of the end users
were satisfied with the procé3slt was pleasing to see that 50% of project marsagkimed that
many or all end users were satisfied with the e¢see Figure 8).

Figure 8: Satisfaction of end users
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all no statement many some none don’t know

In ten projects, project managers considered t@viament of end users in the project as an efficie
use of resources, with only one person stating@ppesité®.

End users’ perspective

17 out of 20 end users replied that the benefithef project was worth the effort put into the co-
operation. Only three end users were unsatisfi¢ thie project outpat

Analysis

As perceived by the project managers, the greadnhapf end users also stated that the benetihef
project was worth the effort put into the co-opierat This means that research projects and their
project managers are on the right path, and thdtusers appreciated having the opportunity to
contribute to the project.

% See question 20 of project manager questionnaiteei appendix.
% See question 21 of project manager questionnaiteei appendix.
" See question 9 of end user questionnaire in therafix.
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This is indicative of the fact that end users agaggally more than willing to participate in such
projects, and that they can clearly contributehtam by bringing in expertise from their daily wark
the field of water management, despite the fadtspacific (rather than prototype) end products may
neither be completed nor applied. Future projelotailsl 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 asked to state their own recommendations for
end user involvement in future research projedsgt on their experiences. Appendix VIl gives an
overview of all recommendations made. In order ua@g our analysis towards general conclusions,
recommendations were clustered. Specific recomntemda were allocated to a general
recommendation. “R5”, for example, means that #pecific recommendation is covered by our
general recommendation number 5. These generahreeadations are explained in detail in Chapter
5. Further details of specific project experiencas be found in Appendix VI.

Figure 9: General recommendation clusters

The general main recommendation clusters are Esv®(see also Figure 9):
- R1: End users should be involved as contract partne

- R2: Regular face-to-face contact is heeded, allgveind users to be informed about the project,
bring in their requirements and build trust in teject

- R3: End users should be involved in the prepargibgse of the project
- RA4: End users need to understand the structureegirbject, and their role in it

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

- R6: Provide information and feedback regularly

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

- R9: Anticipate changes in personnel through thgepts internal or end user organisation’s
obligation to introduce new patrticipants

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

Table 10: Number of recommendations by project mangers 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: .T?me and. money .for tailoring, testing, 6 6
training and dissemination

R6: Regular information and feedback 1 9

R7: Competences a_nd expertise of involved enq 6
users, heterogeneity

R8: Hands-on experience and training materia 2 1

R9: Strategy for anticipating changes in persorpnell 2

Analysis

Both project managers and end users stress thit eegular face-to-face contact is of utmost
importance. End users furthermore emphasised tiesd to understand the structure of the project
more clearly and their need for better informaténd feedback. They also wanted to be assured that
relevant end users are involved. Project managere \aware of this need, too, but placed more
emphasis on the need to involve end users as corgagtners which is the only recommendation
cluster that does not refer to the involvement pssas such aiming at another level of involvenient.

is interesting that project managers placed monghasis on this than end users. However, this could
be due to the fact that the latter were not awhat such involvement was possible. Again, this
suggests the need for more end user educationwnhay 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 researgbcpgappreciated the involvement of end users,
stating in most cases that it was worth their tiamel effort and that it was a valuable learning
experience. The generally positive impression thast interviewees gave must be borne in mind.
However, this should not distract us from aspeétshe projects that could have been implemented
better if they had been approached differently. Wéaild now like to focus on the concrete lessons
learnt, to guide future actions in setting up peses regarding end user involvement.

A set of main conclusions for project managers lving end users in research projects was
mentioned repeatedly by several interviewed projenanagers and end users. These
recommendations, together with those derived frbendnalysis of the survey results, are outlined
below. References to individual recommendationsiafudmation on the projects of project managers
(reference abbreviated in the recommendations Ri) and end users (reference abbreviated in the
recommendations with European Commission) for paldr projects, which can be found in the

Appendices VI and VII, are given in the text.

Improving end user involvement is not the respdligibof one party alone. In this chapter,
recommendations are therefore divided into thoae ghoject managers need to consider, those that
the funding body — the European Commission — néed®nsider, and those that end users need to
think about in order to get the most out of theindnvolvement.

5.1 Recommendations for project managers

The numbering of the project managers recommentatie according the ranking of general
recommendations corresponding to the number oepropanagers/end users who mentioned them
(see section 4.10). One exemption is recommenddtititnd users should be involved as contract
partners’ which is the only recommendation clusteet does not refer to the involvement process as
such aiming at another level of involvement andtherefore detached from the rest of the
recommendations.

Recommendation 1: End users should be involved asrmiract partners

Project managers and end users experienced thectiess of end user resources devoted to
interaction with researchers. End users could bake participated in all the activities and contté
more to the project imore time and financial resourceshad been available (see PM 3, 10, 11 and
EU 3.1). As a result of this, some of the aspirbfctives were not achieved. The way to solve this
problem is to involve them a®ontract partners (see PM 3, 6, 8, and EU 1.2, 3.1, 6.1, 7.1, 9.B)s T
would enable them to be paid for the time they stwe the project. It was also put more pressure on
them to perform the tasks assigned to them withénproject, remain informed and contribute to the
development of a useful common product.

Recommendation 2: Regular face-to-face contact iseeded, 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 @mdl users repeatedly referred to the quality of
interaction as a main factor in the achievemenprofect objectives. Especially in cases where end
users had had bad experiences with past reseagts; aropen form of communication helping
them to build new trust and making them feel theyytaken seriously, is highly appreciated (see PM
3,5, 6 and EU 2.2). In some projects, a lack ofivation of end users and insufficient understagdin
of the project’s benefits caused them to withdraenmf involvement (see PM 2, 3, 9). This can be
avoided by regular, personal meetings and a golash@@ between working time and socialising in the
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evenings (see PM 11Regular face-to-face contactsvith researchers and end users were repeatedly
stated as important (e.g. PM 5, 9, 10 and EU 8.2)1R®1eetings should not be too tight in their time
schedule (see PM 10), and give should participdmes opportunity to understand each other’s
objectives, exchange views and ideas for the dpusdat of a good product effectively, and to know
each other. In the time between meetings, and edlyd€ end users miss meetings or contact persons
change, the local research partner needs to keeglitvant persons informed and obtain their views
on a bilateral basis (see PM 3,12).

When end users are asked to develop new ideasinipiortant to create a safe environment, enabling
participants to talk freely and independently oa flosition of their organisations or common agreed
standards ensuring that information is kept combiické

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

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

The second main recommendation raised by manyginmjanagers and end users interviewed was the
relevance ofearly involvement (see PM 1, 2, 5, 7, 8, 12 and EU 3.1, 6.1, 8,1, 8211). This is
directly linked to the objective of feeding end isseequirements regarding the products into the
project, which is considered by both project mana@®ad end users as being highly relevant (see PM
9, 10, 12 and EU 3.1, 5.2, 7.1, 8.1, 10.1). Whilgmoject managers consider that this objective ha
been met in their project, end users explainetittigdr requirements should have been elicitedearl

in the project and should have been taken intoladctn a greater extent. In seven of the projects
assessed, end users were merely consulted, arrtthatly involved in the requirements analysis. In
some projects, the products do not satisfy userglirements For example, they were too general or
too resource intensive to apply (e.g. PM 9 and El) 0.1) for the management tasks for which they
were build for constructed (rather than, for exampbr teaching purposes). In order to avoid such
problems, project managers should involve end usensriting the project proposal, and should
establish their requirements and which other aspsstd to be taken into account when setting up the
project (see PM 10, 12). However, their workloadstrioe kept to a minimum, since the interest and
money they are willing to spend may be limited whke project is still vague. Project managers
should sketch a project proposal, and meet potearihusers to integrate their ideas, suggestinds a
requirements. By doing so, motivation for furthepgort of the project can be generated, and end use
ownership created. Furthermore, end users gainital insight into and understanding of the projec
and the feeling that they can influence its dittio a certain extent. Finally, of course, thikasv to
ensure that products fulfil their requirements.

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

End users asked for a more transparent and undeaktie project structure (e.g. EU 1.1, 11.2). This
should help them understanding more clearly whairthole in the project is (see EU 2.2).
Furthermore, it allows them to learn from expere&nenade in other case studies. From the very
beginning, end users’ tasks should be clearly @dfirand they should be aware of what they can
expect from the project (see PM1, PM5, PM6 and E1) .1). This will motivate them to take part in
the project. From the perspective of several inésvees, transparency can best be achieved by
allowing end users to take part in project meetimggch was not always the case (see EU 2.2). One
aspect related to this is the need for a commorenstahding of main concepts within the project,
which should be shared by both research partnereiad users (see PM 11).

31



Recommendation 5: There should be some financing dntime left at the end of the
project to tailor the product to the specific end sers’ needs, evaluate the product and
the process, share experiences and carry out tramg and dissemination workshops

Testing, training, dissemination and tailoring greduct to end users’ needs and an evaluationeof th
project are important tasks within and beyond tligegt life span. Sufficient time and budget neteds
be assigned to these elements from the beginnirtheoproject, and project management needs to
ensure that these are retained for when thesetamsiare performed (see PM 6, 10 and EU 1.2, 2.2,
9.1). This also means that the tool developmentge® should be sufficiently flexible to incorporate
input from end users (see EU 8.2).

In several projects, development of the product fivedised only at the end of the project, inhihii

the tailoring of products to the specific end usguirements. It also meant that the there wasme t
left to run training workshops or enable thorougbhange and evaluation of experiences to take place
within the projects (e.g. PM 7, 11 and EU 3.2).ciaely these, however, are crucial for making the
product useful for practitioners and supportingdissemination of the products developed, as veell a
for maximising learning effects within the projgsee PM 11 and EU 3.2). The project needs a phase
at the end, after finalising the products, duringick evaluation, training and dissemination are
carried out. Furthermore, this time should be useglan and seek financial support for further
follow-up activities that may be necessary aftex finoject time span. These may comprise further
training and dissemination activities, as well asntenance of the product, surveys on current @ise o
products (see PM 10, 11) and the long-term effetthe project or any activities to keep establishe
networks alive. One way to achieve broad use may lbgin private consultants to use the tool, who
then take it into end user organisations (see PM 2)

Recommendation 6: Provide information and feedbackegularly

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

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

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

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

A challenge is to involve the right people. Thesedto be identified beforehand, ideally based on a
set ofpredefined criteria for involvement. Choice can be made based on the ownership of @ata
particular regional problem or further criteriamnang to capture the diversity of end user orgarosat
and situations of application (see summary of to}d). However, project managers should bear in
mind that too large groups or too greater hetereigerof end users — though contributing to the
diversity of perspectives present — may hinderinltensity of information exchange (see EU 1.2, 9.1
and PM 6). Furthermore, it is not only importantdentify the relevant end user organisations. With
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end user organisations, it must also be ensuredhibaight people are reached and informed (see EU
1.1, 3.2). These should be people who have theaeieexpertise and decision-making competence, as
well as potential users of the tool. The task entdy and inform these people could be a contadctu
obligation for participating end user organisatioAs this point, it should also be ensured that the
different partners’ resources and motivation do differ too much, to create an effective working
environment.

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

As explained, for example, by the project manadgraject 1, it is difficult and requires time tcake

the benefits of the developed tools clear to emisud hey need to understand not only its purpode a
innovation, but also how to integrate it into theworking practices. In order to achieve this,
continuous interaction between product developedsend users is important. It should also include
hands-on experience (see PM 1 and EU 3.1). Thandanajor precondition for use is to offer training
courses (see references in recommendation 4), wdainhbest be supported by multimedia training
material (see PM 1, 5). Furthermore, the qualityth@f documentation material provided plays an
important role in the success of the project. Thigerial can help end users to explain its advastag
and to disseminate the product within their orgatiiss.

Recommendation 9: Anticipate changes in personnehtough project’s internal or end
user organisation’s obligation to introduce new paticipants

Changes in personnel may occur, and often haveegeffiects on end user co-operation. Project
managers should consider building in a mechanismdi&aling with changes in personnel, for
example, it would be useful to provide documentatad what has already happened within the
project, conclude binding agreements with end asgainisations to inform new staff of the actions of
their predecessors and conduct specific transitioreetings in which old and new personnel are
involved to ensure continuity. Additionally, a riétaship could be build up to the organisation eath
than to only one person (see PM 9 and EU 12.2)JhEumnore, a contact person within the project with
resources for knowledge transfer could introduag participants to the project and the results alyea
achieved.

5.2 Recommendations for the funding body

It is self-evident that these recommendations catreoimplemented by project managers alone.
Hence, the funding body also needs to draw corartgsirom the results of this survey. Additionally,
the funding body has a responsibility to createdgoanditions to realise the successful involvenant
end users.

Recommendation 1 Educate end users about the diffent forms of involvement

More potential end users need to be educated riegdite different options available to participate
research projects (e.g. on different types of pigstion and involvement in projects - a database i
available). Knowing the possible advantages, erefsushould be encouraged to pro-actively seek
research partners to bring in their requirementsiture research projects. This way, it can beagert
that end users are dedicated to the applicatiorfuatiter development of the product.

Recommendation 2: Differentiate application procedtes for partners of unequal size

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

Recommendation 3: Organise pre-financing meetings

The European Commission should become the middldmeameen end users and projects, as in the
INTERREG programme, where they act as middlemebrimging potential partners together to form
consortia. In this case, the European Commissioddaring projects to potential end users, and vice
versa, to improve the early and more active involeet of end users. Additionally, related projects
should be identified and efforts coordinated toidwmilar tools being developed simultaneously in
other projects (see EU 12.1).

Recommendation 4: Pre-funding of application proces

A major barrier to involving end users is that gmplication process alone is very time-consumifg. |
the European Commission seeks to include more ses drom small organisations, institutions and
companies for pre-project requirement settings itecessary to fund the application process.

Recommendation 5: Set up an end user database

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

Recommendation 6: Fund post-project maintenance anfiirther development

In a number of research projects, only general ymtsdwere developed. To ensure that end users
apply and further develop the products, the Eunoggammission should dedicate funds to end users
shortly after completion of the project. This budg®uld allow them to tailor the product further to
their needs and ‘buy in’ researchers for improveisien

Recommendation 7: Support and fund partnerships an@éxchange programmes between
researchers and end users

To gain a better understanding of working condgioit is recommended to support and fund
partnerships between researchers and end usess.cohid also be assisted by the data base and
meetings (see EU 12.1).

Besides creating good conditions to realise theessful involvement of end users, important issues
can also be achieved by setting up specific rdefuinding (see below).

Potential criteria for project funding

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

- involving end users as partners or subcontractoeking 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 @cbproduct and the process of involvement

- evaluating the lessons learnt from the processndf @ser involvement; this should include a
survey on end users’ perspectives on this matter
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including a “post-project” phase to turn prototypeso finished marketable products and to
maintain them

conducting a post-project survey on the use optbgct products

Further, the funding body should encourage projectdlocate money and time to

ensure close interaction between end users durengrbject time span
organise follow-up training and dissemination wawdss, and

cover potential additional tasks arising from esdrunvolvement.

5.3 Recommendations for end users

Recommendation 1: End users should try to become faers in research projects
End users should have a pro-active approach towsnigstific institutions to set the agenda with
regard to their requirements.

Recommendation 2: Be pro-actively involved withinlhe research projects
When involved in a research project, end usersldhou

ask for a good and clear explanation of the prgjicicture
ask exactly what their role is

ask for documentation on how end user requiremeat® been taken into account during the
product development

ask for good documentation on the product and lvouse it

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

regularly take part of meetings. If this is not gib&, send a deputy.

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

inform researchers about what kind of informati@ifting is needed to understand and apply the
product.

make sure that involvement is not dependent onpmreon alone: ensure that more than one
person is involved and that — additionally — gootkinal documentation is drafted that can be
given to predecessors.

ensure that experience gained within the projeafisseminated internally; communicate and
discuss draft results with colleagues within thegtitution who may be interested in applying the
final results

in the case of personnel changes, ensure thatcespénts from your organisation are briefed on
the project and what has happened prior to thecephent.

35



5.4 Further information and acknowledgements

Based on the findings from this report, Seecond®&loped a list of steps related to the successful
involvement of end users in future projects. Itludes the key recommendations given in several
interviews.

Step-by-step approach to the successful involvemeot end users in research projects

Figure 10 summarises how the recommendations iegditbom this analysis can be included in a full
set-up of the end user involvement process. It shathich steps should be taken in the preparatory
phase, the development phase, when carrying otihdeand training, as well as after the project
lifespan. These steps are explained in furtheiildetthe table below (see Table 11).

Figure 10: The path to the successful involvementf @nd users in research projects

The list of steps to successful involvement shqulavide guidance to project managers. Further, it
may also be helpful to the funding body, sinceveg hints on possible criteria for funding. Eneiss
may use this list to check what they are entittedrid what their obligations are when contributing

a research project.

The list is structured chronologically, correspampio the phases of the research project.

We hereby assume that a project runs for seveaabyand that the developed product should be used
later by several different end users, who are mofept partners per se. In other cases, some of the
steps listed here may not apply. Equally, in somses, for example, since there is already a lot of
knowledge about requirements for the applicabiityhe project product available, or due to limited
resources, project managers may decide to invaldeusers only in specific stages of the projed, e.
for testing the tool.
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Table 11: Steps to the successful involvement ofénsers

Steps(assigned to phases)

Preparation phase

1. A market analysis proves a practical need for tlogept product.

2. Researchers prepare an outline for the project,dlirog

— adescription of the product and how it can beiadplThis gives initial hints about who potentiadeusers are
and what might be relevant criteria for productleability;

— abrief description of tasks for researchers amusers;

— aninitial estimate of the resources and time fiaofetasks within the project. These should notdoetight and
should contain a certain amount of flexibility tocaunt for unforeseen tasks, ensuring there wilkbiicient
time and money left for the important stages dirgs training and dissemination.

3. It has been investigated whether other projectsyaaut the same or similar tasks. If this is theegaco-operation is
established to avoid overlapping work.

Data needs are defined and relevant data ownetaated.

Criteria for the involvement of end users in thejgebare defined.

The relevant end user organisations are identiff@ticontact is established.

No|jo o &

D

Appropriate representatives from the single end osganisations are identified for involvement. Sagossess th
relevant expertise/knowledge about product appilitaand competence to enable the application disdemination
of the product within their organisation. More thame person might be involved in order to coversavimportant
fields of competence (e.g. modelling and strategicision making).

8. The end users chosen are informed about what sdaskthem, and how they can benefit from the mtoj€his
motivates them, and builds trust in the projeceyrinderstand the benefits of the project procarad, that it is useful
to contribute to its development in order to makapiplicable. Also, the opportunities available lfegirning about th
tool and for exchange with other end users are ligigied. At the same time, end users are asked tatheir
expectations, and they receive feedback on whethad how — they can be met by the project.

(1)

Note: Promises are only made regarding what th@roean actually deliver! If only involvement ipecific project phase
(e.g. testing) is planned, this should be made kntmaend users!

n

9. Mechanisms are in place to anticipate changes raopael. If only one person from an end user oggitin is
involved, it is especially important to ensure tigs are well documented and that if a new petstes somebody’s
place, this person must be well informed aboutptitogect. These two elements can take place eittiernally, e.g. by
a ‘mentor’ who introduces new participants, or kystures within the end user’s organisation (gdodumentatiorn
and transfer of knowledge to successor).

10. A common understanding of main concepts is generdtieis is set out in written form and consequeapyplied. (An
explanation of these concepts may be part of tise énd user workshop. End users should not bebaxeened with
too much paper.)

11. End users are involved as project partners. Theymas specific tasks/responsibilities. They receappropriate
resources from the project budget to carry outehasks and participate in meetings. (This is aafpgdémportant
when involving NGO's. It might not apply to the mivement of people from public administrations.)

12. The project structure and tasks of all researchrtsend users must be known. All those involvedtrknew what
they will get, what they are expected to delived awhat role others play (e.g. graphic represermriatb project
structure together with a list of project partnéngir tasks and interfaces).

13. End users are consulted with regard to the reqainésnof the applicability of the project produchi§ may take plac
in the form of an initial workshop (which may alsover some of the items listed above, e.g. expigitihe project
structure and main concepts).

D

Development phase

14. All partners carry out tasks for the project.

15. In the form of local project partners, all end sseave contact persons whom they can address dihaayf they have
guestions. Bilateral meetings are carried out tivelgtkeep end users informed and elicit their fessak.

16. Multilateral meetings are held several times a year

a. End users are informed about the progress in jegir and they are able exchange views on pradgctirements.

b. There is a good mixture of intense work and sagiiaj (in the evening, breaks).
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c. Enough time is scheduled to allow for end userstoquestions and achieve comprehensive undenstandi

d. Language barriers are overcome. Each end userntieraiand everything that is said and can easityribute his/he
own view. In order to achieve this, translationg/ha necessary.

e. End users have the opportunity to discuss matteestty with the tool developers. They can ask teéchl questions,
and developers get a chance to learn directly fftem regarding practical requirements for appliégbi

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

17. End users are encouraged to participate in fugh@ect meetings and/or are invited to organisetimge with other
end users themselves.

18. All activities are well documented (minutes of nieg}.

19. End users’ input is documented. It is made traresganow this is processed within the project (&agle of remarks
and how they were responded to).

20. Relevant documents are made accessible via a ptmewtpage, which is regularly updated. From timénie, brief
information is sent to end users to make them awfitee progress of the project, even if they doaheck the website
regularly.

Testing

21. End users get hands-on experience with the to@y &ine asked for feedback on its applicability.

22. End users’ remarks and suggestions are includedriaw product version, for which sufficient timeaigailable. If
certain end users’ remarks cannot be implementéukiproduct, the reasons are explained to them.

Training

23. End users who have been involved in the projed, raaybe also further end users, are trained toyahpl project
product. This is supported by multimedia trainingtemial, and there is an opportunity for hands-xpeeience. There
is sufficient time available to explain all funatimlities to them and to let them experiment withnth End users should
not only understand how to use the product, bt la¢sv it connects to other tools applied in dailgqtice.

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

Maintenance and further development

25. A group, either from the project team or end useganisations, is responsible for the maintenanad fanther
development of the product. There may be a needilar it to a specific local context, or to upddtéf errors are
discovered or new data is available, in order guemit remains an up-to-date tool.

26. Further training and dissemination activities aaeried out to spread the tool further and allow riaterested end
users who have only just heard of it to learn alitout

27. A survey is conducted on whether the product iadpeised. Reasons and success factors are invedtigagenerate
lessons learnt for future projects.

28. The networks established may be used to initiate prejects.
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Appendices

. Water Framework Directive

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

[I. Choice of projects

This appendix provides more detailed informationhonv the choices of projects to be investigated
were prepared and taken.

Overview document

An overview document was delivered by Seecon asaim fmasis for this study. This provided the

Harmoni-CA WP6 project team with an overview, ibhdbar form, of the numbers and types of end
users involved in ten CatchMod clusters ané Himan Dimensions of Water Management cluster
European Commission projects.

It allowed the Harmoni-CA WP6 and Seecon team toiddejointly on which projects to focus
subsequent project manager and end user intervamas basis for the analysis of the effectivenéss o
end user involvement in such European Commissioje@ts. It also provided the WP6 project team
with the opportunity to comment on the overview &mdequest further information.

Projects were assessed according to the followiteyie.:

- brief description of the project,

- information whether models were to be developeehtyanced 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 informationpsultation, active involvement — of end users
and some indication of the type and frequency afroanication)

- further information on other special informatiorattshould be taken into account when deciding
whom to interview, e.g. financial support of enénss

Key sources of information were the following:
- official public project websites
- DoWs (Descriptions of Work), if available in theopect website

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

8 One project was part of both clusters, resultmgn overall number of 27 projects included in dverview
document.
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All information was gathered from public sourceleTreason for opting for public sources is that the
guality, accuracy and completeness of informatiadenpublicly available provides an indicator of
the quality of the project's public communicatigpeoach, which in itself might have a bearing om th
guality of end user involvement.

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

Prioritisation

The HarmoniCA team assigned projects in the 'Oesnvdf End-user involvement in the CatchMod-
and Human Dimensions of Water Management Clustedrding to three categories. These categories
were chosen related to personal evaluation and lealge 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 varietyrofects should not be too large in order to awid
dilution of the research results. The criteria gi\®y them for the selection of projects for intewi
are the following:

- model-based project

- active involvement of end users within the project

- involvement of water authorities at an operatideaél within the project
- exclusion of projects with very high-level end sser

- exclusion of projects with financial aspects andevaarkets

Based on the three selected criteria — model-basigde involvement and water authorities — Seecon
delivered a prioritisation of the listed projedt®m which the HarmoniCA team chose the first tveelv
projects.

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

lll. Critical assessment of the methodology

The methodology chosen turned out to be appropfateapturing the main characteristics of the
single projects and encouraging interviewees tolecef on their experiences and draw
recommendations for future projects. Telephoneviges lasting 15 minutes (with end users) or - in
some cases even longer- (with project managerd)lexhais to go in great depth into the specific
problems that arose in the projects, and how theyever could be overcome. The most valuable
lessons learnt were obtained from free explanatigrthe interviewees. The questions chosen worked
well to help interviewees think through the diveespects of the project, and where difficulties lay
The similarity of questions asked to both projeeniamgers and end users facilitated the comparability
of answers and perspectives.

Readers are kindly asked to bear in mind that rstatés contained in this document only reflect
individual’s perspectives and that knowledge matyliecomplete, and may not reflect the perspective
of others involved in the same project. Furthermtinie numbers of end users involved in particular
are only rough guesses made by the intervieweedsstawuld be treated as such.
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V. Project manager questionnaire
Author: Karina Rasche, Seecon Deutschland GmbH
Date: January 16th, 2007

Version: Final

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

The objectives of this questionnaire are
(1) to collect basic information about the projantl how end users were involved;
(2) to find out the lessons learnt about how td beslve end users in research projects.

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

The questionnaire has been developed based oneamview study of 27 projects from the Human

Dimensions in Water Management and CatchMod clsisteurthermore, questions asked in this
guestionnaire are based on the tender for thisareseand Seecon’s experience with end user
involvement in research projects.

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

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

The interviewer is supposed to ask the questiotiserwording given here. The tense may have to be
adapted in case the project is not yet finalised. duestion is unclear, it may be repeated irhtiyg
altered words but without suggesting any answethdfinterviewee gives any comments along with
his/her answer, the interviewer will write theseaosummary of these down. There is a time buffer
allowing for the interviewer to ask the interviewfee some especially interesting questions to expla
e.g. how a specific problem arose or how it coddédsolved.

Before the interview, the interviewee should beinfed 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 producth&f project and — if this is not already clear from
the overview study — that the project manager shalibady think about which product that
should be;

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

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

- that he/she will be asked to inform these end usgost the survey.
The following information should be filled in byahinterviewer 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 HamRCA project, we are carrying out an analysis
on the successes and lessons learnt from end nwsd@vément in research projects. Have you been
informed about this by Michiel Blind or any othegrpon of the Harmoni-CA project team?

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

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

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

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

Questionnaire
1. Which is the main product of the project thad esers were involved with?

(interviewee to tell freely, interviewer to ask k&mnfirm and tick. Give the name, if available)

(Explain if necessary) With end users we mean anggns or organisations who might apply the prodéterwards but are
not mainly responsible for carrying out the reskgnmject themselves

Table 12: Which is the main product of the projectthat 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 giyour answers to the following questions.
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2. Which of the following objectives for involvirgnd users were relevant in your project? For
each objective: Has it been achieved? (*)

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

achieved? | ot Explanation:

Objective
yes |no |elevant | nhowfar? And why?

a. get data

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

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

d. ensure the application of <insert name of prisduc

e. let end users oversee the running of the project

f. inform or train the end users about <insert tgpproduct>

g. allow an exchange of views and knowledge ambhaghd users

h. increasing chances for successfully applyingafoEU 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 usamsecibpom ?(interviewee to tell freely, interviewer
to ask back/confirm and tick one or more)

Table 14: What type of organisation did the end uss 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 highemagement level within their organisations?
(yes/no)

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

8. Did changes in personnel (permanent or temppeamyng the involved end users happen? (yes/no)
If yes, did that cause any problem?
9. Were end users part of the project steeringaitgues/no) (*)

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

Formal form of involvement tick

a. contract partner

b. subcontractor

C. hon-contract partner

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

Table 16: For which expenses did the involved endsars 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 communicatiorexe applied?

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

Form of communication tick

a. Bilateral meetings between researchers and simgle
users

b. End user workshops

c. Multilateral meetings between end users jand
researchers

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

e. other:

13.Which of these forms of communication turnedtoute most helpful?

14. What was the language of communication?

14a. Language:

14b. Did any of the end users not have this lang@agtheir mother tongue? (yes/no)

15. Was the involvement supported by any consdtanbderators or mediators? (yes/no)
If yes, how?

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

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

With consultedwe mean that they were asked to give their opioioknowledge/data on work being done
in this phase.

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

actively consulted | informed not phase did not

Phase . . :
involved involved 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 appliedhkyeind users that were involved in the project? (al
many, some, none, don’'t know) (*)

18. Is or has the project output been applied bgrogénd users? (all, many, some, none, don’'t know)
*)
18b. If not all or many, what in your opinion ahetmain challenges to reach broad use?

19. Is there any follow up needed after the firmii of the project, for example for maintenance o
further development of the <insert name of prod@dies/no) (*)

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

Table 19: Who will care for the maintenance or furher 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 wettisBed with the process? (all, many, some, none,
don’t know) (*)

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

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

23. Was the process of end user involvement eveduafterwards?
23b. Were any documents written explaining les$easit from end user involvement? (yes/no).

24. Could you please provide us with the namescamdact data of three end users which we can
interview as well?
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Table 20: Contact data of end users

Organisation type Telephone

Name Organisation
number

water company NGO research other

It would be nice if you inform the end users abthig 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 beetudised with llke Borowski (USF) and Michiel Blind
(RIZA). It has been tested with Dirk-Ingmar Mullfehlfeil (Environmental ministry Denmark, end
user in HarmoniRiB project).

The objective of this questionnaire is to elici #nd user perspective on their involvement inaiese
projects in order to conclude recommendations foture projects. In order to provide for
comparability, the questions marked with a (*) algo asked in equal or similar form in the project
manager questionnaire.

The questionnaire has been developed based oneamview study of 27 projects from the Human

Dimensions in Water Management and CatchMod clsisteurthermore, questions asked in this
guestionnaire are based on the tender for thisareseand Seecon’s experience with end user
involvement in research projects.

The filling of this questionnaire is supposed tketat most 15 minutes. After one open question — to
break the ice - closed questions are asked to gdiar quick and comparable answers. One open
guestion at the end gives the end user an opptytionutter main conclusions from the researcher-en
user-collaboration that might not fit into the frarof the questions asked above, but may be inspired
by them.

The interviewer is supposed to ask the questiontiserwording given here. The tense may have to be
adapted in case the project is not yet finalised. question is unclear, it may be repeated irh8ijg
altered words but without suggesting any answehdfend user gives any comments along with his
answer, the interviewer will write these down (suanise). There is a time buffer allowing for the
interviewer to ask the end user for some espediatigresting questions to explain why he or she has
given a certain answer and what recommendationbeainawn from this.

The end users addressed have been suggested lprofjeet manager in the proceeding phone
interview. Project managers have been asked tonmfloe relevant end users about this survey.
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The following information should be filled in byahinterviewer 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, comp&lGGO, research institute, other):
End user name:

Telephone number of end user:

Interviewer name:

Date:

Introduction:

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

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

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

We would like to ask some questions in order toctume 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 honraimous form within the Harmoni-CA project. Any
publications will be in anonymous form.

Questionnaire

1. In which way were you, personally, involved e tproject? (Interviewee to talk freely, interviewe
to ask back if the following questions have notrbaaswered by the interviewee already)

la. Were you part of the project steering groug®/fo) (*)

1b. Were you partner or subcontractor in the pit8jémontract partner, subcontractor, non-contract
partner) (*)

1c. Were you involved in the project preparatioygs(no) (*)
1d. Were you involved in developing the <insert eashproduct>? (yes/no) (*)

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

o relevant Explanation:
objective
yes no Inhowfar? and Why?

a. provide the researchers with data

b. feed information about requirements for the ippility of

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 applicatidineoproject

i. other:

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

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

5. Were you satisfied with the communication of shientific aspects of the projed you
understand it sufficiently or were there partshaf project work that should have been better exethi
to you? (understood sufficiently/ parts should b#dy explained)

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

7. Were you able to effectively bring informatiomdesuggestions into the process? (yes/no)
8. Do you use the project product for your prat¢teark? (used it, but no more/ yes/ no/ not yej}) (*

(If no/no more/not yet) Why not? (interviewee tdl tieeely, interviewer to assign to one of the éolling
categories and confirm with interviewee)

Table 22: Why are you not using the product?

Reason Technical | User No practical v?/gflznmt fitinte :ﬁglr(mation :rf other
features interface | need ng .
practices training

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

10. What went especially well or not so well durthg 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 abehe 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 oftwledve projects and a description of how they
involved end users. It includes interviews with gireject manager and two end users each from all
twelve selected projects.

The summaries are divided up into reports by thmept manager and end users. The summaries
portray the form of involvement of end users, at agthe application and further development ef th
project product. They also give recommendations fputvard by the interviewees for end user
involvement in future research projects. Furtheengeneral information is provided for each project
related to the main product, the type and numbendfusers involved, their form of involvement and
their type of involvement in the project, e.g. cant partner.

Project 1
Table 23: Main characteristics of project 1

Characteristic Project 1

Main product Decision support tool, including gdides and training material
Type of end users involved Water authorities, camgs NGOs, research institutes, others

More than 20 end users were involved as testergralehundred later attended

Number of end users involved workshops organised to inform end users aboutxtstiry tool

Active involvement in developing the product, desaf end user interface and testing;

Form of involvement . . . -
consultation regarding requirements analysis

Formal type of involvement Some contract partngosje non-contract partners

Project manager 1

Form of involvement

The involvement of end users in the project waggadverysuccessfulfrom the project manager’s
perspective. End users discussed and commenteleoproduct throughout different phases of the
project. In workshops lasting 4 to 8 hours — whigks perceived as an ideal duration for workshops —
they gainechands-on experiencewith the product. Furthermoré&aining courseswere carried out.
An extensive set of methods and multimedia trainiragerial were applied, allowing for all relevant
objectives to be achieved. This was also suppdryecbnsultants/moderators who were hired to open
the workshop and lead discussions, etc.

Application and further development

There are some open questions related to the usenamtenance of the products. Substantial effort
and time was invested in orderdrplain to end userswvhat the project product is and whnefitsit

can bring them. However, only some of the participaand non-participants now use the project
product in their day-to-day business.

The question of who will be responsible for itstiigr 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 nmdtdia training material is used.

- Substantial time needs to be invested in explaitiiegoenefits to end users.

End user 1.1
Form of involvement

The end user was involved as@antract partner and took part actively in testing the project protd
He felt he was sufficiently informed, and was addabe to bring in his own suggestions. However, it
would have been good to have hadre insight into the development and direction of the projaot]

to have beemformed earlier.

From the end user perspective, one main probleim g involvement was — in his specific case —
internal communication within theend user organisation While the end user organisation itself had
been informed at an early stage, they did not infdre relevant staff in good time. Those involved i
the project early on were biologists and not maats]land were therefore not the potential futus¥us
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 develepinand direction of the project.

- Within end user organisations, the relevant persopstential 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 weréead requirementsinto the process for the
applicability of the product, and to test the prefiary product that other project partners had
developed within the project. Not only the tasks lso thetime and resources required were
estimatedaccurately at the beginning of the project.

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

He felt sufficiently informed throughout the project, as he was able to attemgular meetings.
However, communication related szientific aspectswith some project partners was problematic.
The reasons were a differingdjstribution of resources and an incompatiblepirit between the
different partners.

The end useapplied the product at all stagef the project. This was occasionally difficult aince
he had to wait for updates from other project gagnThe delays were due talange in personnel
The design of the product wasilored to end users’ needs Discussions werénteresting and
fruitful for both designer and user.
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Application and Further Development

The product is currently beirapplied by the end user. Nonetheleskents need to be convincetb
invest more time and money for the extra procedure.

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

Recommendations

- Combine testing the models and adapting the seinajuding sufficient time and resources for
this exercise.

- Assure that the resources and spirit of indivichaatners do not differ too widely.
- Neither the team nor the number of partners shibeltho large (approx. 10-12 partners).

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

Project 2
Table 24: Main characteristics of project 2

Characteristic Project 2

Main product DSS

Type of end users involved Water authorities, emmnental authorities, research institutes
Number of end users involved One end user in ebdied-7 case studies

Active involvement in requirements analysis, datfiection and testing; consultation

Form of involvement in developing the product and design of end uderfiace

Formal type of involvement Contract partners and-ocamract partners

Project manager 2

Form of involvement

A DSS was developed and applied in 6 or 7 caseestu®ne potential end user organisation per case
study was involved from aearly stageof the project. Apreliminary prototype was presentedto
end users, who were invited to comment on the fonatities of the tool.

The case studies themselves were all academicise®rdt turned out to gractically impossible to
coordinate the timing of the project with tti@ing of decision-makingin the cases.

End users had three opportunities per year togiaate in locally held meetings. However, there was
only a low level of commitment,since end users only had a limited amount of t@wailable. The
project partners have written papers on the prolaeemcouragingpeople to take part.

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

At the end of the project,guestionnairewas performed to evaluate both the tool and theqa®
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Application and further development

The project manager hoped, but did not expect, s to subsequently use the DSS. The tool is
now being used by many end users (academic and pasite consultants)and is being developed
further in other research projects. However, ihd$ being used by those end users at whom the
project was aimed (water managers)The software is now available in 7 languages, detapwith

full documentation and an instruction material. tdse&vho have downloaded the software are
requested to send the project manager a voluntargik which almost 50 people have since done.

The project manager concludes that greaeestment should be made in activities such as
training private consultants if the goal is for tools to be adopted widely. mmany cases,
administrations have people (external firms or eg)eo whom they usually refer when problems
occur to that are outside their ‘business as uslfgiiroject managers are able to make such people
aware of the developed tool, they cofddilitate uptake. It is unlikely that administrations will spend
time searching for such tools on the internet aadning how to use them of their own accord.

Recommendations
- Early involvement is important.

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

End user 2.1
Form of involvement

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

The high level of competence and the technical witanst 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) foretsod recommended.

- The level of technical competence required shoatde too high.

End User 2.2
Form of Involvement

The end usesupplied data and basic informationto the project andefined requirementsrelated
to the product output. One major reason for joirthmgproject was to obtain product results.

Although he had the opportunity to bring informatiato the project, the end user had the feeliag th
theinformation he provided was ngirocessed adequately

He regretted hitack of opportunity to participate in important meetings. He felt that this created a
gap between end users, stakeholders and resear&imelausers’ needs areot considered to an
adequate extent.

The end user’s task was clear at the outset, bataltared by a project partner in the course of the
project. While participating in a workshop, Inide within the project was no longer clearto him.

The end user assumes that these problems wouldnisdweecurred if he had been the contract partner
throughout the project.
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Application and Further Development

The product wasot applied because the requirements given by the end usirgdilne project were
not taken into account by the developersand it could therefore not be used in the appatprarea.
He also pointed out that it seemed that researcharded to keep the product broad, making it
impossible for specific use in different regions.

Recommendations
- The role of end users needs to be clearly idedtifie
- Products should be evaluated by both end userstakédholders.

- End users should be given the opportunity to gapgte 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 organisatio@sindlividuals

Active involvement in data collection and maintecearfone end user organisation);

Form of involvement L . ;
consultation in requirements analysis

Formal type of involvement Non-contract partners

Project manager 3

Form of involvement

In this project, end users were successfully inedlin collecting the relevant data(retrieving data
from their system, transforming and discussing théihe database was primarily developeduse

in research projects For this reason, the project was governed byarekers. Theiexpectations
were presented when the project kicked off; endsuagreed to these expectations.

Project managersffered end users theption to become deeply involvedThey were encouraged to
form a user group that could become an elemeriteo$teering committee. However, although all end
users werenthusiastic at the beginningthey were ultimately unwilling texpend their resources

by joining. Furthermore, the numbers of particigantworkshops dwindled.

The main reasons for these problems were identifyetthe project manager as follows:

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

- language problemsandheterogeneous knowledge backgroundsome end users were unable to
understand or take part in discussions.

However, it was possible to overcome the problena déck of project meetings hyaintaining
intense bilateral contactwith individual end users.
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Application and further development

The product was intended to beaml for researchers,and is hence not very user friendly. Further
resourceswould have been required to make it suitable farder spectrum of end users.

After finalisation of the project, oneéU-based end user organisatiorthat had not been involved in
the project announced their interest dasuming responsibility for the EU-wide dissemination,
maintenance and further development of the database

Although the database has not been used by anyved/cend users, another product that was
developed within the same project — a software agek- may have been. It can be downloaded from
the internet.

Recommendations
- Bilateral contact with end users should be maiefhin
- End users should be recompensed for participatimgeetings.

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

End user 3.1
Form of involvement

Many aspects of the project were assesgey positively by the end user. Usengere involved from
the very beginning communication was easy — especially with thellpaatner — and end usefiedt
they were taken seriouslhas information partners.

The end user acknowledges that extended optiongafticipation were offered by the scientists, and
that they werevery open for debate However, he explains thaarticipation was limited by the
following factors:

- End users did not have argsourcesto assume tasks beyond participating in meetings.
- Involvement wawoluntary/lax. There was no pressure to deliver anything.

- There were no investigations into the end ugedsirements for the product and the process.

Application and further development

The end user does not use the project produciggurhactical work. The reasons behind this aeck
of training or any kind of "hands-on" experience. Furthermdtreyas difficult for him to visualise
how the project product links up to further togtpked in day-to-day business.

Recommendations:

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

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

- End users’ requirements for the tools should bestigated.
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End user 3.2
Form of involvement

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

However, he confirms that end users, including kifnslid not participate in meetings held by the
researcherto a satisfactory degree

One suggestion for future projects is — if suffiti@unding is available — is fanore than one person
from each end user organisation to be involved.tkisrproject, for instance, they needed one person
to work on uncertainties and another on managinaodaes.

Unfortunately, he was not given a gooderview of the deliverables of individual case stlies,
although he would have liked to. Since they ad complete the project in time case studies were
presented only as posters at the last workshopuBeid were not able to learn from their experience

Application and further development

This end user’'s organisation is nawing the software developedvithin the project, butot the
databases.He points out that a major factor inhibiting thdoption of the database is that his
organisatiorwould have to restructure its own systems-urthermore, the organisationriet really
aware of the benefitsof such data bases. This, however, could be owsrdmy aworkshop to be
organised within the organisation.

Recommendations
- Tasks must be completed in time to enable resulte tshared.

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

- Good management of the website generates a usefudbt communication.

Project 4
Table 26: Main characteristics of project 4

Characteristic Project 4

Main product Several hydrodynamic, hydrological avater quality models

Type of end users involved Water authorities, emvinental protection authorities, research institute
Number of end users involved 16 end user orgapissati

Active involvement in project preparation and datallection; consultation in

Form of involvement ; .
requirements analysis

Formal type of involvement partners; one end user had a subcontract for apérscarry out additional tasks

Those who were actively involved were contract ment, others were non-contrTct
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Project manager 4

Form of involvement

The project is a modelling project in which potahend users were involved to providata for the
models All water authorities and environmental protection autlorities from one specific river
basin were involved, albeit with different levefsco-operation.

The most important end users involved in the ptojezre alsqroject partners, who formed part of
the project steering group. One of the project’dives was to involve end users as partners. The
research institute of the project manager is anumad of the models itself. Active involvement was
mainly at thenational level Contacts to local water authorities that were petners in the project
were limited to informing them about progress ia finoject and receiving data from them.

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

End users came from different countries within theer basin. They provided researchers with
information on actual issuesand how this kind of model can be used. The marpgse of the model

is to check the effectiveness of national plant protect against flooding. In one of the cowedi
end users successfully defined scenarioand models were capable of simulating the impdict o
scenarios that interested them. In the other twse cdudies, however, end user involvement was
unsatisfactory.

First, data quality for the modelswas not satisfactoryin all cases,and some institutions that
possessed the data were unwilling to provide theethe researchefsr free. All end users were top
managers at their respective organisations. Thegirmanager points out the impossibility to aceuir
the relevant data if the director of the respediigtitution has not been contacted.

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

Application and further development

The project manager is unaware whether, and to hwhiegree, end user organisations use the
delivered models. He hopes that they will use tia¢teast foiintercalibration . Since the project has
been completed, there is no budget available $duither development and maintenance. Whether the
models will be maintained depends on the will te tieem.

Recommendations

- Similar projects need to be identified and effadsrdinated.
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End User 4.1
Form of involvement

As a subcontractor, the end user was already iedolu thepreparation of the project. The main
tasks were to provide researchers wdtta, developing aequirement analysis,and toapply the
developed models.

Although the end user’s tasks were not clear atb#ginning of the project, she nevertheless states
that, essentially, the project was watlordinated and had a gootam composition

Application and Further Development
The end useappliesthe project product in her day-to-day work.

Recommendations
None

End User 4.2
Form of involvement

The end user, who wa®ntract partner, was involved in the projedtom the very beginning and

was therefore able tidentify key issues of interestandalso take decision®n the kind of models
and tools to be used. The end users stressed thasof great importance to be involved into the
preparation of the project.

The tasks included collectirdata, identifying the mairrequirements for their country and deciding
whether the results produced by tools wergebévanceto the case study. These tasks had to be
adapted once the main end users’ needs had besrfiéte

Throughout the project, the end user $eifficiently well informed, stating that it is the responsibility
of each person involved in such projects to reqtwesher information if project work has not been
understoodCommunication with other project partners was considered vegfulsit was especially
important to discussing model results with other ed users Bilateral communication ando-
operation is ongoing.

A very interesting aspect was that the end usexsity became a member of the EU in the course of
the project. This led, e.g. to a change of legmtatand different methods of processing. It was
therefore very interesting for the end useletarn from numerous different partners with different
backgrounds about alternative ways of thinking pratessing, comparing them to their own methods
— especially before the country actually joined Bt¢ making such methods obligatory. This changed
their thinking about flood protection in the coursfethe project. For this reason, the project was a
good opportunity for her to gain knowledge andfiiciag related to the issue of water management.

Application and Further Development

The end useuses one of the 4-5 modeldeveloped during the project, in addition to tlesuits
produced during the project by other models. Thieselts are helpful in the process of implementing
the water framework directive. Furthermore, the emdr works with theeport on the identified
issues.

Recommendation

- Partners from countries associated to the EU shialiel 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 supptmbls

Type of end users involved Water authorities

Number of end users involved Four organisationsn@¥iduals per case study

Active involvement in requirements analysis, depetent of the tools, data collection

Form of involvement and testing; consultation in project preparatiod design of end user interface

Formal type of involvement Contract partners

Project manager 5

Form of involvement

In project 5, deliberation support tools as wellt@sls for single case studies were developedllin a
case studies, end users were involfrech the outset

In each case study, the relevant end users invalkard the agencies that hadgnajor governance
responsibility for water resources and that were interested iopavation. These were agencies with
whom the respective partner had already establighethtionship.

In each case studyne end user e.g. a regional counciicted as an intermediary These organise
meetings with representatives of local stakehotitganisations, e.g. NGOs, companies, etc. During
these meetings, deliberation support tools werdiexppnd tested. It was shown that it is possible t
useinteractive multimedia to support learning.

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

Changes in personnelwere anticipated by assessing the extent to whictelationship to an
individual rather than to an organisation shoulebiblished.

In some cases, it was almost impossible to obtaia due tonstitutional obstacles

Training was carried out after completion of the projecbuf@es are held by researchers, but
financed by end users

Application and further development

The project products are not intended to be teehriools for use by end users independently,
although it is a future objective to develop vemsiof the tool that everybody can u&esearch
partners are now applying themin a variety of ways and in a number of places dol is currently
being developed further in another project.

Recommendations

- Direct physical presence is important.

- Learning can best be supported by interactive meltiia tools.

- Aprecondition for learning is to generate a commilhto work together.

- Project managers should think about whether toblistaa relationship to an individual rather
than to an organisation in order to anticipate gearin personnel.
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End user 5.1
Form of involvement

The end user took part in the project at the relquiethe regional council. The end user’s role was
test the model and to account for the difficultiesencountered The end user organised several
meetings and explained the model to local actodudling its possibilities. All suggested scenarios
were tested on the ground water in the region usigpnal data, and the local situation to supplame
the model. However, the model version tested byetid user was contaminated with residual bugs,
and afinal version of the model was not deliveredo the end user after all. The end user osly
involved in the first step of the model development, aiéd not receive any information on the
project results, despite requests.

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

Application and further development

Although it was considered dnteresting subjectand approach the end user does not apply the
model, since shenly worked on the test versionand failed to receive a final version. This was
perceived as disappointing, considering the investnmade. Furthermore, the model is no longer
required, since concertation and dialogue betwieemadttors is now well advanced.

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

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

End user 5.2
Form of involvement

The end user wasnly involved at the end of the project , duringesting and the demonstration day.
This was considereihteresting and a good opportunity to exchange ideas withrathd users. The
range of end users invited to the test event wlisadedged as being very representative.

However, there waso opportunity for the end user to provide researchers with datequirements
for its applicability prior to or during the produgevelopment process. The end user would have like
to give such input to the project, but it was cligEam the beginning thahvolvement was limited to
testing.

Application and further development

The tool is not being used by the end user, althaige would have liked to apply it. However, it is
not appropriate for practical use. On the one hand, it teo complicatedto use and requires a lot of
time at the computer. On the other hand, itdsadapted to the local situationin the basin andoes
not capture the complexity of reality.

Recommendations

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

- We need a “translation” between researchers andusads. Working with stakeholders and the
public, end users use a different language to ssten
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- A project leader should have a multi-disciplinamofe, and must also have experience in
working in the field and with the people. S/he ddobe 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 astiociaregional government, environmental agency
Number of end users involved Five end user orgtiniss, one or two in each of the four case studies
Form of involvement Active involvement in all phase

Formal type of involvement Some contract partngosje non-contract partners

Project manager 6
Form of involvement

This project comprised four case studies in difieféuropean countries in which decision support
tools and respective guidelines were developed. chioéce of end usersnvolved was based on a
regional problem defined by the respective partner in the case study. Onéwo end user
organisations were involved in each case studygsohwhom were partners. On a month to month
basis, further stakeholders were consulted or egtiinvolved within individual case studies.
#Stakeholder interaction was aimed at thgplication and therefore testing of thedeveloped
technique In some cases, this was done by stakeholdergeadén others it was performed by the
researchers, since it was one of their objectigdedrn how to do it themselves. The project manage
concludes that if he were to do it again, he waydly it to stakeholders.

Approaches within the individual case studies wereather diverse. While in one case study, most
contacts with stakeholders were carried out vigpthene for convenience and efficiency, others held
several meetings to encourage #utive involvementof different stakeholders groups. These were
moderated by an external facilitator. In one casdys howeverend users did not grant researchers

a high level of influencein their stakeholder meetings. Furthermore, thiy ribt appreciate an
evaluation of such, since they did not want to geathis aspect.

Another problem encountered was ttenfidentiality of data, making it difficult for researchers to
obtain the data they required. As a recommendd@pfuture projects, the project manager suggests
that researchers shoutd/olve end users as partners

One aspect that became evident in this projechasfact that project management should always
anticipatechanges in the personnet for example, due to private occurrences: Chamgesrsonnel
can be caused by illness or domestic incidentthdrcase of one specific person, this caused g dela
of 6 months for the delivery of the guidelines.general, end user or stakeholder involvement has
proven to bevery time-consuming,since it means that researchers have to adhéheitatimetable,
and they are very often busy.

An extensive evaluation of involvementprovided researchers with a long list of the “daisd
don’ts” of stakeholder involvement. In one casedgiuthey also produced a report on how the
stakeholders themselves evaluate the project lmothediately and two years after the project. The

% seecon comment: Stakeholder meetings and cotisnltmentioned here are related to stakeholdeterat

than end users of the project product.
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evaluation enabled them to identify a number oficai comments: non-professionals felt rather

patronised and felt they were being treated as through thegewunable to comprehend the matters.

Some felt that networks were onlyesearchers’ 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 apphicadf the products, since they have only been
commercially available for a few months. Howevlg product is being used in some case studies.

In two case studiespcal end users have now assumed the maintenanceddurther development
of the technique. In the other two case studigs,ishcarried out by the respective researchers.

Recommendations

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

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

- End users should be involved in the testing ofod, iastead of researchers doing this alone.

- End user meetings should not be too large, sirsmugsions 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 activetyolved in the preparation of the project giving input to the
proposal as well as helping researchers arrangéngsevith stakeholders and attending all project
meetings. It was perceived as a lot easier to ehind from the outset, as well as in the whole
process. However, the end user did not expectribjeqh to be of great interest to her from thetstar
Normally time and money would not have been avilétr her to participate in such a project, since
no funds were allocated to end users from the prgiele. Nonetheless, the end user decided that
participation was important, and resources wereenagilable. Not only was the process itself of
interest — it was also important to get into toweith stakeholders and become involved in the
development of the product to achieve active watenagement. However, an ideal situation would
have been if all end users could have been abddtéad international meetings to learn more about
each other’s work. This was restricted bpek of funding.

The product wasgested on real datawithin the process. The consultation process kdoto new
networks. The end user confirmed that cooperatibh thie research institute was very fruitful. Both
parties learned a great deal from one another,ngakeld several bilateral meetings and written
several joint articles.

The end user felt sufficiently informed, since tHaywew exactly what was happening in their case
study — they enjoyed close contacts with a goodbaurof partners (approx. 10-11 partners). Progress
of the other case studies was recounted every simthmm. The scientific aspects were very well
communicated, and the strengths and weaknesshe aifiddel were explained clearlywas helpful

that two persons with different backgrounds attendd the project (soft and hard science).

Application and further development

The end user does not use the product as suchg doastraints of resourcessince they do not have
a single person working on models. Nonethelesslwewnent in the development process taught her a
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lot, e.g. how to involve stakeholders. She is siiltlose contact with the research institutioraregng
other projects.

Recommendations

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

- Aroom should be made available where people évevedl to be more hypothetical.
- End users should be involved in the preparatiai®fproject.
- End users should be able to apply for fundingertable them to be more active.

- Certain end users should be encouraged to assumersivip, building a bridge between
researchers and other end users: water manages ffeoperceived as active partners.

End User 6.2
Form of involvement

The end user were to provide researchers dat, to feedrequirements for the developed product
into the project and tevaluateit.

Application and Further Development

The developed model hast yet been usedDue to a great water shortage in the past twosyethe
period since the model has been developed - atid®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, camggmand NGOs
Number of end users involved 20-30 end user orgéoiss

Active involvement in data collection; consultatiom requirements analysi
development of the DSS and design of the end ngsenface

o

Form of involvement

Formal type of involvement Non-contract partners

Project manager 7

Form of involvement

A DSS was been developed and applied in five baamspilot sites. End users successfully
contributed data to the DSS andrere consulted with regard to their requirements ad the design
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of the DSS. Some of the objectives, the evaluaiwhapplication of the tool by the end users ard th
implementation of training, however, could not kEhiaved. This was due to the fact that model
developeronly completed the development of the DSS towardée end of the projectand there
wasno time left for end usersto evaluate the DSS, or to receive training

The project manager found it difficult to arouse #md users’ interest. Some of them had thedi
experiences in other projects When they were originally contacted, they expedsanxieties, and
were not very positive. It was difficult to conventhem that this project is different to others.

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

Application and further development

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

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

Recommendations

- Involve end users from the outset, make them femy} aire part of the project and build their trust
in the project to overcome bad experiences fronpts.

End user 7.1
Form of involvement

The end user was involved in an INTERREG projethatsame time. The end user therefore aimed to
exchange information between the two projectend to participate in project workshops. The end
user considered exchange with other project ppdids interesting, although the approach of the
research project — the elaboration of tools tohyofiro power stations — wasmetimes too technical.

The end user stated that slwild have become more involved in the project iffe had been made
a project partner. This way it was difficult to combine it with othtasks.

Application and further development

The tool was not used by the end user, stheemanagement and monitoring of power stations
was not the responsibility of her department. However, the project managerdteo contacted staff
members in charge of the hydropower and oil depantm

Recommendations

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

- Furthermore, project members should listen to pEepteeds. It should take on a bottom-up
approach.

- End users should be involved in the project asraohtpartners. This should increase their
commitment to the project, since they will be cored that the outcome of the project is of
interest.
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- Particularly during the first period of the projepeople 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

DSS providing water managers and modellers withcadregarding the selection and

Main product use of models in the context of river basin managerand the EU water framewaork
directive.

Type of end users involved River basin managerssantonment protection agencies

Number of end users involved Ten end user orgaoisat

Active involvement in requirements analysis, depetent and testing of the product

Form of involvement L ) L ) ;
and its interface; consultation in project preparat

Formal type of involvement Some subcontractors,esnon-contract partners

Project manager 8

Form of involvement

The 15 end users involved, coming frd@ institutions, were mostly river basin managers or persons
responsible for water protection within environmenbtection agencies. In general, interactian
smoothly.

End users wereactively involved in setting uprequirements for the product, developing it and
designing thenterface, as well agesting the product. Critical comments were welcomed. &heas
very little involvement of end users in the project preparation This, however, is considered
important by the project manager amekds to be improved in future projectsEnd users should be
involved from the outset in order for their need$e identified.

The project manager considerbitaiteral meetings to be useful forms ofommunication, since it
was possible to go into subjects in great deptrge conferenceswere also considered helpful.
These allowed the different parties to state @ftiscewpoints and put forward good ideas, enabling
them to learn from each other.

Since not all those end users involved have a goodmand of English, a long discussion over the
translation of the product into differeianguagesarose. However, the proposal was not carried out
due to dack of resources

Application and Further Development

There is no involvement of end users in the maarteaand further development of the product,
which is considered a pity. Due to a lack of resear the product is only maintained by the
developers. The produetas appliedby all those end users involved in the project,ibmo longer
being used.
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Recommendations

- Some current users should be involved as minoneestto participate in the planning phase in
order to generate positive feedback at the beginairthe project.

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

End User 8.1
Form of involvement

A major reason for the end user to collaboratehim project was t@pply the model, since she
required a model for her practical work.

The maintask within the project was tevaluate the extent to which the model could answer
guestions within the region. However, ttask wasnot clear from the beginning of the project.

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

It was worth the effort, although the benefit cobl/e been greater — the project undertook a psoces
of development, and all those involved wkzarning how to conduct it while it was underway.

Application and Further Development
The product ii0 longer usedby the end user, since she is currently workingther subject.

Recommendations

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

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

End User 8.2
Form of involvement

The interviewee was involved in the projest a researcherleading a work package of the project.

The institute is an end user, insofar as it atteshpto include the project product in their

methodologies, and use it further. Beingoatract partner and having attended all key meetings, the
end user was always well informed and could proinget to the project.

What was most appreciated about the project isvihg in which theend product gradually
developedfrom numerous discussions within the team, and deaelopment of the tool remained
flexible.

Application and further development

The end user istarting to apply the product, and will increase its application in the futurenel
product will be integrated into future and currezgearch, and will also be taken to new end users.
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Recommendations

- Choosing and applying models has nothing in comwmdim an end user picking an article off the
shelf. The process of development should be agliglo

- The tool and development process need to be flexiiih 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 agenanessome water utility companies
Number of end users involved n/a

Active involvement in testing; consultation in réguments phase and design of end

Form of involvement ;
user interface

Formal type of involvement Non-contract partners

Project manager 9

Form of involvement

The interviewee — we addressed a project manageore of the developers of the DSS and was not
directly involved in the project preparation anaicle of end users. Hisontact - as a developer - to
the end user waserely through other partners. Experiences with end user involvement in this
project have not been assessed until now. Thevieteee acknowledges that we were the first to ask
this kind of question.

The end users involved in the project were clasgifinto a group, which was informed by researchers
about the available options. These options wereudsed and feedback was given to the researchers.
Here, the project manager experienced signifidéfeérences in motivationof end users — some were
interested in involvement and learning about DSHiJenthe interest of others declined rapidly, and
they failed to attend meetings.

The main difficulty was due to the fact that thel ersers were verlgeterogeneousThey came from
diverse countries and experienced a wide varietyprablems in water management. The DSS
developed was not able to capture these differeahaios, and was therefob®und to be too
generalfor their specific purposes. Involvement was heliméed to a general evaluation of the DSS
and its interface. If such a project were carriatlasecond time, the project manager would tryeto
end users more involved in the requirements phase.

Another difficulty was that theontact personsn some end user organisatiaianged.This made it
difficult for other end users to keep track of whepresented which end user organisation.
Furthermore, the person attending a meeting oacaldjdacked the experience needed for evaluating
the DSS.

Application and further development

The DSS is nowreely accessibleon the internet. However, the project manager datknow how
many people have actually used it.

Theintention wasto take the tool anddjust it to one specific end use(for application), but this has
not yet been carried out, and it is radéar who will do this. The project manager hopes talfin
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companies who would like to include it in their guzts, but until now, the task of maintaining and
disseminating the DSS remains with the developeusthermore, there is the practical technical
problem thatproperty rights were handed over to the European Commission, hadptoject
manager has found it difficult to discuss furthee wf the software with them .

Recommendations

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

- More face-to-face meetings between developers addusers 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 otal Mater authority. He basically had two tasks:
first, heprovided the researchensith data (climate scenarios). Second, as a member of tjeqtis
advisory board, he attended annual meetings where they discumsedeported outcomes to the
scientists. Furthermore figld trip (a one- to two-day workshop) was held in his count

End users were verfieterogeneous with different backgrounds and interests. He mars the
discussions interesting, but not particularly ukefu

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

When end users were involved in the project, theditimns for the DSS had already been set. They
were aware of them, but not of the details. Therinewee concludes thaarlier involvement would
have been better.

The end user recommends allocatinguaget to end usersEnd users have specific requirements for
the design of the product in order to make it uistfutheir work. Extra funds need to be allocated
theseadditional tasks. Furthermore, the budget needs a certain amoufiexability to be able to
react tochanging requirementswithin the project time span.

Application and further development

Theapplicability of the DSSis limited — only a part of it has been used &/ ¢hd user. Its indicators
cover important themes, but not all are relevarthtoend user’s specific area. He acknowledges that
his problem could not be avoided. Due to the maiffgrént lakes involved in the project, it was
necessary to generalise — there was insufficiestiurees for fine-tuning.

Recommendations
- End users should be involved before the conditionthe project product are set.
- The end users involved should not be too heteragene

- Project management should allocate a budget fotianal tasks arising during the project time
span and for fine-tuning the product to specifid @ser requirements.
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End User 9.2
Form of Involvement

The end user was deeply involved in thevelopment of the product,having the opportunity to
comment and testit. Besides this, he had strong lead in the advisory board Being a non-
contractor, haised his working timefor the project work. Although the end user alsdes that if it
would have been possible to us®re time as a subcontractorthe contribution could have been
better.

The end user stressed that the projest very well. It was veryclearly structured and organised,
enabling people téearn. However, not all parts of the project becamallptclear to him — he
occasionally receivetbo much information and did not have the time to read all of the dosnits1he
received.

He criticises that individuaénd users participated in the project to a very dferent degree A
reason for this could have been that they had beletted by their institutions as representativas,
were not very keen to be involved.

Application and Further Development

Due totechnical reasons,the end user could not use the available versfoth® model at his
workstation, since the institution's firewall woutibt allow him to upload the datasets on his
hardware.

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

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

Recommendations
- Itis necessary for the test versions of the alklaroduct to be uploaded
- Contributions by end users could be better if thag more time available as subcontractors.

- Only send manageable amounts of information touseals so that key documents can be read.

Project 10

Table 32: Main characteristics of project 10

Characteristic Project 10

Electronic Toolbox through which users can acce&sriination about nine models or
Main product quantification tools to quantify nutrient losseerr diffuse sources, the 17 European
catchments that have been tested in the projemither with project results/outcome.

Water authorities, research institutes, environaleprotection agencies, regional

Type of end users involved authorities, etc.

Number of end users involved On average threeggehment; 50 organisations in total

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

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

Form of involvement

The end users were mainly involved adchment data holders Furthermore, amadvisory board
was set up at thieeginning of the project This board was intended to allow interested partiocal
and national organisations) to follow the projexigress more closely throughout the project and to
provide guidance for project managers. During thet lpart of the project, some end users were
consulted on the requirements for and the conaletelopment and design of the toolbox. The
concept of this advisory board was considered dpothe project co-ordination. However, from the
interviewees’ point of viewpnly one advisory board meeting a yearan insufficient plan for how
the advisory board and project partners shoeldefit from each otherand atight working schedule

for most project partners made this element optiogect rather unsuccessful.

As the project progressed, it became apparentfihding allocation was unbalanced The project
budgets clearly underestimated the resources estjtor providing all the catchment data needed for
setting up and running the models; i.e. too muclmeyownas allocated to modelling tasks compared
with funding allocated to catchment data holdetso were frequently also end users. The project co-
ordinator regrets that most catchment data holdadsto put a relatively large proportion of thewro
time and resources into satisfying the data demahdsdels.

Application and further development

The toolbox was intended to be a tool for manages modellers. Although it is publicly available,
no survey has been undertaken among project partmesiny other end users about its current use.
However, the project manager suggests carryingueh asurvey as part of the Harmoni-CA project.

The results and the toolbox were discussed futingrrovide thebasis for the development of a
guideline document.Furthermore, the Harmoni-CA project has providedding for the developers
of the toolbox tdailor it to their needs, making it slightly more general.

According to the project manager, a major probleitin the adoption and use of the quantification
tools is that better marked analysis or dialoguevould have been needpdor to commencement

of the project, i.e. during the project preparation phase. Inltbst case, this would have taken place
with identified end users, to tailor project deliveables more closely to their specific needs

Recommendations
- Advisory boards should meet more often than ongeaa

- Aplan is needed for the advisory board and prgpactners to highlight how they should benefit
from one another.

- The working schedule for project partners shoulidbgotoo tight.
- Sufficient funds need to be allocated to tasks@awut by end users (e.g. data collection tasks).
- After project finalisation, a survey on the currese of the product could be carried out.

- A market analysis or dialogue with end users plwocommencement of the project should allow
for the project product to be tailored to their@pe needs.

End User 10.1

Form of Involvement

The task of the end user wasveidate and compare modelselated to existing data anddaggest
which models should be usedccording to the results produced. He participated number of
workshops related to the improvement of the modahsl gave comments. He considered his own
involvement to be not very high. However, he empeass that it wasclear to him from the
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beginning that hisinvolvement was supposed to be limited to providingata and commenting on
the product during meetings. However, the end gpentmore time on the project than he was
paid for, since he was interested in using the model fomaik. He stated that heould have spent
even more time on it if resources had been availabl

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

Application and Further Development

The end user has onlised a few modelghat were developed during the project, since desdot
have the time to familiarise himself with allof them.

Regarding theapplicability of the models, the end user commented thabre administrative
personnel should become involved in the development anddatéittn of the models. Researchers
usually focus on achieving the best possible reslitit theyforget to take the resources into
account that are necessary to achieve these results. Astndtors, on the other hand, often need
quick answersin order for quick decisions to be taken, and dohave the resources to use complex
models that require a high data input. Howeverdgasults are also of importance.

Recommendations

- One should make sure that the administration elerisemore present in the development and
application of the models, ensuring that modelmfite closely to end user demands.

- When developing models, researchers should alsoitak account the resources required in the
use of the models, since administrators do not laveesources to use very complex models.

End user 10.2
Form of involvement

One element of the end user’s involvement wasepyesent the ministry. The end user was also
involved in some of the pilot studies. It was oéafrimportance to hirto learn about the product
and to improve the quality of the modelsthroughout the process Communication with and
between modellers was perceived as very efficiemifficulties related to the project progress were
not always communicated.

Application and further development

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

Recommendations:

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

- An important aspect of research projects is tonldaom each other and to co-operate. It is
therefore crucial to create a good atmospheragtwanducive to fruitful co-operation.

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

Table 33: Main characteristics of project 11

Characteristic Project 11

Main product Handbook

Local government, agriculture, environmental miyistwater users associatign,

Type of end users involved environmental protection NGO, etc.

Number of end users involved 15 organisationsn8tviduals

Active involvement in developing the handbook, eadtaion in requirements analysis

Form of involvement . ;
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 handbooks Haindbook was based not only samveys of
practitioners’ requirements in different countries, carried out throughout thevelopment of the
handbook, but also on tlaetive involvement of a group of expertsThese experts were involved in
a transparent manner, being invited to all project meetings abte to read internal project emails
and web sites.

The group of experts comprised representatives of agriculture, envirem@ ministry,
environmental protection NGO, etc. In order to iifgrwhich end users should be involved, a set of
criteria was defined, including gender balance, balanceepfesentation of different countries,
coverage from different organisations and levalghsas agriculture, industry, NGOs, etc. However,
ultimately, project managers had to be pragmatauttheir choice of participants, since it turned o
that it was not easy to find peoplgerested in taking part in the project and, especially at lower
government level, who are able gpeak English Another difficulty was that one end user
organisation had evehanging contact personsdue to their internal structure.

In some countriesexternal consultants supported researchers in the planning and modarati
workshops, as well as in the development or evialiatf questionnaires, etc.

A major asset of the project was the gouotkture of work and socialising in the evenings. The
project manager carried out a brigfformal evaluation of the handbook development process by
asking questions during the socialising eventfiénegvenings: What do you think, who else should be
included? How can this be achieved? What shouldaweifferently?

One lesson learnt is that it would have been usifutreate acommon understanding of the
objectives and main conceptqe.g. glossary) at a very early stage. Defininggs differently is
mainly perceived by the project manager as a pnoldenong researchers, but also influences work
with end users. Depending on whom the end user ec®@mtact with, he/she gets a different picture of
the project.

Furthermore, the project manager explained thawoitld have been better to have madre time and
money for follow-up activities, allowing for an assessment of thestainability of networks created
as well as fotraining to be carried out. For training workshops, thees wnly a budget for expenses
for the workshop itself, not for the time neededuo them.

End users did naieceive money for their time The project manager would appreciate it if the EU
could start spending money on this. This is esfigai@levant 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 ngesuhe handbook. However, from time to time,
requests are received fropeople who have heard about itFurthermore, translations into further
languages are being prepared. However, from theppetive of the project manager, more could have
been achieved if there had bemonre money to disseminate the handboo#fter the project. Small
workshops were carried out, but this was not endagithieve broad use. The project manager would
appreciate aranalysis on the extent to which the handbook is ey usedin the individual
countries, and how this relates to the activitiedartaken by the respective project partner to aupp
its dissemination.

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

Recommendations
- Project management should ensure there is a goddmmiof working time and socialising.

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

- If NGOs are involved, they should receive moneytfair time.

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

End user 11.1

Form of involvement

The end user participated in several workshopshathathe product was introduced. The end user was
able tocomment on the product at different phasesof its development, bringing in her own
experiences from her field of work.

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

Although not many representatives of their field of workparticipated in the project, and other end
users were facing different challenges, it wasr@gting to have an international exchange.

The end user was invited as an expert coming fragpeesentation of interest. Howevdirect end
users should possibly also have been invited

Due tochanges in personnethroughout the course of the project, it was diffi to incorporate the
project work. This changed when it became more te@t the end of the project.

Participation was worth the effort, although somssues 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 prootuttteir daily work, since they are a represeatati
of interest. Nevertheless, they do forward it terasdirectly confronted with the issue, e.g. at
international symposia.
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Recommendations

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

- Specific issues should be discussed and elabonatemhall groups before being brought to the
plenum

- For matters of efficiency, staff continuity shotile secured.

End user 11.2
Form of involvement

The end user participated in four workshops whiehendistributed over three yeaagcompanying
the entire process Although the project was already running, the esdr had the opportunity to
influence the planning and development of the produt. The number and organisation of the
workshops was deemed good. The end users strdssethéywere taken seriouslyand that their
ideas were taken into accountgiving them the impression that their presencthatevent was not
just a matter of course.

It was ofgreat importance to feed information about requirenentsinto the process since the end
user was very interested in the usability of thedpict, which contains new information. It was helpf
that the end user was very familiar with other picid.

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

The end usefelt sufficiently informed via a homepage, regular newsletters, talks givetha
workshops and intermediate results being prese®@dntific aspects on the specific topic were also
well explained.

Application and further development

The end useforwards the product to colleagues, international commissions and otleoperation
partners, who are unaware of the topic. Howevenoitld have been good if the product had been
available three years earlier.

The end user confirms that the product is appealimghas a constant value.

Recommendations

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

- Continuity of the process should be secured (regnésetings)

- ltis vital for end users to be taken seriously,ifieas 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

Multi-actor-DSS supporting a group of stakeholdersnprove their knowledge and

Main product compare their viewpoints by defining and assessaagarios and indicators

Water authorities, consultancy company, ministry esfvironment, etc. The final

Type of end users involved conference was open to the public

Number of end users involved 14 core end user @sghons were actively involved, 50-100 were infedn

Active involvement in project preparation, requiests analysis, data collectic
Form of involvement testing and maintenance and further developmentsudtation in other phase
Parallel to the process, end users were activehived in self-organised meetings

» S

Formal type of involvement Non-contract partnerd ane subcontractor (consultancy)

Project manager 12

Form of involvement

14 end users (core end users) were actively indoloe consulted at all phases of the DSS
development process. Project management seledergsted end users who covedtfferent types
of organisations and conditiongprivate vs. public, climate, etc.).

End users were involvegrior to submission of the projectto the commission. Following the kick-

off meeting, each scientific partner prepared adapthsurvey on end users’ expectations their
country, requirements of the results, o loops of field testingwere carried out. In the first loop
(first and second year), descriptions of the DS®pmnents were prepared, and end users were asked
to give their opinion on them. In the second lothird year), the available DSS prototype was tested
by four end users.

A private consultancy agency was a user and, at the same time, an iedéta between other end
users and the project management. One of theis i@ak to develop tests.

During the course of the proje@nd users started organising themselvedfter the first annual
meeting, they startetbnducting meetings paralleto the meetings offered by the researchers. During
those meetings, they expressed their needs andited their viewpoints, which they were later able
to feed back to the researchers.

In order to widen the number of end users reachedta reflect the different types of climate, etc.,
each scientific partner carried out a seminar @irthountry,presenting the expected functions of
the DSS to further interested organisationsAt the end of the project, final conference was
organised, which was a kind of workshopgn to the public

One of the difficulties experienced was thatend user was missing at several meetinga order to
deal with this situation, the project management #& respective end user one of their PhD stedent
to interact with him directly.

According to the perception of the project manageme end users were satisfiedith the process.
However, he acknowledges that for others the projey simply have been ‘a load of nonsense’ -
scientific discussions they were unable to undedsta

The project manager emphasises dldgantages of end user involvementt strongly increases the
knowledge and networks of the project manager’'secipersonal connections. Furthermore, he points
out that theguality of interaction of the research team with ed users in their own countryis a

key feature. Project management relies heavilynemtand very good involvement could be achieved
in those countries where scientific partners wéite t establish good interaction with end users.
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Application and further development

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

EC support of the project focused on deliveringratgiype, not on making a final product. The
challenge for seeking ways to further develop tH&SOs that end users are unwilling to pay for
something if they cannot be sure that it will beinteined. At the same time, however, it will not be
further developed and maintained if end users esfapay for it (the hen and egg probled)group

of end usersin one area, however, which was actively invohedhe projects, is novactively
seeking financial support for its further developmet in order to improve the tool, update the data,
translate it to the appropriate language and madeplicable for them.

Recommendations

- End users should be involved at an early stage.

- Anin-depth survey on end users’ expectations shbalcarried out.

- Project management should encourage end usergénise themselves.

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

- End users who miss meetings should be addressaditateral basis.

End user 12.1
Form of involvement

The end user waactively involved in the project. From time to time, when things evéo be
discussed within the project, end user meetinge Wwetd. Hereend users could discuss their ideas
and present them to the scientists. Unfortunatelyarks were occasionally not consideretly the
scientists.

The main objective of taking part was to find ooththe end user could use what the researchers
were developing. Furthermorexchange of knowledge with other end useffsom different countries
and with scientists was also an important motivatwhich was assessedwsy good

Tasks and necessary resources wetedefined from the beginning but the end user explained that
this might be beneficial. It would alloend users to check which elements are of intere&i them
and the extent to which they wish to become invalve

Difficulties arose related tdanformation exchange within the project. Despite the fact that
information was available on a server, it was rogieasible by all participants at all times. Thesoza

for this is that the server is more expensive wheed by many people. End users searching for
information had to actively ask one of the researglfor it.

Application and further development

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

The end user nowapplies elements of the project productn his practical work. Application is only
slowed down due tanternal reasons at the end user’'s organisation. There is noweliftblitical
interest in the product application. However, the eser highlights that this is a factor for whtble
project cannot be made responsible.
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Recommendations
- ltis the researcher's duty to actively delivepmfiation to end users.
- End users’ remarks should not only be heard bot@ssidered.

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

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

End user 12.2
Form of involvement

The end user took part initial workshops with different work groups tdetermine requirements
for the project product. The end user apprecidtednany opportunities fdace-to-facecontact and
the chance to bring thesuggestions into the project in an early stage.

The end user was not able to participate in allksloops, but there wagood documentation
(material and reports) available, allowing him &elf sufficiently informed about progress in the
project.

Unfortunately, participation had to becancelleddue to the main actaigning off unexpectedly.
There wereno resources available to transfer knowledg® another person within the organisation.

Application and further development

Due to thechanges in personne&nd alack of resources for capacity buildingfor a successor, the
project product imot being appliedby the end user.

Recommendations

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

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

- Well-prepared material and reports are importanemwpeople 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
- Combine testing the models and adapting the sétgfuding
sufficient time and resources for this exercise)(R5
- Hands-on experience is important (R8) - End users need sufficient insight into the depelent and| - Assure that the resources and spirit of the iddal partners dg
- Training workshops are even more effective | flirection of the project. (R4) not differ too widely (R1 and R5)
Project 1 | multimedia training material is used (R8) - Within end user organisation, the relevant pessen| - Neither the team nor the number of partners shbaltoo large
- Substantial time needs to be invested in expigirthe | Potential future users of the product — need tadeetified | (approx. 10-12 partners) (R7)
benefits to end users (R4 and R6) and informed in good time. (R7) - The final deliverable of the project should bealbtely clear to
partners at the outset, meaning that the delivershbuld not be
defined during the project (R4)
) o - The level of technical competence required shawtibe | - The role of end users needs to be clearly idedtifR4)
- Early involvement is important (R3) too high. (R7)
i ) ) i - Products should be evaluated by both end userstakeholders
Project2 | - Project management should invest more in trainingrhe political level should be involved in projectR7) (R5)
private consultants, who may facilitate the uptalkehe ) ) ) o )
tool in administrations (R5) - The usage of standard software (e.g. Excel) fodets is| - End users should be given the opportunity to igipgte in
recommended.(R5) important meetings. (R2)
- End users should be involved as contract partadisving
- Bilateral contact with end users should be maieh them to spenql more time on thg project and makiregnt; _ Tasks must be completed in time to enable resolb®e shared
more responsible for providing input (reports, yetcather
(R2) - (R5)
than just data. (R1)
Project3 | En(_j users should be recompensed for particigatin There is a need for training and hands-on expeieAlso, | - It may bg useful_ to |nclu_de more thgn one pergmm
meetings. (R1) . . - organisation if expertise from different fieldsreguired. (R7)
an explanation of how the project links up to ferthools
- If a project would like to design something taéld to end| applied in day-to-day business is required. (R8) - Good management of the websites generates al usefufor
users, they need to be involved as contract part(ed) - End users requirements for the tools should tS:é)mmunlcatlon. (R6)
investigated. (R3)
- . . . - Partners from countries associated to the EU ldhtake the
. Similar projects need to be identified and effarts ; - - .
Project 4 . ~None opportunity to gain knowledge and financing fromsaarch
coordinated (EU) .
projects (EU)
. . o .. . I . - It is important to involve end users at the bagig of the
_ Direct physical presence is important. (R2) Co-operation should not be too time-consuming) (R project. Each research project should respondeto tleeds. This
Project> | _ | earning can best be supported by interactiveiimatiia | - Project members have to ensure that end useesaveed a is a criterion of choice for Europe. (R3)

tools. (R8)

return on tests and the project in general. (R6)

- We need a “translation” between researchers amt users.
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Project Project Manger End User 1 End User 2
. N . Working with stakeholders and the public, end usess a
- A precondition for learning is to generate a cammwill different language to scientists. (R4)
to work together. (R4) '
. . . - A project leader should have a multi-disciplinaofile and
- PrOJeqt managers shoulld @h!nk about whether tablish must also have experience in working in the fiahdl avith the
a relationship to an individual rather than to |an

organisation in order to anticipate changes in quersl.
(R9)

people. S/he should be able to bridge the gap leetwesearcher
and practitioners. (R4)

- End users should be involved as partners, inrotoe
maintain close contact throughout the project, vélg
them to make an impact on the research and ensiinéng
is no need for them to withhold information. (ROdR2)

- It should be made clear from the outset whataresesrs
expect from end users and what they expect to fgain

- Lively co-operation allowing the cross-border leaxage of
ideas after completion of the projects should beusl
(professional bonding).

- A room should be made available where peoplabowed
to be more hypothetical. (R2)

- End users should be involved in the preparatibrthe

Project 6 | the project. (R4) project. (R3) - None
- End users should be involved in the testing dbal, | - End users should be able to apply for fundingemable
instead of researchers doing this alone. (R5) them to be more active. (R1)
- End user meetings should not be too large, sjnceCertain end users should be encouraged to assume
discussions run the risk of being dominated by w feownership, building a bridge between researchedsaher
people, while the rest remains silent. (R7) end users: Water managers should be perceived tae ac
partners. (R1)
- To run a successful project it is important tendgace local
people that the product offered benefits thems lthierefore
very important to nominate a specific person, gddby the
target group, to anchor the process. (R2)
- Furthermore, project members should listen topfes
- Involve end users from the outset, make them fiaely | N€eds. It should take on a bottom-up approach. (R3)
Project 7 | are part of the projegt and build their trust ie firoject to| _ £nd users should be involved in the project astrect | - None
overcome bad experiences from the past.(R3) partners. This should increase their commitmentthe
project, since they will be convinced that thecoate of the
project is of interest. (R1)
- Particularly during in the first period of theoect, people
need to be convinced of their benefit from the @cgj to
encourage them to participate in it. (R4)
Project8 | Some current users should be involved as miadngrs| - If end users are involved in the preparationh& project,| - Choosing and applying models has nothing in commith an

to participate in the planning phase in order toegate

their hopes and needs can be considered, leadifgtter

end user picking an article off the shelf. The psx of
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Project Project Manger End User 1 End User 2
positive feedback at the beginning of the projéRil and| results. (R3) development should be a dialogue. (R2)
R3) - Collaboration between end users, modellers asearehers - The tool and development process need to bebfexvith
- End users should be involved in the maintenaridbe| is very important and must be intensive throughthg | regard to input by end users. (R5)
product, and financing should be made availablettia. | project. (R2)
(RS)
) ) - End users should be involved before the condstifam the . for th . f thelabte orod b
- End users should become more involved in thfoject product are set. (R3) - It is necessary for the test versions of thelal#é product to be
requirements phase in order to tailor tools tortieieds. , uploaded (R6)
Project 9 (R3) iRT;;e end users involved should not be too hetereges.| Contributions by end users could be better i thed more time
- More face-to-face meetings between developerseaid . B available as subcontractors. (R1)
users are required. Contacts should not only beemadProject management should allocate a budgetdditianal | _ Only send manageable amounts of information t @sers so
through other partners. (R2) tasks arising dunng_ _the project time span andifa-tuning that the key documents can be read. (R6)
the product to specific end user requirements. (R5)
- Advisory boards should meet more often than oace
year. (R2)
- A plan is needed for the advisory board and jgtoje
partners to highlight how they should benefit frame - . .
another. (R4) - One should make sure that the admlnlstrat!on mﬁs - Since the steering committee p|ays a very impﬂ)rt@]e’
more present in the development and applicationthef communication on the project must be ensured. (RUR6)
- The working schedule for project partners shawtl be | models, ensuring that models fit more closely tal eser ] ) )
too tight. (R5) demands. (R7) - An important aspect of research projects is @oridrom each
Project 10 - ) ) ] other and to co-operate. It is therefore cruciatteate a good
- Sufficient funds need to be allocated to tasksied out | - When developing models, researchers should alsointo atmosphere that is conducive to fruitful co-opemti(R2)
by end users (e.g. data collection). (R1) account the resources required in the use of tidels, since o ) )
P administrators do not have the resources to ugeommplex | - Difficulties regarding progress should be comrsated to
- After project finalisation, a survey on the cumr@ise of| 415 (R3) enable partners to suggest solutions. (R4 and R6)
the product could be carried out. (R5)
- A market analysis or dialogue with end users rpt®
commencement of the project should allow for thejqmt
product to be tailored to their specific needs.)(R3
;nistt)rjg(gf Vry;rllﬁ]getrrnigtasgZt;lcciialtiesr}rs]ure(thh)ere S a Jqoﬁj is important to have sufficient time for wohaps (2-3| - End users should be involved in the whole prodessrder to
9 9: days), which should not be too overloaded (R2) obtain a good overview of the project.
- A common understanding among researchers abeut t o . . - )
Project 11 | main concepts should be established at an earte sié -%pecmc issues should be discussed and elalbristesmall | - Continuity of the process should be secured (ezgueetings).

the project. (R4)

- If NGOs are involved, they should receive money

groups before being brought to the plenum (R2)

- For matters of efficiency, staff continuity shdule secured

" (R9)

their time. (R1)

(R2 and R4)

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

- Sufficient funding should be allocated to follayg-

activities, such as an analysis of the use of tiedyct, as

well as the sustainability of networks created, dod

training and the dissemination of the project paid(R5)

- End users should be involved at an early staR@) ( - It is the researcher's duty to actively deliveiormation to

) ) end users. (R6)
- An in-depth survey on end users' expectationslishioe | h f d L
carried out. (R3) - End users’ remarks should not only be heard, aen | - INvolve more than one person from an end usearosgtion.
considered. (R6) Minimise the risk of losing information. (R9)

- Project management should encourage end usefs to ] o ) Maintai deal of f icwlis easier f

Project 12 | organise themselves. (R2) - Scientists should tailor their interests more piwctical | - Maintain a great deal of face-to-face contacticwhs easier for

- Research partners should establish good reldijens

with end users in their countries. (R2)

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

needs, maintaining regular contacts to practicd) (E

15

- Early involvement during the project developmshbuld
occur in a similar way to INTERREG projects. Thiskas
@nd users identify themselves more closely withptagect,
leading to greater involvement on their part. (R@ &U)

end users to deal with than e-mails and questioenaiR2)

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