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Abstract 

This study examines how Design principles affect the view of Usability in Agile 

development. This case study has been conducted together with Uppsala Municipality‘s 

Development department. The Design principles from Användningsforum and Government 

Digital Service are studied together with Agile development strategy to determine the influence 

on Usability. This is an empirical inductive study where data is collected and analyzed so that a 

theory may be presented. The thesis is based on qualitative data gathered from Uppsala 

Municipality‘s development project and focus on the experience and attitude of the developers in 

the department. Data is collected through interviews and observations of the team members. Data 

is analyzed with Grounded theory approach. From the results it is concluded that the Design 

principles influence members of the department's awareness and focus on Usability when work 

with Agile development project. 
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1.Introduction 

In this study three different areas are examined and analyzed. These areas are Usability, Agile 

development and Design principles. These three areas are related to each other and in this 

study it has been investigated how they are linked together and how they influence each other.  

In the background, each area is described separately so that the reader is able to get an 

understanding of the different areas. The reason is also so that the reader understands how the 

different areas are treated and interpreted in this study.  

This study focuses on how these three areas influence each other in this specific environment. 

The Design principles effect on how the team work with Agile development and if these two 

are compatible together. Relationship and influence between the areas of Usability, Agile 

development and Design principles is analyzed in this study to identify their significance. 

Uppsala Municipality's development project is presented and described in chapter 3. This is a 

case study conducted together with representatives from the Municipality and therefore the 

history of their project is described.  The reason is so that the reader has an understanding of 

the history of the Municipality and the project that has been of interest to this study. 

Below, an initial description of the three main areas is presented before the problem 

description and the research questions are introduced in the next chapter. Thereafter the main 

areas are described in depth and the importance to study these areas is explained and clarified 

to motivate the need of this study. 

1.1Main areas of interest 

In this section, a brief description and introduction to the three main areas of this study are 

presented. Thorough descriptions are provided for each area in the extended background in 

chapter 2. This introduction aims to give the reader the basic understanding of the various 

areas and the related problems that are addressed in this study.   

1.1.1Agile development 

A primary cause of failure in software projects are the extended period of time it takes to 

develop a system. This is one of the reasons why agile methods were developed, to improve 

the production of system development more rapidly with limited time spent on analysis, 

design and documentation. The Agile approaches focus on frequently producing deliverable 



2 

 

code mainly in terms of new functionality or iterative updates of existing features to optimize 

and improve (Singh. 2008), (Lievesley & Yee. 2006).  

The agile approach was developed to manage the problem of changing conditions during the 

project which results in change of requirements related to the project. Another problem that 

agile methods address is customers that not always specifically know what they want. Agile 

approaches strive to remain responsive to changing requirements and to be adaptable (Ferreira 

et al. 2007). Core values of agile methods are: working iterative, focus on teamwork and 

communication between customer and developer. Feedback from the customers is important 

through the entire lifecycle of the software development project, in order to be responsive and 

support an early product delivery (Koskela. 2003). Many organizations working with software 

development are reporting that they are successful with Agile development techniques and 

that they are able to reach desired results (Sohaib & Khan. 2010). 

1.1.2Usability  

Working with Usability is an important part of the development process which may not 

receiving sufficient attention. Usability is the extent to which a user can utilize a product to 

achieve a specific objective in an efficient and satisfying way (ISO.org. 2015). Usability is 

something that the developer should have in mind when working with development of a 

system and new functionality. A system is not better than the person using it and if the system 

has poor Usability, often users will have problems achieving desired goals. A system that is 

easy to use and friendly to one user may not necessarily be easy to use for the next user. A 

term used to describe how easy a system is to use regardless of how is using it, is Usability 

and it consists of several different aspects. Usability is a part of System acceptability and is 

associated with all aspects of a system, which a user might interact with (Nielsen. 1994). 

Usability is better described in chapter 2.1. 

 

1.1.3Design principles 

The objective of the Design principles is to provide a clear and consistent design and clarify 

the importance of Usability. Following the Design principles during the development process 

should increase the awareness of Usability and accessibility among the developers. This in 

turn should contribute to a better system and a better experience for the user. The Design 

principles assist and facilitate developer‘s work of better understanding the user and user 

needs. It is essential to find out about the user need, and trying to understand the users before 

the work with design begins. From the beginning the Design principles were intended for 
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developers building digital services at the GOV.UK domain. Now have principles spread to 

company in the private sector as well as foreign authorities that also have adopted the 

principles and now use them in their development process. (GDS-blog. 2015) 

The Design principles encourage developers to put effort in better understanding the needs of 

the user. Use the data and base decision and design on what you know about the users. It is 

important to understand the context how the user is, at what time the user will need to use it 

and how the user accesses it. Ensure that all users are included when working with the design, 

it is important that developers do not forget any part of the target groups. Developers and 

designers should be consistent in their work. Different part of the system should be 

recognizable and familiar to the user in order to improve User Experience. (GDS design 

principles. 2013). 

 

1.2Research focus 

A problem rarely discusses in the agile community is the aspect of the user and user 

interfaces, which have led to neglect of Usability in many projects. With the focus on fast 

pace development with continuous delivery of functionality, there is a risk that the Usability 

focus is overlooked to be able to complete all tasks before deadline. (Armitage. 2004)  

In previous studies about Scrum it is concluded that one often fails to satisfy users' needs of 

functional systems with good Usability. Already during the phase of formulating descriptive 

user stories, agile methods tend to rush through these phases and be careless during the 

process. This may eventually lead to stories and goals that are not sufficiently detailed 

considering the user aspects. This is most likely affecting the Usability and User Experience 

of the product. (Baxter et al. 2008), (Coplien. 2007), (Patton. 2002) 

Kane concludes that there is a lack of Usability focus when it comes to Agile development 

methods. There are no explicit practices to incorporate the Usability approach, and this could 

be one reason why User Experience is neglected in many agile projects. Kane suggest that 

incorporating Usability engineering techniques as part of an Agile development methodology 

can improve the Usability of software. (Kane. 2003) 

In this study the Design principles from Government Digital Service and Användningsforum 

act as a Usability engineering technique. The Design principles are analyzed to clarifying 
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whether it has contributed to a better Usability focus during the development of the new 

system. (GDS design principles. 2013), (Designprinciper Användningsforum. 2014) 

1.2.1Reserch questions 

This study tries to answer three questions covering the problem of poor Usability in Agile 

development. This is a case study conducted with the help of the Development department of 

Uppsala Municipality, with the purpose of study how the public authority in Sweden handles 

the problem of poor Usability when working in development projects. The case focuses on 

how the Development department has worked with the development, and how the members of 

the team perceived the process of developing the new system. 

 Have the Design principles influenced the team's perception of Usability?  

 How appropriate have Design principles been to adopt when working with Agile 

development strategy? 

 How does the team perceive the Design principles effect on Agile development, and 

have it contribute to the focus of Usability in Scrum? 

 

The Illustrations represent the three different questions in this study. The arrows represent the 

potential effect that may influence the other area. 

 

Figure 1. Research questions 

This study focuses on investigating and providing answers to the three questions above. The 

first two questions are intended to find out how the Design principles affect Usability and 

Design principles Agile Development Usability 

Design principles Agile Development 

Usability 

Question 1 and 2 

Question 3 
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Agile development in separate cases. The last question investigates how the three different 

areas together are related to each other and if they affect the result when combined together. 

 

1.3Aim, Target and Justification 

The Swedish public sector is now in a transition phase where municipalities and government 

controlled work with development and improvement of new web pages to improve 

accessibility and digitize provided services. Some have already developed new web pages and 

others are still working with the improvement (UppsalaBeta. 2014). The Design principles 

provided by Användningsforum.se is intended to act as guide lines for developers who work 

with the public sector and authorities. There seems to be no research on the Design principles 

effect and if thee Usability is increased by using the principles. Agile development strategies 

are commonly used and therefore it is of interest to examine if the Design principles are 

suitable for use together with agile strategies. (Designprinciper Användningsforum. 2014) 

The aim of the study is to examine the Design principles effect on Agile development and if 

the principles can be used as a tool to contribute and increased focus on Usability in Agile 

development project. The purpose is to clarify how the principles affecting the development 

process and in this case in a public municipality.  To reach out to all users, it is important to 

achieve high Usability so that everyone can understand the information. 

The contribution from this study would be an evaluation of the Design principles effect on 

Agile development and Usability, based on the result of how Uppsala Municipality adapted 

and used the principles. How to better apply the Design principles and increase the efficient 

could hopefully improve the understanding of the development process and critical factors. 

The target groups of this study are public authorities who are in a situation where they are in 

need of change or already are in the process of developing new systems. Since the case in the 

study is based on the work of a public municipality in Sweden the main target group is 

considered to be public authorities because of the similarity to the case. The result of this 

study should prove useful to developers working in the public sector. Uppsala Municipality 

and other public authorities that already developed new web pages can continue to improve 

their services and become more efficient and reduce future costs. The result from this study is 

not only for the public sector. Also the private sector has benefits of understanding the 

importance of Usability and how it easier can be achieved. The result could also prove useful 
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to the representatives of Användningsforum.se that suggested these Design principles. 

Improving and clarify the current or the next version of the Design principles.  

  

1.4Delimitation 

Usability and User Experience are not analyzed in its constituents. Definitions and 

descriptions of them are presented in this study but the analyses are focused on them as 

entireties and not try to analyzing the constituents of these concepts. The focus is instead 

more general for both terms. The study does not seek to thorough analyze the cornerstones in 

detail, but rather to study the overall focus of these areas. 

Government Digital Service (GDS) and Användningsforum are both important and 

fundamental for this study because of their work with the Design principles. They both have 

their official version of the Design principles. GDS is written in English and the 

Användningsforum in Swedish. The Swedish Användningsforum claims that their version of 

the Design principles is a translation of Government Digital Service's version 

(Designprinciper Användningsforum. 2014). This study is not focused on examine or 

investigate if there is any difference between them. In the study, they are considered to the 

same and it is not make any distinction between the two versions of the principles. 

This is not a commissioned assignment. It research is conducted as a collaboration Uppsala 

University together with Uppsala Municipality. The Municipality has not asked for the study, 

instead it was I that contacted them and asked to collaborate.  
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2.Background 

The background chapter aims to better explain the problem addressed in this study and 

provide an in depth descriptions of the different areas that are considered relevant. Problems 

that can be associated with the area of study are explained, allowing the reader to gain a better 

knowledge and understanding of the problem domain. 

2.1Usability 

What a user needs is machines that do not create any trouble or prevent the user when trying 

to solve a problem or find information. Different users have different levels of knowledge but 

also different needs. A system that is easy to use and friendly to one of the users may feel 

very tedious to another user. A term used to describe how easy a system is to use is Usability. 

(Nielsen. 1994) 

According to Grudin Usability is part of the notion Usefulness. Usefulness is whether a user 

can achieve a desired goal by using the system. Usefulness can be broken down into the two 

separate categories called utility and Usability (Grudin 1992). Utility is the question if the 

functionality of the system can accomplish the needs of the user and help them solve the 

problem. Usability on other hand is based on how well the users can utilize that functionality. 

(Nielsen. 1994) 

 

Figure 2. System Acceptability 

The figure shows a model of system acceptability outlined. The figure illustrates that system 

acceptability has many sub parts and that Usability must trade off against many other considerations 

when working with development. (Nielsen. 1994) 

 
 



8 

 

Mulligan claims that Usability is associated to all aspects of a system that a user might 

interact with. This includes installation and maintenance procedures as well. It is very rare to 

find a computer feature that truly has no user interface components. (Mulligan et al. 1991). 

Sometimes it is not possible to achieve the highest Usability. Catastrophic errors may lead 

serious consequences and the desire to avoid it may lead to decision to design the user 

interface to be less efficient to use than otherwise possible to avoid exposing the error to the 

user. (Nielsen. 1994) 

In Jakob Nielsen‘s book Usability Engineering (Nielsen. 1994) he gives a prominent 

description of what can be considered as Usability. The various parts that Usability is 

composed of are defined and described. Usability is not a single part of an interface, instead it 

has multiple components and according to Nielsen associated with five Usability attributes 

which is the base of Usability. 

 

Nielsen’s five attributes of Usability 

Learnability: The system should be easy to learn so that the user can rapidly start getting 

some work done with the system. 

Efficiency: The system should be efficient to use, so that once the user has learned the 

system, a high level of productivity is possible. 

Memorability: The system should be easy to remember, so that the casual user is able to 

return to the system after some period of not having used it, without having to learn 

everything all over again. 

Errors: The system should have a low error rate, so that users make few errors during the use 

of the system, and so that if they do make errors they can easily recover from them. Further, 

catastrophic errors must not occur. 

Satisfaction: The system should be pleasant to use, so that users are subjectively satisfied 

when using it; they like it. 

Table 1. Nielsen’s 5 attributes of Usability 

 (Nielsen. 1994)  

 

Usability is typically measured by having a number of users performing predetermined set of 

tasks while using the system. It can also be measured by letting real users in the field perform 

the tasks they are supposed to do anyway. To determine a system's overall Usability based on 

a set of Usability measures, an average of each attribute which has been measured is taken 
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and then compare whether these means are better than previously specified values. (Nielsen. 

1994)  

2.1.1Learnability 

Learnability is in one sense the most essential Usability attribute, since most systems should 

be easy to learn. The first experience most people have with a new system is during the 

learning process of the system.  In most cases systems need to be easy to learn. There are 

exceptions where users can be trained in complex systems also. Often it is important that the 

learning curve is not too long, because this is most likely affect the user's perception of the 

system's Usability. (Nielsen. 1994)  

2.1.2Efficiency of Use 

Efficiency of use refers to the experienced user's level of performance at the time when the 

learning curve flattens out. Some users may not even reach that final level of performance. A 

user that over a longer period of time regularly use a system achieve a steady state of 

effectiveness that eventually do not increase. But some systems are complex and it takes 

several years to reach high level of performance and the ability to use certain composition 

operators to combine commands. (Doane et al. 1992)  

A typical way to measure Efficiency of use is to agree on some definition of expertise, then 

get a representative sample of users with that level of expertise, and to measure the time it 

takes for each users to perform some typical test tasks. (Nielsen. 1994)  

2.1.3Memorability  

Casual users are those who have used the system before, so they do not need to learn it all 

from the beginning.  Casual users just need to remember how to use the system based on their 

previous experience. In systems that are not used regularly, it's important that it is easy to 

remember how the system is designed. Also that it is easy to remember the interface for users 

who return after having been on vacation or for some other reason have temporarily stopped 

using the system. If a system has a high learnability it often makes the interface easier to 

remember. Memorability is how easy it is for the user to remember how the system functions. 

2.1.4Few and No catastrophic Errors 

Users should make as few errors as possible when they use a computer system. An error could 

be defined as an action that does not accomplish the desired objective of the user. The error 
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rate of a system is measured by counting the number of such actions made by users while 

performing some specified task or test. 

 

2.1.5Subjective Satisfaction 

The final Usability attribute is called subjective satisfaction and it refers to how pleasant the 

user thinks that the system is to work with. Subjective satisfaction is an important Usability 

attribute of systems that are used on the arbitrary basis in a non-work environment, in areas 

like home computing, games, interactive fiction, or creative painting (Virzi 1991). 

When trying to measure subjective satisfaction it is normally done by a short questionnaire or 

survey given to user as part of a debriefing session after a user test is performed. It is common 

that the user is asked to rate the system rating scales from one to five, that are normally either 

Likert scales or semantic differential scales (LaLomia and Sidowski 1990). 

 
Figure 3. The 3 main dimensions of users' experience 

The three main dimensions of how users' experience differs: knowledge about computers in general, 

expertise in using the system, and knowledge about the domain. (Nielsen. 1994) 
 

 

 

 

Uppsala Municipality has chosen to follow The ISO standard definition of Usability. ISO 

9241 defines Usability as "The extent to which a product can be used by specified users to 
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achieve specified goals with effectiveness, efficiency, and satisfaction in a specified context 

of use." (ISO.org. 2015) 

 

A term that is commonly associated with Usability, and is often mentioned is the User 

Experience. The focus on how users perceive a system is important because it affect the 

overall attitude to the whole service. Even if the system solves the user's problem, the user 

could still be displeased due to the fact that the User Experience is poor. (W3C. 2015)  

User Experience Professionals Association (UXPA) defines User Experience as follows: 

―Every aspect of the user's interaction with a product, service, or company that make up the 

user's perceptions of the whole. User Experience design as a discipline is concerned with all 

the elements that together make up that interface, including layout, visual design, text, brand, 

sound, and interaction. User Experience works to coordinate these elements to allow for the 

best possible interaction by users‖.  (UXPA.org. 2015) 

Jakob Nielsen and Don Norman also provide a definition of User Experience. "User 

Experience" encompasses all aspects of the end-user's interaction with the company, its 

services, and its products.‖ (Nielsen & Norman. 2015). 

 

User Experience first requirement is to meet the exact needs of the user. The second part is 

simplicity and elegance, the product should be enjoyable and feel easy to use. Areas such as 

engineering, graphical and industrial design, interface design and marketing also have effects 

on the quality of User Experience. True User Experience is much more than giving the 

customer what they say they want, the small details and little extra that the user did not even 

know it wanted is the important things that affect the User Experience in the end.  (Nielsen & 

Norman. 2015) 

2.2Agile development 

The primary cause of failure in software project is the extended period of time it takes to 

develop a system. This is why agile methods were developed to improve the development of 

systems more quickly with limited time spent on analysis and design. Agile methods are 

iterative, focus on teamwork, communication between customer and developer. It is important 

with feedback from the customer throughout the lifecycle of the software project to be able to 

be responsive and support an early product delivery. (Koskela. 2003) 

http://www.usabilitybok.org/glossary/19#term402
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Agile processes aim to deal with loose requirements by avoiding upfront, precisely defined 

plans. To stay responsive and be ready for changes, agile methods discourages upfront 

planning activities.  The iterative way of work in Agile development, results in a 

incrementally developed software. All Agile processes share common values and principles, 

defined in the Agile Manifesto (Beck. 2000) 

The Agile methodology is built on twelve guiding principles. These principles are the 

foundation for how Agile development should be conducted and the important aspects to 

think of as a developer working with software. 

 

Figure 4.  Principles of agile software (Agilealliance.org. 2015)  

The Agile approaches focus on frequently producing deliverable mainly in terms of 

functionality (Singh. 2008), (Lievesley & Yee. 2006). Agile approaches strives to remain 

responsive to changing requirements due to problems with customers that does not always 

know what they want and conditions that change over time. (Ferreira et al. 2007). Agile 

approaches often strive to minimize documentation activities since it is not considered to 

provide much usefulness. (Budwig. 2009) 

Studies show that since the 1990s, agile methods, and especially Scrum, have become more 

popular as development strategy. (Larusdottir et al. 2009), (Hussain et al. 2009) 



13 

 

Many software development organizations are reporting they are successful with agile 

software development techniques, but none of the major Agile development methods 

specifically incorporate Usability-engineering practices. agile methods alone do not ensure 

that the user interface of the software is usable. (Sohaib & Khan. 2010) 

Agile development strives to deliver working code as soon as possible. However, it is 

common that the overall structure of the system including the user interface is not design 

before the implementation is started. Agile development focuses on implementing small 

pieces of functionality at a time each iteration. Continuous integration, refactoring and unit 

testing are tools to counteract and eliminate inconsistent code, but this is no guarantee for the 

user interface and that it does not become inconsistent (Sohaib & Khan. 2010) 

Agile approaches strive to minimize the documentation. One of the problems with this 

approach is that documentation is crucial for integrating agile and user centred design. The 

lack of proper requirements documentation was reported to lead to problems and 

misunderstanding involving the User Experience deliverables. (Budwig et al. 2009) 

Cajander says ―Scrum emphasizes productivity and speed in the development projects above 

other quality features of the system such as Usability. Furthermore, there is often no formal 

role that is given the responsibility for Usability in Scrum projects, and this may be a problem 

as it has a tendency to become no one‘s responsibility.‖(Cajander et al. 2013). If no one in the 

team thinks that they have enough time working with Usability during the sprint, there is a 

risk that no one take responsibility for Usability in the project. 

2.3 User centred design  

User Centred Design is a set of techniques, methods, procedures and processes that places the 

user at the centred of the development (Gould & Lewis. 1985), (Detweiler. 2007). The goal of 

applying user centred design is to satisfy the user by produce an understandable and usable 

product that meet the need and interest (Detweiler. 2007). Understanding the end user and 

their needs is necessary to design good user centred design (Kollmann. 2008).  

Agile development together with User centred design integration gained increased interest 

because the benefits of User centred design. It makes it easier for developers to better 

understand the needs of users during the development of software. By understanding how the 

software is able to support a user to perform actions and achieve its goal, then it is easier to 

improved Usability and user satisfaction. (Salah et al. 2014) 
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2.4 History of Design principles 

In this section the two public organizations; Användningsforum and Government Digital 

Service are introduced and described. One is located in Sweden and is an official mandate of 

experts to investigate how to improve Usability and accessibility in Swede. The other one is 

located in Great Britain and consists of government employees working with the digital 

services in UK. Both have published versions of the Design principles. The purpose is to 

explain the background of Design principles and how they are designed today  

2.4.1Användningsforum 

The Swedish Government decided in March 2012 that a group of experts would investigate 

how Usability and Accessibility could be improved in public authorities in Sweden. This 

commission established a service called Användningsforum with purpose to help developers 

improve Usability in the public sector. Användningsforum can be translated into; ‖the forum 

for Usability and accessibility in ICT‖ (anvandningsforum.se. 2015) and the main goal of the 

initiation is to establishing a permanent dialog about the quality aspect of Accessibility and 

Usability. The premise is the knowledge and experience from many different areas such as; 

public authority, voluntary organizations and interest groups, industry and the research 

community. 

Användningsforum‘s mandate is based on work towards a continued positive development of 

the IT sector in Sweden by enhancing the knowledge of Usability and Accessibility among 

the developers who work across the country (anvandningsforum.se. 2015). 

The aim is that through dialogue clarify important actions and emphasizes specific 

requirements to facilitate the improvement of Usability and Accessibility, and also by 

showing examples of how Usability and Accessibility can be implemented and monitored by 

responsible parties. Examples are provided to demonstrate the inclusive development and 

improvement processes. The organization work to develop examples that can be used as 

recommendatory models, including by the authorities in their activities. The examples that 

organization reports should be connect with IT policy and development. It is therefore 

important that Användningsforum reflects and refers to activities that are underway and 

include e-government, national e-health and disability policy for accessibility. 

(anvandningsforum.se. 2015) 

Användningsforum should collectively highlight examples of how Usability and Accessibility 

products, services and environments in the IT area contributes to making it as easy as possible 
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for as many people as possible in everyday life. Användningsforum strives to be able to 

support the government's work with digital inclusion in Sweden and in the European Union 

context on issues related to the implementation of the Digital Agenda for Europe. 

Användningsforum hope that development is driven forward and the public authorities could 

possibly lead the way for the private sector also. (anvandningsforum.se. 2015) 

The organization behind Användningsforum consists of 25 people with different knowledge 

background. There are experts in various fields with backgrounds as researchers, business 

executives, experts and professors who together form the group. 

At the time when this study was conducted the current version of the Design principles is 

called version ‗Beta, oktober-december 2014‘. The latest revision of the publication is made 

8th of December 2014. The previous version was called Version 0.2 and was published in 

August 2013. (anvandningsforum.se. 2015) 

The Design principles on Användningsforum are supportive guidelines with the purpose to 

provide a starting base to discuss the design of digital services in public authorities. Swedish 

municipalities are a great example of what the Design principles are targeted for. It is not only 

for the public authorities, they can be used in other parts of society as well. Design principles 

aim to highlight the focus on Usability and Accessibility so that developers have greater 

awareness of these areas during the development process. 

The principles consist of ten different rules which encourage the developer to think of certain 

things and do various actions. But these ten Design principles are not originally produced by 

Användningsforum. Instead it is the Government Digital Service (GDS) in United Kingdom 

(UK) that first came up with the ten Design principles. Användningsforum recognizes that the 

principles available on their webpage are based on the Design principles that the British 

government developed and refer to Government Digital Service, GDS webpage. The Design 

principles on Användningsforum are a translation of the British equivalent and are structured 

in the same manner.  

2.4.2Government Digital Service (GDS)  

Government Digital Service is leading the digital transformation of the United Kingdom 

Government. GDS are the part of the government that is responsible for development, 

designed and has built and now run the GOV.UK web platform. This is an important channel 

for reaching out to citizens with information. The web platform should be the best place to 
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find information regarding the Government and services to facilitate daily life of the citizens. 

The main task of Government Digital Service is to ensure that public services are digital by 

default. They should be simple, clear and easy to use. But GDS is not just about websites, 

they are also working with the rest of Government to make public services more useful and 

accessible. One of the important tasks is to improve the accessibility even more, and find new 

ways to help those without digital skills to utilize the benefits of digital government. 

Government Digital Service is responsible United Kingdom Government web platform. GDS 

are responsible for design and to ensure that information and services understandable and 

accessible. One of the differences from the Swedish equivalence is that Government Digital 

Service and have more than 500 staff employed all over the UK that also work with 

development (Gov.uk. 2015). In contrast to the Swedish Användningsforum that consists of 

25 experts who instead are intended as advisor and analyzes information. 

(anvandningsforum.se. 2015) 

Government Digital Service originally came up with ‗Seven digital principles‘ and this forms 

the foundation for what has now become Design principles. The Seven digital principles were 

used before Government Digital Service came up with the new Design principles which are 

based on the earlier principles. (GDS-blog. 2015) 

The original  7 GDS digital principles 

Digital by default 

Putting users first 

Learning from the journey 

Building a network of trust 

Moving barriers aside 

Creating an environment for technology leaders to flourish 

Don't do everything yourself (you can't) 

Table 2. The 7 original Design principles. 

 

In early 2012 the Government Digital Service presented an alpha release of the new Design 

principles that were built on an older version of principles. The new version now consisted of 

ten different guidelines instead of the previous version of seven guidelines with new elements 
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also added. GDS believes that the guidelines are more likely to be followed if they are simple, 

clear, helpful and easy to share. The objective of the Design principles is to provide a clear 

and consistent design and clarify the importance of Usability. Also User Experience is of 

importance for developers working with GOV.UK domain.  

GDS considers the first principle, placing the user at the center is always important no matter 

the task or assignment. Even if a bad digital service looks great, it still is a bad digital service 

in the end. It is essential to find out about what a user need, and then trying to understand 

user‘s goal with using the system before the designer begin with its work. Design principles 

assist the developers and facilitate the work of improving Usability. (GDS-blog. 2015) 

The ten Design principles in the table below are taken from Government Digital Service web 

page. (GDS design principles. 2013) 

The Government Digital Service Design principles 

1. Start with the needs. 

2. Do Less. 

3. Design with data. 

4. Do the hard work to make it simple. 

5. Iterate. Then iterate again. 

6. This is for everyone. 

7. Understand context. 

8. Build digital services, not websites. 

9. Be consistent, not uniform. 

10. Make things open: it makes things better. 

Table 3. Government Digital Service Design principles.  

Government Digital Service claims that the Design principles have grown and now cover 

many aspects of how digital services should be constructed and built. From the beginning the 

Design principles were intended for developers building digital services for the GOV.UK 

domain. GDS believe the Design principles are getting even better if they are shared with a 

wider audience that can help develop the principles even further. (GDS-blog. 2015) 
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2.4.3Clarification of Design principles 

Government Digital Service provides the explanation of the Design principles and the 

principles are quoted from the web page so that the current version is presented in the study. 

Government Digital Service is the originators of the Design principles and they have an 

English version published. It is also this version of Uppsala Municipality choose to initially 

follow. (GDS design principles. 2013) 

―Start with needs - user needs not government needs. Service design starts with identifying 

user needs. If you don‘t know what the user needs are, you won‘t build the right thing. Do 

research, analyze data, and talk to users. Don‘t make assumptions. Have empathy for users, 

and should remember that what they ask for isn't always what they need.‖ 

“Do less - Government should only do what only government can do. If we‘ve found a way of 

doing something that works, we should make it reusable and shareable instead of reinventing 

the wheel every time. This means building platforms and registers others can build upon, 

providing resources (like APIs) that others can use, and linking to the work of others. We 

should concentrate on the irreducible core.‖ 

“Design with data - In most cases, we can learn from real world behavior by looking at how 

existing services are used. Let data drive decision-making, not hunches or guesswork. Keep 

doing that after taking your service live, prototyping and testing with users then iterating in 

response. Analytics should be built-in, always on and easy to read. They are an essential tool.‖ 

―Do the hard work to make it simple - Making something look simple is easy. Making 

something simple to use is much harder, especially when the underlying systems are complex, 

but that is what we should be doing. Do not take ‗It‘s always been that way‘ for an answer. 

It‘s usually more and harder work to make things simple, but it‘s the right thing to do.‖ 

―Iterate. Then iterate again - The best way to build good services is to start small and iterate 

wildly. Release Minimum Viable Products early, test them with actual users, move from 

Alpha to Beta to Live adding features, deleting things that don‘t work and making refinements 

based on feedback. Iteration reduces risk. It makes big failures unlikely and turns small 

failures into lessons. If a prototype isn‘t working, don‘t be afraid to scrap it and start again.‖ 

―This is for everyone - Accessible design is good design. Everything we build should be as 

inclusive, legible and readable as possible. If we have to sacrifice elegance — so be it. We‘re 

building for needs, not audiences. We are designing for the whole country, not just the ones 
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who are used to using the web. The people who most need our services are often the people 

who find them hardest to use. Let‘s think about those people from the start.‖ 

―Understand context - We are not designing for a screen, we are designing for people. We 

need to think hard about the context in which they‘re using our services. Are they in a library? 

Are they on a phone? Are they only really familiar with Facebook? Have they never used the 

web before?‖ 

―Build digital services, not websites - A service is something that helps people to do 

something. Our job is to uncover user needs, and build the service that meets those needs. Of 

course much of that will be pages on the web, but we‘re not here to build websites. The digital 

world has to connect to the real world, so we have to think about all aspects of a service, and 

make sure they add up to something that meets user needs.‖ 

“Be consistent, not uniform - We should use the same language and the same design 

patterns wherever possible. This helps people get familiar with our services, but when this 

isn‘t possible we should make sure our approach is consistent. 

This isn‘t a straitjacket or a rule book. Every circumstance is different. When we find patterns 

that work we should share them, and talk about why we use them. But that shouldn‘t stop us 

from improving or changing them in the future when we find better ways of doing things or 

the needs of users change.‖ 

“Make things open: it makes things better - We should share what we‘re doing whenever 

we can. With colleagues, with users, with the world. Share code, share designs, share ideas, 

share intentions, share failures. The more eyes there are on a service the better it gets, howlers 

are spotted, better alternatives are pointed out, and the bar is raised. 

Much of what we‘re doing is only possible because of open source code and the generosity of 

the web design community. We should pay that back.‖  

(GDS design principles. 2013) 
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2.5Problem clarification 

A problem the agile community rarely discusses are users or user interfaces, which leads to a 

neglect of User Experience and an insufficient focus on sophisticated Usability  in projects. 

(Armitage. 2004) 

Singh claims that Scrum has been partially criticized for not sufficiently including the user 

perspective in the development process. (Singh. 2008) 

Cajander et al. claims that results show that the responsibility for the Usability is unclear in 

Scrum projects. Usability is rarely discussed or described in projects. When the user 

perspective is present it is often through informal feedback to describe the context of use. 

(Cajander et al. 2013) 

Agile development has shifted into small iterative development for design, which risks result 

in a user interface  that is disjoint, piecemeal and lacking a holistic, coherent, and overall 

structure and vision (Mcneil. 2006), (Obendorf & Finck. 2008), (Albisetti. 2010),  (Lee et al. 

2009), (Lievesley & Yee. 2006), (Singh. 2008), (Miller & Sy. 2009), (McInerney & Maurer. 

2005), (Meszaros & Aston. 2006), (Armitage. 2004), (Kollmann. 2008). 

Another problem is that none of the major Agile processes explicitly include guidance for 

how to develop usable software (Lee et al. 2009). In addition, it is common that Usability, the 

role of interaction design and user interaction design in an Agile teams are unclear and largely 

overlooked (Constantine. 2001), (Beyer et al. 2004). Furthermore, principles and practices for 

understanding and induce Usability and user requirements, as well as evaluating systems for 

Usability and User Experience are generally considerably deficient (Lee et al. 2009), (Kane. 

2003), (Sohaib & Khan. 2010). 

It is reported to be challenging to prioritize Usability and User Experience activities into 

sprints, due to developers' focused on accomplishing functionality features rather than 

Usability or User Experience features (Singh. 2008), (Miller & Sy. 2009). One reason for the 

lack of focus could be that the developers often feel that the guidelines and methods presented 

by the research community are not supporting them in their work (Wixon. 2003). 

The focus on rapidly creating functionality results in lack of allocated time for planning 

activities regarding software design (Federoff & Courage. 2009), (Kollmann. 2008), 

performing user tests to discover problems in the system, work practices and work flows of 

end users (Chamberlain et al. 2006), (Kollmann. 2008), (Federoff & Courage. 2009), (Ungar. 
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2008), (Detweiler. 2007) and sketching out a coherent design (Kollmann. 2008), (Federoff & 

Courage. 2009), (Ungar. 2008), (Lievesley & Yee. 2006).  The user perspective may be 

considered in Scrum projects, if the team wishes, but often there is no explicit support or 

demands for Usability in the process. Unless the project owner or the development manager 

have specific interest in Usability (Cajander et al. 2013). 

2.5.1Rules and Regulations. 

United Nations in its attempt to promote the rights of disabled people launched an 

international convention about accessibility. European Commission has signed this 

convention, which means that governments and authorities must promote accessibility and 

Usability for all users. One of the reasons is to create policies concerning Accessibility and 

establish a joint basis at an international level. The convention calls for governments to 

promote the importance of accessibility and Usability for everyone in the development of 

standards and guidelines. Web Content Accessibility Guidelines (WCAG) 2.0 (W3.org. 2008) 

is one of the guiding standards in the development of the legislation. (Gulliksen et al. 2010) 

According to Gulliksen, there were approximately 1,000 public-administration websites in 

Sweden in 2010, and all these websites should be Accessible and have acceptable Usability 

according to policies from both the Swedish government and the European Commission. 

(Gulliksen et al. 2010) 

In Sweden there are no mandatory guidelines or regulations regarding the design of web sites 

that public authorities are required to follow. Instead, transparency of the public authorities is 

one of the core foundations. There are suggested guidelines that are part of both the e-

Government and Disability policies. Negotiation, transparency and trust in the citizens are 

important in Sweden, therefore the goal is to avoid binding legislation as much as possible. 

Instead of creating complex laws that may require a lot of resources, Swedish public 

administrations have focused on frequent evaluations of website accessibility and promoting 

useful tools and bringing increased attention to the topic. (Gulliksen et al. 2010) 
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3.Uppsala Municipality  

Uppsala Municipality is located about 60 km from Stockholm. Uppsala is the 4th largest 

Municipality in Sweden with over 200 000 inhabitants (SCB. 2015). Staff at the Municipality 

has for two years worked on development of a new web platform with information and 

services that the Municipality has to provide. To keep up with development of Internet and to 

offer services provided to residents of the municipality, so has the need of a new web platform 

been increased. The public authority and municipalities in Sweden are now working to raise 

the standards of web sites. The main focus is to improve services by make it easier to use and 

better accessible to the user. Usability and Accessibility are key concept that many in the 

public sector now are trying to improve so the user is more satisfied. 

3.1Project and vision  

The purpose of the new uppsala.se is to simplify the daily lives of citizens and facilitate 

transparency and participation and also include companies and associations operating in 

Uppsala Municipality. Their goal from the beginning has been to develop a web platform that 

is functional and evident whether the user access it from a computer, mobile phone or tablet. 

Instead of just building a static web site that looks the same regardless of what device being 

used. Uppsala Municipality as focused on building a website that is responsive. 

The site mainly consists of two content elements: ‗Simplify the daily life‘ and ‗Transparent 

management‘. The majority of the users should be able to easy and fast get to the content they 

want to find. Accordingly it is considered appropriate that new Uppsala.se consist of services, 

information, dialogue and transparency. Citizens that visit the web site are goal oriented and 

have a specific objective with their visit, uppsala.se is no place where users are just browsing 

around. (UppsalaBeta. 2014) 

The difference from old website is that there are now 3000 pages and documents on new web 

platform. At the old website there were over 10,000 pages. Many of the old pages have been 

removed since they do not meet the new requirements or are not considered relevant to the 

users. This makes it easier to find relevant and up to date information. (UppsalaBeta. 2014) 

The User of municipal websites uppsala.se primarily want to solve a problem, or want a 

answers to a question or to access a service (UppsalaBeta. 2014). New uppsala.se is therefore 

only about information and services that users need. Unnecessary information that is 

irrelevant should be avoided and not uploaded on the new web platform. Features, design, and 
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the content of the new uppsala.se are based on the needs of users according to the results 

obtained by the user tests that have been performed by the Development department at the 

Municipality. 

All content at the new web platform should be linked to the real needs of the user. Users 

should find that published content is understandable. Therefore, Uppsala Municipality has 

chosen a new approach regarding creating and publish content on the web platform.   

The old way of producing content at the website: 

1. Requests from the organization to publish new information. 

2. The operations create new content, in order to publish. 

3. The content is updated. 

 

  

When previous model of how to producing content was used, the Municipality had 150 people 

working as web editors in different departments. This led to problems with inconsistent 

design and difference in quality of the information on the Municipality web site.   

The design of the new uppsala.se is largely based on the design and work that Government 

Digital Service did on gov.uk. Instead of trying to design something completely new, Uppsala 

Municipality and the Development department based their work on something that already 

worked and is based on experience and user tests. Uppsala Municipality has taken a lot of 

inspiration from the Government Digital Service work with gov.uk. In January 2013 went 

representatives from Uppsala to GDS in London on a study to learn how they been working 

and to get useful information and tips to consider. (UppsalaBeta. 2014) 

A beta website has been available and the developers have been adding new pages and 

content from time to time. Users have been encouraged to test the beta web page and provide 

feedback to contribute to improvement of the development. Developers analyzed data from 

the old website and compared it with data from the beta page to examine if the accessibility 

and Usability have become better. The beta web page is a good example of how to start small 

and let real users test so that the developers constantly can make improvements. Iterating and 

Requests from the 

organization to publish new 

information. 

The operations create 

new content, in order to 

publish. 

The content is updated. 

Figure 5. Old content model (UppsalaBeta. 2014) 
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adjust based on user feedback increases the likelihood that the new web platform as increased 

Usability and Accessibility. 

The content of the new web platform is based on user needs. A problem with the old website 

was that uncertainty of whether the requirement came from the actual user needs or the 

organization imagination of what information the user needed. To ensure that the 

requirements actually are based on user needs, a requirements criteria list was produced.  

Requirements Criteria List. Uppsala Municipality 

Is this the need of the users, do the users actually want the information or service? 

Do the users expect the municipality to be responsible to satisfy the need, and to find 

information about it on the web page? 

Is it the municipality's responsibility and duty to address the need? Or are there others who are 

already doing it better? 

Does it either explain the citizen's rights or obligations? 

Table 4. Requirements Criteria. (UppsalaBeta. 2014) 

 

If the need is true for at least one of the paragraphs of the list, it is considered to be a 

requirement. By working systematically all tasks are prioritize into a list of requirements and 

all content created is linked to actual needs. So when content is produced and follow the list 

of requirements it can be examined by several colleagues and then sent to the facts reviewer 

that inspects the content as well. The Municipality work to ensure that the information is 

presented as clearly as possible and easy to understand.  

The new quality assurance process follows the list of procedures to ensure the quality of the 

information before publishing on the new web site.  

1. Identify requirement: requests regarding the content comes through organization and 

other sources. 

2. Editorial team ensures that there is a real requirement as it is part of requirements 

criteria. 

3. The requirement is sorted into the requirement list and prioritized. 

4. The Editorial team ensures the planning and structures the requirements. 

5. The Editorial team creates content, language and design, and then reviews everything. 

6. Facts are reviewed by the organization. 

7. The content is published by the Editorial team. 

8. Continuous Improvement: Content is kept up to date and accurate, and the 

requirements are verified. 
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Figure 6. New content model. (UppsalaBeta. 2014) 

 

Today the focus on content quality is higher, compared to the old strategy of producing 

content and information on the Municipality website. Now it is just the Editorial team that 

works with crating new content and they have refined the process by ensuring it travel 

through several stages of quality assurance before publishing.  

3.2The Teams of the Development department. 

The Development department consists of two different teams with separate responsibilities, 

tasks and assignments.  The two teams work closely together and collaborate to solve 

problems. Both teams are using Scrum as development strategy to enhance the collaborative 

ability. 

3.2.1Development team 

One of the team is called the Development team and consists of seven members. This team‘s 

responsibility is working with the main development of the new web platform and the 

associated functions. The team is composed of several different members with different roles 

and responsibilities.  

The team has a Scrum master who works with organization and planning. The team also has 

web designers and interaction designers that work with design related tasks. There are 

developers who are working to improve services and develop new features according to the 

requirements list. The Deputy Product owner supports the Product owner and steps in when 

the Product owner is not there. The Deputy Product owner facilitates and assists with planning 

and prioritization. The Deputy Product owner also works as interaction designer and is part of 
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the development team. The Development team use Scrum as an agile strategy when working 

with development. 

The Development team's tasks are to develop and operate the new web platform. The website 

should be well designed and be useful. They shall conduct user tests and evaluate what things 

on the web page that can be improved and made easier for the users. (UppsalaBeta. 2014) 

 

3.2.2Editorial team 

The second team is called the Editorial team and the group consists of eight members. This 

team‘s responsibility differs from the other team. Instead they are content designers focusing 

on creating content by collecting and analyzing user needs, organize information and write 

texts in plain language. 

 The team consists of one Scrum master who works with the organization and planning. The 

other seven team members all have the same role as content designers. They have the same 

responsibility and share the work tasks. The team members are working according to schedule 

with different areas of responsibility. The schedule is fluctuated in its structure and the 

purpose is that the team members should have varying tasks. Everyone in the team should 

have the same foundation of knowledge and be able to perform the all tasks. 

The Editorial team has analyzed and created list of requirements based on the needs of the 

users, and the developers now work with the tasks in the list. Content designers are working 

to assess needs and develop new requirements that need to be managed. They use different 

channels to get feedback and information from users. User testing and social media is an 

important channel for gathering of information. 

Statistics are an important tool to analyze how users actually use the website. It is also useful 

to get an overview of what the users actually are utilizing and what common thing users look 

for. The editorial team is working with analysis of the visitor statistics in order to improve the 

Usability and find new requirements that need to be addressed. 

As the name content designer suggest, the team work a lot with the content on the new web 

platform. Much of the content from the old web page has been reworked and improved. A lot 

of effort was spent to make the new texts in plain language since the old text needed to be 

rewritten. The team conducts user tests to collect and then analyze data in order to better 
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understand the users. Editorial team works with quality control to ensure that everything that 

is uploaded on the new web platform is of a high standard. The Editorial team works in an 

agile way with an adaptation of Scrum that has been refined to be better appropriate to their 

duties. (UppsalaBeta. 2014) 
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4.Application 

This is a case study together with Uppsala Municipality. A case study is considered 

appropriate as conditions for success are positive and that it is also a suitable method to apply 

for studying similar types of cases. The study is collaboration between the University and 

Municipality and not commissioned work. 

4.1Case Study 

The study aims to determine how the Development department at Uppsala Municipality has 

worked with the tasks of creating a new web platform. The Municipality has worked with the 

development to innovate and modernize online services in order to follow Swedish rules and 

regulation regarding Usability and Accessibility.  

Uppsala Municipality has several different departments in the organization working with 

different tasks. The case study however is only focus on the Development department. The 

Development department at Uppsala Municipality has been using the guidelines from the 

Swedish Användningsforum (Anvandningsforum.se. 2015) which are based on the Design 

principles of Gov.uk. (GDS-blog. 2015) 

The case study is of a descriptive sort and goes into the details to find out how developers 

perceive their work and how they reason.  Different areas are studied to determine how this 

particular group works with development and if they think they are successful. Examining 

whether the use of Design principles have served as intended and are compatible together 

with Agile development are questions are studied in the case. The Development department‘s 

work is monitored in detail to obtain rich data for analysis.  

A case study has chosen in order to be able to get a deeper source of information and not only 

scratch on the surface of the source. To be able to obtain deeper and relevant information 

from the developers, real life context together with the developers is essential to gain their 

trust and get access to daily work and routines. A case study is useful in order to identify 

obstacles and problems which the Development department faces in everyday life. To better 

understand the policies and relations with other department in the organization it is essential 

to be able to observe the Development department in real life context. Since I have little 

control over the daily events that occur, it is of importance to explore all the factors and create 

a better understanding by observing the participants. (Oates.2006) 
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Deep rather than width is the key word for this case study, to explore how the Design 

principles affect the team's work and routines. The possibility of collaboration and access to 

the natural setting has been important to conduct this study. It is a holistic study which 

focuses on how different factors are connected and the relationship between the factors. 

Rather than isolate and studying single factors out of their content, the study focus on 

examine how they affect each other in a real environment. (Oates.2006) 

Multiple sources of information and methods have been used to gather the necessary data. 

Several different people with different roles and responsibilities participate in the study. To 

obtain multiple perspectives and the different opinions of the participants, data is mainly 

gathered in form of interviewing the different members of the department. The data is in 

qualitative form with the focus of depth. (Oates.2006) 

4.2 Choices of method  

The study is based on the empirical foundation and conclusions are based on the date from 

participants‘ experience. Scientific studies of the reality, observations, interviews and 

determined facts lay the basis for the empirical study.   

4.2.1 Inductive 

The study has an inductive approach and focus on thoroughly study what the data indicates to 

build a conclusion. Information is collected, while having an open mind as possible. It is 

almost impossible to have a completely open mind, because smallest detail and previous 

knowledge influence the mind. The study does not attempt to prove or build on an existing 

theory. Instead gathered data ‗speaks‘ for itself and is the base on which the theory is 

presented. Inductive research is compatible with qualitative research and is a logical choice 

for this type of study. A qualitative case study is suitable and goes well together with 

inductive research. By keeping an open mind, the data from this study clarifies how Agile 

development and Design principles from Användningsforum are used, if they are appropriate 

together and how they influence each other according to the developers. How is the 

perception of usefulness and has been affected is also important. (Oates.2006)   

4.2.2Qualitative data  

The data in this study is of qualitative nature with the purpose of gather deeper information 

about attitude, thoughts, experience of the participants.  The data is mainly consist of the 

participants‘ experience, thoughts and believes gathered through interviews. Words and 
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phrases are assessed both separate and together to find themes and patterns that provide 

content data in the qualitative for the analysis. (Oates.2006)    

This study is not designed to calculate any result or measure any differences associated with 

quantitative analysis. That type of data in this setting would appear weak of relevant 

information and content. Quantitative data is instead more appropriate in other context and is 

more significant when the focus is at comparing numbers and figures with each other. 

(Oates.2006)   

4.2.3Grounded theory  

An application of grounded theory is used in this study since this strategy supports the 

inductive approach with an open mind. Analysis method is based on the framework of 

Grounded theory to conduct a scientific analysis based on the theory. Collected data is 

examine and processed by prepared key concepts and categorization of data. Grounded theory 

is used to organize and categorize data to create a clear strategy so that analysis of the 

collected information is conducted in an efficient manner. Grounded theory practices to 

compile data in tables which is consider being an appropriate tool in order to get a cohesive 

overview of the data. (Bryman.2012) 

The analysis application of grounded theory is used in three different steps of coding to 

transform the data into useful information and to ensure that the result is accurate. The first 

step is the Open coding of the gathered data.  After the collected material has been compiled 

and transcribed in to text, the first step is to look for terms, events, themes in the data. Specify 

preliminary concepts, labels and trying to understand the content of the text. The purpose is to 

start tracking what is being referenced in the raw body of text. (Bryman.2012) 

The second step of the grounded theory analysis is the Axial coding where categories and 

properties begin to be mapped and related to each other. Look for how different parts are 

affecting each other and analyze if there are causal relationships between properties and 

categories. Then finally start with the process of evaluating and categorizing text and data into 

a basic frame of general relationships. (Bryman.2012) 

The third and last step in the analysis is Selective coding. In this step, data from the two 

previous steps are divided into actual core categories. The separation of data started in the 

previous step is reviewed and structured into clear frameworks. All the previous categories 
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are related to the core category so that connection and factors that influence each other can be 

identified and analyzed clearly. (Bryman.2012) 

4.2.4Data analysis model 

This model is a representation of how data in this study has been processed. The model aims 

to clarify the analysis process and illustrate the different steps that are executed. 

Data has been gathered from observation and interviews together with the participants. The 

collected data is transcribed and prepared for an initial analysis to determine if the quality of 

the data is sufficient or if more detailed data is needed in order to continue with the data 

analysis. After the initial analysis, data is divided into three categories and analyzed 

separately according to the relevant fields. The results of the individual analyzes are gathered 

for a final analysis in the Compiling analysis. After the final analysis, the processed data is 

presented in the result. 

 

 

Figure 7. Data Analysis Model 
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4.3Data collection  

 The main collection method for gathering data in this project consists of qualitative 

interviews together with the Development department of Uppsala Municipality. Members of 

the Development department with different responsibilities are participating in this study and 

contribute with their knowledge and opinions to provide information and data.   

The participants are interviewed to clarify how they have utilized the Design principles and if 

it affects their work. There are questions about Usability and how both the teams and 

individuals have worked to ensure it. Scrum‘s relation to the Design principles is examined to 

determine if they influence each other. It is important to ask relevant questions during the 

interviews so that the gather information contributes to useful data in the analysis. 

Development department is also observed during this case study. In addition to the data 

collected from the interviews, data is also collected by observing the participants at their 

workplace during their daily work. Gather of data through observation is performed during 

one sprint, consisting of just over three weeks. Observations take place daily during normal 

work but also during internal meetings within department, and also meetings that the 

department has with other parts of the organization. The additional information gathered from 

the observation is compared with the result from the interviews.   

4.3.1Interviews 

Interviews are the main data generation method in this study. In order to obtain a deeper 

insight into the issues of attitude, behavior and knowledge of the participants, it is necessary 

that a qualitative approach is used so that desired sort of knowledge is acquired. Using 

interviews increases the chances of acquiring this kind of information that form the basis of 

the data needed for the analysis. (Oates.2006)   

The interest of this study is to investigate the Development department attitude and behavior 

towards the Design principles, Usability and Agile development. It is therefore useful to be 

able to ask in depth questions where the participants' responses can be clarified, questioned or 

developed even farther. This kind of results are difficult to achieve with surveys, hence 

interviews are used because it is more appropriate. (Bryman.2012) 

Interviews are suitable as data generation method when trying to obtaining detailed 

information and ask complex questions which could require complex answers. Interviews are 
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also used when exploring emotions, experience and feelings of the participants. 

(Bryman.2012) 

To carry out elaborate interviews there is a need for a certain structure.  This means that the 

interviews are of a semi-structured form. When using completely unstructured interviews the 

risk is that the connection to the important topics are lost because of sidetracking during the 

interviews. The participants can accidentally start talking about irrelevant things with no 

connection to the topic and valuable time is lost. (Bryman.2012) 

In this study, the format of the questions is semi-structured and follows a pattern based on a 

created interview template. Predetermined questions associated to the important areas of the 

study and serves as a foundation for gathering useful information. It is important that the 

interview template is carefully prepared so that the gathered data in the end is relevant to the 

research question. Although the arrangement of interview questions is of guiding nature, the 

participants still have freedom when answering these questions in their own way. 

What distinguishes semi-structured from fully structured interview questions are that the 

participant has the opportunity to comprehensively and flexibly answer the questions asked. A 

structured question instead has a predetermined number of possible answers, which is more 

reminiscent of how a questionnaire is constructed. Semi-structured interviews hopefully stay 

true to the subject, but also give the participant the opportunity to develop and clarify its 

answers and to convey its views and perception. 

4.3.2Observations  

The information gather through observations is mainly used for mapping the daily work of the 

participants and their interacting. Observations are used to examine how the Development 

department works with Agile development. How the attitude is towards the Usability and 

Design principles in the team. 

Observation as a data collection method is useful when attention to details, listening and 

watching what the participants are doing is of interest. The observation method explores 

things that often are hard to study when using methods like surveys and interviews. 

Observations provide the means to gain rich insights into the social settings of a workplace 

and a holistic explanation of what is really happening. (Oates. 2006) 
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With thorough preparation and a bit of luck will the observations facilitate the work of finding 

out about the participant's intentions and beliefs. It is also a cost effective way to carry out an 

extensive data collection without any big investments. Observations can be used as a data 

generation method together with most research strategies and is a useful supplement to other 

data generation method (Oates. 2006) 

The main focus of the observation is to study the behavior of the participants and the 

interaction between one another. During the interview the participants are able to express their 

thoughts and opinions as they perceive it. An additional benefit of using observations is that 

the participants may in reality do rather other things than what they claim or describe to be 

doing. Triangulation is used on both data from the interviews and the observations with 

purpose of confirming or discarding of the information provided from the participants. The 

reason of doing this action is to validate the collected data and the credibility of the 

participant. (Oates. 2006) 

The observation is overt, meaning that the participants are aware of that they are observed. 

This is a more ethical way of observing the participants since the have the knowledge of what 

is happening. The participants have given their consent to participate in the study.  During the 

time when the study was conducted the condition only allowed the observation to be 

implemented in an overt manner, which is also considered to be the most suitable. The overt 

observation also allows the researcher to ask the participants questions about why they act or 

do things in a certain way. It is important to keep in mind that some participants may change 

their behavior because they feel the pressure of being observed. The participant may act in a 

way considered more correct because they know that the usual way they act is improper, or 

because the participants want to portray themselves better than usual. Here triangulation 

becomes important again because data is compared and assessed. (Oates. 2006) 

The observations are conducted in the form of Participant observation during one sprint. By 

shadowing different members of the participant team to gain insight into the various roles and 

responsibilities that the team has (Oates. 2006). During the observation different participants 

are observed as they go about their daily job and routines. As researcher I participate and help 

with small thing but the goal is to not be involved in more activities than necessary, because 

there is a risk that my involvement affects the participant‘s actions in an unnatural way.  

A key element for success in the study is to be trusted by the participants. Gaining the trust of 

the team can affect how much the participants are willing to open up and act as normal at the 
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time of observation. By participating together with the team, chance of getting accepted by 

the team members is likely to increase. This is also important when it is time for the 

interviews. If the participants trust the researcher, there is a higher possibility that the 

participants provide honest answers. (Oates. 2006) 

Participant observation is performed at the same level as the participant while interacting with 

them. The observation method refers to study activities and interaction of the participants. 

Data is collected mainly through field notes describing what is happening and descriptions of 

interactions produced during the time of observation. No predefined observation schedule is 

used as in Systematic observation. Instead field notes are gathered and transcribed in order to 

facilitate analysis. (Oates. 2006) 

4.3.3 Sample strategy 

The sampling strategy for this study is straightforward. Since it is a case study together with 

the Development department of Uppsala Municipality there are a limited number of people 

with the possibility of participating. The Development department consists of two Scrum 

teams that work with different tasks. The Development team consists of seven people with 

different roles and responsibilities. The Editorial team has eight members but the difference is 

that except from the Scrum master all members of the team have the same role and 

responsibility. 

The plan procedure is to conduct interviews with all members of the development team. The 

members of the development team have different areas of expertise and different background. 

The different roles and assignment could influence the member‘s perception of Usability, 

Agile development and the Design principles. 

Since the Editorial team is structured in a different way, where all members have share the 

same role and perform the same tasks on a rotating schedule there is no fixed number of 

interviews determined in advance. Instead, interviews are conducted and evaluated to see 

when saturation is reached and thereafter stop then interviews. 

The observations are adjusted according the schedule of the participants. Depending on how 

different members of the department work, the observation process have to be adaptable and 

agile. The observations must still be planned and structured to ensure the quality. The 

participant‘s work tasks and planned activities must be taken into consideration in when 
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working with the observation. Most participants are observed and it is important to choose the 

right opportunity when performing the observation. 

4.4Application of method  

Together with the Product owner and representatives from the municipality it was agreed that 

the study would take place during one of the sprints together with the Development 

department. The sprint progress in just over three weeks. An initial e mail contact with the 

Scrum master to plan for the implementation of the study was made prior to the execution. 

Information about the study was shared with managers in Department and an initial plan was 

discussed. 

The Development department consists of two different teams, the Developer team that work 

with development and testing of the web platform. Then it is the Editorial team what work 

with the content and requirements of the web platform. They are mixed in two rooms that 

connect to each other where they work with separate tasks and also help and collaborate with 

each other daily. 

The first weeks of the study was devoted to lean the routines of the two teams and get to know 

the team members that participated in the study. During the first week observation data was 

gathered in order to map out how the work was structured and how the participants interacted. 

The first week consisted of observations from the sprint planning meetings with both teams 

when they planned the arrangement for the sprint. There were meetings with people from 

other departments of the Municipality to plan future projects and discuss relevant issues. 

Observations were conducted together with both teams, and the participants started to become 

friendlier. Field note from the first week consisted mainly of descriptions of how the 

participant worked and interacted. The first week acted as a preparation week to obtain better 

understanding of the team members and routines. The reason is also to build a relationship 

with the participants and see how they are work before starting with interviews. 

The second week continued with the observations that now focused on how the teams worked 

with Scrum and how work was organized. The data acquisition continued with observations 

of the participants and attending meetings involving the daily work. During the second week 

of the sprint, the first pilot interview was conducted with one of the participants from the 

Development team. The pilot interview aims to ensure that the questions are clear and that the 

participants understand the meaning of the questions question. Also to ensure that the right 
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questions are asked and the answers are relevant to the study. By evaluated the result from 

pilot interviews, the questions can be revised and changed if needed. (Bryman.2012)  

An interview template was used for the pilot interview where questions are prepared and 

structured. These preparations are important as it show shortage and weaknesses before the 

real interviews. In this way the mistakes can be avoided when the interview process is 

conducted (Bryman.2012).  Some of the questions needed to be amended and clarified. A few 

of the questions needed to be reorder so that would not affect the answers of the following 

questions. 

After the revision of the interview template, the first couple of interviews were arranged 

during the second week of the sprint. Two interviews were conducted with participants from 

the Development team and one with a participant from the Editorial team. 

The third and last week of the sprint focused on observing the participants work with 

Usability and Design principles. Observing how the participants work at computers and what 

they did, and briefly explain how they thought when solving problems. This week also 

contained the sprint demo.  Interviews with four of the participants in the development team 

were conducted the third week. In total six out of seven members in the Development team 

were interviewed and saturation has been reached. Two interviews were conducted with 

participants from the Editorial team, which in total meant that three out of eight members 

were interviewed. Due to the fact that the members in the Editorial team have the same role 

and perform similar tasks, saturation was reached after three interviews. 

A totally of nine interviews were conducted with the participants. Each interview lasted 

between 20 to 30 minutes. The interview consisted of three main parts which are linked 

together. During the interview the participant was sometimes asked to elaborate its answer 

and supplementary question could be asked in order to gather in depth information. 

The first part of the interview focused on Agile development and Scrum, with questions about 

attitude and experience. Question about previous experience of development methods and 

questions about the opinions of the usefulness of Scrum were asked. 

The second part focuses on the Design principles. The questions target practical use of the 

principles and the participants‘ thoughts about how they have contributed to the work. Also 

question if the Design principles have contributed to improvement or deterioration of the 

work process. 
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The third part of the interview focuses on Usability in the project. Questions in this part of the 

interview focus on activities performed to enhance the Usability. How often topics related to 

Usability are discussed in the group and the general attitudes to Usability among the members 

of the department. 

Both observations and interviews were conducted at Development department's office. 

Observations were made around the office building in several different meeting rooms and 

offices. Pen and paper was used to take field notes of events and conversations. The 

interviews were conducted in an in a secluded meeting room at the office so that the interview 

would not be disturbed. All interviews were audio recorded and additional field notes were 

taken. A computer was used for questions and with additional information such as all the 

Design principles. 

Before the interviews were conducted all participants received information of the purpose of 

the interview. All participants were informed of the right to stop the interview if they felt like. 

If the participants did not want to answer a question they did not need to. If any of the 

participants do not wish to participate in the interview the person just have to decline. The 

participants were informed why information was gathered and what the information would be 

used for and by whom it is handled. All participants are anonymous in the study and no names 

are published. Finally, they had to give their consent that the information is allowed to be 

used in this study. 
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5.Result 

The result is presented in three different sections. The first part is in the format of tables 

where questions from the interviews are presented and then each participants answer is listed 

in tables. This is to get a better overview of the answers provided by the participants. 

The second part is a general summary of the provided answers to the residual questions. 

Instead of illustrating each participant's answer, the second part is a summery and of the 

answers for each question. The general opinion of the participant is described as text instead 

of being listed in tables.  

The third part consists of the result focusing on Usability, Agile development and Design 

principles. Each area has a table composing the data associated to the area. The answers are 

not linked to the participant providing it but instead the subject area. The answers are mapped 

together with the associated area to provide a cohesive overview of the relevant answers. 

5.1Question oriented tables  

The participants were asked about their opinion of Scrum as a development strategy. All 

participants were asked, and all participants answered the question. The question aims to 

determine participants' general perception of the Scrum. 

Table 5. Opinion about Scrum 

Question What’s your opinion about Scrum? 

Participant 1 Fun and nice way of working.  

Team spirit. 

Continuous development and improvement. 

Like that we iterate.  

Important that we evaluate and improve the teamwork. 

Participant 2 I enjoy it. 

It‘s smart to iterate when developing new things. 

Rules should not be too strict. 

We need better procedures for testing. 

Would like something similar to ―work in progress‖ from kanban. 

Participant 3 I know what to do and what other team members are working on. 

Defined goals for the sprint. 

We have problems estimating the amount of points for certain tasks. 

We sometimes have stories with unclear goals. 

Participant 4 Sometimes we get stuck discussions how to follow the guidelines of Scrum instead of doing 

what is best. 

The backlog is a great tool for creating structure. 

The group has embraced the UX thinking.  

Working together in teams with good communication. 
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Participant 5 Both good and bad things. 

It‘s great that we have defined roles and responsibilities.  

We are more agile. 

We sometimes lose the focus on the main goal. 

Feels like we have to do emergency solutions sometimes.  

Participant 6 Agile and well defined.  

The various elements of Scrum all feel important. 

We calculate that we have more resources to dispose (working hours) then we actually do.   

Participant 7 Scrum is the only development strategy I tried. 

Distinct phases of deliveries with small and big goals. 

Become more difficult to plan and organize good sprint. 

Participant 8 There are many advantages. 

We can adapt the work and be agile. 

In some sprints we tend to have too many meetings. 

Participant 9 It‘s great! 

Scrum has a defined framework. 

We are still able to make adjustments.  

Important that everyone performs. 

 

The participants were asked if they consider having enough time to ensure the quality of 

Usability and User Experience during the sprint. All the participants were asked the question, 

but one participant did not provide a meaningful answer to the question. The question aims to 

determine if the participants' thinks that they have enough time, and if they are doing useful 

activities that contribute to the Usability. 

Table 6. Ensure the quality of Usability 

Question Do you feel you have enough time to ensure the quality of Usability and User 

Experience during the sprint? 

Participant 1 We work in an iterative way. 

We conduct user tests and evaluate the result.  

Improvements based on the results of the user tests. 

It is always difficult to say that the Usability is ensured everywhere. 

Participant 2 - 

Participant 3 Built into our routines. 

We take the time to make it good. 

Usability is prioritised.  

Participant 4 If someone in the team thinks we have not done enough, that one has to tell it to the rest of 

the team. 

I think we should be able to conduct more user tests. 

Perform user tests in an earlier stage of the development. 
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Participant 5 Not really. 

I think we do not always have enough time to work on Usability. 

We don't have a dedicated tester. 

Participant 6 Working with a checklist to ensure quality and Usability. 

Have discussions so everyone involved can say what they think. 

We perform user tests in earlier stages when we build bigger things.  

Participant 7 I do not think there is enough time to ensure the quality. 

Clear roles and areas of responsibilities would lead to better results. 

Participant 8 The developers need to signal if there is something we need to do more of. 

Participant 9 We could spend more time if we had. 

Sometimes the product owner prioritize a delivery and then we have to make it work. 

 

The participants were asked about their opinion of the Design principles and if they have been 

useful. All the participants were asked, and everyone answered the question in a meaningful 

way. The question aims to determine participants' general attitude towards the Design 

principles and if have been useful. 

Table 7. Design principles help you in your work 

Question Have the Design principles help you in your work? 

Participant 1 ―Start with the user needs‖ has helped me. 

It is the citizens that will use the web page. 

Make it as user friendly as possible. 

The system acts as the user expects. 

With almost everything we do, we iterate and evaluate. 

Participant 2 All the Design principles are more or less agile principles.  

I don‘t know the Design principles that well. 

The user‘s actual need should be the focus and not what we believe they need.  

Don't do everything at once, listen what the user has to say. 

Participant 3 I think that they have helped me, but maybe not in my daily work. 

I have the principles in the back of the head and unconsciously help. 

Applied more as guidelines and not as rules. 

Participant 4 Hard to say in concrete terms. 

Use them to justify why we are doing in a particular way. 

Influence how we should think when working with development. 

Participant 5 ―Start with the user needs‖ have challenged me try to understand how the user will perceive 

the function the first time they use it. 

Questioning whether parts really contribute to a better result. 

Participant 6 We don‘t need to make it perfect the first time. 

Building things as easy and simple as possible from the beginning.  

Follow existing standards. 

Gather feedback and then make improvements. 
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Participant 7 Start with the user needs are important, it is easy to lose track of the needs. 

The principles have been central part of the work. 

The whole project is based on the principles. 

The principles have created a fundamental concept to start from. 

Participant 8 Design with data because we have argued a lot with the organization. 

Certain principles have permeated our work more than others. 

Becomes more clear when we work with larger tasks 

Participant 9 We followed the principles for so long that it is now difficult to distinguish between Scrum 

and the Design principles. 

Motivate and explain to people in the organization why we have chosen the solutions we 

have 

 

The participants were asked which Design principle they consider to be of importance and 

what principles they thought have been useful when working in this project. All participants 

were asked the question, and everyone answered it. The question aims to determine which 

Design principle that has been important in the project and if the team share same vision of 

the Design principles. 

Table 8. Principles consider to be of importance 

Question What principles do you consider to be of greater importance? 

Participant 1 ―Start with the user needs‖ is an essential one. 

Iterate and then evaluate. 

"Do the hard work to make it simple" and useful to the user. 

Participant 2 ―Start with the user needs‖ has been a leading line. 

―Do less‖ has become a consequence of listening to the user. 

we are trying to improve and gather better data and work more with it. 

Participant 3 We are focusing mainly on the needs of the user and not the needs of the organization.  

Participant 4 Based on the needs of the user is important. 

Participant 5 ―Start with the user needs‖. 

Participant 6 ―Iterate. Then iterate again‖ is important.  

―This is for everyone‖ is also important. 

Participant 7 Start with the user needs is important. 

―Design with data‖ is equally important. 

They are connected, we need data to analysis the needs. 

Participant 8 ―Start with the user needs‖ is the one we are mostly talking about. 

―Design with data‖ has been important when motivating our work. 

We iterate all the time. 
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Participant 9 Start from the user needs and not the business, has been very important. 

 

The participants were asked if they consider that the Design principles had affected the way 

the team worked with Scrum. All participants were asked the question. One participant did 

not provide a logic answer to the question. The question aims to determine if the participants 

considered that the Design principles and Scrum are compatible with each other. 

Table 9. Affected the way you work with Scrum 

Question Have Design principles affected the way you work with Scrum? 

Participant 1 - 

Participant 2 Feels like Scrum has influenced the Design principles. 

Scrum has existed for some time now. 

Feels like the Design principles have an agile approach and are inspired by agile methods. 

Participant 3 I cannot think of anything that it affected. 

Participant 4 We have not modified our processes based on principles. 

Principles in the back of the head and indirectly affects. 

May have affected how we work with the Scrum without that we thought about it. 

Participant 5 Do not believe it have affected the way we worked with Scrum. 

Done more user tests than ever before. 

Participant 6 There is nothing that I can think of. 

Participant 7 Design with data requires knowledge in the team and we need to learn new systems. 

Participant 8 Works fine, have been no conflicts. 

Principles have probably not affected the way we work with Scrum. 

Participant 9 A fusion of the principles and procedures when we work with them. 

They go hand in hand, Iterate is a perfect example. 

Followed principles so long that it is difficult to distinguish between Scrum and Design 

principles anymore. 

The principles influence our work, Make things open - we are blogging. 

 

The participants were asked if they consider that the Design principles have had an affected 

on the Usability and User Experience in the project. All participants were asked the question. 

One participant did not provide a meaningful answer to the question. The questions aims to 

determine if the participants considered that the Design principles have been useful and 

contribute to a better end result. 
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Table 10. Principles affected the Usability of the web page? 

Question Have Design principles affected the Usability and User Experience of the web 

page? 

Participant 1 The user will think that content and features are easy to understand and use. 

Design principles and interaction design are very close to each other. 

Participant 2 Trying to think of Usability as I write code. 

It should be responsive. 

Working with testing is important. 

Participant 3 I do not check them off the list no 

Participant 4 The team has better accepted it and think highly of UX. 

The principles have influenced indirectly. 

Principles have been great help to me in my role. 

Get everyone to think about the User Experience more responsibly. 

Participant 5 The objective is to improve Usability. 

We have received comments from users, not been many that have had problems. 

Participant 6 Include everyone and iterate have helped me in daily work. 

Build it simple from the beginning no matter the platform. 

I believe it will lead to better and more accessible for everyone. 

Participant 7 - 

Participant 8 I think the result had been the same anyway. 

We have follow standards for public authorities. 

The usage of Design principles has not been a disadvantage. 

Participant 9 Associated with that we are making brave decisions based on the principles. 

Usability is based more on the whole system and product. 

 

The participants were asked if they consider that any Design principles had affected the work 

process in a negative way. All participants were asked the question. One participant did not 

provide a meaninful answer to the question. The question aims to determine if the participants 

considered that the Design principles have been obstructing or creating problems when 

working with the project.  

Table 11. Design principles that have created problems? 

Question Are there any Design principles that have created problems? 

Participant 1 I have not experienced any problem. 

Great to seek support from, and use them for motivation.  

Participant 2 - 
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Participant 3 Do not think there are any problems. 

Serves as guidelines and guiding principles. 

We must not always meet all the requirements, but we need to be aware that we miss 

someone. 

Participant 4 Have not created any problems so far. 

We do not follow the principles word by word. 

I do not sit and think about which principle applies to the "user story". 

Participant 5 No I cannot remember any problem. 

Participant 6 None of the principles is unnecessary. 

―Do the hard work to Make It Simple‖ is hard sometimes. 

Participant 7 Hard to be active and blogging with the staffing and way we work. 

Hard to see what ―Make things open‖ provides sometimes. 

Design with data require competences in the team, we need to learn new skills. 

Participant 8 Have not been any conflicts with what we do. 

Participant 9 I have not thought about any conflict or weaknesses, we have focused on the strengths they 

have given us. 

 

The participants were asked what they did in their daily work to improve the Usability and 

User Experience for the user. All participants were asked the question, and all participant 

answer the question. The question aims to determine what activities the participants consider 

contributing to the Usability.  

Table 12. What do you do in your daily work to improve the Usability? 

Question What do you do in your daily work to improve the Usability and User 

Experience for the user? 

Participant 1 We try to base our work on what Gov.uk previous results. 

GDS shares their results and are "open". 

We look at User tests & statistics. 

Participant 2 Ensures that it works in different devices and browsers. 

Ensures that what I do is responsive. 

Participant 3 Provide information to the developers. 

Produce understandable text that is easy to read no matter the user. 

Keeping an eye open for bugs. 

Participant 4 I do mockups and sketches. 

Trying to be available and helps developers when needed. 

Participant 5 Be consistent so it matches with the design. 

Follow already definite structure. 

Be able to justify why I made it in a particular way. 
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Participant 6 Ensures that we comply with the requirements we set for web browser and support the use of 

different devices. 

That it works in different resolutions and looks good. 

Participant 7 It‘s a tricky question. 

Participant 8 We do some collaboration with municipal info. 

Gather requirements and check old requirements. 

Social media is a source for it and we try to be active there 

Participant 9 Code review to check availability. 

Following up of processes that require quality assurance. 

Moving activities on the storyboard and make sure we do not miss any activities. 

 

The participants were asked how often topics related to Usability and User Experience are 

discussed in the team when solving problems and working with development. Seven out of 

nine participants were asked this question and all participants answered the question. The 

question aims to find out how much the subject of Usability is discussed and how important it 

is to the team when working with development. 

Table 13. How often do you discuss Usability? 

Question How often do you discuss Usability and User Experience with the team? 

Participant 1 Quite a lot of discussion about design. 

Sometimes "we try this" then we evaluate it later to see the result. 

Participant 2 All the time, I think. 

Topics like ―how the user will perceive and use it‖. 

Generally, we are not discussing the architecture or technical aspects so much. 

Participant 3 Very often. 

Participant 4 We do this often when we work with mockups and design sketches. 

We discuss how the Usability could be affected by a possible change. 

Participant 5 Spending much time to motivating things to the internal organization. 

We do not discuss it enough. 

It would be good to always have updated data when we discuss solutions. 

Participant 6 We have discussions so everyone involved can provide feedback. 

Depends on what we are building. 

If new features require much effort by the user, it will be more discussion. 

It is great that we have many people involved in testing. 

Participant 7 I feel that the discussions are more focused on the content and not appearance or function. 

We are still discussing what should be included and not to be. 

Participant 8 - 
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Participant 9 - 

 

5.2General answers and opinion from the interviews 

For a number of interview questions most of the participants provided similar answers and 

shared opinions. The answers from the participants are composed into shorter paragraphs, 

instead of presented in tables as previous section. 

5.2.1Complete all the stories during the sprint?  

The participants were asked if they think that they complete all the tasks that they commit to 

during the sprint. 

The participants‘ general perception when asked if they think they complete all tasks and 

stories in a sprint are that most often do so. ‗Almost everything is done at the end of a sprint, 

it can sometimes be some small thing left to adjust‘. ‗Most time we are done with everything 

we set up to do at the end of the sprint.‘ The general perception in the team is that all tasks are 

complete at the end of the sprint, but some of the participants admit that a few small things 

sometimes could be left to close at the end of sprints. 

Some of the participants mentioned that they sometimes add extra task due to lack of 

assignments at the end of the sprint. This may vary from sprint to sprint. It happens that the 

Product owner sometimes asks to prioritize differently during the sprint, if important task 

comes up and needs to be dealt with fast. 

5.2.2Do you feel stressed at the end of the sprint? 

The participants were asked if they feel stressed when working with the project. The general 

perception was that the participant rarely felt stressed. Several of the participants said that the 

pace of work was pleasant.  One participant said ‗Feels like we are in control and do not need 

to stress‘.  

Some participants said that it sometimes it can be stressful just before big releases at the end 

of a sprint. The Scrum master confirms that tensions sometimes can rise at the end of sprints 

when things need to be done, and team members show small signs of stress. 

The general perceptions of the participants are that quality is more important than the release 

date, and that they rarely felt stressed when working in the team. 
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5.2.3Experience of other development strategies?  

The participants were asked if they previously tried other development strategies. Merely a 

few had previous experience of the traditional Waterfall method and just one had worked with 

Kanban. Majority of the participants had no experience working with named strategies other 

than Scrum.  

Some of the participants had previously worked in other industries or recently graduated from 

University and this was the first job in the industry.  Scrum was the most common practice in 

which most participants had knowledge in and previous experience. 

5.2.4Productivity or Usability?  

The participants were asked what is more important Productivity or Usability when working 

with development. Majority of the participants immediately reply Usability. Participants 

answered that ‗If the Usability is poor we cannot launch it‘, ‗cannot rush so that things get 

poor‘ and ‗delay launch until it is perfect‘.  

Next question was how much more important Usability was. To what point could a function 

be delayed due to not perfect Usability. Participants now had different opinions of how 

important Usability is. Some of the participants said that things could be postponed for one 

sprint if the Usability was poor. Other said that it should take as long time as it was needed. If 

it was considered important, other activities could receive lower priority in order to solve the 

important problem. Another answer was that developers are focused on productivity and that 

interaction designers focused more on Usability and they divide the work. 

The general perception was that Usability is more important, but when asked how much more 

the responses varied among the participants. 

5.2.5Is someone responsible for the Usability and User Experience?  

The participants were asked if anyone was responsible of the Usability in the project.  Several 

of the participants answered that the members of the team working with interaction design 

were responsible for the Usability and User Experience. The deputy product owner is a part of 

the Development team and this person work as an interaction designer, therefore this person is 

considered to be responsible for Usability by some of the participants. Majority of the 

participants said that the entire team shares the responsibility of Usability, but some members 

have more responsibility than other due to the roles and assignments in the project. The 

participants' general perception were that the entire team has a shared responsibility to ensure 
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the Usability, but many of the participants agree on that the team members working with 

interaction design have an additional responsibility to ensure the Usability and User 

Experience in the project. 

5.2.6Has the team embraced the Design principles? 

The Scrum masters and Deputy Product owner were asked how well they think that the 

department has embraced the Design principles. They agreed on that the teams have embraced 

the Design principles quite well. The principles have been useful when working and 

discussing with people in the organization and other departments. The Scrum masters and 

Deputy Product owner believes that the Design principles have improved the teams‘ ability to 

analysis problem from the user‘s perspective and that the members in the department have 

adopted the design principle in a good manner. They agree that details have been subject of 

discussion sometimes, but often there is no problem.  

5.3Subject oriented result  

The last part of the result illustrate provided answers associated to the three main areas of the 

study in separate table. Some of the questions appear in more than one table, and this is 

because the question provides ranging answers that are relevant to different areas. A question 

may be significant for both Usability and Agile development aspect; therefore answers are 

related to the different areas according to the answers relevance. The difference in this section 

compared to the tables in 5.1 is that irrelevant answers are sorted out. Instead of having a 

starting point focusing on the participant, the tables in this section focus on the main areas. 

5.3.1Result Usability 

Usability table is the first table to be illustrated with the provided answers sorted. Questions 

and answers relevant to the Usability area are organized in a table to provide an overview.  

 

Usability Questions Answers   

What’s your opinion about 

Scrum? 

Continuous development and improvement. 

Need better procedures for testing. 

We do emergency solutions sometimes. 

Lose the focus on the main goals. 

Do you feel you have the time 

to ensure the quality of 

Usability and User Experience 

during the sprint? 

Work iterative. 

Difficult to ensure everywhere. 

Built into our routines. 

Take the time to make it good. 

If not, have to tell the rest of the team. 
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Not really. 

Not always enough time. 

Checklist to ensure quality and Usability. 

Clear roles would lead to better results. 

Spend more time if we had. 

Have the Design principles 

help you in your work? 

Make it as user friendly as possible. 

System acts as the user expects. 

Try to understand how users will perceive it. 

Easy and simple as possible from the beginning. 

Feedback and make improvements. 

User needs are important. 

What principles do you 

consider to be of greater 

importance? 

Start with the user needs. 

Do the hard work to make it simple for the user. 

This is for everyone. 

Design with data. 

Have Design principles 

affected the Usability and User 

Experience of the web page? 

Content and features are easy to use. 

Think of Usability when coding. 

Should be responsive. 

Team thinks highly of User Experience. 

Influenced indirectly 

Simple from the beginning, no matter platform. 

More accessible for everyone. 

What do you do in your daily 

work to improve the Usability 

and User Experience for the 

user? 

GDS shares their results and are "open". 

Look at User tests & statistics. 

Ensures that it works on different devices and 

browsers. 

Understandable texts that is easy to read. 

Mockups and sketches. 

Consistent so it matches with the design. 

Operate in different resolutions. 

Social media is a source of information. 

Code review. 

Check availability. 

How often do you discuss 

Usability and User Experience 

with the team? 

A lot of discussion about design. 

"We try this" then we evaluate it later. 

All the time. 

―How the user will perceive and use it‖. 

Not discuss the architecture or technical. 

How Usability could be affected by a possible 

change. 

Depends on what we are building. 

Features require much effort by the user. 

Table 14. Usability result 
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5.3.2Result Agile development 

This table contains the questions and provided answers concerning the Agile development 

area. Data is sorted and organized to provide a better overview and facilitate analysis process. 

Agile 

Development  

Question Answers   

What’s your opinion about 

Scrum? 

Improved team spirit and teamwork. 

Fun. 

More agile. 

Distinct phases of deliveries. 

Smart to iterate. 

Create structure. 

Both good and bad things. 

Lose focus of the main goal. 

Problems estimating the amount of points. 

Difficult to plan and organize. 

Stories with unclear goals. 

Clear roles would lead to better results. 

Stuck discussing how to follow the Scrum. 

Miss calculates number resources to dispose of. 

Do you feel you have the time 

to ensure the quality of 

Usability and User Experience 

during the sprint? 

Work iterative. 

We do user tests – we need more tests. 

Not really enough time. 

No dedicated tester. 

If we had more time 

What principles do you 

consider to be of greater 

importance? 

Iterate and iterate again. 

Iterate and then evaluate. 

Start with the user needs. 

Have Design principles 

affected the way you work 

with Scrum? 

Scrum has influenced the Design principles. 

Scrum has existed for some time.  

Not think of anything that it affected. 

No modification of Scrum. 

Nothing I can think of. 

They go hand in hand. 

Principles have not affected the work with Scrum. 

What do you do in your daily 

work to improve the Usability 

and User Experience for the 

user? 

Collaboration with other departments in the 

Municipality. 

Provide information to the developers. 

Helps the developers when needed. 

Gather new requirements and check old ones. 
Table 15. Agile development result 
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5.3.3Result Design principles 

This table contains the questions and provided answers concerning Design principles. Data is 

sorted and organized to provide a better overview and facilitate analysis process. 

Design 

principles 

Questions Answers   

What’s your opinion about 

Scrum? 

Iterate is useful. 

Know what other team members are working on. 

Do you feel you have the time 

to ensure the quality of 

Usability and User Experience 

during the sprint? 

Conduct user tests and evaluate the result. 

Improvements based on the test results. 

Perform user tests in earlier stages. 

Have the Design principles 

help you in your work? 

Clarifying the citizen‘s view. 

We iterate. 

Don‘t know the Design principles that well. 

User need should be the focus. 

Helped me, but maybe not in my daily work. 

Back of the head. 

More as guidelines. 

Questioning if things contribute to a better result. 

Easy and simple from the beginning. 

Project is based on principles. 

Becomes clear when work with large tasks. 

Followed the principles for long time. 

To motivate and explain for people. 

How we should think when working with 

development. 

Include everyone and iterate have helped. 

What principles do you 

consider to be of greater 

importance? 

Start with the user needs. 

Design with data. 

User needs is important. 

Iterate and again. 

Do less by listening to the user. 

 This is for everyone. 

Start from the user needs. 

Have Design principles 

affected the way you work 

with Scrum? 

Scrum has influenced the Design principles. 

Design principles have an agile approach. 

I cannot think of anything it affected. 

Have not modified our processes. 

Done more user tests than ever before. 

Back of the head and indirectly affects. 

Nothing that I can think of. 

We need to learn new technology. 

Fusion of the principles and procedures. 

Principles influence our work, we blog. 

Have Design principles 

affected the Usability and User 

Experience of the web page? 

User should think that it is easy to use. 

Design principles and interaction design are close. 

Think of Usability as I write code. 



53 

 

Do not check them off the list. 

The team thinks highly of User Experience. 

Think about User Experience more responsibly. 

Improve Usability. 

Result had been the same anyway, follow 

standards for public authorities. 

Brave decisions based on the principles. 

Are there any Design 

principles that have created 

problems? 

Not experienced any problem. 

Use for motivation instead. 

Not always meet all the requirements. 

I cannot remember any problem. 

―Do the hard work to Make It Simple‖ is hard 

sometimes. 

Hard to see what ―Make things open‖ provides 

sometimes. 

No conflicts with what we do. 

We have focused on the strengths. 

Table 16. Design principles result 
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6.Conclusion 

In the conclusion, the analyzed data from the interviews and observation is presented and 

discussed. The result of the three questions about how the Design principles have affected 

both the Agile development and the Usability are discussed in section 6.2. In section 6.1 the 

description of how the participants work with Agile development is presented.  

6.1Agile development approach 

To analyze the department‘s work with Design principles and Usability, it is important to 

understand how the department works with Agile development. This section describes the 

result of the observations and interviews and aims to describe what the participants daily work 

look like.    

6.1.1Application of Agile development  

The two teams both use Scrum as method to organize their working processes around. The 

teams have traditional approach to Scrum. The teams create stories and assign tasks related to 

the stories, conduct meetings and workshops associated with Scrum procedures. Daily Scrum 

and morning stand up meetings are performed every morning where participants explain what 

they have done and plan to do next. The Sprint planning is organized on a whiteboard and 

post-it notes are moved around the board to illustrate the progress. The two teams sit together 

in two rooms next to each other which facilitate quick communication and teamwork. The 

teams conduct sprint demos together with the Product owner and sometimes other people 

from the organization. The big and important progresses from the sprint are demonstrated 

during the sprint demo at the end of the sprint. The teams have their separate sprint 

retrospectives where they evaluate the sprint and give feedback to each other. A sprint usually 

starts with a sprint planning meeting where stories are assigned points depending on 

complexity of the task. The team agrees on how many points to commit to and plan for the 

sprint.  

General opinion about Scrum among the participants is that Scrum has contributed to a good 

team spirit and better teamwork among the participants. It is considered to improve the 

department‘s ability to work agile and the participants think it is motivating and fun way of 

working. Scrum‘s way of using distinct phases such as sprints with planned deliveries is 

considered to be a well-liked aspect. Scrum contributes to a more organized development 

team and creates structure. Some of the participants admitted that they have had problems 

estimating the amount of points to commit to during sprints. The participants claim in most 
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cases, that all tasks and stories are completed at the end of the sprint. Sometimes there could 

be a few small things left to finish off when the sprint end but almost all stories and task are 

done. The participants rarely feel stressed at work and they perceive working pace to be good. 

The Scrum master sometimes detects some tension of stress among the members at the end of 

sprints, but it is considered only to be moderate stress which is not damaging the quality of 

performance. 

The Editorial team has both good and bad experience with Scrum. It makes the team more 

agile and more ready to handle changes. Scrum is adaptable and they choose to use it as 

strategy and also to better cooperate with the other team as well. Another positive aspect of 

using Scrum is the possibility to divide tasks into smaller sub-tasks and break large tasks 

down to manageable parts. 

The criticism of Scrum is the difficulty to plan and organize work when it comes to editorial 

related tasks. Stories with unclear goals and lose definition of done is sometimes a problem. 

According to the participant the team sometimes loses the focus on main goal. 

Teams that work with purely editorial task are not commonly using Scrum according the 

participants of the Editorial team. And this could be one of the reasons why the Editorial team 

experiences some problem working with Scrum, since it may not support all kind of tasks that 

is associated in the editorial work. 

Something that may differ from the more commercial system development is that the 

department itself has a high influence on the priority of tasks. The teams are often able to 

determine the priority of tasks in the sprint backlog. Since the Deputy Product owner is part of 

the Development team, this person is able to influence the priority of tasks and decide what is 

important if the Product owner has no objections. 

Something that was noted during the observation was the strong focus on Usability among the 

participants and this was confirmed in the interviews as well. Many of the team members 

consider that Usability has a high priority and if one part of a feature is not usable, the team 

should postpone the release until the Usability problem is resolved. This can be argued that 

this is contrary to the Agile development encourages since Agile methodology strives to 

always deliver functionality. Working software is primary measure of progress and if a 

feature is working but the Usability is somewhat poor it still should be released. Improvement 
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by iteration is then strategy to solving the problem of poor Usability. (Agilealliance.org. 

2015) 

6.1.2Deputy product owner 

The team has a strong focus on Usability and seems to be willing to put the delivery deadline 

aside to ensure the quality of Usability. One reason is that mangers in the team, such as Scrum 

masters and Deputy Product owner strongly advocate the importance of Usability. In this case 

the Deputy Product owner assists with both traditional tasks such as handling the backlog, but 

also promotes the focus and importance of Usability among team members as well as staff 

from other departments.  

The Deputy Product owner is also an interaction designer and part of the Development team. 

This could be one of the reasons why Usability is an essential part of the project with high 

priority. The Deputy Product owner has an important role since many tasks revolves around 

the problem of Usability. The Deputy Product owner is also one of the major advocates of the 

Design principles, and was the one to first discover and introduce the principles to the team 

before even Användningforum brought attention to them up as guidelines. (UppsalaBeta. 

2014) 

 

Figure 8. Model of Development Department 
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Reconstruction of Development department, showing the two Scrum teams, Deputy Product Owner 

and Product Owner. Arrows represent the channels of communication. 

 

6.2Conclusions based on the observations and interviews. 

In this section the research questions are addressed to provide a conclusive conclusion of the 

study. The conclusions are based on the results of the analyzed data combined from 

interviews and observations. This section consists of three parts where the result of each 

question is presented separately.  

6.2.1Have the Design principles influenced the team's perception of Usability? 

According to the results of interviews and observations, it is concluded that Design principles 

affect how the participants work with Usability. The most evidential factor is that almost 

every participant claimed that ‗Focus on the needs‘ is the most important Design principle of 

them. The strong focus on the user needs suggest that the participants have an awareness of 

Usability aspects. This is confirmed in both interviews as well as the observations. Usability 

related problems are often discussed among the participants during daily and this is confirmed 

in the interviews, where the participants claim to often discuss Usability related topics.  

The Design principles have clarified the importance of Usability by increasing the awareness 

of Usability among the participants. Through the implementation of more user tests, the 

participants have gained better understanding of how users perceive the web platform and its 

features. With this knowledge the participants strive to continue the improvement of user 

friendliness and improve the Usability.    

The Design principles have an effect on the department‘s attitude and awareness of Usability 

according to the data. The Design principles contribute to a better understanding of user needs 

which increase the awareness of the importance of Usability. It cannot be excluded that there 

are also other factors that affect the perception of Usability among the participants. The 

participants have a positive attitude towards Usability and believe that it is important to 

ensure high quality before releasing features to the user.  

Even though a few of the participants claim to not know the principles that well, most of the 

participants thinks that the Design principles have been a core part of the project. The 

principles have been merged into the routines of the daily work and act as guidelines of how 

the members of the Development department should think when working with development.  
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The Design principles have been used to motivate the importance of use focus and convincing 

other departments of the Municipality why the development team sometimes have put the user 

needs in front of the own organization. The Development department has been able to make 

brave decisions with the help of the Design principles. 

According to the participants there have been a lot of conversation and discussion about 

design among the members of the department and often questions with focus on Usability are 

raised. But not all of the participants agree that the Design principles have played such an 

important part of the development. One participant thinks that the same result would be 

achieved without the principles. By following the standards of WCAG (W3.org. 2008) and 

standards for public authorities this participant thinks that they would achieve a similar result.  

6.2.2How appropriate have Design principles been to adopt when working with 

Agile development strategy? 

Based on the data from the interviews it is concluded that the Design principles are 

compatible together with Agile development strategies, in this case Scrum. The Design 

principles and Agile development are based on the same fundamental values of working 

iterative with continuous improvement. Participants suggest that the Design principles are 

based on the values of Agile development since they share many values. The Design 

principles do not have any direct impact on Scrum that requires changes of work related of 

procedures according to the data. 

Several of the participants claim in the interview that they believe the values of Agile 

development has influenced the structure of the Design principles and that the principles have 

an strong relation to the agile approach.  One argument is that Scrum and Agile development 

have existed for some time and that the Design principles are fairly new compared to the agile 

approach.  The Design principles and Scrum is considered to be strongly related and sharing 

similar values.  

The participants describe a fusion between the Design principles and work procedures that has 

evolved during the time of the project. The principles are in the back of mind of the 

developers most times and indirectly affect the work. 

When the participants were asked if the Design principles have had any impact on the 

department‘s working procedures with Scrum, several of the participants could not remember 

or think of any specific impact or change. The participants claimed that they had not modified 
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Scrum in any way due to the Design principles. The participants did not think there were any 

conflicts between the activities performed by the teams and the Design principles. 

But not all participants agree that all of the principles have been useful. Do the hard work to 

make it simple can be time consuming and require a lot of effort and even contradict the agile 

values of working iterative when developing features. ‗It take a long time before things get 

launched and it does not feel like we follow the agile approach‘ one participant said. Another 

participant believed that spending time writing on a blog and Make things open could 

sometimes be a waste of resource, instead more important activities should be prioritized. 

According to the data from the observations there is a conflict between the Design principles 

and Agile development. The focus in Agile development of continuous production of 

functional code is put aside to instead focus on high quality Usability. This in turn delays the 

release of new features because the Usability is considered poor even though the features 

work as intended. This is considered to be contrary to the value continuous delivery and 

improvement in Agile development. 

6.2.3How does the team perceive the Design principles effect on Agile 

development, and have it contribute to the focus of Usability in Scrum? 

The Design principles affect the Agile development process in such way that activities that 

promote Usability have a higher priority and the importance of Usability is emphasized in 

development process. 

Based on the data it is concluded that communication and teamwork are improved in the 

department. The Design principles have been referenced to justify brave decisions regarding 

the development and convince other departments in the organization of the importance of 

Usability. The Design principles have helped to encourage the importance of Usability in 

Agile development among the developers. The principles have been included in the routines 

and act more as guidelines in the back of the mind according to the data. 

According to the data, more user tests are conducted and information is gathered to analysis 

statistics and user habits. Activities to better understand the user are prioritized and 

implemented, which in turn leads to higher Usability. By understanding the user‘s perception 

and opinion of a feature, the developers can use this data to improve the design. 

Improvements are made based on gathered data and iterative work. 
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General view of Usability among the participants is that the user has a central and important 

position in the development project. The Development department has certainly embraced the 

main principle of focusing on the needs of the user. Almost every participant mentioned that 

user needs as one of the indicative focuses of their work.    

The participants believe that they have achieved an increased level of Usability on the new 

web platform. By working agile and using the Design principles they have achieved important 

goals and objectives which have resulted in a higher Usability on the new web platform. The 

extensive focus on the user has contributed to conversations and discussions concerning 

design structure and what features that should be prioritized and improved during sprint 

meetings. Everyone involved in the project is able to suggest solutions and share opinions. 

The Development department aims to continuously improve the Usability by working 

iterative and study how the user perceives new features and changes to existing ones. 

The common opinion in the department is that Usability is highly prioritized, but one third of 

the participants experiencing that they do not do enough to ensure the Usability quality, due to 

lack of time during the sprint. The same participants were willing to spend more time on 

Usability related activities if possible. 

A majority of the participants claimed that Usability is more important than delivery 

deadlines, since if a feature has poor Usability it affect the User Experience. The participants 

expressed a shared responsibility to ensure the Usability, but that the Deputy Product Owner 

together with interaction designers had a greater responsibility in addition to the others. This 

is not officially decided or written down but instead the shared opinion of the teams. 

By following the Design principles the department has facilitated and improved the Usability 

on many parts on the new web platform. Better use of mockups and sketches contributes to a 

design that is more consistent and corresponding to users' expectations. The system acts as the 

user expects it and features are easy to understand and use. Content on the web platform 

should be easy to read and understandable. The Web platform has been made responsive and 

has better accessibility compared to the old website. This is done by gathering data from user 

tests and statistics. New content is based on analyzed data to better satisfy the needs of the 

user with more relevant information. 

The Design principles have contributed in other ways also. The principles have improved the 

attitude and increased the understanding of Usability importance, according to a participant 



61 

 

with management roles in the department. This is confirmed by other participants that 

mention they think more about User Experience when working with the code and 

development. The team thinks highly and more responsibly of the importance of User 

Experience and ensure it take the time needed to ensure Usability. 

The participants emphasize four Design principles which are particularly important during 

Agile development project. These are Start with the user needs, Iterate, Design with data and 

Do the hard work to Make It Simple. These principles are considered to have the greatest 

impact on Usability. The participants states that following the Design principles have resulted 

in both new activities and improvement of old ones to facilitate the development process. 

More user tests than ever before have been performed during the time of the project in order 

to gather information about the user. There has been a variation of users participating in the 

user testing and this to improve the Usability for a bigger audience. 

Usability awareness has been emphasized by focusing on the user needs and this has 

contributed to that the developers in the department think more of Usability aspects when they 

write code and work with design according to participants. Include everyone and work 

iterative the are two Design principles that also have helped contributing to better Usability 

according to the participants. Start from the user needs and trying to understand how users 

perceive it is likely contributing to a system with high user friendliness and Usability. 

Collecting feedback in order to base improvements on the new data is likely contributing to 

greater Usability. 

 

6.3Discussion 

In this section the result of this study is compared with relevant research in the area to clarify 

similarities and differences between different research results related to this study. 

Cajander says that “emphasis on the user perspective should be strengthened if the 

responsibility for working with Usability is clarified and communicated explicitly. Stating 

that the responsibility for Usability should be shouldered by the entire team does not clearly 

enough distinguish how the user perspective should be integrated to promote good Usability.‖ 

(Cajander et al. 2013)  

In this study there is a combination of shared responsibility among the members in the 

department and that the interaction designers have an additional responsibility. None of the 
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participants are appointed to be responsible for Usability in the project, but members of the 

team have assumed responsibility. The data suggest that prominent members in the team have 

interest in Usability, and thereby ensure that that it is not neglected during the development. 

Cajander claims in her research that developers will consider the user perspective in Scrum 

projects, if the team finds Usability necessary. If there is no explicit support or demands for 

Usability during the development process, it may be neglected by the team. Unless the Project 

owner or development managers have a specific interest in, or demands a certain level of 

Usability (Cajander et al. 2013). In this study both the Product owner and Deputy Product 

owner have an expressed interest in Usability. The use of Design principles and advocacy of 

their importance together with supporting managers are according to the data in this study two 

important reasons why so many of the participants have  high opinions of Usability and its 

crucial importance to the project. By incorporated the Design principles in the Agile 

development, the data suggest it has emphasized a shared interest for Usability among the 

members in the department. Cajander suggests that changes should be made in agile projects 

to better integrate the user perspective, since the user perspective in Scrum is existing but not 

explicit (Cajander et al. 2013). This fits well with what Cajander claim and the conclusion 

from this study seems to be compliant. 

Lárusdóttir et al (2012) also address the problem that may occur if there is a lack of 

responsibility associated with Usability in agile teams. If no member in the team is willing to 

take the responsibility of the overall Usability, this likely have a negative impact on the end 

result and the level of Usability of the system. Lárusdóttir et al concludes that the big picture 

of Usability is missing because of the lack of responsibility for Usability and User Experience 

in Scrum projects. The results of this case study suggest that managers in the department are 

successfully delegating Usability related tasks among the team member and ensure that tasks 

involving Usability improvements are prioritized during the sprints. Even though there is no 

appointed person responsible for Usability in the department. The Design principles together 

with the participant‘s awareness of the importance of Usability are suggested based on the 

data to be the reason way the department are successful in their development work. 

Ungar (2008) claims that a clear and visible design vision minimize unnecessary work of 

redoing things during development and illuminates early integration issues. Team members 

have a better understanding of the key design goals of the product to facilitate decision 

making involving design (Ungar. 2008). Based on the result from this study, the Design 
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principles have acted as a tool to emphasizing the Usability aspects and the design vision. The 

Design principles have clarifying the importance of achieving high Usability and helped the 

department to always have the design vision in their mind during the project.  

Kane (2003) writes that none of the major Agile development methods explicitly incorporates 

a Usability approach in practices. Kane suggests that by incorporating Usability engineering 

techniques as part of an Agile development methodology can improve the Usability of 

software. This in resemblance to what Ungar (2008) says can be confirmed in this case study 

by the data of what the Design principles have accomplished. The Design principles can be 

considered as a Usability engineering techniques, and have been a tool to overbuild the gap 

between Agile development and Usability.  

Singh (2008) proposed a U-Scrum methodology specifically to improve Usability in 

development projects. In U-Scrum there are two Product owners, one focusing on Usability 

and the other Product owner work with more traditional task. The result from Singh‘s study 

shows that U-Scrum yields an improved Usability compared to traditional Scrum (Singh. 

2008). The Development department in this case study has implemented a similar solution 

with a Deputy Product owner, but it differs from U-Scrums approach where one product 

owner focuses solely on activities related to the Usability. The difference is that the Deputy 

Product owner in this case also work as interaction designer and is part of the team involved 

in the development process as much as the other developers. The Deputy Product owner in 

resemblance to U-Scrum‘s Usability Product owner have a distinct focus on Usability aspects 

of the project and to raise issues regarding activates related to the Usability. Deputy Product 

owner is a strong advocate of Usability and one of the members with greatest knowledge of 

the Design principles among the participants. This person has facilitated the adoption of the 

Design principles and Usability awareness among the members of the department according 

to the data. 

 

6.4Limitations  

The data collected for this thesis is based on Uppsala Municipality development project. The 

working conditions of Uppsala Municipality development project may differ to the conditions 

of other municipalities and public authorities in Sweden due to difference in priority and 

resources. Authorities are of different size with different means and have different areas of 

responsibility. This affects how resources are used and how different activities are prioritized.   
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This case study is conducted at a later stage of Uppsala Municipality‘s development project of 

the new web platform. This means that information and data from the early part of the 

development project consists of Uppsala Municipality‘s own documentation. A Development 

blog and some documents are the main source of information about the history of the 

development and project. During the case study it has been important to confirm the validity 

of the information from the development blog and documents to assure that information is 

correct. There is still a risk that information from the Development department at Uppsala 

Municipality is bias since the developers have written the blog and documents themselves. 

The information is compared with data from observations and interviews so that the validity is 

assessed.  

The collection time of data is only one sprint. This is a weakness in this study since 

observations and interviews only were conducted during a time period of three weeks of the 

entire project. A desirable scenario would have been to interview and observe participants at 

various stages throughout the project to evaluate how attitude and perception changes over 

different stages of the project. There is a risk that the participants have forgotten how the 

previously perceived certain things during development or forgotten events that occurred 

earlier in the project. The new and old website has not been tested or compared against each 

other to measure possible differences in Usability or determine the effectiveness between 

them. 

6.5Generalisability of results 

 The result of this study is considered to be applicable to other development teams that have 

resembling working conditions. The result of this study mainly targets public authorities and 

governmental controlled organizations and the result should therefore be applicable to 

development projects within the public sector with similar premises. The main reason for this 

is because the case study is conducted together with participants from public authorities. But 

the Design principles are applicable to most normal development teams follow the framework 

for Agile development.  

This result is also generalizable to groups working in the private sector. The result regarding 

the Usability aspects is relevant to a general audience and not exclusively for public sector. A 

Product owner with high demands of punctuality on deadlines and product launches may 

suppress developers working with Usability increasing activity due to stress and the 
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importance of deadlines. It should not matter if it is the private or public sector if there is 

leadership in the organization that understands the implication of Usability.  

The compositions of the team should be taken in consideration since the influence of Deputy 

Product owner and other managers in the department cannot be excluded. Design principles 

have an effect on the Usability in this case study but without leadership that encourages the 

use of Design principles the result could be different. 

Development teams regardless of employer should consider the Design principles a useful 

Usability engineering tool to enhance the understanding and increase the level of Usability. 

The development process in this case has big resemblance to the private sector and does not 

differ in any distinctive way.   
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