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ABSTRACT 
 

Keywords: Users, Innovation, User driven innovation, Design, 

Mobile, Products/services, benefits.  

 

User driven innovation helps companies to compete in a global 

market by developing what the customers or end users want. So 

users are considered as a resource for companies developing mobile 

products/services because user driven innovation process is mainly 

carried out by the end users or user firms/partner companies. The 

companies perceive the needs and wishes of the users through their 

involvement in idea creation, design, development and feedback. 

Mobile companies involve users in their innovation process in 

different phases but they have no standard guidelines regarding 

which type of users to be involved in which phases of the innovation 

process. This thesis work is aimed at filling this research gap.  

 

Qualitative research methodology was used to carry on this research 

work. The literature review provided the current status of research in 

the problem domain. Then industrial and academic interviews were 

conducted on the basis of the findings of the literature review. 

Finally, a short survey was conducted in mobile companies to 

validate our findings from literature review and interviews.  

 

There are major four phases of the innovation process: Exploration, 

Idea creation, Idea selection and Commercialization. We identified 

four types of users to be involved in the innovation process i.e. 

Ordinary end users, corporate users/partner companies, and 

professional/expert users and lead users. Mobile companies should 

involve users in different innovation phases of the innovation process 

by using different methods like diary search, explorative interviews, 

workshops, market test and field tests. So it is beneficial to involve 

different types of users in phases of the innovation process by using 

different methods. 
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1 INTRODUCTION 
 

This chapter presents a brief introduction of User Driven Innovation (UDI), specifically in 

the context of Mobile products and services. A brief summary about UDI, as an emerging 

discipline of computer science is carried out in the domain of HCI in order to understand 

UDI. Thesis Outlines are presented at the end of this chapter. 

 

Computer Science is usually perceived as, ―the study of computational processes and 

information structures, including their hardware realizations, their linguistic models, and 

their applications‖ [9]. According to ACM and IEEE, Human Computer Interaction (HCI) is 

a sub-field of Computer Science. HCI is the study of interaction between human and 

technology, which is performed to enhance the quality and efficiency of computer 

technology during its interaction with humans [9]. According to Holmquist [3], UDI is a 

fruitful method for technical innovation in HCI research.  

  

Users are considered as a resource in the innovation process [3, 12] because end users are 

involved in the innovation process for developing innovative products/services [20]. User-

firms are the companies which can develop products/service to meet their specific 

requirements. Companies should concentrate on users‘ needs in order to sustain a 

competitive edge in the market [11]. For this purpose, companies should focus on users‘ 

needs not only stated explicitly in market research but also latent user needs stated by a user 

himself/herself or revealed by alternative analytical methods. This is what UDI is concerned 

about, determining a more structured and systematic approach to know and develop 

products/services according to users‘ needs [11]. The several major features of UDI [11] 

which provide different reasons to adapt UDI are as follows: 

  

 It is used to develop what sells in the market (consumer pull) instead of selling what is 

developed (technology push).  

 It concentrates on investing more on skills and resources to find the users‘ needs for 

developing such products/services that meet user needs in a better way.  

 It recommends the involvement of people from different academic and professional 

backgrounds like anthropologists, ethnologists, designer, developer and scientists to have 

multiple perspectives and skills in the innovation processes. The innovation project team 

must have people with technical as well as business skills.   

 In UDI, the user is involved directly in the innovation process in different ways; like 

letting them do something themselves, making observations, user panels and toolkits.  
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Both individual end users and user-firms are able to innovate or develop their own ideas 

what they want [20]. For example, ‗Volvo‘ is a manufacturer of vehicles, but on the other 

hand, it also plays the role of a ‗User‟, for using machinery and tools used in manufacturing 

process. If ‗Volvo‟ develops tools for the manufacturing process, then it can be considered as 

an innovating user-firm. If an electrician develops a way to install the switches in a better 

way, then it can be considered as a user centered innovation [20].  

 

The two main directions of UDI are Lead users and User/people centered design (UCD) [41]. 

Both of them are main drivers of innovation. Lead users may be the individuals or firms, 

their specialized requirements or needs are one step forward than the target market. They 

develop prototypes of products/services for satisfaction of their leading edge requirements 

that attract firms to commercialize products/services ideas [15]. These users must be highly 

motivated towards new technologies and solutions, and have various competencies to 

develop new solutions. There is a need to identify the potential lead users for enhancing the 

creativity and innovation of an organization [4]. In UCD, people from different disciplines 

like design, anthropology and sociology are incorporated in the innovation process. It is also 

known as human centered design [41]. It coalesces in sociology, design and anthropology to 

recognize opportunities and shape products/services and organizations to exploit identified 

opportunities [42]. A leading ‗global design consultancy firm‟ IDEO follows the innovation 

process described by Kelly [43]. This innovation process contains five basic phases: 

understand, observe, visualize, evaluate and implement.  

 

 
 

 

 

Figure 1 Innovation Process at IDEO [44] 

 
In the innovation process, IDEO [44] suggests using different methods for the involvement 

of users in observation and visualization steps. In the observation step, it is suggested to 

carry out individual or group interviews and experiments, meeting people and placing 

oneself in their situation and identifying and observing lead users to perceive their needs and 

use context.  In the visualization step, companies may include participatory co-design or 

empathic design. In the participatory co-design, the team works in co-operation with lead 

users or ordinary end users from community on real design of products/services. The 

companies bring engineers, designers, lead users, ordinary end users and internal or external 

professionals together to take part in co-creation activities. In the empathic design, the team 

Understand Observe

  

Visualize

  
Evaluate Implement 
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develops solutions through empathy based understanding and perception of realities and 

problems of people for whom solutions are developed. 

 

The innovative ideas can be created from discussion of problems with users [3]. Magnusson 

et al [5] explains that user ideas regarding service development for mobile telephony become 

more original by the introduction of higher user value but at the same time, become less 

producible. The method for user involvement also affects the final outcomes. According to 

Kristensson et al [6] [26], user ideas regarding service innovation are more original than 

those of the professional developers. Companies should adopt open innovation which means 

that companies should use users‘ ideas and external technologies in their business while 

giving their unused ideas to other companies. So companies need to open up their business 

model to get more technologies and ideas from outside world and let internal knowledge 

spread outside [38] [39].  

 

„Blekinge Institute of Technology‟ (BTH) has established a BTH innovation department. It 

accepts creative ideas from students, academic staff and companies. The ideas are screened 

for further development towards a successful innovation. ‗Intel‟ has been using methods of 

UDI since 1998. It has adopted many ethnographic ways like society visits on daily basis 

along with in-depth interviews [11] to figure out user needs.  

 

In 2002, Electrolux started Gnistan-the spark process [11], as the innovation process of the 

company. It focuses on finding true needs of the users and developing solutions that can 

fulfill users‘ needs. The innovation process includes different phases like observations to 

find latent users‘ needs, classification and mapping of needs, brainstorming and prototyping. 

 

According to Holmström [7], the involvement of software customers not only play an 

important role in idea creation but also they coalesce around the services/products. Some 

customers work as co-creators of software. They may have the ability to test software and to 

provide software support to other users. Therefore, if companies integrate customers/users 

into products/services innovation team as active members by letting them work in 

collaboration with professionals, then innovation capability of the companies would be 

improved significantly [36].  

 

Some modern technologies like Crowd sourcing, Web2.0 and open source software projects 

involve the users in innovation process [8]. The technologies in Web2.0 like web logs, online 

web services, social bookmarking, social software, podcasts and wikis enable the users to 

develop the content and then publish over internet. This leads towards the user driven 
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internet [8]. Online communities are important source to identify the user needs and 

problems and support companies to develop innovative products/services [44]. So, Web2.0 

and open source software are current trends in software industry. Both have powerful 

characteristics of modern technologies, capturing the interest of professionals and academia, 

thus leading towards creativity and innovation [2]. 

 

A variety of contents and information can be merged and accessed through Mobile phones 

that have become access devices for different types of services [26]. For example, car drivers 

can select a best route with the help of mobile phones to avoid jammed traffic. The 

development and advancement of different types of new mobile services has brought new 

complexities when we make comparison with conventional voice telephony. Before 

operators were only concerned with revenues generated through duration of calls but they 

had no worries regarding context or content of calls. The novel services demand a complete 

understanding of customers‘ actions. But the problem is that product/service development 

process is not designed to get the new and latent user needs and wishes [26]. That‘s why; 

involvement of users in innovation process of mobile products/services is stressed by many 

researchers [26] [61].  

 

Schuurman et al. [35] discussed different user typologies that may play significant role for 

ICT-innovation. They argue that literature yields a wide variety of users depending on the 

context of use, type of innovation and theoretical approach. The identified user typologies 

are: use diffusion segments, adoption diffusion segments and lead user, Power users & 

bystanders, pro-ams and outlaws. They describe that involving different types of users 

having different roles at various innovation phases of the innovation process can provide 

insights which are crucial for the innovation success or failure. They have found that 

incorporating different kinds of users in the Living Lab innovation process yields 

considerable benefits. Finding different user types provides solutions for selecting and 

recruiting users to take part in the innovation process. Niitamo et al. [40] describes that 

Living Lab is experimental platform where the users as well as their daily habitats are 

studied. They found that Living Labs can help to meet challenges regarding Innovation.  

 

There is still need of more empirical work to identify and categorize users to be involved in 

the innovation process and validation [35]. The present thesis aims to fill this gap. We have 

elaborated problem definition in section 1.1 in detail.  

1.1 Problem definition 
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The current businesses categorize users into two types; consumers and business users. In 

fact, users have single entity which comprises of multiple roles in various environments, 

making the requirements and needs overlap in several areas like home, work and public [45].  

 

Shuurman et al. [35] has presented different user typologies for Information & 

communications technology innovation (ICT-innovation) but they have not validated their 

propositions through empirical study for identifying possible occurrences of their findings in 

the real world. They suggest that more empirical study to identify user categories should be 

carried out. Magnusson et al. [26] suggest that involvement of different types of users is 

excellent technique to find out users‘ needs and wishes. So, there is need to identify and 

categorize the users to be involved in the innovation process into different typologies. 

Furthermore, there are various methods discussed in literature [11, 15, 20, 28, 37, 60] to 

involve users but there is need to categorize those methods with respect to the innovation 

phases i.e. what methods to be used in which innovation phases.  

 

To contribute knowledge in this context, we will perform literature review and conduct face-

to-face interviews at the local companies with a focus on mobile phone products/services to 

identify user typologies and user involvement methods in different innovation phases. Then, 

we will conduct telephonic interviews to validate our findings obtained through literature 

review and results of face-to-face interviews. Finally, we will provide guidelines to involve 

users in the innovation process on the basis of findings of this study. 

 

1.2 Aims and objectives 
 

The aims of our research are to find out different types of users and ways to involve users in 

the innovation process. First, we present the perceived status of UDI in mobile phone 

products/services based on literature study and interviews of professionals from local 

companies. Second, combining the results of interviews and literature review findings, 

provide knowledge of identified types of users and methods to involve users in the 

innovation process together with guidelines for mobile products/services companies.  

1.3 Research questions  
 

RQ1: How does academic literature claim that involvement of users in the innovation 

process is beneficial for mobile products/services?  

RQ2: What claims can be made based on the literature review and our own study about the 

types of users to involve in the innovation process? 
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RQ3:  How users are involved in different phases of the innovation process? 

1.4 Expected outcomes 
 

The expected outcomes of the thesis are: 

RQ1-EO1: Identification of general benefits of the user driven innovation process in mobile 

products/services. 

RQ2-EO1: Recognition of different types of users to involve in the innovation process.  

RQ3-EO1: Identification of methods to involve users in different phases of the innovation 

process. 

1.5 Thesis Outline:  
 

Chapter 2 (Research Methodology): This chapter consists of detailed discussion on the 

research methodology to be followed for this research work. The overview of the research 

plan and validity evaluation is presented in this chapter. 

  

Chapter 3 (Theoretical Work): This chapter is designed to present ‗state of the art‘ of 

different concepts of innovation, UDI and different aspects of problem domain. It also 

presents HCI concepts regarding user centered designs.  

 

Chapter 4 (Face-to-Face Interviews): This chapter contains analysis and results of face-to-

face interviews. 

 

Chapter 5 (Telephonic Interviews): This chapter presents analysis and results of telephonic 

interviews. 

  

Chapter 6 (Final Results and Discussion): Final results of the research are discussed in this 

chapter. 

 

Chapter 7 (Conclusion): This chapter contains Conclusion and discussion and presents 

guidelines and future work of this research work. This chapter includes Guidelines and 

Future Work. 

 

Chapter 8 contains References and Chapter 9 contains Appendix.  
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2 RESEARCH METHODOLOGY 
 

This chapter presents the overview of research methodology used. In this chapter, we 

describe the way we conducted this research in detail. We describe validity evaluation of this 

study at the end of this chapter.  

 

2.1 Research Design: 
 

We apply flexible research approach (Qualitative) [13] to find out the answers of our 

research questions. In flexible research approach, data was collected through interviews. We 

found current status of research in our domain through literature study. The literature study 

provided us grounds for conducting face-to-face interviews. We conducted structured 

telephonic interviews to validate our findings of face-to-face interviews. Finally we combine 

the results of face-to-face and telephonic interviews, when we see that both of the results are 

in the line with each other. The final results also answer RQ1, RQ2 & RQ3. Finally, we 

develop guidelines for the mobile companies on the basis of our final results and discussion. 

This is the whole process which we followed to carry on this research. The overview of the 

research plan is presented in Figure 2. 

 

Figure 2 Overview of Research Methodology 

Literature 

Review 

Face-to-Face 

Interviews 

&Results 
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Interviews & 
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2.2 Literature Review 
 

The main objective to perform a literature review is to supply an appropriate understanding 

of context and give a broad overview of previous work done in our research domain by other 

researchers [14]. The literature review is the initial step to search out the current status of 

research in UDI with focus on mobile products/service. Initially, we identify different 

keywords from the research topic to search and gather literature published in databases. The 

combinations of keywords used are: Innovation, Innovation in mobile services, Innovation in 

mobile telephony, Innovation in mobile products, Users AND Innovation, Users AND 

Innovation AND Mobile Industry, User Driven Innovation, User Driven Innovation in 

Mobile Industry, innovation process, User Involvement in the Innovation process, User 

Involvement in Mobile Services Innovation, User Centered Design, types of users for 

innovation, user typologies. And the research databases used to find literature are IEEE, 

Google Scholar, ACM, Ebrary, Compendex, Elin@Blekinge, Clusty search engine, Springer 

link, electronic thesis reports, and PhD thesis reports. 

 

Blekinge Techniska Hogskola (BTH) Electronic library was utilized for net surfing to search 

about research topic. We searched and gathered different research articles, papers, journals 

and books related to UDI, Innovations, User involvement in the innovation processes, user 

centered design, types of users, Human Computer Interaction and Innovation in Mobile 

products/services.  

2.3 Interviews: 
 

For qualitative research, interviews are a commonly used technique for data collection. 

Normally interviews are conducted for empirical research. In empirical research, this 

technique often is used for data collection where quantitative research approach cannot be 

fruitful. Interviews are main source to gain opinions, thoughts, views and feelings of people 

[16] [46]. 

 

Interviews are categorized into structured and unstructured interviews. In structured 

interviews main purpose is to gain specific information from the interviewee specific 

questions [19]. In structured interviews, all questions are prepared to gain answers that can 

be quantified. Many research studies often use; semi-structured interviews [18], also known 

as focused interviews [17] because semi-structured interviews combine specific questions to 

gain information related to specific topic and open-ended questions to gain broader views of 

interviewees. Interviews are an adaptable and flexible way of finding qualitative data. Face-

to-face interviews may modify the line of research inquiry [13]. 
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We conducted ‗semi-structured face-to-face‟ and one „group interview‟ to identify 

innovation processes, types of users and methods to involve different types of users in the 

innovation processes at local companies. Then, we conducted structured interviews on the 

basis of literature study and face-to-face interviews.  

2.4 Face-to-Face interviews 
 

In this research, we made four face-to-face interviews out of which one is group interview 

for understanding UDI at local companies and academia: Adduce, Telenor, BTH Innovation 

Department and BTH Management Department.  The purpose of conducting interviews was 

to find out the innovation processes at local companies, how and when they are involving 

users in the innovation processes. Furthermore, how the companies categorize users into 

different typologies to involve in different phases of the innovation process.  

2.4.1 Interviewee Selection 
  

The selection of the interviewee is significant to get useful and precise results. We selected 

five experienced persons from different organizations directly involved in innovation 

projects, to gain the industrial as well as academic insights regarding user driven innovation. 

We contacted interviewees through emails to take time for interviews. The cover letter is in 

APPENDIX E.   

 

Our first interviewee was with manager of „BTH Innovation‟, who handles innovation 

projects at BTH innovation. Before „BTH Innovation‟ started, he was head of BTH School of 

Management. The second interviewee was a Professor of Industrial Management at BTH. He 

is representing the academic innovation for business development in projects.  

 

The third interviewee was Technical Chief of „Adduce AB Karlskrona‟ as a mobile software 

architect and innovator. He has ten years experience as a software engineer and 

designer/architect of mobile platforms, iphones, Androids and J2ME.  Our fourth and Fifth 

interviewees were two Product Managers, from „Telenor Karlskrona‟. They manage a group 

of mobile products and voice services for corporate users. It was a group interview.  

2.4.2 Execution Plan 
 

We observed profiles of interviewees to gain their academic as well as professional interests 

and experiences. All the interviews began with a short presentation of our thesis including 

background, problem definition and research questions. Then, interviewees proceeded with 

their views and ideas regarding our research questions. We discussed different aspects of 
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research questions and the innovation process of companies under discussion. The minimum 

time for each interview was one hour. 

2.4.3 Designing Interview 
 

For face-to-face interviews, we have designed a set of questions (Appendix C), which are 

asked only when the interviewees don‘t discuss some important aspects of UDI relevant to 

our research questions themselves. This interview questionnaire is designed on the basis of 

literature study. We discussed different aspects of UDI and user involvement methods with 

interviewees to have in depth understanding of innovation processes carried out in the 

companies, types of users and their involvement in different phases of the innovation 

process. We tried to investigate how and when local companies are involving users in the 

innovation process. The following steps are used to design interviews; 

 

In designing interviews, first step is to prepare open questions like why is the study being 

carried out? What does the study aim to determine or learn? And in second step, these open 

questions are translated into measurable elements as more specific questions. Then, the 

target population requires to be identified. Now, study could proceed to design a set of 

precise questions to obtain the desired information. The number of developed questions 

should be more than the number of asked questions. The most useful and suitable questions 

can be chosen from the developed questions [65].              

2.4.4 Composing Suitable Questions 
 

There exist three techniques for composing suitable questions: Relevance, proper criteria for 

interviewee selection, and ease of response [65].  

 Relevance: Questions should be focused directly to the purpose of the research study and 

should reflect a good probability of obtaining desired data.  

 Interviewee Selection: Selection of the interviewee is very crucial. In case of wrong 

selection, even highly relevant questions may result into wrong results.  

 Ease of Response: Questions should be understandable and relatively easy to answer and 

should not create burden or embarrassment on the interviewee. 

 

All the questions for which interviewee might need to consult resources should be avoided. 

All such questions may result in offensive behavior of the interviewee or no specific answers 

at all.  

 

2.4.5 Selection of the Question Format  
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The most important considerations in selection of question format include; 

a) How questions are to be conducted i.e., face-to-face, telephone, or emails.  

b) The kind of information, the interviewee is expected to present.  

c) And the probable choice of responses.  

The decision about above mentioned considerations will lead to the selection of the question 

types i.e., open-ended, closed-ended, binary choice, scaled or un-scaled response questions. 

In particular case of our thesis, we used open-ended questions in face-to-face interviews to 

obtain information regarding our research domain and closed-ended questions for structured 

telephonic interviews. Closed-ended questions consist of a list of substitute responses that 

increase or decrease intensity of probable response in an ordered fashion [65]. We followed 

the Likert scale approach for alternative response designing. In Likert scale questionnaire 

design pattern is accumulated using a 5-step Likert scale with the order of: 1-Strongly agree, 

2-Agree, 3-Neutral, 4-Disagree and 5-Srongly disagree [64].  

2.4.6 Conducting Interviews: 
 

We conducted face-to-face interviews to discuss and understand different aspects of our 

research domain. These interviews provided us a broad overview of our research domain. At 

first, we introduced research domain, problem definition and our research questions. Then 

the interviewee shared his/her knowledge regarding our research domain. They also 

explained how they involve users in the innovation process and how they categorize users to 

involve in the innovation process. Face-to-face interviews were recorded with the permission 

of interviewees for further review and analysis. 

 

Group Interviews are also one to one or face-to-face interviews [13]. We conducted one 

face-to-face group interview. We tried to gain view points of interviewees from Telenor 

Karlskrona, and made discussion with them to get deeper understanding about the subject of 

research. We also recorded this interview for later review and analysis. 

 

2.4.7 Data Collection and Summarizing 
 

The data was collected in the form of audio recordings with the consent of interviewees for 

later review and discussion with supervisor. We also took notes on paper during interviews. 

We listened to each interview many times to find out information relevant to answer our 

research questions. For analysis purpose, we prepared summaries of interviews for better 

understanding and removing unnecessary contents. The summarized interviews contain 

identified key points regarding research questions. We have attached summarized interviews 

in the Appendix D.   
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2.4.8 Analysis of Interviews 
 

We used Qualitative Data Analysis method (QDA) [31] for analysis of face-to-face 

interviews. This method has three major parts: Observe the things, Collect important data 

and think about things. The method is shown as follows: 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 3 QDA method [31] 
 

The QDA is spiral in nature and every step can be seen as a whole process. The steps are 

recursive and repeatable for collecting more data on same things, if needed. We found all the 

interview data for finding the important aspects regarding research questions then we 

recorded and summarized the interviews. Then we analyzed by classifying and sorting each 

interview data into sections to retrieve the necessary information to answer our research 

questions. Finally, we analyzed the sections by thinking critically on them to draw 

conclusion. The results are provided in Chapter 5. 

2.5 Structured Interviews: 
 

The purpose of structured interviews is to find whether the results of these interviews are in 

the line with results of face-to-face interviews or not. The other reason to conduct the 

structured interviews is to develop a „Toolkit for involving different types of users in the 

innovation processes‟.  

2.5.1 Questionnaires: 
 

The questionnaire was designed on the basis of the literature review and face-to-face 

interviews. Well-prepared questionnaire can be very useful for collection of information 

regarding to a specific field. Open and close ended questionnaire approaches are utilized to 

give opportunity to people to express their views and ideas about the research domain. 

Closed ended questionnaires are used to gain views about the specific problem or issues 

related to research area [13]. We mostly designed closed ended questions in our 
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questionnaire to be specific and focused. Section 2.3.5 describes the format of structured 

interviews questions in detail. 

 

2.5.2 Study Instrument 
 

The self designed questionnaire was used to conduct the interviews. Almost all the questions 

are closed ended except one which was used to get information about the interviewee. The 

complete questionnaire is provided in Appendix B. The description of questions and their 

relationship with our research questions is shown in the following table. 

Q. 

No. 
Questionnaire Description 

Supporting 

Research Question 

Question 

type 

0. 

Personal Information 

Name, Company, 

Designation, Working 

domain, email etc. 

This information is 

utilized to analyze the 

respondent answer in 

proper way. 

N/A 

 

Open  

 

 

1. 

Are you involving users in 

innovation process in your 

company? 

General information of 

different companies 

regarding user 

involvement in 

Innovations. 

N/A Closed 

2. 
How do you involve users 

in the innovation process? 

Recognition that when 

and where user should 

involve in innovation 

process. 

RQ3 Closed  

3. 

Can you categorize the users 

being involved in the 

innovation process? 

Identification of the types 

of users being involved in 

the innovation process. 

RQ2 Closed  

4. 

What methods from Q. 2 do 

you use for involving users 

in following phases of 

innovative product/service 

development?  

Recognition of methods 

mapped on different 

phases where users 

should be involved in 

designing products/ 

services. 

RQ3 Closed 

5. 

When is it important to 

involve users in innovation 

process? 

 

Recognition of phases 

where users should be 

involved in designing 

products/services. 

RQ3 Closed 

6. 
In the context of innovation, what are the major challenges when users are involved in 

design and development of mobile products/services? 

6.1 It takes time to involve This question is aimed to Indirectly support Closed 
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users? validate the perceived 

challenges to involve 

users in the innovation 

process by industry 

people. 

RQ1. 

6.2 It takes resources?  
Indirectly support 

RQ1. 
Closed 

6.3 

It puts pressure sometimes 

to deliver product/service in 

time? 

Indirectly support 

RQ1. 
Closed 

6.4 

It is hard to identify 

potential users which can 

give innovative ideas. 

Indirectly support 

RQ1. 
Closed 

7. 

Is involvement of users 

beneficial for innovations? 

 

To know the personal 

view point of interviewee 

that whether user 

involvement is beneficial 

or not for innovations. 

RQ1 Closed 

8. 
How involvement of users is beneficial for innovations? It is beneficial to involve 

user because … 

8.1 
It gives detailed description 

of user needs and wishes? 

This question is aimed at 

validating the perceived 

benefits of user 

involvement in the 

innovation process by 

industry people. 

RQ1 Closed 

8.2 

It decreases product 

development time by 

carrying on continuous 

acceptance testing. 

RQ1 Closed 

8.3 

User may provide 

innovative ideas to improve 

current products/services or 

to develop new one. 

RQ1 Closed 

8.4 

User Ideas can be used as a 

learning tool to perceive 

user needs. 

RQ1 Closed 

8.5 

User Ideas can serve as a 

catalyst to the innovation 

process. 

RQ1 Closed 

8.6 

User Ideas can serve as a 

source of inspiration to 

professionals and experts 

for thinking out of the box. 

RQ1 Closed 

 

Table 1 Interview Questions and their mapping to research questions 
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2.5.3 Interviewees Selection: 
 

The proper interviewee selection is vital for getting useful and precise information. We 

selected the persons who are involved directly in innovation projects particularly in mobile 

products/services industry. Product/service managers, developers of mobile 

products/services, consultants and managers were selected for interviews. The subjects 

selected had minimum 10 years experience and hold a senior position at local organizations.  

 

2.5.4 Execution Plan: 
 

We used our personal contacts and contacts provided by our supervisor. Three interviewees 

took part in both face-to-face and telephonic interviews. We contacted interviewees through 

emails and phone calls for appointment and sent them a cover letter included in Appendix A 

and interview questionnaire. After their confirmation, we conducted telephone interviews. 

The interviewee answered the questions and we filled in the questionnaire.  

 

2.5.5 Data collection and analysis: 
 

The data was collected by filling the questionnaires during interviews. The questionnaires 

were saved for further analysis of data. We saved data obtained through questionnaires into a 

excel file for further analysis. The analysis and results of the data collected from structured 

interviews is presented in chapter 5. 

 

2.6 Validity Assessment 
 

This part of the research work is important because it describes the strength of results of the 

research. As we have found that the results of structured interviews are in the line with 

findings of face-to-face interview. We categorized the users: ordinary end users, corporate 

users/partner companies, Expert/Professional users and Lead Users on the basis of literature 

review and face-to-face interviews.  

 

The authors found various methods of user involvement in different phases of the innovation 

process. We identified user involvement methods in different phases of the innovation 

process through literature review and interviews. The results of structured interviews also 

validated the methods to involve users in the innovation process found in face-to-face 

interviews and literature. 
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This study is qualitative in nature so we also performed validity assessment of the results 

according to Guba & Lincoln [32]. We assessed the results according to following factors. 

 

2.6.1 Credibility 
 

This factor is used to assess whether results of qualitative research are realistic from 

participants‘ view point. We conducted literature review and then on the basis of findings, 

we conducted face to face semi-structured and structured telephonic interviews. Then we 

compare the results from both kinds of interviews to generate final results. So the final 

results are based on the different views of practitioners from local mobile industry and 

academia. 

 

2.6.2 Transferability 
 
Transferability means that research findings are also applicable in different contexts. For this 

purpose, research context and assumptions are identified and described to gain transferability 

in this study. The participants are female and male from age 30-60. They are experts in 

mobile products/services having experience more than 10 years in multinational companies 

for example, Erycin & Telenor. The participants are working in different innovation projects 

in mobile products/services. So, we consider that transferability of this research is possible.   

 

2.6.3 Dependability 
 
Dependability means that results of research are affected by change in research context over 

time. So the researcher should identify context of research and its effects. To achieve 

dependability we conducted a detailed literature review and on this basis we selected 

interviewees having experience regarding UDI and mobile products/services from local 

companies and academia.  

 

2.6.4 Conformability 
 

The conformability refers to the degree with which results are confirmed and validated by 

different researchers. Furthermore, it is the degree to which the research results are based on 

the motivation, interest or participant‘s bias other than that of researcher. The authors 

documented all the process of conducting this research. The authors performed literature 

review before face-to-face interviews and telephonic structured interviews to gain in-depth 

understanding of context and problem domain. We selected ten persons from industry and 

academia for telephonic structured interviews so that we can confirm our research results.  

 



  26 

2.7 SUMMARY 
 

 

This chapter consists of detailed discussion on the research methodology to be followed for 

this research work. We adopted qualitative research approach to conduct this research. We 

performed literature review of UDI with a focus on mobile phone products/services to 

understand and identify user typologies to involve in the innovation process by using 

different methods. Then, we conducted semi-structured face-to-face interviews at local 

companies to get deeper knowledge and industrial insight regarding our research domain. 

Finally we discuss validity assessment criteria by Guba & Lincoln [32] to judge validity of 

our research. 
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3 THEORETICAL WORK 
   

This chapter presents theories and concepts regarding our research domain. We describe 

innovation, innovation models, types of users and benefits of user involvement in the 

innovation process and methods to involve users in the innovation process in detail. We also 

describe different concepts regarding mobility, mobile products and services. 

3.1 Innovation: 
 

Innovation is the introduction of something new or modification of something already in 

existence based on new ideas in any subject area [11]. It is the process of modifying 

something already launched on the basis of some new ideas. The goal is positive change for 

serving users and creating value for them by making something new or better. It leads to 

high productivity which is basic source of prosperous economy [67].  

 

The nature of the innovation phenomenon is multidisciplinary, ranging from psychological 

literature to explore innovative minds to literature analyzing innovation in a historical, 

economical, cultural and social context [11]. A significant difference between innovation and 

invention is made. A very first idea regarding a new product, service or process is called 

invention and when this idea is commercialized for the first time, it becomes innovation.  

 

The phenomenon of Innovation is as old as human being himself [21]. Basic innovations 

such as the wheel, alphabets, paper etc revolutionized the world. The modern world is full of 

innovations like airplanes, vehicles, computers and telecommunications. Innovation had not 

got the attention of scholars until the 1960‘s [21]. Schumpeter [21] introduced his innovation 

theory as the effort of an individual who finds and introduces new ideas to the market. This 

theory was limited to market, industries and firms.  

 

In the literature, various innovation process models can be found, they differ in various ways 

such as number of phases, terminology used, structure diversity and activity presumptions 

being parallel or sequential [28]. The research on innovation in institutions and corporations 

after World War 2 (WW2) led Kline and Rosenberg [22] to develop the Linear Model of 

Innovation. This Model describes, ―One does research, research then leads to development, 

development to production and production to marketing‖ as shown in figure 4.  
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Figure 4 Linear Model [22] 
Figure 4 Linear Model of Innovation [21] 

 

The linear model deforms the innovation reality in numerous ways [22]. For example, the 

feedbacks are important to evaluate performance but no feedback pathways within the linear 

innovation process.  To consider the innovations arising from sources other than Research 

and Development (R & D), Kline et al. [22] introduced the Chain Linked Model as Shown in 

Figure 5. This model describes various contributions of R & D as well as other sources of 

knowledge at various phases of the innovation process in a practical way. 

 

 

 

 
 

 

 

 

 

   

 

 

 

 

 

 

 

 

 

 

 

 

Figure 5 Chain Linked Model [22] 
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In general, innovation process can be differentiated into these phases: Firstly, idea creation, 

secondly, selection/execution and finally commercialization [28].  There are three sources of 

innovations: Price driven innovation, Research driven innovation and User driven innovation 

(UDI). Most companies compete with others by focusing on all three sources but some 

companies prefer to specialize themselves in one of these three sources of innovation. Our 

focus is on UDI which is shown by the scientific and systematic mapping of consumer 

needs, also considering the skills that are required to translate this knowledge into the 

innovation [12].  

 

3.2 User-driven innovation (UDI): 
 

 

UDI is defined as: “systematic approach to develop new products and services, building on 

investigation or adoption of users‟ life, identity, praxis, and needs including unrevealed 

needs” [8]. Many researchers have observed that competition on innovation is increasing at a 

fast pace [1]. This competition is mostly in new technology; however its main focus is to 

understand the consumers/end users and their demands in an efficient manner. This 

competition has resulted into rapid growth of the UDI field. So companies must meet the 

user needs which are identified by different analytical methods as well as specified by users 

themselves [1]. UDI serves the purpose of understanding and developing such solutions 

which have the capacity to satisfy the user requirements and wishes.  

 

Today, competition is mainly focused on the better understanding of new and emerging user 

needs and capacity to use this understanding in product design and development. It will 

fulfill the customer needs in such a way that no competitor has the ability to match [1]. The 

growing use of systematic and scientific phenomenon has led to the growth of UDI in 

western countries [12]. So the UDI concepts play an important role in the development of 

products and services for fulfilling users‘ needs and desires. Various methods are used in 

Innovation processes to find out users‘ needs, but they have some features in common. These 

features are as below [11]: 

 

 To produce products and services that can be sold 

 Adopting methods which enhance skills, potential and resources for in depth 

analysis of user needs and then on these bases developing products and services 

which best fit to user requirements. 
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 Involving people having different academic and professional backgrounds from 

various disciplines like anthropology, sociology and business in the innovation 

process. 

 Involving people in the innovation process directly or promoting them to do 

something themselves. 

 

There are many methods to help designers to recognize, understand and quantify different 

users‘ situations either with direct involvement of users or more indirect utilization of user 

data. These methods differ extensively, with specific goals and appropriate to use in specific 

situations [46]. Basically, there are two major directions within UDI: Lead users and UCD 

[41]. In Lead user approach, the users create solutions to meet their specific needs. They 

have the capabilities to create ideas and develop solutions for their personal use. They can 

commercialize their products/services ideas [20].  

 

In UCD various professional from different disciplines like anthropology, designing and 

sociology are involved in different phases of the innovation process [41].   Human/user 

Centered Design (UCD) is defined as: ―An approach to interactive system development that 

focuses specifically on making systems useable. It is a multi-disciplinary activity which 

incorporates human factors and ergonomics knowledge and techniques‖ [10].  It describes 

processes of design in which design of products/services is influenced by end-users. There 

are numerous ways to involve users in UCD like interviews, questionnaires and in the form 

of focus groups [27]. UCD talks about users‘ requirements and their involvement at 

particular times during design process mostly to gather requirements and usability testing.  

 

The below figure shows four main activities of the HCD and these activities are related 

closely. The main purpose of human centered design is to involve the users in the 

development of design solutions.  
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Figure 6 Human Centered Designs [10] 
 

3.3 Methods to involve users in the innovation process 
 

Different technologies such as mobile products and Internet are extensively used for personal 

or private practices and perform tasks seamlessly [59]. That‘s why; there should be focus on 

personal use situations or use contexts as well while mobile products and services are 

developed. Different social-cultural aspects like culture, social life and life styles also have 

significant influence on the selection, adoption and use of mobile products and services. In 

design, there are challenges to acquire these socio-cultural aspects and put them into a future 

scenario to create ideas for future products. In contrast, users are not able to fully provide 

feedback on non-existent future products [63].  Designing for absolutely new use scenarios 

or situations raises the risk of making wrong decisions regarding design. Thus, iteration and 

keeping feedback loops for evaluation of design as tight as possible is beneficial. So Users 

should be involved in the design process of mobile products and services [26, 61] by using 

different methods, which are discussed in this section.   

 

In traditional methods of innovation, companies try to understand users needs by applying 

several techniques like test groups, surveys to know user needs, statistics and prototypes.  

The innovation methods can be categorized as follows [11].  
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3.3.1 Voice of Customer Methods: 
 

It is basically a design thinking method to find consumer needs in the company. The 

company may hire third party services for this purpose. It may be categorized into product 

focused and strategic usage [11]. In product focused methods, companies make observations 

and brainstorming to find apparent as well as hidden user needs, and then several alternative 

prototypes presenting solutions are developed. Finally, the best prototype is tested several 

times and implemented. In strategic usage methods companies introduce new product 

experiences to users and try to develop infrastructure for sustainable and innovative products 

[11]. 

 

3.3.2 Lead User Methods: 
 

In lead user methods, companies work in co-operation with lead users. Lead users build 

solutions themselves whereas in voice of consumer methods companies analyze user 

requirements and then build solutions themselves to meet perceived user needs [11, 20]. In 

the lead user method, a product is already in usage of lead users and they solve problems 

themselves as shown in figure 6 [20].  

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 7 Lead Users [20] 
 

They may commercialize solutions already developed by someone else but it is hard to 

identify lead users for companies. The application of lead user methods result in cost 

effective products, reduced product development time as well as high innovation rates [20]. 
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Several techniques are used for implementing lead user methods in companies like user 

toolkits, innovation communities and methods for searching lead users.   

 

3.3.3 Mock-ups 
 

Mock-ups [60] are used to involve users actively beyond conventional specification 

documents in participatory design projects. They are dummy physical demonstrations of 

products. They can be used to perform simulation of different procedures, layouts and tasks.  

 

3.3.4 Toolkits 
 

Hippel [42] has developed toolkits for users to innovate products/service. Toolkits of user 

innovation to use in open source software APACHE were developed by Frank et el [37]. 

There are particular toolkits to meet the design challenges of specific domain/field like 

software design or integrated circuit (IC) design. The toolkits provide users, freedom to 

develop new products/services through iterative trial-and-error. It means that users generate 

preliminary design, develop simulation or prototype, perform testing and then try to improve 

it iteratively until they are satisfied [42].   

 

3.3.5 Patchwork prototyping and web mash-ups 
 

Patchwork prototyping and web mash-ups are being used as sprouting user driven practices: 

both lead to a quick fix of sudden problems as well as accentuate significance of involving 

users directly in the development, lessening the time gap between conception and realization 

of an idea [2]. The user driven model is circular in nature as shown in figure 1. The initiation 

point of this model is the public´s daily life. During daily routine, people come across 

problems regarding usage of current technologies. The problems may be due to some reasons 

other than usage of technologies. People try to find solutions to the problems using 

technology. After fixing the problem, the software is reintroduced in the market. The 

prominent feature of this model is the quick fix of the problem [2].  

 
Figure 8 User Driven Model [2] 
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3.3.6 Methods to involve users at Deutsche Telecom Labs (DTL): 
 

DTL follows a number of methods to involve users in the innovation process which are as 

follows [28].  

 

 Daily-in-life-visits: 

 

Potential customers are visited and observed personally and interviewed if necessary. This 

technique helps to find out usage patterns and knowledge about user perception and 

problems. 

 Diary Search: 

 

This interesting method is suitable for exploration phase of the innovation process. In this 

method, target groups for example lead users asked to maintain pre-structured online diaries.  

 

 Insight Clinics: 

 

The user/customers are invited to ―insight stations‖ that is workshop or development 

laboratory for realization of direct personal interaction. It may include current 

products/services and future usage scenarios visualizations. It is possible to design a specific 

insight clinic relevant to a particular topic. 

 

 Explorative Interviews:  

 

The users-customers are interviewed to gain information regarding their needs and problems 

regarding products/services. These interviews help to identify hidden needs and obstacles.  

 

 Information Pump 

 

This is basically a discussion forum on WWW resembling a Delphi method established in a 

good way. The users articulate the ideas regarding current as well as future 

products/services. In second phase users‘ ideas are evaluated by other users or participants. 

 

 Ideation Workshop: 

  

Different kinds of techniques like trend cards, future world building by using Lego bricks 

and taking inspiration from other brands are applied to extract innovative ideas. This 

workshop is focused on exploring creative potential of participants and generating ideal 

designs. The participants can either be Lead users or experts or both of them depending on 

workshop topic. 
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 Evaluation clinic: 

 

This approach is mostly is used in selection phase of innovation process. It gives important 

information regarding various areas like product use and modification, detailed user 

preferences and behavior. Data can be collected on the basis of observations, in-depth 

interviews, survey questionnaires and discussions.  There are three fundamental steps of this 

method: find out basic unit and recruitment of subjects, data collection, data analysis as well 

as implementation of findings.  

 

 Online survey: 

 

In online surveys, questionnaires regarding the products/ services‘ concepts and prototypes 

are sent to the people who have adequate knowledge and expertise in the topic relevant 

areas.  

 

 Test Market Simulation 

  

Simulations of test market are performed in virtual environments where participants can gain 

experience and knowledge regarding products/services usage. Then they can describe their 

intentions that whether they want to buy them or not? 

 

 Field Test 

 

This method is used to check innovation in test market in real world. Benefits of the 

innovation, bugs, usability and whether people like it or not may be the testing criteria. 

 

3.4 Benefits of involving users in innovation process 
 

 

The first endeavors regarding mobile telephony initiated in 1920s [26]. Mobile telephony 

was available to the market commercially until 1980s. Currently, mobile operators are trying 

to find out ways to be differentiated, for example by providing mobile data services (non-

voice services). This resulted into the convergence of various network infrastructures for 

instance telephony, GPS, TV, and the Internet. Mullins et al. [61] has suggested that user 

involvement in idea creation phase is one of the best approaches for developing new mobile 

products/services, and use of prototypes and mock-ups to identify and understand benefits of 

users. The products have relatively high degree of service content and targets end 

users/customers as well as business markets. This represents that ordinary end 
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users/consumers can be utilized to bring out innovation in mobile products/services. So 

involvement of different types of users in the innovation process seems to be pretty good 

approach to co-opt attitudes, needs and wishes of different classes of users [26]. The 

significance of involving users/consumers in product and service innovation has been 

stressed in the literature [5, 6, 26, 61]. The product/service suppliers not only get a better 

understanding of users‘ wishes and needs by collaborating with customers but also good 

knowledge of new technological opportunities [23]. User involvement decreases product 

development time by carrying on continuous acceptance testing. Users may provide valuable 

suggestions to improve products/services during design and development [24].  

Many researchers [25] have suggested that companies should involve users early in design 

phase of technology-based products/services and keep continuous interaction with them 

which will help generate new ideas relative to product/service design as well as provide new 

ways and methods of doing business. Magnusson [26] has found through a number of 

experiments that ordinary service users‘ ideas regarding a product/service are better as well 

qualitatively different from ideas produced by professional product/service developers. 

Moreover users‘ ideas are more original that those of professionals. So user involvement in 

the innovation process results in development of services having greater value. But 

Magnusson [26] also states that user ideas are less feasible to implement because users have 

not deeper knowledge of product/service implementation technologies and tools. 

 

In short user ideas are important and beneficial in many ways [26, 61]: User ideas can be 

used as input to design process for making them feasible. These ideas can work as a learning 

tool for companies to perceive user needs, desires and expectations regarding 

products/services. Finally user ideas can serve as a catalyst to the innovation process and a 

source of inspiration to professionals and experts for thinking out of the box.  

3.5 Types of users: 
 

Industrial end users or customers can bring product innovation among the suppliers. The 

researchers [6, 26, 61] have found that product/service innovations based on the ordinary 

users‘ ideas are more useful and creative than those suggested by experts or professionals. 

We have categorized the users who could take part in the innovation of mobile 

products/services on the basis of Literature study.  

3.5.1 Ordinary users:  
 

These are the users who use the products or services without knowing how these products 

and services are designed and developed. They don‘t know technological perspectives of the 

products/services [6].  
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3.5.2 Trained Users:  
 

These users have some knowledge of products and services or they have attended some 

lectures or seminars regarding products and services. For example, if a company wants to 

involve users in the innovation process and to take ideas from users regarding a 

product/service, the company arranges a seminar to introduce the users to products/services, 

the company wants to design or develop. The users who attend these seminars or lectures can 

be considered as trained [5] [61].  

 

3.5.3 Professionals/Experts:  
 

These are users who are taking part in the design and development of products/services as 

well as having good knowledge of product/service design and development [5]. These users 

may be the employees of the companies.   

 

3.5.4 Lead Users:  
 

These are special type of users who have capabilities to develop solutions themselves for 

their own use. They can commercialize their ideas as well [20, 26].  

 

3.6 Concepts of Mobility, Mobile Products & Services: 
 

Users are very important in the innovation projects because the success of new mobile 

products/services depends heavily on addressing the right requirements of customers [28].  

In this section, we have described different concepts of mobility, mobile products and 

services and different methods to involve users in the innovation process at Deutsche 

Telecom Laborites to bring out innovation in mobile products/services.   

 

3.6.1 Mobility 
 

 

Mobility refers to movements of human beings which are supported by mobile and portable 

technologies. The mobility is simply the movement of human being within a geographical 

area [49]. According to Balasubramanian [50] at least one party in communication must be 

mobile in a way that its ability to communicate is independent of fixed location at a specific 

time. At least one party must maintain the communication continuously during significant 

physical movements. According to Kakihara et al. [51] the society being mobile is a matter 

of moving or travelling as well as a matter of interaction. They suggest three mobility 
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dimensions: temporal, contextual and spatial mobility. The mobility is called temporal if it 

enhances speed and saves time with advent of new technologies.  Spatial refers to the 

movements of objects, space and humans. Kakihara et al. [51] describe that ―if temporal 

mobility deals with „when‟ and spatial with „where‟, then contextual mobility deals, „in what 

way‟, towards which actors and in what particular circumstance‖.  In context of mobile 

services, ‗mobile‘ refers to the portability of mobile device which is utilized for services and 

in a more comprehensive way, ‗mobile‘ refers to the chances that these services provide to 

improve the different kinds of mobility in the society [58]. 

3.6.2 Mobile Products & Service 

 
Mobile technologies are considered as new resources that help to accomplish numerous 

activities of daily life [62]. The people have great potential for using mobile products in 

many innovative ways for cognitive and social activities. For example, there are services to 

arrange face-to-face ad-hoc interviews and meetings, getting driving directions, playing 

games and chatting with known as well as unknown people. 

 

 The concept of software as a service is rather new as it was considered as product before. 

This concept originated from internet-based service development and distribution. Now-a-

days, mobile ICTs are considered as services from Information Technology (IT) and 

marketing perspective [49]. ―The services are defined as „the application of specialized 

competences (knowledge and skills) through deeds, processes and performance for the 

benefit of another entity or the entity itself‟‖ [48]. The products transmit the embedded 

knowledge because intermediate products are used as the devices in the process of value 

generation [53].   

 

According to S.Baldi et al. [52], ―mobile services provide „possibilities of enhancing mobility 

in the society by allowing customers to participate in service processes and achieve the 

outcomes of these processes by their mobile devices‟‖.  Mobile services like email, voice, 

SMS and MMS are called mobile communication services which occur among the users. The 

services with which users connect and interact with service providers and users receive some 

kind of content as an outcome. These services are called mobile commerce or mobile 

services. J. Niemelä [48] has referred this kind of services as mobile content services for 

distinction from other mobile services. The content providers deliver mobile contents such as 

text, audio, video and graphics in digital form. These contents may be part of different 

services like travel and sport information, online bookings, news, shopping and online games 

[54].  
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The mobile services can only be used with the help of mobile devices like mobile phones. 

However, computers can also be used as mobile devices due to the advent of wireless 

networks and laptops. Laptops turn into mobiles by integrating wireless network adopters 

with them because of increased availability of this kind of wireless networks [48].  

The mobile products are referred to ―mobile phones, PDAs, smart phones and handheld 

PCs”; all of them provide wireless connectivity as well as mobility in hands of the user [52]. 

Mobile products have turned into personal appliances like watches or TVs and represent 

users‘ identities as the usage of products have private experiences and personal meanings 

[55] [56]. Personal use of technology, applications, mobile devices and services is growing 

and mobile phones are becoming big part of users‘ lifestyles. 

The advent of interconnected mobile devices through wireless technology has altered the 

ways of communication of people among each other and their interaction with computers 

[56]. The change will carry on with the introduction of new mobile devices and services. 

Mobile phones and PDAs are the on hand mobile devices. There are different scopes and 

names of mobile devices across different nations. Mobile phone is called wireless phone in 

Asian countries, mobile handset or cell phone in US, in Korea a hand phone, a mobile phone 

in European countries [58].  For PDAs, common name for designating a group of products is 

PDA used by many people.  

A mobile device is also known as smart phone which is actually the name for a digital phone 

that supports browsing the Internet, sending and receiving text and email messages.  

However most of the mobile phones have these capabilities in these days. They also have 

digital cameras because smart phones are mostly considered as integration of PDAs, digital 

camera and MP3 players into the phone. Weiss [57] introduced another term, handheld 

devices for mobile devices which are defined as self contained and portable information 

communication and management devices. These devices are lightweight, small and provide 

best performance in the users‘ hands like pagers, mobile phones and PDAs. Gorlenko et al. 

[58] provide scope of different mobile products which is shown in the following figure. 

 

 

 

 

 

 

 

 

 

Figure 9 Scope of Mobile Products [58] 
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3.7 UDI at Deutsche Telecom Labs (DTL): 
 

DTL is founded on a variety of innovative user research tools like diary search, information 

pump and lead-user workshops which are specifically customized with four-phased 

innovation process: ―exploration, ideation, selection/execution and commercialization‖ [28]. 

DTL [28] involves users in different innovation phases of the innovation process: 

exploration, idea creation, selection & execution of ideas and commercialization. DTL 

incorporates different methods like daily-in-life visits, explorative interviews of ordinary end 

users or lead users, expert reviews, evaluation clinics in the innovation phases. The 

innovation phases are explained as follows: 

 

 Exploration:  

 

Initial unclear front end of the innovation related projects is handled in this phase. This phase 

is aimed at a deep understanding of present and future customers relevant to their living as 

well as working situation, needs, desires and unsolved problems. The end desirable outcomes 

of this phase are customer insights and details regarding the perception and beliefs of the 

users/customers regarding unsolved problems [28].  

 

 Idea generation:  

 

This phase is related to the hunt for innovative ideas and initial pre-selection. In pull 

innovations, market demand provides the grounds for innovation whereas in technology push 

type of innovation, are started by inventions or technical ideas [28].  

 

 Selection/Execution: 

 

Feasibility investigation and profit of the innovation in mark are considered in this phase. 

Selection means that innovative ideas are selected on this basis of their potential to be 

successful [28].  

 

 Commercialization: 

 

The innovation is introduced to target market in this phase [28]. This phase of innovation 

evaluates whether people will like it or not, bugs, usability.  
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3.8 SUMMARY 
 

 

In this chapter we presented theories and concepts regarding UDI and mobile products and 

services. We described innovation, methods of innovation and innovation models i.e., linear 

model and chain linked model. We also described and discussed about concepts of UDI, 

benefits of user involvement in the innovation process and methods to involve users in UDI 

in detail. We also present different concepts of mobility, mobile products and services. In the 

example of Deutsche Telecom Laborites we described innovation phases and methods used 

in every phase to involve users to bring out innovation in mobile products/services.   
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4 RESULTS OF FACE-TO-FACE INTERVIEWS 
 

 

We performed five face-to-face interviews after literature review to understand the 

innovation processes carried out at the local organizations: Telenor Karlskrona, Adduce 

Karlskrona, BTH Innovation and BTH Management department. We conducted interviews 

for a deeper understanding of the innovation processes, methods used to involve users, 

categories of users, challenges and benefits of involving users in the innovation process. 

These interviews helped us to find the industrial as well as academic insights regarding 

innovation, particularly UDI.   

 

We found various methods to involve users in the innovation process by the local companies. 

Furthermore, it gave us understanding regarding proper time to involve users in the 

innovation process.  We followed QDA method for analysis of interviews discussed in 

section 2.4.8. We have divided results into following sections. 

 

4.1.1 Idea creation 
 

We perceived from interviews that local companies take innovative ideas from ordinary 

users, staff or partner companies. We found that „BTH Innovation‟ takes ideas from ordinary 

users, student and academic staff. „Telenor Karlskrona‟ takes ideas from partner 

companies/corporate users and feedback from ordinary users regarding products/services. 

„Adduce Karlskrona‟ takes ideas from their partner companies. We also found that „BTH 

Innovation‟ involves end users only in idea creation phase but other companies „Telenor‟ and 

„Adduce‟ involve employees, partner companies and corporate users in idea creation phase.  

We found that all companies involve users in the innovation process especially in idea 

creation.  

 

 

4.1.2 User Involvement:  
 

 

The organizations/companies involve users in idea creation, prototype development and 

testing. „BTH Innovation‟ involves users in idea creation only. After idea creation, ideas are 

screened and business plan is developed by professionals/experts. In Telenor, ideas are taken 

from their corporate users and internal employees and they have made test groups for testing 

the prototype. They take feedback after the release of product/service into the market. 
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Adduce involves online user communities for feedback after release of first version of mobile 

products/services. Involvement of users after product release gives companies a feedback 

about products/services.  If a company does not involve users in early design phase and only 

depend on users‘ feedback after products/services release then company will suffer when 

customers does not like product/service. Therefore all interviewees focused on the early 

involvement of users in design phase. The companies use different methods to involve users 

in the innovation process; workshops, interviews, dairy development, communities. 

We can summarize as follows.  

BTH Innovation: Idea creation 

Telenor Karlskrona: Idea Creation, Prototype development & Testing, Feedback after 

Product Release 

Adduce Karlskrona: Idea Creation, Prototype development & Testing, Feedback after 

Product release. 

4.1.3 Types of Users: 
 

We found that companies don‘t categorize users into specific types but we recognized 

different types of users through interviews. BTH Innovation receives innovative ideas from 

different kinds of people like students, end users, academic staff and companies. Telenor 

Karlskrona takes innovative ideas from internal employees and client companies. Adduce 

Karlskrona categorizes users into ordinary users, experts/professional users (employees) and 

partner companies. So, we can categorize users to involve in the innovation process into 

different types: ordinary end users, professionals/experts, partner companies or corporate 

users on the basis of interviews.  

 

4.1.4 Benefits of User Involvement:  
 

All the interviewees describe that user involvement is beneficial for companies but users 

should be involved early in the design phase. Furthermore, we found that the companies 

under study develop products/services according to the customer needs and wishes because 

they believe that they can compete in the market only if they develop products/services 

according to users‘ needs and wishes. Almost all the interviewee described that user ideas 

regarding products/services serve as inspiration to the professionals. But it is up to 

professionals to screen ideas for further development. In this way, they can compete with 

other companies by introducing new products/services. Involvement of users after product 

release gives companies a feedback about products/services but what will happen if 

customers don‘t like the product/service, the company will suffer. Therefore, all interviewees 

focused on the early involvement of users.  
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4.1.5 Challenges: 
 

In mature and financially strong companies, users‘ involvement is not so difficult. Users 

Involvement takes time and resources. One interviewee described that it is hard to identify 

potential users with innovative ideas for new mobile products/services. Sometimes, user 

involvement puts more pressure for delivery of products/services in time. It puts pressure on 

the project managers, if feedback from users regarding a prototype testing received late but 

target release date of product is approaching. If a big issue is found just before release date 

of product then it will become hard to handle it. So the major challenge is to handle the user 

involvement and getting feedback in time (if users are involved in prototype testing). Further 

it is hard even for mature companies to identify the potential users who can give innovative 

ideas and feedback after product release. Another challenge is to generalize the 

products/services for general users after getting feedback from different people. 

 

4.2 SUMMARY 
 

 

In this chapter the results of face-to-face interviews are discussed. We performed five face-

to-face interviews including one face-to-face group interview. We conducted these 

interviews for better understanding of the innovation processes, methods used to involve 

users, categories of users, challenges and benefits of involving users in the innovation 

process at local companies.  
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5 TELEPHONIC INTERVIEWS RESULTS 
 

This chapter presents the results obtained through telephonic interviews. We have divided 

the results into sections: user involvement methods, types of users and user involvement 

methods used in different innovation phases. Furthermore, we have presented the results in 

the form of charts and tables for better understanding. 

 

5.1.1 Are you involving users? 
 

Seven out of eight participants having minimum eight years experience in mobile 

products/services development said that they are involving users in the innovation process. 

Only one interviewee said that they don‘t directly involve users in the innovation process.  

5.1.2 Methods for user involvement: 
 

This section partially supports to answer research question RQ3 i.e., How users are involved 

in different phases of innovation process? In this section different methods to involve users 

in local mobile companies are identified. In the next section, we describe, what methods are 

used in different innovation phases at local companies? We found that explorative 

interviews, market test, test groups and expert review are selected by five participants, so 

these methods are mainly used at local industry. Seminars are used in four companies to 

involve users and workshops are used in three local companies.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Chart 1 Methods to involve users 
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5.1.3 Types of Users 
 

 

This section answers the research question RQ2 i.e. what claims can be made based on the 

literature review and our own study about the type of users to involve in the design and 

innovation process? We identified that most of the local companies involve expert users, 

ordinary users and corporate users /partner companies. Only two persons talked about lead 

users. They think that it is easy to talk about lead users but it is very hard to find them. So the 

results of questionnaire are in the line with findings of the literature review and face-to-face 

interviews. 

 

 

 

 

 

 

 

 

 

 

 

 

 

Chart 2 Types of users 
 

5.1.4 User Involvement Methods and Phases of Innovation 
 

This section provides indication from practitionars concerning RQ3 i.e., How users are 

involved in different phases of the innovation process? Authors identified the methods to 

involve users in the innovation process in different phases of user driven innovation. We 

divided the analysis of question 4 into following phases for analysis purpose. In this section 

we have identified that what methods to involve users in the innovation process are used in 

which innovation phases at local companies. 

 

 Exploration 

 

For exploration phase most of the companies use explorative interviews of ordinary end 

users/experts and daily in life visits. 
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Chart 3 Exploration 
 

 Ideation/Idea Creation 

 

We identified that workshops and seminars are mainly used for idea creation. The other 

methods were selected only once by respondents. It means local companies mostly use 

seminar and workshops to involve users in the innovation process. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Chart 4 Ideation/ Idea Creation 
 

 Selection/Execution 

 

In selection/execution phase, those ideas are selected for further development, which have 

potential to be successful from business perspective. The local companies focus on expert 

reviews and surveys for the selection of ideas to develop. The other methods like Evaluation 

Clinics and Test groups are carried out for the selection of ideas to develop. The persons 

selected more than one method, which means that local companies use different 

combinations of methods according to their needs. 
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Chart 5 Selection/ Execution 
 

 

 Commercialization 

 

For commercialization, local mobile products/services companies use combinations of 

Market tests and Field tests. So it is necessary to test market trends and users‘ behavior 

regarding new mobile products/services adoption before commercialization. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Chart 6 Commercialization 
 

 

 When to Involve Users 

 

Results from question 5 of the questionnaire indicate that most of the local mobile 

products/services companies focus on user involvement in idea creation and early in design 

phase. Users are also involved in prototype testing and commercialization of new 

products/services.  
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 Chart 7 When to Involve Users 

 

 

5.1.5 Challenges to involve users 
 

Question 6 of the structured interviews used to identify the challenges to involving users in 

the innovation process. Only one challenge identified during face-to-face interview can‘t be 

validated i.e. involving users put pressure sometimes to meet deadlines of product/service 

delivery.  

 

 Challenges Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

Takes Time To Involve Users 2 4 1 Nil Nil 

Takes Resources 2 4 Nil Nil Nil 

Puts pressure sometime 1 1 2 3 Nil 

Hard to Identify Potential 

Users 

5 2 Nil Nil Nil 

Table 2 Responses Regarding Challenges for User Involvement 

 

5.1.6 Benefits of User Involvement 
 

 

This section answers our research question RQ1 i.e., How does academic literature claim 

that user driven innovation is beneficial for Mobile phone services/products development? 

We were intended to answer RQ1 through literature review but we also tried to find 

industrial people views regarding benefits of user involvement in the innovation process. We 

got all positive responses of question 7 of questionnaire. All respondents said that it is 

beneficial to involve users in the innovation process. Theresponses are also in the line with 
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results of literature review and face-to-face interviews regarding our RQ1 except benefit no. 

2, which can not be validated through telephonic interviews.  

 

No. Benefits Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

1 It gives detailed description of user 

needs and wishes? 

6 1 Nil Nil Nil 

2 It decreases product development 

time by carrying on continuous 

acceptance testing. 

1 1 3 2 Nil 

3 User may provide innovative ideas 

to improve current products/ 

services or to develop new one. 

2 5 Nil Nil Nil 

4 User Ideas can be used as a 

learning tool to perceive user 

needs. 

2 2 3 Nil Nil 

5 User Ideas can serve as a catalyst 

to the innovation process. 

Nil 2 3 2 Nil 

6 User Ideas can serve as a source of 

inspiration to professionals and 

experts for thinking out of the box. 

5 1 1 Nil Nil 

Table 3 Responses regarding Benefits of User Involvement 
 

Responses from participants presented in table 3 show that benefits of user involvement in 

the innovation process found in literature as well as identified through face-to-face 

interviews are almost verified through telephonic interviews. 

 

5.2 SUMMARY 
 

 

In this chapter we presented and discussed the results of structured telephonic interviews. 

The questionnaire is based on the literature study and face-to-face interviews. We presented 

the results of telephonic interviews into different sections and elaborated through charts and 

tables for better understanding.  
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6 FINAL RESULTS AND DISCUSSION  
 

In this chapter, we discuss different aspects of overall results obtained through literature 

review, face-to-face interviews and telephonic interviews. We have divided discussion into 

different sections for better understanding. 

 

6.1 Results 
 

The mobile technologies are becoming popular because they are diffusing into the lives of 

people, thus leading to new opportunities to innovate new mobile products/services. Better 

products/services can be developed only on the basis of better understanding of users‘ needs 

and wishes. Now-a-days, people are adopting new mobile products/services which blur the 

limits between communication, information and entertainment. 

 

The fundamental driving force for mobile products/services adoption can be determined on 

the basis of their acceptance and demand in the society. The people adopt mobile 

products/services only if mobile products/services are fulfilling their demands. So, users 

become a main source of innovation and methods of UDI help the mobile companies to 

understand requirements and desires of users regarding mobile products/services.  

 

UDI at local mobile products/services companies is perceived by understanding of methods 

for involving different categories of users in different innovation phases. The challenges and 

benefits of UDI are also studied. At first we performed literature review to understand 

different concepts and methods of UDI. Then we conducted face-to-face interviews at local 

mobile companies to find industrial insight regarding user involvement methods and types of 

users. Finally, we conducted telephonic interviews to validate and refine findings of face-to-

face interviews. We have found that results obtained through literature review, face-to-face 

interviews and telephonic interviews are in the line with each other.  

 

The final results are based on the comparison of Results obtained through Face-to-Face 

Interviews and Telephonic Interviews. The final results are discussed in the following 

sections. 

 

6.1.1 User Involvement Methods 
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We identified many methods to involve users in the innovation process through interviews in 

the local companies e.g., diary search, explorative interviews, Expert reviews, Test Groups 

etc. We have categorized the methods according to their use in different phases of 

innovation. The phases of innovation and methods to involve users in those phases are given 

in following table. This section also answers RQ3: How users are involved in different 

phases of innovation process? 

 

Innovation Phase Methods 

Exploration Diary Search, Explorative interviews, Daily in life 

visits 

Idea Creation Workshops of experts or lead users, Explorative 

interviews with experts and ordinary end users, 

Seminars, Online Communities, Practical training of 

ordinary End users.  

Selection/Execution Expert Reviews, Surveys, Evaluation Clinic, Test 

groups 

Prototype 

Development/Testing 

Test Groups 

Commercialization Field tests, Market test, Expert Review 

Table 4 Innovation phases and user involvement methods 

 

6.1.2 Categories of users 
 

 

This section answers RQ2 i.e., What claims can be made based on the literature review and 

our own study about the type of users to involve in the innovation process? We identified 

different categories of users that are involved in different phases of the innovation process 

through literature review. The literature about types of users in dispersed. Nobody has 

previously disscussed types of users. We classified users into different types through our 

personal effort finding clues from different research papers in which researchers explain how 

they involved different users‘ groups into experiments. Furhtermore we refined our 

classification through face-to-face and telephonic interviews.  We also discussed the type of 

users to be involved in the innovation process with interviewees from local mobile 

companies.   The final results regarding types of users, based on literature study and 

interviews  are discussed below. 

 

 Ordinary End User: 

 

These are the ordinary users of the mobile products/services. The mobile companies should 

involve them in the exploration and idea creation phase. There should be some department of 
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the company which can take innovative ideas regarding current or new products/services 

from these users. These users can give feedback after the mobile products/services are 

launched by using online communities or discussing with customer service of companies. 

The companies can provide technology oriented practical traing and deliver lectures to 

ordinary users and then take ideas from them. 

 

 Corporate users/Partner Companies: 

 

These are many companies which work in co-operation with other companies. They get 

innovative ideas from their employees or customers. We identified this types of users 

through face-to-face interviews at local mobile companies. Innovative ideas may be taken 

from partner companies or client companies, ideas are screened by experts of the companies 

and selected ideas are developed into products and services. This type of users were 

identified through interviews at local companies. 

 

 Expert/Professional users: 

 

These users are professionals working in the domain of mobile products/services. They may 

be employees of a company. The companies can arrange seminars and workshops for their 

employees to develop innovative ideas. The experts can review the ideas to screen them for 

further development on the basis of market value or acceptability of innovative ideas in the 

society from business perspective. These users also part of test groups for testing 

products/services.  

 

 Lead Users: 

 

The lead users have innovative ideas; they can develop their ideas for their personal use. 

They can work in cooperation with companies to develop their ideas into innovations. We 

found through literature review, face-to-face and telephonic interviews results that it is easy 

to talk about lead users but hard to find them. If some company finds lead users, it can work 

in cooperation with them to bring out innovative products/services.  

 

6.1.3 Types of users and their involvement in different phases: 
 

We also represent types of users in different innovation phases as follows on the basis of 

interviews. 

 



  54 

Innovation Phases Types of Users 

Exploration Ordinary End Users, Professionals/Experts 

Idea Creation Ordinary End Users, Professionals/Experts, 

Corporate Users/Partner Companies, Lead 

users 

Selection/screening Professionals/Experts 

Prototype Development & Testing Professional/Experts, Ordinary Users 

Commercialization Professionals/Experts, Ordinary End Users 

Table 5 Types of users and Innovation 
 

6.1.4 Benefits of User Involvement 
 

This section answers our RQ1. This section is based on the results of literature review, face-

to-face and telephonic interviews. UDI is beneficial for mobile phone companies because: 

 The mobile companies can offer better mobile products/services by understanding 

users‘ needs and wishes by adopting methods of UDI.  

 Mobile companies hire young people who are in continuous touch with market and 

social trends. They provide continuous input to their company about the people 

needs and wishes and market trends.  

 The suppliers of mobile products/services can identify opportunities of innovation 

by detailed user study i.e. context of use, user perception of products/services, user 

experience, user wishes and needs. 

 Involving users in the innovation process during different phases provides 

continuous acceptance testing leads towards success of mobile products/services in 

society.  

 The people ideas and suggestions can improve mobile products/services during 

design and development.  

 Innovative ideas can be generated through continuous interaction with users. This 

also originates new methods of business for mobile products/services. 

 

We can conclude that people ideas regarding mobile products/services are beneficial for 

mobile companies. The ideas of users can serve as learning tools for development of mobile 

products/services to find user expectations and needs. These ideas play the role of catalyst in 

the innovation process. Finally innovative ideas of users provide a source of inspiration to 

experts to develop mobile products/services. 

6.2 Summary: 
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This chapter provides discussion on final outcomes of thesis. We presented final results into 

different sections based on the literature study and interviews. The different aspects of types 

of users, benefits to involve users in the innovation process and methods to involve users in 

different phases of the innovation process are discussed in this chapter.  
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7 CONCLUSION 
 

This chapter contains conclusion of the study, our contribution and guidelines for mobile 

companies to follow methods of UDI for better and innovative mobile products/services. 

This chapter ends with future work in this domain. 

 

 User involvement provides innovative ideas to the mobile products/services companies to 

provide new and sophisticated products/services which are more likely to be acceptable in 

the society. The purpose of this research thesis was to study different methods of UDI to 

involve different types of user in the innovation process at local mobile companies, finally to 

provide guidelines on this basis to improve the ways for user involvement in different phases 

of the innovation process. The study is based on literature study and interviews (Face-to-

Face & Telephonic) to find the answers to research questions. 

  

We found that local mobile companies involve different users in different ways within 

different phases of the development and innovation process. User involvement is beneficial 

because it provides user needs and usage behavior regarding products/services. Different 

types of users: ordinary end users, professional/expert users, lead users and corporate users/ 

partner companies are involved in different phases. Local companies involve ordinary end 

users in the exploration phase, ordinary end users and experts in idea creation phase and 

expert/professional users for screening ideas to be developed. The companies also try to find 

lead users who have aptitude to develop their innovative ideas into complete 

products/service for their personal use. If some lead users are found, companies work in 

cooperation with them for developing innovative ideas of lead users into products. The 

whole study results show it is easy to talk about lead users but very hard to find them. We 

have categorized the methods to be used in different phases of the innovation process on the 

basis of literature review, face-to-face and telephonic interviews.  

7.1 Our Contribution: 
 

In this research work, our contribution is the identification of the different types of users and 

their involvement in different phases of the innovation process using different user 

involvement methods. We categorized different methods used at local companies to involve 

users into different phases of the innovation process. Previous studies at Deutsche telecom 

(sections 3.3.6 & 3.7) describe different methods in four phases of the innovation process. 

But we added one more phase to the innovation process, ‗Prototype Development & 
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Testing‘, identified more methods to involve users, and finally incorporated types of users 

with innovation phases on the basis of interviews at local companies and academia. We 

developed a toolkit on the basis of our final outcomes of thesis which is represented in 

section 7.2.3. (Figure 11) 

 

We provide guidelines for the mobile products/services companies to involve different types 

of users in the innovation process by using different methods for better and innovative 

products/services. Furthermore, the results and guidelines can also be implemented to bring 

out innovation in different fields other than mobile products/services.  

 

7.2 Suggested Guidelines  
 

 

The mobile products/services companies should adopt suitable methods to involve users in 

the innovation process. The companies should follow a specific innovation process and 

identify and involve different types of users in it. We suggest the local mobile companies to 

follow these guidelines.  

 

7.2.1 Innovation process  
 

 

The companies should have exploration, idea creation, selection /screening, Prototype 

Development & Testing and commercialization phases at least in their innovation processes.  

 

 

 

 

 
Figure 10 Suggested Innovation process. 

 

A specific innovation process whatever innovation phases it contains provides a systematic 

way to carry on innovation projects. 

 

7.2.2 Proper Time for User Involvement  
 

The mobile products and services companies should identify different types of users to be 

involved in the innovation process. The company should also decide that at what stage and 

phase they should involve what kind of users. We suggest that companies should involve 

users early in the design phase. But for development of better and innovative 

products/services, companies should involve users in all the innovation phases.  

Commercial-

ization 
 

Exploration 

 
Idea 

Creation 

 
Selection 

 

Prototype 

Development 

&testing 
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7.2.3 User involvement methods and innovation phases 
 

The companies should involve users by using different methods according to their situation 

as suggested in Figure 11. This Toolkit is based on the final outcomes of this thesis. The 

companies can select the phases and respective methods according to their settings and 

requirements for developing better and competent products/services.   

 

 

 

  
 

 

 

  

 

 

 

 

 

 

 

 

 

 

  

 

 

 

Figure 11 Suggested Innovation Phases and methods to involve different types of users (Toolkit) 
 

7.2.4 Types of Users and Innovation Phases: 
 

The companies should identify and involve users in all the phases of innovation process. 

They should develop a specific plan at the start of the project about types of users and their 

involvement in different innovation phases. The Figure 11 shows methods to involve 

different types of users in the innovation process. Companies can follow it or modify it 

according to their specific requirements for better products/services. 

 

7.3 Future Work 
 

We only identified methods to involve users in the innovation process and classified users 

into different types. More research is needed to study methods to involve users in the 

innovation comparatively to find out the economic and suitable methods to involve users. As 

we found through literature study that user centered design is the main direction of user 
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driven innovation, so it can be future work to identify type of users to be involved in the 

User Centered Design and how it can bring out innovative products/services.  
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9 APPENDIX  
 

9.1 APPENDIX A:  

Cover Letter for Telephonic Interviews 
 

 

Blekinge Institute of Technology 

Department of Computing 

Ronneby, Sweden 

 

 

Dear Respondent, 

 

We are students of MSC Computer Science at Blekinge Institute of Technology. We are 

doing master thesis on User Driven Innovation in Mobile products/services Design. We 

request you to help us regarding our structured interviews to carry on our research work.  

 

We have enclosed questionnaire for telephonic interviews regarding user driven innovation 

in Mobile Products/Services‘ Design. The response of this questionnaire will help us to 

analyze the innovation processes, type of users, proper time to involve users in the 

innovation process and methods to involve users in the innovation process at local mobile 

Industry. We will formulate guidelines to involve users in the innovation process on the basis 

of analysis of results of interviews and literature review. Of course, the final results of our 

thesis will serve the local companies to involve different types of users in different phases of 

the innovation process by different methods.  

 

Please give us time for a telephonic interview. It will take 10-15 minutes. We promise that 

we will not leak your identity to anybody. If you have any questions or suggestions 

regarding this questionnaire or our research questions, please feel free to contact with us.  

We are looking forward towards your response.  

 

Sincerely, 

 

Tabassum Riaz (tari08@student.bth.se) 

 Kamran Talib  (kata08@student.bth.se ) 

Cell #: 0704-427851 

Ronneby, Sweden 
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9.2 APPENDIX B: Interview Questionnaire 
 

The requested personal information is only required for analysis of responses and result 

categorizing. We guarantee the secrecy of results that are obtained from your responses. 

   

Personal information 
 

Note: The fields marked with „*‟ are important to be filled, because these fields are required for 

analysis of responses and result categorizing. 
 

Name  

*Company  

*Title/Role  

 
Questions: 
Note: You should answer on behalf of your company instead of in general. 

 
1.  Are you involving users either internal (professional employees) or external (end users) in the 

innovation process in your company?    

 

2. How do you involve users in the innovation process? 

 

Method Tick Method Tick Method Tick 

Workshops  Expert Review  Communities  

Seminars  Focus Groups  
Evaluation 

Clinic 
 

Diary Search  Online Surveys  Field Test 
 

Explorative 

Interviews 
 

Test Market 

Simulations/Market 

Test 

 Test Groups 

 

Daily in Life 

Visits 
 Insight Clinics  

Information 

Pump 

 

 

3. Can you categorize the users being involved in the innovation process? 

 

Ordinary End 

Users 
Corporate Users/User Firms Lead Users 

Professional/Expert 

Users 

    

 

4. What methods from Q. 2 do you use for involving users in following phases of innovative 

product/service development?  

 

Innovation Phase Methods 

Exploration  

Idea Creation  

Selection/Execution  

Prototype 

Development/Testing 

 

Commercialization  

5. When is it important to involve users in innovation process? 
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Idea Creation 
Early in 

design phase 
Prototype Development/Testing 

Commercializat

ion 

    

 

6. In the context of innovation, what are the major challenges when users are involved in design 

and development of mobile products/services? 

 

Q. 

No. 

Question: Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

6.1 It takes time to involve 

users? 

 

     

6.2 It takes resources?  

 

     

6.3 It puts pressure sometimes 

to deliver product/service 

in time? 

     

6.4 It is hard to identify 

potential users which can 

give innovative ideas. 

     

 

 

7. Is involvement of users beneficial for innovations?  

 

 

 

8. How involvement of users is beneficial for innovations? 

It is beneficial to involve user because ------------. 

 

Q. 

No. 

Question: Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

8.1 It gives detailed description 

of user needs and wishes? 

     

8.2 It decreases product 

development time by 

carrying on continuous 

acceptance testing.  

     

8.3 User may provide 

innovative ideas to 

improve current 

products/services or to 

develop new one. 

     

8.4 User Ideas can be used as a 

learning tool to perceive 

user needs. 

     

8.5 User Ideas can serve as a 

catalyst to the innovation 

process. 

     

8.6 User Ideas can serve as a 

source of inspiration to 

professionals and experts 

for thinking out of the box. 

     

 

 

 

Yes  No  
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9.3 APPENDIX C: Face-to-face Interview Questionnaire 
 

 

 

1. What do you think about methods used to involve users in the innovation process? 

 

2. Can we categorize the users being involved in the innovation process? 

 

3. What do you think about lead users? 

 

4. What do you think about, which methods should be used in which phases? 

 

5. What methods should be used for involving users in different phases of innovative 

product/service development?  

 

6. When is it important to involve users in innovation process? 

 

7. In the context of innovation, what do you think about the major challenges when users 

are involved in design and development of mobile products/services? 

 

8. What is your point of view about users‘ involvement of benefits in innovations? 
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9.4 APPENDIX D: Summarized Face-to-face Interviews 
 

9.4.1 Interview at Adduce AB Karlskrona 

 

Yes, we are involving users in the projects but we are involving internal professionals early 

in design stage of project development and external users late after first release of first 

version. But we take ideas from partner companies (partner companies take ideas from 

ordinary users), ideas are analyzed and screened on the basis of ‗what can be developed or 

not‘ or ‗what will best fit in the market‘. Then we develop the ideas into prototypes. We 

arrange workshops at early design stage, during development interviews are conducted and 

online communities are involved late after the release of first version. Ordinary users are 

involved for product testing after the release of first version. Users will give feedback about 

the products/service and according to their feedback the products/services are modified in 

next version. For products/services development or innovation we don‘t use any formal 

innovation process. The one major challenge of user involvement is the late feedback of 

users because product release date is fixed. If feedback is received just before release date 

and there is a major issue identified in product then it will be very difficult to solve that and 

sometimes user feedback received after the product release. The main drawback of user 

involvement is time constraint. It is a time consuming iterative process of getting feedback 

from users then update product and after that product will be given to users for further 

testing for getting more feedback.       

 

9.4.2 Interview at BTH Management Department 
 

 

The user innovations are the products/services that are developed by the users. Open 

innovation is anything developed by the end users. Users are involved in the innovation 

process by interviews or online communities. In Open source software users can take the 

source code and they can make amendments according to their needs. Users can be 

categorized into end users, expert users, lead users and internal employees. But it takes 

efforts to identify lead users who can develop their ideas themselves. But companies can 

work in cooperation with the identified lead users or expert users for better 

products/services. Ordinary users/customers should be involved in the innovation process for 

better products/services in mobile industry. 

 

9.4.3 Interview at BTH Innovation: 
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This was a detailed interview with Manager of BTH innovation department. He described 

Background, objectives, activities and innovation process of BTH innovation in detail. He 

explained the whole activities of BTH innovation in detail. He also provided us the whole 

innovation process and activities in graphical format which is as follows. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 12 Activities at BTH innovation 
 

 

He also described that anyone from students, academic staff, companies, and end users from 

community can bring innovative ideas to the department. Then the ideas are screened. They 

basically work with proof of concept projects in which they develop screened ideas into 

business concepts. If the ideas have business potential then it is developed into prototype. 

Only those ideas are selected for development, which are producible and have worth to do 

business. The selected idea is developed into prototype and its market test is performed. 

Finally we try to find financial resources to carry on the innovation projects. If someone 

brings idea having business concept then we put it into proof of concept.  

 

 He also described that lead users are people who have potential to develop their innovative 

ideas into complete products/services for their personal use. They can commercialize their 

products/services with the help of companies or they can work in cooperation with the 

companies to develop their ideas into products/services for general use of common users. He 

stated that it is rare chance for companies to find lead users.  
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9.4.4 Interview at Telenor AB Karlskrona: 
 

 

This was a group interview with two product managers at Telenor Karlskrona. They 

described the products/services development process at Telenor. They mentioned that 

Telenor is a mature company so it does not directly involves users in the development of 

new products/services. They take ideas from their corporate users/ partner companies, and 

screen the ideas to be developed on the basis of the business plan. If it is feasible to develop 

the idea into product/service on the basis of market value and worth to do business, then they 

develop the prototype. At Telenor, there is a test group which is responsible to test different 

features of the products/services. After the delivery of the products/services customer service 

department is responsible to take feedback from the users. They described that involvement 

of users is beneficial because it gives detailed understanding of user needs and wishes. There 

are some challenges to involve users for young companies i.e. it takes time, puts some 

pressure to meet product/service delivery date.  
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9.5 APPENDIX E: Cover Letter for Face-to-Face 

Interviews 
 

 

Blekinge Institute of Technology 

Department of Computing 

Karlskrona, Sweden 

 

 

Dear Interviewee, 

 

We are students of MSC Computer Science at Blekinge Institute of Technology. We are 

doing master thesis on User Driven Innovation in Mobile products/services Design. We 

request you to help us regarding face-to-face interviews to carry on our research work.  

 

We have enclosed questionnaire for telephonic interviews regarding user driven innovation 

in Mobile Products/Services‘ Design. The response of this questionnaire will help us to 

analyze the innovation processes, type of users, proper time to involve users in the 

innovation process and methods to involve users in the innovation process at local mobile 

Industry. We will formulate guidelines to involve users in the innovation process on the basis 

of analysis of results of interviews and literature review. Of course, the final results of our 

thesis will serve the local companies to involve different types of users in different phases of 

the innovation process by different methods.  

 

Please give us time for a semi-structured face-to-face interview. It will take 45-60 minutes. 

We promise that we will not leak your identity to anybody. If you have any questions or 

suggestions regarding this questionnaire or our research questions, please feel free to contact 

with us.  

We are looking forward towards your response.  

 

Sincerely, 

 

Tabassum Riaz (tari08@student.bth.se) 

 Kamran Talib  (kata08@student.bth.se ) 

Cell #: 0704-427851 

Ronneby, Sweden 


