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systems, exploiting opportunities for social learning as ideas, experiences, and innovations are
shared between individuals and groups. A match between needs and functionality is achieved as
design in use (Greenbaum and Kyng 1991) becomes a reality. Such a scenario describes a deve-
lopment process that is user-led rather than merely user-centred.

Two projects are currently under way at the University of Edinburgh (Vo8 et al. 2000; Harts-
wood et al. 2000) that aim to explore the viability of such user-led development processes in the
context of large organisations. Setting up user-led development projects with researchers acting
as facilitators (and thus participant observers) in a hospital department and in a plant manufactu-
ring diesel engines, we hope to capture some of the social and technical factors that facilitate or
hinder such processes. One important issue is the importance that user-led development be kept
in alignment with the broader, strategic concerns of IT services management. In studies in the fi-
nancial sector, Procter et al. (1996) observed the emergence of new, specialist groups within IT
departments working closely with users and acting simulaneously as facilitators and gatekeepers
of technical change. The current projects will investigate whether such models for the manage-
ment of user-led development are transferable to different organisational contexts. In particular,
we are interested in the effects that different needs for security (medical records) and dependabi-
lity (production) have.
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