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Abstract: This  study  focused  on  End  Users  Complaint  and  Design  Input  of  Information  Technology  Projects  in  Lagos  State, Nigeria.  The  objectives  of  the  study  were  to  test  how  significantly  end  users’  complaints  of  ITPs  impact  on  the  software developers  understanding  of  the  users’  needs  in  Lagos  State.  The  study  adopted  a  descriptive  research  design.  The  targeted population  consisted  of  268  staffs  of  five  selected  firms  in  Lagos  State  distributed  across  various  categories.  Using  the  Taro Yamane  sample  size  formula,  a  sample  size  of  161  was  drawn  from  the  population  The  researcher  adopted  the  convenience sampling  technique  to  select  the  choice  of  firm  by  selecting  them  based  on  their  closeness  to  the  researcher.  The  sample  was stratified to ensure that all the members of the population were adequately represented. A random sampling technique was used in each  stratum.  Data  was  collected  through  a  self-developed  questionnaire.  The  collected  data  was  analyzed  using  inferential statistics  using  SPSS  (Statistical  Package  for  the  social  sciences).  The  findings  revealed  among  others  that,  the  regression coefficient  for  the  'End'  variable  is  positive  (.226),  suggesting  that  an  increase  in  the  frequency  of  end-user  complaints  is associated with a slight increase in the perceived impact on ITP design changes for the selected firms in Lagos State, Nigeria. It was  therefore recommended among  others  that  software  firms in  Lagos  should diversify  their  approaches to  understanding  and responding to user needs.
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I. Background to the Study 

Several reports  such  as that  cited  by  Brandi  (2016);  Robins  (2018);  Zucker  (2023)  etc. have  shown  that  substantial number  of projects failed annually around the world for various reasons such as the passive project sponsor, insufficient resources, shifting organizational  context  etc.  Robins  further  noted  it’s  devastating  cost  on  both  an  organization’s  business  line  and  national economy of any nation.  Schmidt (2023) noted that,  Information Technology Projects (ITPs) are no exception to failures despite the enomours benefit when successful. While Lauesen (2017) believed the magnitude of these ITPs failures could sometimes be a major surprise because of the amount of brainpower (in term of specialized personnel in Information Technology Projects - ITPs) and cost involved in either/both private and public organizations.  Schmidt (2023) observed from past researches that the rate of failure  of  ITP  is  higher  than  other  project  with  so  much  wasted  scares  resources  as  most  are  even  terminated  before  their completion.

Lauesen (2017) noted that there is rarely an ITP without a plan with key deliverables set, project team and other necessary things done before work gets underway.  However, ITPs still fail at an unprecedented rate which has become an  expensive experience over  time.  Thus,  stakeholders  like  Project  Management  Institute  as  observed  by  Brandi  (2016)  noted  that,  about  37  percent  of projects  do  fail  meet  the  stated  objective(s),  17  percent  out-rightly  failure  is  recorded  while  about  36  percent  of  the  identified projects cost cannot be recovered. Adam (2016) observation of the same situation on ITPs shows that, about 25 percent fail out-rightly,  at  least another  50  percent required rework  while  about  20  to  25  percent  don’t  meet  up  with  the acceptable  Return  on Investment (ROI).

Despite  the  above  observation  on  rate  of  projects  failures  especially  ITPs  from  literatures,  project  failure  can  be  avoided. Especially if the manager and other stakeholders take cognisance of how the project are managed especially in term of what this study  will  regard  as  “trivial  pitfalls”  that  are  often  overlooked.  The  frequency  at  which  the  managers  of  ITPs  overlooking  or misinterpret these assumed simple pitfalls like end users’ complaints was also observed by MacNeil (2022). Thus, affecting how the ITPs are been managed.

One of these trivial pitfalls in managing ITPs is what and how project information are gathered, viewed, stated and measured to design  the  project  or  determine  the  level  of  success  achieved.  To  this  study,  this  shows  one  of  the  trivial  indicators,  though to Zoufa and Ochieng (2014),  project is deemed a failure if the endeavor fails to achieve the stated objectives by the organization. While other researches such as; Ogohi & Umar (2019) etc. believed that some stakeholders deemed a project as a failure once the identified scope of work is not delivered on schedule, within an acceptable budget.

However,  an  observation  of  Ogohi  &  Umar  (2019)  and  Zoufa  and  Ochieng  (2014)  researches  shows  that,  their  indicators  of project  success  are  not  cautious  of  individual  end  user’s  acceptable  or  complaints  of  the  ITPs.  These  end  users  are  the  main peculiarity  between  private  and  public  investment  in  projects,  of  which  the  ITPs  are  not  left  out.  This  is  because  the  zeal  to improve end users’ satisfaction and reduce complaints on each ITP platform is the competitive advantage firms sort after before taken an investment decision (Rocheleau & Wu, 2002; Tugcu, 2023).
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Statement of the Problem 

Tugcu (2023) noted from the study of McKinsey that 70% of large and complex ITPs rarely meet their stated goals especially in the digital transformed banking sectors. In developing countries especially in Nigeria, most stakeholders and researchers like Eja & Ramegowda (2020) etc. see corruption as the only factor of project failure. With the wide acceptance of corruption as a major cause of project failure in Nigeria, this study examines and considered the trivial and rarely examined factors by most researchers or stakeholders.

First, a preliminary examination of typical Nigerian work environment, the study observed the negligence  of End Users who are the  final  consumer  of  the  project  in  the  design  and  development  processes  of  their  IT  products.  This  is  not  far  from  the observation of Sommerville (2023) that, it’s the developer and not the end users that is in control of the design, development and subsequent changes of ITPs changes. This may be due to the inability of the developer to listen or collate input data from the vast possible end users of the project. However, what most researchers and stakeholders have rarely examined  is how the numerious end users complaints can influence the redesigning of the the existing ITPs or  served as input to the design and development of future ITPs. Hence this study will examine level of influence the end users complaints of ITPs had on the design and subsequent changes ITPs

Second,  most  researchers  especially  in  developing  counties  like  Nigeria  have  rarely  examined  how  the  collated  end  user’s complaint has helped the  ITPs  developers  to  gain  a  better understanding  of  the  users’ needs. This is  because  researchers  like Vartika  (2018) noted  that,  lack  of  enough  stakeholders’  engagement  causes  project  failure as most  project  does not possess  the attribute  required  by  real  problem.  Thus,  a  critical  examination  will  give  a  better  understating  of  how  the  collated  end  users complaints influences the attributes and deliverable design into ITPs.


Research Objectives 

The main objective of this study is to examine how end-user complaints influence the design and development of ITPs in selected software developing firms in Lagos state, Nigeria. The specific objectives considered the following:

i. To  evaluate  the  impact  of  end  users  complaints  of  ITPs  on  the  design  and  subsequent  changes  of  ITPs  in  selected 

software developing firms in Lagos State.

ii. To determine the relationship between  end users’ complaints of ITPs and the software developers understanding of the 

users’ needs on ITPs in Lagos State.


Research Questions 

i. What is the impact of  end users complaints of ITPs on the design and subsequent changes  of ITPs in selected software 

developing firms in Lagos State.

ii. How significant is the relationship between end users’ complaints of ITPs and the software developers understanding of 

the users’ needs in Lagos State.


Research Hypotheses 

i. There is no significant impact of end users complaints of ITPs on the design and subsequent changes of ITPs in selected 

software developing firms in Lagos State.

ii. There is no significant relationship between end users’ complaints of ITPs and the software developers understanding of 

the users’ needs in Lagos State.


Relevance of the study 

The  weight  each  variable  indicator(s)  has  in  policy  formation  differs  among  organizations.  This  study’s  assessment  of  the relationship  between  the  study  variables–  end  users’  complaint,  none  design  and  changes  subsequent  changes  in  ITPs,  and software  developers  understanding  of  the  users’  needs–via  the  selected  indicators  gives  better  insight  to  managements  of  IT projects organizations. It will give these managers the opportunity to assess other indicators of interest in their policy formation to get a better success factor. It also serves as a bases for other researchers or stakeholders to studying how end users and developers react to other identifiable indicators in further studies.

Scope and Limitation of the Study 

This study examined the relationship between  IT Projects Management and End-User Satisfaction in selected public institutions in  Lagos  State.  Though,  there  are  several  indicators  to  measure  this  relationship,  the  scope  of  this  study  will  be  limited  to exploring such indicators as end users’ complaint, none design and changes subsequent changes in ITPs, and software developers understanding of the users’ needs in selected firms in Lagos State.
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II. Literature Review 

This section captures the relevant conceptual and theoretical research reviewed. This is to provide a general understanding of the relevance of end users complaint in the design of ITPs especially in the technological advance business of today.

Concept of Study Variable 


End Users Complaints of ITPs  

Amit  and  Kaur  (2020)  noted  the  recent  significant  increase  in  the  area  of  complaint  mechanism  and  management  especially among European nations as an important strategy for competitive placement. Amit & Kaur also present end users’ complaint as a multi-dimensional concept as depending on the discipline or perception of the researcher and in term of the pre and/or post used of the data gathered from the complaints. But irrespective of the differs views that may occur, Amit & Kaur believed complaints are  actions  or  expression  of  dissatisfaction  caused  by  the  gap  created  between  expectation  and  actual  experience  of  a  project outcome, product.or service. Luise & Elisabeth (2017) conceptualised complaint as a formal opportunity for victims, witnesses of a system’s wrong or shortcomings report their observation of a misconduct.for rederess. These concepts of end users complaints from differs researchers and stakeholders  which differentiat it from the concept of feedback as observed by  the Commonwealth Ombudsman (2023) guild maybe the reason most mnagers of projects especially ITPs don’t used complaints as design inputs. To Commonwealth  Ombudsman  while  complaints  are  implied  or  express  statements  of  dissatisfaction  to  seek  for  reasonable response  or  extent  legal  action  if  required,  feedbacks  are  seen  as  compliments,  criticisms,  comments  or  suggestions  where reasonable  responses  are  not  sought,  or  expected.  However,  to  this  study  a  statement  that  will  express  the  dissatisfied  gap(s) observed between the end users’ expectation(s) and the actual experience(s) of the project(s) is/are likely to contain the end users’ requirements  of  the  project.  In  ITPs  these  requirements  form  the  basis  for  design  input  or  redesigning  of  existing  software  by developers. Thus, in this study, ITPs end users’ complaint is an expected expression or feedback of the observed gap between the end users’ expectation(s) and the actual experience(s) due to dissatisfaction.

Information Technology Project (ITPs)  

To have a better understanding of the concept of ITP, this study examined briefly the concept of the various words that formed the construct-information, technology and project. This is because peculiarity of the construct to this study.  While the scientific view  of  the  term  information  according  to  Mathur  (2022)  is  simply  processed  data  that  gives  relevant  meaning  and communication  to  all  stakeholders,  Olabode  (2018)  noted  that,  technology  could  be  seen  as  the  application  of  software,  i.e., knowledge, techniques, crafts, or methods of organizational usage of (hardware) tools, systems machines, etc. in order to solve a problem,  for  better  output  or  perform  a  specific  function.  Thus, this  study  opinioned  that  IT  can  be  a  driving  force  of communication that uses both hardware such as computer, and software in data collation, processing and distribution of data to add value that can improve the wellbeing and productivity of a system.

Though,  there has not  been  a  direct  definite  definition  of  ITPs  as  most  conceptualisation  of  the  construct has  been  indirect. Its either stated in the form of who an IT project manager is as done by some stakeholders like Coursera (2021) or trying to show the importance  of  IT to  project  management as  seen in  the  work  of  Dube  &  Chimog  (2022).  However,   project  according to  PMI-PMBOK-  been  a  temporary  endeavour  organised  within  the  limited  constraints  such  as  time,  cost  and  resources  to  produce  a unique product, this study conceptualized ITPs as “The product of knowledge, skills, tools, and techniques to enhance a scientific force of communication that uses both hardware such as computer, and software in data collation, processing and distribution  of data to meet the requirements of a unique output or expected deliverables”. Though, this concept may not be all encompassing enough but can serve as a bases for improve conceptualization of the construct. Based, on this concept, this study is of the opinion that, how  an  IT  project  is  been  manage  determine  the  possibility  of  attaining  the  desirable  deliverables  of  the  project. Though, theoretically  researchers  and  stakeholders  are  very  conversant  with  the  basic  management  functions  of  planning,  controlling, organizing  staffing  etc.  but  the  trivialization  of  the  managers’  end  users’  complaints,  needs,  attitudes,  ego  and  other  implicit behavior that imped their management of projects success have been an issue that have not been truly addressed.

Thus, several stakeholders and researchers have examined the effectiveness of managing projects to success through end users’ engagement. Yuri, Ayokunle, & Sutrisna (2022), identified three phases where engagement of end users improved the expected deliverables.  These  are  in  early  design  phase,  design  process  phase  and  post-design  phase.  This  means  almost  all  through  the project  life  cycle  the  engagement  of  end  users  should  be  encouraged.  Though,  their  study  was  examined  in  the  construction sector, this study will deviate slightly by studying this situation among public sector users of IT projects.


Theoretical Review 

Technology Acceptance Model (TAM) 

This  is  a  model  that  explains  how  people  accept  information  technology.  And  the  frequency  of  users  usage  or  complaint  can determine the level of acceptance of an existing or a new information technology product (Sun and Zhang, 2006).
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A  number  of  situations,  including  healthcare-Holden  &  Karsh  (2009),  e-learning  Moon  and  Kim  (2001),  and  social  media Alalwan,  Rana,  Dwivedi,  &  Algharabat  (2017)  have  been  studied  using  the  TAM  to  examine  the  adoption  of  information technology.  It  has  also  been  used  to  comprehend  the  adoption  of  particular  technologies,  such  as  mobile  apps  and  cloud computing (Venkatesh et al., 2012).

Expectation Confirmation Theory (ECT) 

The theory explains of how people’s expectations about acquired goods, services, and other experiences is and upheld. According to the hypothesis, people are more likely to continue using a good or service, if it lives up to their expectations and less likely to do  so  if  it  falls  short  (Hsu  &  Lu,  2004).  The  theory  contends  that  people  build  pre-consumption  expectations  about  a  good  or service  based  on  past  experiences,  advertising,  word-of-mouth,  and  other  information  sources.  People  judge  their  experiences based on their initial expectations after using the product or service. They are more likely to continue using the product or service if  their  expectations  were  met  or  exceeded.  They  are  less  inclined  to  use  it  again  if  the  experience  doesn't  live  up  to  their expectations.

The significance of controlling end users’ expectations is one of ECT's major contributions. Businesses that continuously meet or exceed  their  end  users’  expectations  are  more  likely  to  keep  them  as  end  users  develop  better  preference  for  their  goods  or services (Baharum & Jaafar, 2015). Positive or negative correlations between expectations and performance serve as a mediating factor  for  this  preference.  In  the  event  that  a  product  performs  better  than  anticipated  (a  positive  confirmation),  pleasure  will follow. When a product doesn't live up to expectations, the customer is probably going to be complain (Baharum & Jaafar, 2015; Hsu & Lu, 2004).

Relevance of Theories to the study 

The  widely  used  Technology  Acceptance  Model  (TAM)  is  a  theoretical  framework  for  predicting  and  comprehending  the variables that affect end-users' acceptance and utilization of technology (Venkatesh et al., 2012). TAM places a strong emphasis on the significance of perceived value and perceived usability in determining users' attitudes which is reflected in this study as the end  users’  complaints  toward  embracing  both  an  existing  or  new  ITPs.  TAM  can  aid  in  the  creation  of  interventions  that encourage  the  adoption  of  ITPs  and  raise  end-user  complaints  by  assisting  software  developers  to  pinpoint  the  variables  that affect end-users' readiness to accept and utilize the ITPs the developed.

According to the Expectation Confirmation Theory (ECT), the degree to which end users'  complaints of the ITPs are addressed affects how satisfied they are (Hsu & Lu, 2004). ECT can aid the ITPs developers in the identification of end-user expectations and  the  creation  of  interventions  that  meet  or  surpass  those  expectations  in  the  context  of  IT  project  management.  Project managers may increase end-user happiness and encourage the adoption of new ITPs by addressing end-user complaints.


III. Research Methods   

This  section  highlights  the  process  and  procedure  (which  includes:  research  design,  study  population,  the  study  sample  and sampling  techniques,  sources  of  data  and  method  of  analysis)  that  will  be  used  in  this  study,  and  also  presents  important information (data) on specific fields where the survey was carried out.

The study adopted descriptive research design. The population of the study comprised of the  Customer Implementation officers and ITPs developers  of  five selected IT firms. This is because incoming complaints to most ITPs’ development  organization in Nigeria is first examined, analyzed and documented by the Customer experience and Implementation officers. It’s then sent to the developers to raise the complaints tickets after detailed analysis.

These firms were selected using convenience. This is because of the researcher’s familiarity with the firms and invariably the ease of data collection. The firms and population are Fintrak Software Company Limited - 96, Vatebra Limited - 84, BISM Software Limited - 28, Simplex Business Solutions Limited - 42, Advancly Technologies Nigeria Limited - 18. The population of the study is thus 268. A sample of 161 was drawn from the population using Yamane (1969 as cited by Anokye, 2020). The sample will be stratified as shown in table 3.1 to ensure that all the firms will be adequately represented. A random sampling technique was used in each stratum because, online questionnaires links  were sent directly to the staffs through the HRs  of the selected firms. And first  fully  filled  questionnaires  that  make  up  the  acceptable  sample  size  in  each  stratum  is  what  was  used.    And  as  identified earlier in the study’s scope and limitation, convenience sampling technique was used to choose the five (5) selected firms based on the proximity and accessibility for the researcher and the field officers.

Data was collected through self-developed questionnaire. A five-point Likert Scaled online questionnaire was used to assess how the indicators adopted in this study for the respondents of the five selected private firms. Copies of questionnaire was taken to the offices and distributed to the staff through the HRs with minimal persuasion within two weeks.
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Yamane Formula

n= N/(1+N(e)2)

Where;

n is the sample size,

N is the population size which is 268, and

the level of precision. Taken to be 5% in this study

Applying this formula, we get n=                  2 268 /(1+ 268 (.05)) =            n= 160.50 ≈161

The  sample  size  for  each  stratum  was  represented  by  nI.  This  was  determined  by  getting  the  fractional  contribution  of  each stratum to the entire 268, and multiplying it by the sample size. This formula is thus; n I.= (N /N )*n f      t

where I n.is the sample size in each stratum; N is the population in each stratum f

Nt is the population of the study; n is the sample size from the Yamane formul

The result is approximated to the nearest whole number. For example, Management Sciences sample size will be (96/268) *161 ≈ 85th as shown in table 1.

The final summation of the sample size column resulted in 234. Since this figure is higher than the 233 from the Yamane formula it can represent the system adequately.

Table 1: Distribution of Samples in Strata

S/N Category                                   Population                                Sample

N                           I Source n. f

1       Fintrak Software Company Limited                 96        Firm’s HR department (2024)          58

2       Vatebra Limited                                     84         Firm’s HR department (2024)          51

3    BISM Software Limited                         28        Firm’s HR department (2024)         17

4       Simplex Business Solutions Limited                42        Firm’s HR department (2024)          25

5       Advancly Technologies Nigeria Limited            18        Firm’s HR department (2024)          10

TOTAL (N)                            268                                  161 

 

IV. Findings and Discussions 


Hypotheses Testing 

H01: There  is no  significant  impact  of  end  users  complaints  of  ITPs  on  the  design  and  subsequent  changes  in  ITPs  in  selected software developing firms in Lagos State.


Model Summary

Model               R              R Square            Adjusted R Square         Std. Error of the Estimate

1                                  a .155                   .024                               .018                         .56232

a. Predictors: (Constant), End

ANOVAa

Model                     Sum of Squares         Df           Mean Square             F            Sig.

1                                                                                                                              b Regression 1.236 1 1.236 3.907 .050

Residual                     50.277            159                    .316

[image: ]

ISSN 2278-2540 | DOI: 10.51583/IJLTEMAS | Volume XIV, Issue III, March 2025 

Total                          51.512            160

a. Dependent Variable: CDesign

b. Predictors: (Constant), End

Coefficientsa

Model                     Unstandardized Coefficients       Standardized Coefficients         T          Sig.

B           Std. Error                 Beta

1           (Constant)                  3.411             .486                                        7.015         .000

End                      .226           .115                         .155       1.977        .050

a. Dependent Variable: CDesign

 


Analysis of the Model 

The presented model examines the relationship between the frequency of end-user complaints (End) and the perceived impact of these  complaints  on  Information Technology  Project  (ITP) design  changes  (CDesign). The  model's  objective  is  to  test  the null hypothesis (H01) that there is no significant impact of end-user complaints on ITP design changes.

The model explains a minimal amount of variance in ITP design changes, as indicated by the low R-squared value of .024. This suggests that other factors beyond the frequency of end-user complaints are more influential in determining the extent of design changes.

The  ANOVA results  show  a  marginally  significant  F-statistic  (p=.050), indicating that  the  model as a  whole  is  on  the brink  of being  statistically  significant.  However,  this  result  should  be  interpreted  cautiously  due  to  the  low  explanatory  power  of  the model.

The  regression  coefficient  for  the  'End'  variable  is  positive  (.226),  suggesting  that  an  increase  in  the  frequency  of  end-user complaints is associated with a slight increase in the perceived impact on ITP design changes. While this relationship is positive, its magnitude is small, and the statistical significance is marginal.


Implications for the Study 

The  findings  of  this  analysis  provide  limited  support  for  the  notion  that  end-user  complaints  directly  influence  ITP  design changes.  The  weak  relationship  between  the  two  variables  suggests  that  other  factors,  such  as  the  severity  of  complaints,  the specific nature of the complaints, or organizational factors, might play a more critical role in driving design modifications.

It  is  essential  to  acknowledge  that  the  model's  limitations,  particularly  its  low  explanatory  power,  restrict  the  strength  of conclusions that can be drawn. Further research with a more comprehensive set of variables and a larger sample size is necessary to  gain  a  deeper  understanding  of  the  complex  interplay  between  end-user  complaints  and  ITP  design  changes.  Additionally, exploring  qualitative  data to  understand the nuances  of  how  end-user  complaints are  perceived,  interpreted, and  acted  upon  by software development teams could provide valuable insights that complement the quantitative findings.

H02: There is no significant relationship between end users’ complaints of ITPs and the software developers understanding of the users’ needs in Lagos State.


Model Summary

Model               R               R Square          Adjusted R Square        Std. Error of the Estimate

1                                   a .014                    .000                         -.006                             .38434

a. Predictors: (Constant), End

ANOVAa

Model                      Sum of Squares          df         Mean Square           F             Sig.

1                                                                                                                              b Regression .004 1 .004 .030 .863

Residual                      23.487            159               .148

Total                           23.491             160

a. Dependent Variable: CDev

b. Predictors: (Constant), End
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Coefficientsa

Model                     Unstandardized Coefficients         Standardized              t              Sig.

Coefficients

B            Std. Error             Beta

1           (Constant)                  4.315             .332                                     12.986           .000

End                     -.013            .078                 -.014              -.172          .863

a. Dependent Variable: CDev

 


Analysis of the Model 

The  second  model  investigates  the  relationship  between  the  frequency  of  end-user  complaints  (End)  and  software  developers' perceived understanding of user needs (CDev). The null hypothesis (H02) posits that there is no significant relationship between these two variables.

The model exhibits an extremely weak relationship between the frequency of end-user complaints and developers' understanding of user needs, as evidenced by the negligible R-squared value of .000. This indicates that end-user complaints explain virtually no variation in developers' perceived understanding of user needs.

The ANOVA results strongly support the null hypothesis, as the F-statistic is insignificant (p=.863). This implies that there is no evidence  to  suggest  that  the  frequency  of  end-user  complaints  is  associated  with  changes in  software  developers' perception  of their understanding of user needs.

The  regression  coefficient  for  the  'End'  variable  is  very  small  and  negative  (-.013),  indicating  a  negligible  and  practically insignificant  decrease  in  perceived  understanding  of  user  needs  with  an  increase  in  complaint  frequency.  However,  given  the overall insignificance of the model, this coefficient should be interpreted with extreme caution.


Implications for the Study 

The  findings  of  this  analysis  provide  strong  evidence  against  the  hypothesis  that  end-user  complaints  influence  software developers' understanding of user needs. This suggests that the mechanisms through which developers  acquire knowledge about user requirements might be independent of the complaint process.

It  is  crucial  to  explore  alternative  factors  that  might  shape  developers'  understanding  of  user  needs,  such  as  formal  user requirements  gathering  processes,  user  interviews,  and  usability  testing.  Additionally,  investigating  the  role  of  organizational culture,  communication  channels,  and  developer  experience  in  influencing  user  understanding  could  provide  valuable  insights. The  results  highlight  the  need  for  further  research  to  uncover  the  complex  factors  that  contribute  to  effective  user  needs identification and incorporation into software development processes.


V. Conclusions 

The findings of this study indicate a limited relationship between end-user complaints and both ITP design changes and software developers' understanding of user needs in selected Lagos-based software firms. While a marginal association was found between complaint frequency and ITP design modifications, the overall effect size was negligible, suggesting that other factors likely play a  more  significant role  in driving design  changes.  Moreover,  the absence  of  a  discernible  relationship  between  complaints and developers'  perception  of  user  needs  challenges  the  notion  that  complaint  management  is  a  primary  mechanism  for  improving user  understanding.  These  results  underscore  the  complexity  of  the  factors  influencing  ITP  design  and  development  and emphasize  the  need  for  a  more  nuanced  understanding  of  how  end-user  feedback  is  integrated  into  the  software  development lifecycle. Future research should delve deeper into organizational, processual, and individual-level factors that mediate the impact of end-user complaints on ITP outcomes.


Recommendations

Given the limited influence of end-user complaints on ITP design and development observed in this study, it is recommended that software  firms  in  Lagos  should  diversify  their  approaches  to  understanding  and  responding  to  user  needs.  While  complaint management systems remain essential, they should be complemented by proactive user research methodologies such as usability testing, user interviews, and surveys. Furthermore, establishing formal channels for user feedback beyond complaint mechanisms can  foster  a  more  continuous  and  comprehensive  understanding  of  user  expectations.  It  is  also  crucial  to  invest  in  developer training  on  user-centered  design  principles  and  techniques  to  enhance  their  ability  to  translate  user  insights  into  effective  ITP solutions.  By  adopting a  multi-faceted  approach  to  user  engagement  and  feedback,  software  firms  can  improve  the  quality  and relevance of their ITPs and ultimately enhance user satisfaction.
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Given the limited understanding of the relationship between end-user complaints and ITP outcomes, future studies could benefit from adopting a more comprehensive research design. This could involve longitudinal studies to track the evolution of ITPs over time  in  response  to  user  feedback,  incorporating  a  wider  range  of  ITP  types  and  industries,  and  delving  deeper  into  the organizational and contextual factors influencing the management of user complaints. Additionally, qualitative research methods could  provide  rich  insights  into  the  perceptions  and  experiences  of  both  end-users  and  software  developers  regarding  the complaint  process  and  its  impact  on  ITP  development.  By  expanding  the  scope  and  depth  of  research  in  this  area,  a  more comprehensive understanding of the complex dynamics between end-user feedback and ITP outcomes can be achieved.


References 

1. Adam,  A.  (2016).  Why  Do  Information  Technology  Projects  Fail.  Conference  on  ENTERprise  Information  Systems  / 

International  Conference  on  ProjectMANagement  /  Conference  on  Health  and  Social  Care  Information  Systems  and Technologies,CENTERIS / ProjMAN / HCist 2016.100(12), pp. 62-71. Melbourne, Australia: Elsevier B.V. Retrieved from https://www.researchgate.net/publication/313903292_Why_Do_Information_Technology_Projects_Fail

2. Adegoke,  J.  (2022,  October).  4  Cybersecurity  Risks  of  Remote  Work  and  How  to  Tackle  Them.  Retrieved  from 

https://www.makeuseof.com/cybersecurity-risks-remote-work/

3. Alalwan, A. A., Rana, N. P., Dwivedi, Y. K., & Algharabat, R. (2017). Social Media in marketing: a Review and Analysis of 

the Existing Literature. Telematics and Informatics, 34(7), 1177–1190. https://doi.org/10.1016/j.tele.2017.05.008 

4. Arnulf,  G.  (2015).  Technology:  Concepts  and  definitions.  In  C.  Core,  Technology  and  Global  Changes  (pp.  19-90).  U.K.: 

Cambridge  University  Press.  Retrieved  July  12,  2017,  from  https://www.cambridge.org/core/books/technology-and-global-change/technology-concepts-and-definitions/D325907619FF0D728B9EE9BBD2CFAE0F

5.   Baharum, A. & Jaafar, A. (2015). User Interface Design: A Study Of Expectation- Confirmation Theory.

6.   Bandura, A. (1986). Social foundations of thought and action: A social cognitive theory. Prentice-Hall.

7. Carroll, A. M. (2022, October 20). Top 10 Main Causes of Project Failure. Retrieved from Project-Management.com’s Top 3 

Software Recommendations: https://project-management.com/top-10-main-causes-of-project-failure/

8. Coursera.  (2021,  April  21).  What  Is  an  IT  Project  Manager?  And  How  to  Become  One.  Retrieved  from 

https://www.coursera.org/articles/it-project-manager

9. Davis, F. D. (1989). Perceived Usefulness, Perceived Ease of Use, and User Acceptance of    Information Technology.  MIS 

Quarterly, 13(3), 319–340. https://doi.org/10.2307/249008

10. Dube,  S.,  &  Chimog,  I.  M.  (2022).  IMPACT  OF  INFORMATION  TECHNOLOGY  ON  PROJECT  MANAGEMENT

PRACTICES AND TOOLS FOR FINANCIAL INSTITUTIONS. JOURNALMODERNPM.COM, 10(2), 173-185. doi:DOI NUMBER: 1019255/JMPM03014PAGE

11. Freeman, R. E., Harrison, J. S., Wicks, A. C., Parmar, B. L., & De Colle, S. (2010). Stakeholder theory: The state of the art.

12. Freeman, R. E. (2010). Strategic management: A stakeholder approach. Cambridge university press.

13. Haataja,  D.  (2020).  Stakeholder Theory:  The  New  Story  of  Business?  (pp. 1–33)  [Degree Thesis  Stakeholder Theory:  The

New Story of Business?]. https://www.diva-portal.org/smash/get/diva2:1466714/FULLTEXT01.pdf 

14. Holden, R. J., & Karsh, B.-T. (2009). A theoretical model of health information technology           usage    behaviour    with

implications      for      patient      safety.      Behaviour      &      Information      Technology,      28(1),      21–38. https://doi.org/10.1080/01449290601138245

15. Hsu,  C.-L.,  &  Lu,  H.-P.  (2004).  Why  do  people  play  on-line  games?  An  extended  TAM  with  social  influences  and  flow

experience. Information & Management, 41(7), 853–868. https://doi.org/10.1016/j.im.2003.08.014

16. Hyattractions.    (2012).    What    is    technology    to    data    analysis.    Retrieved    August    25,    2017,    from

http://hyattractions.wordpress.com/2012/04/14/what-is-technology-to-data-analysis/

17. Jeffery, N. (2009). Stakeholder Engagement: A Road Map to Meaningful Engagement. Cranfield: Doughty Centre, Cranfield

University                School                of                Management.                Retrieved                from https://www.fundacionseres.org/lists/informes/attachments/1118/stakeholder%20engagement.pdf

18. Jusufi,  L.  H.  (2013).  Information  Technology  as  Factor  in  Development  of  Contemporary  Business.  ILIRIA  International

Review, 3(1), 136-153. doi:10.21113/iir.v3i1.104

19. LASU HomePage. (2023). A Brief History of the University. Retrieved from https://lasu.edu.ng/home/pages/?id=about

20. Lauesen, S. (2017). IT Project Failures, Causes and Cures. IEEEAccess The Institute of Electrical and Electronics Engineers,

20, 1-9. doi: DOI: 10.1109/ACCESS.2020.2986545

21. Livia,  G.  (2022,  August  11).  What  is  Information  Technology  (IT)?  Retrieved  from  https://www.snhu.edu/about-

us/newsroom/stem/what-is-information-technology

22. Luisa, E., & Tommasina, P. (2021). The Role of Organizational Support in Effective Remote Work Implementation in the

Post-COVID Era. In Handbook of Research on Remote Work and Worker Well-Being in the Post-COVID-19 Era (pp. 221-242). Publisher: IGI Global Publication. doi:10.4018/978-1-7998-6754-8.ch013

23. MacNeil, C. (2022, December 15th, 2022•7 min read 15). Why projects fail: 7 reasons (and their solutions). Retrieved from

https://asana.com/resources/why-projects-fail

24. Mathur,  V.  (2022,  June  28).  What  is  Data  Processing  and  Why  is  it  Important?  Retrieved  from

https://www.analyticssteps.com/blogs/what-data-processing-and-why-it-important

[image: ]

ISSN 2278-2540 | DOI: 10.51583/IJLTEMAS | Volume XIV, Issue III, March 2025 

25. Moon, J.-W., & Kim, Y.-G. (2001). Extending the TAM for a World-Wide-Web context. Information & Management, 38(4),

217–230. https://doi.org/10.1016/s0378-7206(00)00061-6

26. MUHAMMAD,  A.  R.,  &  RIYANTO,  J.  (2022).  HOW  REMOTE  WORKING  CAN  AFFECT  EMPLOYEE

PERFORMANCE USING SCRUM IN SOFTWARE DEVELOPMENT COMPANIES. Journal of Theoretical and Applied Information Technology, 4799 4809. Retrieved from http://www.jatit.org/volumes/Vol100No24/24Vol100No24.pdf

27. Müller, R., & Turner, R. (2010). Attitudes and leadership competences for  project success.  Baltic Journal of Management,

5(3), 307-329. doi:10.1108/17465261011079730

28. Ogohi,  C.  D.,  &  Umar,  A.  I.  (2019,  March-April).  Project  Failure  and  Its  Influence  On  the  Performance  of  Construction

Firms  in  Nigeria.  International  Journal  of  Research in  Business,  Economics  and  Management,  3(2),  86-95.  Retrieved  from https://www.researchgate.net/publication/338690511_Project_Failure_and_Its_Influence_On_the_Performance_of_Construc tion_Firms_in_Nigeria

29. Olabode, S. o., & Adesanya, A. R. (2022). ERGONOMICS OF AUTOMATIC TRANSMISSION VEHICLE ON WORK -

RELATED  MUSCULOSKELETAL  DISORDER  AMONG  ACADEMIC  AND  NON-ACADEMIC  STAFF  OF  LAGOS STATE UNIVERSITY. Global Journal of Applied, Management and Social Sciences (GOJAMSS);, 33-46.

30. Olabode,  S.  O.  (2018).  Technological  Innovation  And  Public  Private  Partnership:  Implications  On  The  Performance  Of

Nigeria Electric Power Sector. A THESIS SUBMITTED IN PARTIAL FULFILLMENT OF THE REQUIREMENTS FOR THE  AWARD  OF  THE  DOCTOR  OF  PHILOSOPHY  IN  MANAGEMENT  IN  THE  DEPARTMENT  OF  BUSINESS ADMINISTRATION  FACULTY  OF  MANAGEMENT  SCIENCES,  LAGOS  STATE  UNIVERSITY,  LAGOS  STATE UNIVERSITY, DEPARTMENT OF BUSINESS ADMINISTRATION, FACULTY OF MANAGEMENT SCIENCES.

31. RAMEGOWDA,  K.  M.  (2020).  GOVERNMENT  PROJECT  FAILURE  IN  DEVELOPINGCOUNTRIES:  A  REVIEW

WITH  PARTICULAR  REFERENCETO  NIGERIA.  GLOBAL  JOURNAL  OF  SOCIAL  SCIENCES,  19,  35-47. doi:ttps://dx.doi.org/10.4314/gjss.v19i1.4

32. Riaz, A., & Simon, P. P. (2022). It takes more than the project manager: The importance of senior management support for

successful social sector projects. Project Leadership and Society, 1-14. doi:https://doi.org/10.1016/j.plas.2022.100042

33. Saif,  U.  R.,  Mohsin,  S.,  Shoaib,  F.,  &  Muhammad,  U.  J.  (2020).  Impact  of  leadership  behavior  of  a  project  manager  on

his/her    subordinate's    job-attitudes    and    job-outcomes.    Asia    Pacific    Management    Review    ,    25(1),    1-6. doi:10.1016/j.apmrv.2019.06.004

34. Stodola,  J.  (2019,  June).  The  Scope  of  the  Concept  of  Information  and  the  Future  of  Information  Science.  Journal  of

Information and Organizational Sciences, 43(1), 73-98. doi:10.31341/jios.43.1.5

35. Sun, H., & Zhang, P. (2006). The role of moderating factors in user technology acceptance.International Journal of Human-

Computer Studies, 64(2), 53–78. https://doi.org/10.1016/j.ijhcs.2005.04.013

36. The  Upwork  Team.  (2021,  January).  IT  Compliance:  5  Common  Issues  and  Solutions.  Retrieved  from

https://www.upwork.com/resources/it-compliance-common-issues-and-solutions

37. United  Nations  Economic  and  Social  Commission  for  Asia  and  the  Pacific.  (2018).  EFFECTIVE  STAKEHOLDER

ENGAGEMENT  FOR  THE  2030  AGENDA:  Training  Reference  Material.  Bangkok:  Environment  and  Development

Division:         United         Nations.         Retrieved         from         https://www.unescap.org/sites/default/files/ Final.Effective%20Stakeholder%20Engagement%20for%20the%202030%20Agenda%20rev.pdf

38. Vartika,  K.  (2018).  Top  10  Reasons  Why  Projects  Fail  (And  How  To  Solve  Them)  .  Retrieved  from

https://www.proofhub.com/articles/reasons-why-projects-fail

39. Venkatesh, V., Morris, M. G., Davis, G. B., & Davis, F. D. (2003). User Acceptance of Information Technology: toward a

Unified View. MIS Quarterly, 27(3), 425–478. https://doi.org/10.2307/30036540

40. Venkatesh, V., Thong, J. Y. L., & Xu, X. (2012). Consumer Acceptance and Use of Information Technology: Extending the

Unified Theory of Acceptance and Use of Technology. MIS Quarterly, 36(1), 157–178.

41. Yuri,  S.,  Ayokunle,  O.  O.,  &  Sutrisna,  M.  (2022).  End-User  Stakeholder Engagement in  Refurbishment  Design in  Higher

Education. Sustainability, 14, 1-25. doi: https://doi.org/10.3390/su141911949

42. Vartika (2018). Vartika noted from Henry Ford statement that;



index-3_1.jpg





index-8_1.jpg





index-2_1.jpg





index-7_1.jpg





index-4_1.jpg





index-6_1.jpg





index-1_1.jpg





index-5_1.jpg





index-9_1.jpg





