., deolll The .
B d_yilI= gyl L British University
« 5 N in Dubai

M Sc in Project Management - Dissertation
Institute of Engineering
The British University in Dubai

Using Suggestion Systems: How to apply usability

techniques to increase workers participation in
suggestion systems

ID # 20050005
Dated 29" October 2006

1D 20050005



Table of Contents

ADSEract -----=-=s=sosoemmeeme e s 1

Chapter one: Introduction and Problem Statement ---------------------emmememeeem- 3
AIms and Objectives---------=-m-mmmsm e e e 4

Chapter two: Literature Review------------------- memememememememees e 6
Importance of usability---------------------- mmmmmm oo e 7
Models on Usability-------=-=-=mmmmm oo oo 9
Suggesting Systems, Creativity and idea management ---------- --=-=-=-9
Models on Suggestion Systems Improvement ---------=-=========-=mnmmmu-- 18
The Suggestion Systems Usability Model----------=-=-=-m-m-mmmmmmmmo e 20
Linking Usability and Suggestion Systems o 21
Process for developing the model----------=-===-=emmmememm oo 23
Model development - e e e 24

The Usability Model for Increasing Participation in suggestion systems ----31

Chapter three: Methodology------------------ mmmmmmme oo 32
Method 1: Case Studies and Gap analysis ------==-=-========-=mmmmmmommmmmmeee 35
Method 2: Usability Testing ---------======mmmmmmmmmm oo 39
System Usability Scale (SUS )-------=-=mnmmmmmmmmmemm oo 40
Procedure for conducting the usability testing---------------=--=-=vme-eeeeuuo-- 42

Chapter 4: Analysis --------=-=-=-=-=-mnmumunmx = 44
Procedure for conducting the usability testing---------------=--=-=-me-emenu--- 42
Near Miss System (NIM)-=-=-===mnmmmmmm e oo 46
Operations Suggestion System (Ops)----=-===============mmmmmmmmmm oo 50
Case Pan-Company Suggestion System (Pan) -------=-==========mnmnmmmmmmmue- 53
Web Comments (Web)------==-==mmmmmmmm oo 56
Gab analysis- oo 59
Usability Testing and Analysis----=-===-======mmmmmmm e 71
Analysis of questions on ease 0f USg--------=-=======mmmmmmmmmmmoooeoo oo 79

1D 20050005



Analysis of questions for complexity ------------=-====m-mmmmmm oo 81

Analysis of questions on training Need ---------=-========m-mommmmmm oo 84
Analysis of questions on confidence----------=-=---=-=-=-m-memememomom oo 86
Chapter Summery: Results Analysis -----=-=-========mmmmmm oo 87
Chapter 5:Conclusion and Recommendations -------------------------- ----88
CONCIUSTON === m e oo 90
Recommendations -------------=------------- e 90
Limitations and Suggestion for Further Work --------------=---emsemcoccmee - 93
ACKNOWIedgmEeNt =-=-=-=nmmmmmeme e e e 95
Reference---------m-mmmm oo 96
APPENDIX A : Near Miss submission Form mmemmmememmoee- ---104
APPENDIX B : Pan Company Suggestion FOrm -----------=-=--mmemmmmmmmm oo 105
APPENDIX C : Web Comments System ( Screen Shot) -------=-==-==mmmmmmmmmaeen 106
APPENDIX D : System Usability Scale -----------==-==-mmms oo 107

APPENDIX E : Feedback from workers on the usability questionnaire and SUS

result

1D 20050005



