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Abstract 
 

Aim. Although the impact of social media use in organizations has been studied from various 

perspectives, no research has been done on the requirements of employees and other stakeholders for 

such apps from a technical design perspective. This study addresses the research gap by exploring 

requirements of an employee app from various stakeholders to identify relevant requirement types for 

software development and to develop specific requirements. In addition, this study aims to determine 

attitudes towards the app in terms of internal communication and employee engagement. In doing so, 

the study links the two areas of organizational and technical communication. 

  

Method. A qualitative case study was chosen using an exploratory approach with focus groups. A total 

of seven focus groups were formed, each with two to four participants, organized by stakeholder 

affiliation. Three main topics were discussed: attitudes towards internal communication, requirements 

of an employee app and attitudes towards the app. The case company, which formed the contextual 

framework, was a medium-sized communications organization based in Germany. 

 

Results. Seven requirement types relevant to enterprise social media development were identified, along 

with detailed requirements for an employee app prioritized by stakeholder. The requirements for an 

employee app differ by stakeholder, especially in terms of interactivity. While management did not rule 

out the functionality of user-generated content, the other stakeholder groups were mostly against its 

inclusion. The majority defined the app as a consumption platform for organization-generated content 

rather than a platform for user-generated content. In terms of contributing to internal communication 

and employee engagement, some participants saw potential in the app, while others were skeptical about 

the added value. 

 

Conclusion. The identified requirement types are considered a guide for the development of enterprise 

social media for organizations. Thereby, the inclusion of different stakeholder views has proven to be 

particularly important, as they reflect the complexity of internal communication. Organizational and 

individual factors appear to influence the expectations of using social media in companies. The 

introduction of an interactive platform for an organization therefore requires a holistic development 

process that includes both technological and cultural changes. 

  

 

 

 

Keywords: enterprise social media, employee app, internal communication, employee engagement, 

requirements elicitation, CeHRes roadmap 
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1 Introduction 

Today's world of social networking and sharing has arrived not only in the private sphere, but also in 

organizations. Known as public social media, such as Facebook and Twitter (Treem & Leonardi, 2012) 

the topic has its roots in private use and was only later transferred to the organizational realm (Leonardi 

& Vaast, 2017). There, social media has two functions: First, organizations use public social media to 

get in contact with external parties, for example, by maintaining a corporate page (Leonardi et al., 2013). 

Second, and less commonly researched, organizations use social media as a platform for internal 

communication, also referred to as enterprise social media (ESM) (Leonardi et al., 2013). Thereby, the 

network is limited to employees within a company (Ellison et al., 2015). With the introduction of ESM, 

companies aim to increase knowledge sharing, communication and collaboration (Leonardi & Vaast, 

2017). 

 Although the diffusion of ESM is increasingly high, its role has not yet been fully researched 

by organizational theorists (Leonardi & Vaast, 2017). According to Leonardi and Vaast (2017), this is 

due to two reasons: First of all, organizational scholars view technology issues as incidental to their field 

of interest. Second, there is a lack of theoretical frameworks that conceptualize social media in the 

context of organizational processes (Leonardi & Vaast, 2017). Existing studies around ESM focus on 

use, diffusion and organizational topics of already implemented systems (Leonardi & Vaast, 2017). 

What remains unconsidered in literature is the requirement elicitation in the ESM development process 

from the technical communication perspective. Research should be conducted to determine what 

functionalities an ESM should contain with respect to current innovations and needs (Wehner et al., 

2017). Such requirements specifications are crucial for the development process to increase technology 

acceptance (Saiedian & Dale, 2000). 

This study takes a step filling this research gap by combining both fields of organizational and 

technical communication for one specific form of ESM: an employee app. There are already several 

technology providers offering employee apps that are fully customized for a specific organization and 

targeted at its employees (Staffbase, n.d.-b). The main goal of the app is to make information easily, 

reliably and quickly available to any employee in the organization (Coyo, 2019). Regardless of the 

workplace, every employee can access the app and is thus quickly informed (Coyo, 2019). In contrast 

to one-sided communicaton, an employee app is designed to encourage interaction, for example, by 

commenting, liking or publishing posts (Coyo, 2019; Staffbase, n.d.-b). 

Practical examples show that an employee app has the potential to positively influence internal 

communication. This type of communication, often understood as intra-organizational communication 

or employee communication (Tkalac Verčič et al., 2012), is considered important for building and 

fostering connections between organizations and employees. In addition, internal communication has 

been shown to impact employee engagement, which itself is a driver of positive organizational outcomes 

such as competitiveness and innovation (Welch, 2011). Examples of how an employee app can 

positively impact internal communication and employee engagement are given by the software provider 
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Staffbase: the Max Mara Fashion Group records 80% active users within a month for its app, which was 

introduced to connect and inform its more than 5500 employees (Staffbase, n.d.-a). Sunbelt rentals, a 

company that hires equipment for different markets, achieves 600 views per post and a survey 

engagement score of 80% for their app available for 3700 employees (Staffbase, n.d.-c).  

Thereby, however, it remains unclear which functions are really required. Hence, this study 

investigates the development of an employee app from scratch by actively involving employees’ 

communication needs. Rather than measuring effects on already implemented ESM, this study starts 

with the first initial step of technology development, namely requirements elicitation. Thus, the research 

contributes to literature in two distinct ways. First, for the technical communication literature, this study 

provides insights into requirement types that are relevant for ESM development from different 

stakeholder’s perspectives and defines specific requirements for an employee app. Second, this work 

contributes to the organizational literature by examining employees’ attitudes towards the app based on 

their own requirements, which provides new insights regarding the contribution of an app towards 

internal communication and employee engagement prior to software implementation. For managers of 

organizations planning to implement an app for internal communication, this research is a guide to the 

software development process. Important requirement types, different stakeholder views as well as 

attitudes demonstrate the complexity of ESM development and provide insights and recommendations 

for the organizational work. Taken together, following main research questions are examined:  

 

RQ 1: What are requirements of an employee app from different stakeholder’s perspectives? 

RQ 2: What are employees’ attitudes towards an employee app whose requirements they 

develop themselves? 

 

A qualitative, exploratory case study with focus groups was designed to answer the research 

questions. The organization under study was a medium-sized communications company headquartered 

in Germany with 500 employees that provides business-to-business services.  

The next chapter establishes the theoretical framework by explaining key concepts, the use of 

social media in organizations and the requirements elicitation process in detail. Chapter 3 explains the 

methodology of this study by addressing the research design, implementation and analysis. Chapter 4 

summarizes the results gained from the codebook and explains requirements as well as attitudes towards 

an employee app. Finally, Chapter 5 discusses the findings by answering the research questions, 

identifying implications and limitations, and drawing a conclusion. 
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2 Theoretical framework 

This chapter first describes the concepts of internal communication and employee engagement, followed 

by an overview of social media use in organizations. Subsequently, the requirements elicitation process 

is explained using a multidisciplinary approach from the eHealth sector. The chapter ends with listing 

possible requirement types for an employee app that serves as a basis for research in this study.1  

 
2.1 Internal communication  

Internal communication is an essential factor for the success of an organization and has become an 

important research topic in recent years (Lee & Yue, 2020; Ruck & Welch, 2012). Depending on the 

discipline in which it is located, the concept is studied from different angles such as organizational 

communication, psychology or public relations, with the latter being very common (Lee & Yue, 2020; 

Tkalac Verčič et al., 2012). Tkalac Verčič et al. (2012) emphasize the need for further research on this 

topic within the field of public relations, which is characterized by communication with internal 

stakeholders (Lee & Yue, 2020). In their recent study, Lee and Yue (2020) underline this suggestion, 

not least due to continuous technological, economic and social developments.  

 According to Kalla (2005), internal communication includes such communication that occurs 

both informally and formally at all internal organizational levels. The author highlights the 

multidisciplinary nature of the concept by providing a model that integrates management, business, 

corporate and organizational communication (Kalla, 2005). While communicating, these different 

domains need to be balanced to be effective and to reach the target group (Kalla, 2005).  

 Internal communication is aimed at a very specific target group, namely employees (Dolphin, 

2005). As shown by Dolphin (2005), employees are among the most important resources of 

organizations and can even take the role of ambassadors for companies. That’s why effective 

communication is crucial for the identification with an organization as well as the company’s overall 

prestige (Dolphin, 2005; Ruck & Welch, 2012). However, literature shows that previous studies have 

mainly focused on one-way communication effectiveness failing to integrate employees perspectives 

into communication strategies (Ruck & Welch, 2012). Ruck and Welch (2012) have expressed the 

importance of incorporating employees’ needs into internal communication processes to be aware of 

their expectations. The communication content should coincide with the interests of employees (Ruck 

& Welch, 2012).  

The recent study of Tkalac Verčič and Špoljarić (2020) shows that internal communication 

effectiveness also depends on the channel that is selected. It has to be in line with employees’ preferences 

to be adopted (Tkalac Verčič & Špoljarić, 2020). Especially with the rise of new media and technologies, 

the researchers claim that organizations have to consider their ways of communicating and possibly 

adapt them in order to further reach their internal stakeholders (Tkalac Verčič & Špoljarić, 2020). This 

 
1 Some parts of this chapter were taken from the proposal I wrote in the Research Topics course, which served as 
the basis for this master’s thesis. 
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finding can be traced back to the theoretical basis of technology acceptance models (e.g. Venkatesh et 

al., 2012). 

As a result of communication practices, employees’ satisfaction with internal communication 

can be measured (Tkalac Verčič, 2021). According to Hecht (1978b) as cited in Gray and Laidlaw (2004, 

p. 426), communication satisfaction can be defined as “a socioemotional outcome resulting from 

communication interactions“. High levels of internal communication satisfaction among employees can 

positively influence effectiveness within organizations, while low levels can result in higher absence 

and lower commitment (Hargie, Dickson & Tourish, 1999 in Hargie et al., 2002).  

 
2.2 Employee engagement  

Studies show that internal communication is closely related to employee engagement (Tkalac Verčič, 

2021). According to Kahn (1992) as cited in Welch (2011), communication is a fundamental factor in 

the context of employee engagement. Tkalac Verčič and Pološki Vokić (2017) confirm the significant 

relationship between both concepts. If internal communication is effectively implemented and leads to 

satisfaction, this is the precursor for engagement (Tkalac Verčič & Pološki Vokić, 2017). However, the 

study of engagement in the domain of public relations is rather rare (Tkalac Verčič et al., 2012).  

There is no general definition of employee engagement, as the topic has been conceptualized 

differently from both academics and practitioners (Welch, 2011). Kahn (1990, p. 694) defined the 

concept “as the harnessing of organization members' selves to their work roles; in engagement, people 

employ and express themselves physically, cognitively, and emotionally during role performances.” 

Welch (2011) summarized the concept as a mixture between traits and states, as it is critical to serve 

both the surface communication needs, related to state, as well as core communication needs, related to 

trait, of internal stakeholders. The author was the first to develop a conceptual model that integrates 

communication and engagement (Welch, 2011). Thereby, engagement was included as a construct 

consisting of cognitive, emotional, and physical elements, as previously defined by Kahn (1990), and 

communication, with its two-way function of promoting engagement in the sense of commitment and 

belonging and promoting its outcomes by means of understanding organizational aims and creating 

awareness (Welch, 2011). As a result of effective internal communication, companies achieve 

competitiveness, innovation and organizational effectiveness (Welch, 2011). This is in line with Mishra 

et al. (2014), who state that the likelihood of staying with the company, helping it become more effective 

and talking well about it is higher among engaged employees.  

In general, every employee has the possibility of being engaged (Harter, Schmidt & Hayes, 2002 

in Tkalac Verčič, 2021). According to Tkalac Verčič (2021), engagement is strengthened when 

employees have all information they need to perform their jobs, when they have opportunities for 

advancement and when they have an emotional connection to each other. 
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2.3 Social media use in organizations  

Both concepts of internal communication and employee engagement are relevant in the context of 

organizational social media use. Unlike traditional media used in organizations, such as the printed 

employee magazine, social media increase transparency because all interpersonal discussions are visible 

to everyone in the network, even if they are not direct communication partners (Leonardi et al., 2013). 

Social media are much more of a communication platform than a channel, and their digital presence 

allows users to participate flexibly in terms of location and time (Leonardi et al., 2013).  

 Leonardi et al. (2013, p. 2) provide the following definition for ESM: “Web-based platforms 

that allow workers to (1) communicate messages with specific coworkers or broadcast messages to 

everyone in the organization; (2) explicitly indicate or implicitly reveal particular coworkers as 

communication partners; (3) post, edit, and sort text and files linked to themselves or others; and (4) 

view the messages, connections, text, and files communicated, posted, edited and sorted by anyone else 

in the organization at any time of their choosing.” 

According to Leonardi and Vaast (2017), the use of social media by companies is an essential 

change that affects the organizational life. However, research on this topic has been slow (Leonardi & 

Vaast, 2017). Literature shows that the use of ESM can positively influence organizational outcomes 

(Veeravalli & Vijayalakshmi, 2019). ESM can strengthen the voice of employees in the organization by 

enabling them to share their views (Leonardi & Vaast, 2017). However, the introduction of ESM does 

not directly ensure success (Veeravalli & Vijayalakshmi, 2019). Denyer et al. (2011), for example, 

discovered that ESM were not perceived as transparent and social as they were usually claimed to be. 

They found that the application under study was mainly used by managers to moderate discussions or 

for self-promotion, and that participation of employees was limited (Denyer et al., 2011). 

One explanation for different attitudes towards ESM can be given by motivations for use. Social 

media use in the private sphere, where it originated, primarily pursues social and interpersonal goals, 

such as entertainment and maintaining social contacts (Ellison et al., 2015). In contrast, ESM are 

associated with professional, work-related goals, such as knowledge sharing (Ellison et al., 2015). By 

transferring the concept from the private to the organizational realm, motivations for social media use 

change, so it may be difficult to imagine the benefits of such applications in this new organizational 

context. This was, for example, found by Treem et al. (2015) who state that employees’ attitudes towards 

ESM depend on social media experiences in their private lives. Those who had used social channels 

heavily in their free time and younger employees were skeptical about productivity with ESM use, while 

older employees or those without strong experiences had seen potential in ESM use (Treem et al., 2015). 

In addition, other factors play a role in ESM adoption. For example, Mark et al. (2014) concluded that 

the network size of an organization negatively affects employees’ assessment of social networks. If the 

organization's network is small, the assessment is more positive (Mark et al., 2014).  

Leftheriotis and Giannakos (2014) found a positive and significant relationship between use of 

ESM and employee performance, with utilitarian and hedonistic values playing an important role in 
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social media use for work. According to Huang et al. (2015), who introduced the term ‘communicational 

ambidexterity’ in their study, two competing modes can exist in parallel. In terms of social media, this 

refers to user-generated content and organization-generated content, both of which can successfully 

coexist within the system (Huang et al., 2015). Additionally, Gibbs et al. (2015) found that ESM use 

contributes to cross-boundary communication in terms of geographical and hierarchical boundaries.  

These studies show that ESM certainly have the potential to improve internal communication, 

for example through knowledge sharing, and to increase employee engagement, for example by 

increasing productivity (Veeravalli & Vijayalakshmi, 2019). It is therefore interesting to analyze the 

potential of an employee app in terms of internal communication and employee engagement, with 

requirements formulated by employees and other stakeholders themselves. Therefore, the requirements 

elicitation process is discussed in the following. 

 
2.4 Requirements elicitation 

Requirements elicitation is an essential part in the process of software development (Taheri et al., 2014). 

Defined as “the specific processes of gathering, determining, extracting, or exposing software 

requirements” (Saiedian & Dale, 2000, p. 420), requirements elicitation aims to identify different 

stakeholders’ needs with the goal to incorporate them into the software by formulating explicit 

specifications (Saiedian & Dale, 2000). Due to this procedure, software developers know exactly what 

needs to be done and users know what to expect from the new software (Saiedian & Dale, 2000).  

According to the Institute of Electrical and Electronics Engineers (IEEE), a requirement is “a 

condition or capability needed by a user to solve a problem or achieve an objective” (IEEE, 1983, p. 

29). A general distinction is made between functional and non-functional requirements (Sindhgatta & 

Thonse, 2005), although there is no clear definition for the latter (Glinz, 2005). In this study, functional 

requirements include all aspects concerning functions and services of a software as well as its behaviors 

and reactions, whereas non-functional requirements focus on product quality (Zimmermann & 

Grötzbach, 2007). In other words, non-functional requirements represent all those that do not explain 

the concrete behavior of a software, but rather its attributes (Glinz, 2005). Both types are interdependent, 

because non-functional requirements, for example, have an influence on functional ones (Zimmermann 

& Grötzbach, 2007).  

In the literature, various classifications of requirement types can be found. Hasan et al. (2014), 

for example, differentiate non-functional requirements between goal-, aspect- or pattern-oriented. Other 

experts distinguish between high-level and detailed requirements in terms of business, user and system 

requirements (AltexSoft, 2018). An easily traceable distinction is made by Van Gemert-Pijnen et al. 

(2011), who designed a specific roadmap with a multidisciplinary requirements development approach, 

which is explained in the following subchapter.  



 9 

2.4.1 CeHRes roadmap  

The CeHRes roadmap designed by Van Gemert-Pijnen et al. (2011) is a requirements development 

process specifically created for the eHealth sector. The researchers aimed to create an approach that 

corresponds to the specific characteristics of the sector in which the target group is usually known before 

the technology is being developed and the service itself is generally free (Van Velsen et al., 2013). The 

approach combines the human-centered design process with business model elements to holistically 

integrate end users as well as other stakeholders within the process (Van Velsen et al., 2013). This is to 

avoid an imbalance between the context of use and the features of the technology directly from the 

beginning (Van Velsen et al., 2013).  

Although this approach is designed for the eHealth sector, it can be further applied to other areas 

such as the communications industry this study, as the general procedure includes cross-sectoral 

methods and concepts. Basically, the approach emphasizes that the technology to be developed targets 

a specific group, is free of charge and takes into account different interests (Van Velsen et al., 2013). 

This also applies to the development of employee apps. Since the CeHRes roadmap enables the 

integration of employees as end users, but also other stakeholders such as managers who decide about 

organizational issues, which is of great relevance for an employee app development, it serves as a model 

for this study. 

Figure 1 visualizes the CeHRes roadmap with its distinction of five different phases (Van 

Gemert-Pijnen et al., 2011). This study concentrated on the first two phases contextual inquiry and value 

specification. The first one dealt with the identification of goals, the definition of end users and other 

stakeholders and the exploration of requirements, whereas in the second one, requirements were 

analyzed (Van Velsen et al., 2013). 

 

Figure 1 

CeHRes roadmap (Van Gemert-Pijnen et al., 2011) 
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The approach distinguishes requirement types between functional/modality, service, organizational, 

content and usability/user experience (Van Velsen et al., 2013, p. 7):  

 

(1) Functional/modality requirements deal with technical aspects of the technology and are 

therefore addressed to software programmers,  

(2) Service requirements explain supporting processes to organize the technology by means of user 

support or marketing  

(3) Organizational requirements describe the integration of the platform into daily working 

routines decided by management 

(4) Content requirements focus on what specific contents should be included by the content 

manager 

(5) Usability/user experience requirements provide information concerning designs of interaction 

and interface through specialists of human factors 

 

When analyzing requirements, priorities as well as conflicts have to be taken into account (Van 

Velsen et al., 2013). Due to limitations in time and money, the great number of different requirements 

cannot be implemented at the same time, so that priorities are needed to indicate the importance within 

the software development process (Van Velsen et al., 2013). It can be distinguished between low, 

medium and high priority, whereby the categorization also depends on the stakeholder’s ranking (Van 

Velsen et al., 2013). Due to the great number of requirements and different perspectives, it is also 

possible that requirements are in conflict with each other (Van Velsen et al., 2013). According to the 

priority, those requirements need to be reformulated or rebalanced (Van Velsen et al., 2013). In terms 

of developing requirements for an employee app, following sub research questions were formulated:  

 
Sub RQ 1: Which requirement types determine the development of an employee app? 

Sub RQ 2: Which requirements conflicts occur within the development of an employee app? 

 
2.4.2 Possible requirement types for an employee app 

Since app requirements in this study are conducted within the organizational context, requirements 

elicitation poses special challenges. According to Sindhgatta and Thonse (2005), the requirements of 

organizational applications must be accurately formulated and understood by both the users with their 

domain knowledge and developers with their implementation knowledge. The authors stated that 

usability, security, performance and reliability are the non-functional requirements critical for enterprise 

applications, whereby performance and usability are most evident (Sindhgatta & Thonse, 2005). 

Additionally, Patkar et al. (2019) highlighted the importance of innovativeness in requirements 

elicitation in relation to mobile software developments. Requirements for mobile applications vary from 

traditional ones, as service orientation, personal data and networking of contacts are in the foreground 
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(Patkar et al., 2019). According to the findings from the literature review, requirement types of an 

employee app can be categorized as shown in Figure 2. This categorization served as a first basis for the 

research in this study.  

 

Figure 2 

Possible requirement types of an employee app (based on Patkar et al., 2019; Van Velsen et al., 2013; 

Zimmermann & Grötzbach, 2007) 
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3 Method  

This chapter explains the methodology of this study. Thereby, the research design is discussed first, 

followed by the pre-test. Next, an overview of the focus group protocol, the sampling procedure and the 

participants is provided. The chapter ends with a description of data processing and analysis.2 

 

3.1 Research design  

Research in this paper was conducted by using the qualitative approach of a case study (Creswell et al., 

2007). The goal of this design method is to deeply analyze a current phenomenon within a real-life 

situation (Yin, 2009). An intrinsic and exploratory approach was chosen, since the investigation of 

requirements for an employee app represented a case that was both unique and not yet broadly 

researched (Boeije, 2010; Creswell et al., 2007).  

This study has focused on two specific phases of the CeHRes roadmap shown in Figure 1: 

requirements elicitation within contextual inquiry and requirements analysis within value specification. 

Prior to conducting the study, a short stakeholder analysis was performed to get an overview of “main 

roles, responsibilities and task goals” (Maguire, 2001b, p. 599) of different users and groups in relation 

to the app to be developed. For requirements elicitation, the focus group method was chosen. Several 

semi-structured focus groups were conducted with the different stakeholders, whereby all groups were 

formed based on stakeholder affiliation. This method is suitable for the research interest of gaining 

knowledge, as well-performed focus groups benefit from the interactive flow of the participants’ 

thoughts with the possibility to receive different viewpoints (Boeije, 2010). During requirements 

analysis, the focus group sessions were analyzed by creating a codebook. Before conducting the research 

and contacting the participants, the study has been approved by the Ethics Committee from the 

University of Twente. 

 

3.2 Pre-test of the focus group 

Before the focus groups were interviewed, a pre-test focus group was conducted. The purpose of this 

test was to examine the protocol in terms of feasibility. On the one hand, it was tested whether the 

questions and tasks were understood and whether the order of the topics was considered reasonable. On 

the other hand, it was checked whether a fruitful discussion could result. The protocol of the pre-test 

can be found in Appendix A. 

Four participants were interviewed for the pre-test, all of whom belonged to the end user 

stakeholder group. They were all employed by the case company and recruited through the researcher's 

network. The average age of the participants was 26 years (SD = 3.37), with the youngest person being 

21 years old and the oldest 28 years old. Two participants in the group were male and the other two were 

 
2 Some parts of this chapter were taken from the proposal I wrote in the Research Topics course, which served as 
the basis for this master’s thesis. 
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female. In terms of interest in new technologies, all participants indicated they were very interested. In 

addition, all participants reported using social media apps several times a day. No other app category 

shows such a high level of use in this group. During the test session, the researcher acted as moderator 

and was responsible for conducting and evaluating the pre-test.  

After conducting the pre-test, participants were asked to critically evaluate the session. Overall, 

participants indicated that the procedure was understandable and that the topics built on each other 

logically. However, it was criticized that the introduction was not very clear at the beginning, which is 

why the participants did not know about the scope of the app. They could not imagine the general 

direction of the app, such as documentation, project collaboration or information. Therefore, the protocol 

was revised to include a specific explanation about internal communication. Additionally, based on the 

answers participants gave during the first part of investigating attitudes towards internal communication, 

one question about internal communication satisfaction was extended by the factor “extent”. Regarding 

the time scheduled for the individual sessions, no deviations could be found. With the changes, the final 

protocol for the focus groups emerged, which can be found in Appendix B. Finally, the pre-test group 

formed the first end user focus group in this research. 

 

3.3 Protocol 

As stated in the pre-test, no fundamental changes had to be made to the script. Therefore, the sequence 

remains the same in the final protocol: introduction, topic 1 (attitudes towards internal communication), 

topic 2 (requirements of an employee app), topic 3 (attitudes towards an employee app) and closing. 

This chapter describes the individual parts of the protocol in detail.  

 

Introduction 

Since the employees were working from their home offices due to the Corona pandemic, all focus group 

meetings were conducted virtually using the Microsoft Teams communication platform. Each 

participant received an invitation to join the discussion using their own device. The researcher, who 

served as the moderator, officially welcomed all participants after everyone entered the virtual meeting 

room in Microsoft Teams. All participants and the moderator turned on their cameras and their 

microphones to increase the sense of interaction. If participants did not know each other as direct 

colleagues, each participant briefly introduced themselves. The moderator explained the context of the 

session and introduced into the general research topic. Afterwards, the moderator called attention to the 

informed consent form that had already been signed before the session and asked if there were any 

questions that needed to be answered. Due to the virtual meeting, documents were sent out and questions 

were clarified beforehand to simplify the process. The moderator made clear again that the results will 

be treated anonymously and that the sessions will be recorded. In advance of the session, participants 

also completed a short demographic survey about age, gender, interest in new technologies and app 

categories they use, as seen in Appendix C. This served as an additional basis for the later analysis of 
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the results. The introduction ended with an explanation of the focus group approach chosen and the 

open-ended nature of the question types and schedule. Recording of camera and audio with the recording 

function of Microsoft Teams started to be able to analyze the discussions afterwards. 

 

Topic 1: Attitudes towards internal communication 
 
The first topic of the focus group dealt with participant’s attitudes towards internal communication. 

Therefore, the concept of internal communication was explained and clarified by providing several 

general examples. With this concept in mind, participants were asked three introductory questions. First, 

they were asked about the channels used for internal communication within the company. The two other 

questions about satisfaction with internal communication in particular and in general should be answered 

by stating a number on a scale of 1 (not at all) to 10 (very much). The pronunciation of a number was 

intended to stimulate reflection and help participants classify and justify their thoughts. One of these 

questions was: 

 

“How important is internal communication for you in general at the moment?” (Scale from 1 to 10) 

 
Through the definition of the concept and the subsequent questions, participants became familiar 

with the topic. Strengths and weaknesses of current communication practices and channels used became 

clear, as did personal perceptions of the importance of internal communication. 

 

Topic 2: Requirements of an employee app 
 
The first topic served to familiarize participants with the concept of internal communication and to 

uncover their thoughts about it. This laid the foundation for the second topic, which addressed the first 

main research question: requirements elicitation for an employee app. Therefore, a brief description 

about the features of such an app was given, followed by two main questions, formulated as follows: 

 

"Imagine that all employees – whether they are on set, at the client, in the office or at home – can access 

the app directly (via smartphone or computer). What are your requirements for such an app? What 

functions should it contain?" 

 

These questions were deliberately posed in a very open manner, as the aim of the study was to 

come up with own requirements from scratch. For this reason, no concrete scenario was mentioned so 

as not to influence the participants in any direction. To let participants think quietly for a moment, the 

whiteboard feature was unlocked in Microsoft Teams so they could write down their ideas in the form 

of digital post-it notes if wished. One example of the digital whiteboard can be seen in Figure 3. 
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Figure 3 

Digital post-its in the Microsoft Teams whiteboard 

 

 

The discussion started with one participant stating his or her requirements. Subsequently, other 

participants commented on the statements and added their own requirements, so that a discussion arose. 

If the discussion stagnated or the moderator wanted to go deeper into a topic, open-ended questions 

related to the different types of requirements developed in the theoretical framework were asked. In 

doing so, the moderator referred in part to statements already made by focus groups, such as: 

 

“Then another topic that other groups brought up was also the topic of surveys. That you can also map 

surveys via, via an app like this. How do you see that, for example?” 

 
When the participants had nothing more to add, the moderator shared her screen to show a clip 

from a promotional video of an employee app provider. This served to reconsider the requirements 

mentioned so far and, if necessary, to formulate additional requirements. Furthermore, it became clear 

to what extent requirements coincided with or also differed from the app shown in the video. This was 

helpful because the participants were dealing with this topic in concrete terms for the first time without 

having thought about an employee app beforehand. Requirements elicitation ended when there were no 

more additions or comments.  

 

Topic 3: Attitudes towards an employee app 
 
After concrete requirements were formulated by the participants, they were asked about their attitudes 

towards such an app. This was the start of the third topic. Five questions, which participants were again 

asked to answer with a value on a scale between 1 (not at all) and 10 (very much), were designed to 

assess the contribution of the app in terms of internal communication and employee engagement, which 

addressed the second main research question. The questions also include whether participants would use 

the app regularly and whether it is time to introduce the app. After all questions have been asked and 

participants have given and justified their score, the moderator asked the final question if anything was 

still missing. Two sample questions from this topic were as follows: 
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“To what extent do you think an employee app based on your requirements contributes internal 

communication?” (Score from 1 to 10) 

“To what extent do you think an employee app based on your requirements contributes to the feeling of 

being connected with others?” (Score from 1 to 10) 

 

Closing 
 
Once all the topics were discussed, there was nothing left to add and the time was coming to an end, the 

moderator announced the end of the interview. She thanked the participants for their active participation 

and their time.  

 

3.4 Sampling procedure 

To be able to categorize the focus groups by stakeholder affiliation and address individuals accordingly, 

a brief stakeholder analysis was conducted. This is described in this subchapter, followed by the general 

sampling procedure of this study.  

 
Stakeholder overview 

According to Maguire (2001a), a general distinction can be made between primary and secondary user 

groups. Primary user groups are directly involved in the development, maintenance and use of the app, 

while secondary user groups are concerned with strategic involvement and alignment (Maguire, 2001a). 

Figure 4 visualizes relevant stakeholder groups regarding an employee app, divided into primary and 

secondary user groups. 

 

Figure 4 

Primary and secondary user groups of an employee app (based on Maguire, 2001a) 
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Primary user groups of the app consist of maintainers, installers, and end users (Maguire, 

2001a). In this study, maintainers are defined as the support staff providing a helpdesk and solve 

problems related to the app. Installers are those employees, such as software developers and IT project 

managers, who are responsible for the development of the app and its technical maintenance over time. 

The last group, the end users, are employees within the company who use the app for internal 

communication.  

 Secondary user groups of an employee app are characterized in this study by management, 

marketing and the works council. Management generally decides about the introduction of an app and 

about its usage in the organizational context. Employees from the marketing department use the app to 

publish information and may be primarily responsible for filling the app with up-to-date content. The 

works council as an institution of employee representation takes care of the app regarding the rights and 

needs of the employees. 

 

Purposive sampling 

For this study, purposive sampling with a theoretical approach was applied, since the aim was to receive 

information that have not been established in literature yet (Boeije, 2010). Rather than checking already 

defined requirements against stakeholders’ needs, this study explored important requirements from 

scratch. Since qualitative methods were conducted within the case study, the formal way of agreeing on 

the specific topic through the board of directors was performed (Boeije, 2010). To recruit employees to 

participate, the researcher sent an email to a group of recipients she had selected. This direct approach 

and invitation to participate was intended to ensure heterogeneity of participants in terms of gender, age, 

professional activities, position and location. It was clearly stated that participation is voluntary. Each 

participant was individually asked to consent and was able to withdraw research at any time.  

 
3.5 Participants  

Although a distinction was made between different stakeholders, an employee app can be used by all 

employees, regardless of what other main tasks they have. In total, seven focus groups were interviewed, 

resulting in a sample of 23 participants, of which 15 were male and eight were female. Following 

stakeholder groups were formed: three end user groups, one marketing group, one management group, 

one IT group (installers), and one works council group. Due to the stakeholder orientation, the number 

of participants was not evenly distributed across the groups. The minimum number of participants was 

two in the marketing group and four in the end user groups. Within a stakeholder group, care was taken 

to ensure heterogeneity in terms of demographic as well as job-related characteristics. The sessions 

lasted between 52 and 79 minutes. 

Participants were on average 35.22 years old (SD = 9.44). The youngest person was 20 years 

old and the oldest was 56 years old. Interest in technology in general was very high among the sample. 

Almost half of all respondents stated that they were very interested in new technologies and nearly 40% 
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were somewhat interested. In terms of the types of apps participants use in their free time, social media 

apps are characterized by the highest usage with nearly 83% of participants using them more than once 

a day and nearly 18% using them once a day. No one indicates not to use such an app at all, as is the 

case with the other types surveyed, such as games, education, food and drink, and health and fitness. 

 

3.6 Data processing and analysis 

After data collection, the video recordings were first transcribed verbatim. Words that could reveal 

information about the company as well as personal data were anonymized. Once the transcripts were 

completed, they were uploaded into the software for qualitative data analysis called Atlas.ti. The process 

of requirements analysis, in which meaningful codes, labels and categories were created, started. For 

this purpose, the qualitative research analysis process described in Boeije (2010) was chosen in terms 

of open and axial coding. The number of coded fragments in the transcripts varied from 71 to 143, with 

only meaningful and relevant fragments coded for research. 

First, open coding was applied to the first two focus group transcripts. This involved coding the 

fragments in detail, often by incorporating words that were mentioned in the quotation. The detailed 

codes from both focus groups were combined and merged in form of axial coding. This means that 

thematically similar codes were merged into more global ones and naming was optimized. 

 Second, the remaining transcripts were coded using either the existing codes from the first 

process or newly developed codes from another open coding process. The codes were combined and 

merged once again, resulting in a final list of 79 codes. This list was again cross-referenced with all 

transcripts to ensure that each quote was marked with the most appropriate code. The codes were 

assigned to one of a total of four categories, which were developed on basis of the focus group protocol. 

After several rounds of open and axial coding, relationships between codes were explored and specific 

broader labels were added to them, which facilitated the analysis of the number of codes afterwards. 

For reasons of reliability, a second independent coder was asked to code one focus group 

transcript. This was done to ensure that an independent coder would perform the analysis in the same or 

very similar way and thus the codebook could be considered reliable. According to the random principle, 

the third end user group transcript was selected for analysis. To clarify the context and make it 

understandable, the complete transcript was passed to the second coder with fragments highlighted in 

color that needed to be coded. The reliability analysis resulted in a Cohen’s Kappa of .71. According to 

Cicchetti (1994), this value represents a good result, as it ranges from .60 and .74. Coding differences 

were discussed and changed after consultation. The results of the reliability analysis can be found in 

Appendix D. However, this did not mean that the codebook, which can be found in Appendix E, had to 

be adapted. Based on various stakeholder views and exploration of specific requirements, it is evident 

that the codebook has a certain level of detail.  
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4 Results  

This chapter summarizes the findings that emerged from the focus group sessions. In line with the 

categories developed in the codebook, this chapter distinguishes between four different sections: 

Attitudes towards internal communication, scope of an employee app, requirements of an employee app 

and attitudes towards an employee app. With regard to the first research question, the results are 

analyzed according to the different stakeholder groups. Selected quotes from the participants are used 

to support the findings. The list of quotes used can be found in Appendix F.  

 

4.1 Category 1: Attitudes towards internal communication 

As an introduction to the topic of an employee app, general attitudes towards internal communication 

were examined. The first question about the channels used for internal communication was answered 

similarly by all stakeholders. Many different channels are used that serve different purposes, such as 

documentation (Wiki), collaboration (Jira), quick consultation (Teams) or top-down communication 

(weekly mail, news platform). Overall, all stakeholder groups were satisfied with internal 

communication in general, its channels used and its extent. It was mentioned repeatedly that this 

communication has improved overall in recent years, especially during the Corona pandemic. On the 

one hand, this was expressed in very general terms, but on the other hand, two specific reasons could be 

identified. One reason for this was the increasing amount of different channels and content that 

potentially allows employees to receive and share a lot of information for different purposes, even when 

they are not in the office but on parental leave, for example. The other reason, which was mentioned by 

almost all stakeholder groups, was the weekly news mail sent by the management, which contributes a 

lot to internal communication, as covered by the following quote: 

 

[1] “And in general, the fact that you are kept up to date on a weekly basis is actually great. 

And, well, I have to say, I'm actually very satisfied with it.” (Works council, participant 3, male) 

 

Across all stakeholders, the role of internal communication was generally considered very 

important. This was partly due to the relevance of being and staying informed, for example, about 

current organizational or work-related topics. Another important role mentioned across all stakeholders 

was seen as providing guidance to employees so that they are informed about the company’s strategic 

development. It was also stated by end users and the works council that internal communication 

strengthens the sense of belonging, which is important for the identification with the company. 

 However, some potential for improvement regarding internal communication was also 

identified. All focus groups mentioned that the interaction of the various channels needs to be optimized. 

Sometimes channels consist of the same information, which does not add much value. Employees also 

indicated that they are not completely sure of what to communicate, through which channel, and how. 

Moreover, with the large number of channels, some of them get forgotten because they are not used 
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regularly. Closely related is the statement that in some cases a reminder is missing when new 

information is available. This applies in particular to the digital employee news platform on the website, 

which, unlike the weekly mail, does not encourage employees to read it, for example, via push 

notifications. In addition, participants also claimed potential for improvement regarding the usability 

and accessibility of certain channels, such as the digital employee news platform. From the marketing 

perspective, it became clear that the information does not always reach all employees, so there is 

potential for improvement as well. In addition, end users also indicated that the content should be 

expanded to include more general information, for example, about company’s locations, services, or 

various departmental tasks, as shown in the following quote: 

 

[2] "So it's important to me that I'm also involved, especially because we don't just have one 

location, but I'm also interested in what's going on at the other locations. I think we could 

perhaps get a bit more out of that. I think that here and there the focus is a bit on the 

headquarter." (End user 1, participant 3, female) 

 

Another potential for improvement that was clearly addressed by management is to receive more 

feedback from employees and to be able to interact with them directly. Although the weekly news mail 

sent by management is well received by employees, this channel does not seem to be optimal for 

interaction, shown as follows: 

 

[3] “But what we really lack is the feedback channel. And in that respect, we're rather 

dissatisfied.” (Management, participant 2, male) 

 

The discussions in the first part about internal communication in general served to familiarize 

the participants with the topic and to identify attitudes and satisfaction levels in this regard. This laid the 

foundation for the main topic of an employee app, which is discussed in the following sections. 

 
 
4.2 Category 2: Scope of an employee app 

Following the first part, the phase of requirements elicitation began with a brief description of an 

employee app. Participants were asked to imagine that an app for internal communication should be 

introduced that would enable all employees, for example, even those without mail access, to reach the 

app quickly and easily via smartphone or computer. Accordingly, they were asked to develop their 

requirements for such an app. This task, which was deliberately kept very open, initially led some 

stakeholder groups, such as management, marketing and end users to think about the overall goal of the 

app first, as shown in the following quote: 
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[4] “Yes, you're, I think you're very quickly on the subject, because employee app is also such a 

relatively vague term. What's in it now? What is actually the goal of the whole thing? Do we 

want to inform employees or what is it?” (Management, participant 3, male) 

 

From the discussions about the scope of the app, two main directions of communication emerged 

that the app could cover: 1) work-related communication and 2) social and organizational 

communication. A small proportion of individual participants from management, the works council and 

one end user group focused the app on work-related communication. They primarily addressed the 

exchange of information on production-related topics, as well as a possible activity recording via the 

app. In addition, a clear delineation of topics was made clear, as shown in the following quote: 

 

[5] “That means you also have to make a clear distinction between private and business matters. 

I think that's very, very important, because otherwise they get mixed up. And then we end up 

with such chatter groups, where somehow 50 percent is blah and 50 percent is important.” (End 

user 3, participant 5, male) 

 

However, the majority of respondents across all stakeholder groups saw the goal of the app as 

covering social and organizational communication on an informational level, without going into 

production or customer-related details. This includes informal communication, such as the exchange 

between employees, as well as formal communication through information from management. This 

focus is summarized by the following quote: 

 

[6] “[…] no business-relevant communication, but really just private things like that. 

Communication, marketing communication and employee retention communication, all of that. 

So, from a marketing point of view, communication [...]. So, as I said, I just think that only 

private or social communication could somehow be mapped in such an app [...]” (End user 1, 

participant 4, male) 

 

Finally, after discussing the scope of the app, specific requirements were identified. As in the 

codebook, these were divided into seven different subcategories, each forming one requirement type. 

The following section presents the requirement types and their executions in detail. 

 

4.3 Category 3: Requirements of an employee app 

4.3.1 Interactivity 

The first requirement type is called interactivity and includes requirements that provide opportunities 

for user interaction. As a key characteristic of social media, the topic of user-generated content was 

examined. The main question discussed within almost all focus groups was to what extent user-
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generated content should be included in the app. According to management, the level of user-generated 

content depends on the specific scope of the app, shown as follows:  

 

[7] "And if the goal is to keep employees as well informed as possible about things that are 

relevant to the company and they should always be up to date, then no one has to put their 

favorite recipe for roast pork in there. That's not of interest. When it comes to employee cohesion 

and social media, that's very much an issue." (Management, participant 3, male) 

 

Management did not specify the extent of user-generated content. It was noted that, on the one 

hand, control of the content would be necessary to avoid overflowing information. On the other hand, 

an opportunity for social exchange among users in the form of user-generated content was seen to be 

helpful for employee cohesion. An ambivalence arose between the inclusion or exclusion of user-

generated content from the management perspective. 

Interestingly, end users, IT, marketing and works council were rather against the inclusion of 

user-generated content typically known from social media. They stated that it was generally a nice idea, 

but only few would use it in practice, as shown by the following quote:  

 

[8] “Yes, so I can also say from my side, I probably won't post anything in there. I would not 

think of any things and purely post. Maybe something "comment", but so generate content itself 

so not.” (End user 1, participant 4, male) 

 

One reason given was that there would be a lack of acceptance and use of this feature. After all, 

if only a handful of employees used this function, it would prevent most others from using it. Another 

reason given was that due to the high number of employees, many would not be interested in what 

certain people post, for example, in their free time. In this case, it would be sufficient to use public social 

media, where many employees are already connected with each other. On top of that, it was stated that 

posts showing personal information, such as being on vacation, do not seem to be considered appropriate 

within the context of the employee app. Rather, participants see the app as a consumption platform. 

Instead of posting their own content, employees want to consume content created by the company. The 

only place where every user should be able to post their own content is the digital notice board. 

Other requirements related to typical interaction functions in social media, such as liking, 

sharing and commenting. In particular, management was very interested in the integration of interaction 

and feedback functions such as liking and commenting. According to their potential for improvement 

in terms of feedback options, commenting was a crucial function for management, described as follows: 
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[9] “But to have the possibility to react to it and best-case even to get into dialogue with the 

person to discuss and improve the situation, that's what I would like to see.” (Management, 

participant 4, male) 

 

The commenting function was also considered important by other stakeholder groups, such as 

end users and works council. It was stated that comments generally include a high information content 

and are therefore very valuable. The marketing group highlighted the importance of giving feedback to 

the company from the employee’s perspectives in this regard. In addition, the liking function was seen 

as a useful interaction tool that should be included in the app. According to the works council, the liking 

icon should be designed in line with the corporate identity.  

 In contrast to the positive comments regarding the inclusion of interaction and feedback 

functions, some groups also indicated limiting their inclusion. Participants from the IT and some end 

user groups warned against negative consequences when using the commenting function, arguing as 

follows: 

 

[10] "Commenting, I would say no. Because that brings too much risk to having any discussions 

within the company that could escalate with comments that you wouldn't have that way at 

another level.” (IT, participant 4, male) 

 

 The marketing group also saw it that way. Although participants from this group stressed the 

importance of giving feedback, they would not always include the commenting function to avoid 

excessive discussions. Rather, this group called for the inclusion of a survey function. This would allow 

employees to be more involved in the company and company decisions. At the same time, employee 

sentiments and feelings could be easily captured. The following quote sums it up: 

 

[11] “So, if you could do questionnaires like that, employee surveys, anonymously, that would 

be pretty, pretty cool. And a pretty strong and powerful gimmick for, for HR, I think.” 

(Marketing, participant 3, male) 

 

The inclusion of a survey function was also expressed as desirable by all other focus groups 

after the potential function was asked by the moderator. Here, the content of the survey should focus on 

simple topics, such as the organization of upcoming employee events, rather than work-related topics, 

such as the progress of recent productions. According to one end user group, the latter refers to a longer-

term topic to be documented, which is not properly placed in an employee app. 

As part of giving feedback, management wanted the app to offer both anonymous and public 

feedback options. Regarding surveys, responses should be stored anonymously or on a personalized 
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basis, depending on the question. For comments on organization-generated posts, the author should be 

publicly visible so that the appropriate person can be contacted directly. 

 The last part of interactivity requirements focused on private communication, namely the 

inclusion of a private chat function. According to individual participants from the end user groups and 

the works council group, including a chat function would be valuable, as it could replace other chats 

that are currently used. Furthermore, it was argued that a chat could increase the relationship among 

colleagues. At the same time, however, other participants from these groups and from the IT group 

indicated that they would not include a chat function because there are already other communication 

tools, such as Microsoft Teams, that enable this type of communication. All interactivity requirements 

of the various stakeholder groups are summarized in Figure 5.  

 

Figure 5 

Interactivity requirements 

 

 

4.3.2 Content 

The second requirement type is named content. In line with the overall requirement to consume 

organization-generated content, the first content requirements refer to the various content topics that the 

organization should create. Almost all stakeholder groups mentioned the requirement of including 

corporate information about strategy, news, goals, services, events, personnel and customers. This refers 

to such informative news that are of interest to the entire workforce and includes various perspectives, 

such as insights into the different departments and locations, the presentation of new colleagues, the 

development of customer projects, or the communication of strategies and goals. One example is 

provided in the following quote: 
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[12] “But I can imagine that if you only work in a certain area, you somehow have a very big 

focus on your own, your own area. But then it's also interesting to see what the company is 

doing beyond that, perhaps where would we like to develop.” (End user 1, participant 3, female) 

 

 Another content topic is about information and exchanges that facilitate the daily work routine, 

which is again mentioned by almost all stakeholder groups. From the perspective of end users and the 

works council, this primarily includes organizational information, for example, onboarding information, 

employee contact details or a FAQ section. On top of this, work-related information in form of work 

schedules and educational videos are of interest for these groups. The latter is also mentioned valuable 

by management, as it could simplify the knowledge sharing process within the company. Furthermore, 

management argued that the app could also be used to simplify other organizational processes, such as 

conducting safety training or managing company cars.  

In addition, information about career and training possibilities, benefits and employee’s well-

being could be included into the app. This was especially mentioned by marketing and end users. 

According to them, this type of content could draw users to the platform, as it creates incentives and 

enhances hedonistic feelings of having fun and feeling well, as shown in the following quote: 

  

[13] “I can also think of another possible benefit that could be incorporated is the whole issue 

of health management. So that you might somehow add modules or somehow call them up again 

and say: So, here's a little break, break yoga assignment […].” (Marketing, participant 2, 

female) 

 

Another type of organization-generated content is related to information published by the 

personnel office, which was mentioned by participants from the end user groups and the marketing 

group. Their requirement was a digital personnel file that allows to view vacation requests and 

overviews or other information from payroll accounting. Finally, the works council pointed to using an 

employee app as a medium for communicating its work, as shown in the following quote:  

 

[14] “But you could also use this as a works council medium to simply say: Here's some 

interesting news. Perhaps even legal news that may not have anything to do with the company 

at the moment but may be interesting from a general legal point of view.” (Works council, 

participant 4, male) 

 

In addition to the content-related requirements, those describing the format were also 

mentioned. A calendar function was requested by the works council and individual participants from 

the end user groups. Requirements ranged from global information, such as the company's appointment 

overview, to detailed functions, such as automatic appointment generation for lunch breaks with 
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randomly selected colleagues or appointment reminders. Furthermore, there was a general requirement 

to include visual content such as images and videos in addition to text. Figure 6 summarizes all content 

requirements of the different stakeholders. 

 

Figure 6 

Content requirements 

 
 

4.3.3 Usability 

The third requirement type is called usability. It contains requirements for design, access, use and 

performance. Almost all stakeholder groups except the works council clearly mentioned the requirement 

for a user-friendly design. The app should consist of a simple user interface and a clear navigation. It 

should be easy to understand and intuitive without overloading it with content. In addition, marketing, 

IT and one end-user group indicated that they wanted the app to be consistent with the corporate design 

by including the logo and corporate colors. Another design element mentioned by all end user groups 

was a newsfeed always displaying latest news. 

In addition to design requirements, there were also those for access and use. Regarding the 

potential for improvement in the interaction of different communication channels, two key requirements 

were formulated. First, the app should centralize information from different sources. This includes, for 

example, company posts published in public social media channels or company news sent by mail. 

Participants mentioned the advantage of bundling information in one medium, replacing other channels 
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and minimizing the number of incoming mails. Requirements related to this issue were expressed by all 

stakeholder groups, for example as follows:  

 

[15] “So, the prerequisite is that, that does not duplicate itself everywhere. Otherwise, I'll never 

need the app if I know I've already seen it on Facebook, Xing or elsewhere.” (IT, participant 4, 

male) 

 

[16] “But of course it has to be ensured that I can replace certain channels with it. So, what I 

have in our employee area so far from the website would have to be prepared in a certain way 

so that I can then manage to bundle the whole thing in this app […].” (End user 3, participant 

5, male) 

 

 Second, also mentioned by almost all groups except management, the app should connect other 

systems used in the company, such as the company's brand shop or the meal ordering system. This also 

increases the user-friendliness regarding these systems, as they can be accessed in one central location.  

An additional requirement, the inclusion of push messages, also arose from a stated potential 

for improvement. As participants lack a notification when news is available, all stakeholder groups 

required to integrate push notifications into the app. This directly informs employees and encourages 

them to consume the news, justified as follows:  

 

[17] “I have to get it actively. So, the illusion of ‘people are all so insanely interested and care 

about getting the latest news all the time,’ that's at most in the grapevine channel.” (IT, 

participant 4, male) 

 

Some end user groups, the IT group and the works council group added the requirement of 

including a translation function. This way, employees speaking a language other than German can also 

be reached. Here, however, it should be noted that this requirement always came up after the promotional 

video of an employee app provider has been shown. 

In terms of app access, a large proportion of participants from marketing, end users, 

management and IT emphasized the importance of making the app available for different platforms and 

versions. The app should be compatible with all devices, such as desktop, smartphone or tablet, so that 

it can be used on all personal devices as well. A web version should also be created for those employees 

who do not want to download an app. In all of this, care must be taken to ensure a responsive design 

and a consistent structure so that the app is always visually appealing, and all functions can be found in 

the same place. Through this technical diversity, the content can be made accessible to every employee.  

Marketing, management and IT also advocated for connecting the app to the existing employee 

directory database to simplify the login process by allowing employees to use their login credentials 
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from the corporate context. This way, only employees without specific credentials will have to create 

new ones before they can log in. In addition, one end-user group and the marketing group cited general 

performance features, such as short loading times or the ability to track app usage information, as key 

requirements. All usability requirements by stakeholder groups are summarized in Figure 7. 

 

Figure 7 

Usability requirements 

 
 

4.3.4 Rights and roles 

The fourth requirement type, which includes configuration functions, is referred to as rights and roles. 

All stakeholder groups expressed the requirement of flexible and user-based configuration options. 

Participants wanted to be able to set filters individually, for example, to subscribe to certain app 

categories. This way, only the content that really interests the user would be displayed. They also wanted 

the ability to customize app notification settings, described as follows: 

 

[18] “Yes, so if we now go over the topic of notifications, which we just had, that you can both 

on and, or activate and also deactivate. That is, if I'm on vacation, that I then not, and would 

like to have my peace, that then not all information always comes over.” (Works council, 

participant 4, male) 
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Another requirement is the flexible configuration of authors and recipient groups, which again 

was mentioned by all stakeholder groups. In terms of organization-generated content, it should be 

possible to specify different authors who can publish organizational information. Instead of having only 

one author, it should be possible to select different people who have the right to publish information. 

One example therefore is shown in the following quote: 

 

[19] “Yes, of course, clustering like this also makes it possible to somehow give leaders or 

managers from each location extra access to the app, so that they can perhaps pass on 

information about the location.” (Marketing, participant 2, female) 

 

The same applies to recipient groups. Participants liked the idea of configuring recipient groups 

so that not always the entire workforce is addressed, but also only a specific department or location, 

depending on the topic. The app would therefore allow different distribution of rights and roles to users. 

In addition, marketing and one end user group required the app to consist of multiple categories. 

This would enable that, for example, different departments and locations could publish their relevant 

information, and users would know where to find what type of information. Figure 8 summarizes all 

rights and roles requirements of the different stakeholders. 

 

Figure 8 

Rights and roles requirements 

 

 

4.3.5 Reliability and security 

The fifth requirement type is referred to as reliability and security. Ensuring confidentiality and data 

protection was named as an indispensable requirement by marketing, end users, management and works 

council. Overall, it was considered advantageous to use the app to communicate about company issues, 

as data protection can be directly ensured by the company itself in the process. Nevertheless, security 

and legal issues, such as tracking user behavior, need to be discussed and determined with the works 
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council before the app is introduced. Management described this as very challenging, as it would not 

possible to control app usage on private devices, and therefore the confidentiality of the information. 

In addition, end users also expressed privacy concerns regarding app usage. It was said that 

some employees were critical of data protection issues, so this could be a barrier to app use. The 

prerequisite here is that the use of individual employees cannot be tracked too closely and that use 

overall is not heavily controlled by the company, otherwise it could discourage employees from using 

it. In addition, app use on personal devices was considered critical, shown as follows: 

 

[20] "Because I also see the difficulty, I already see it now, so, yes, that is my private cell phone. 

I think that will be the biggest hurdle." (End user 3, participant 2, female) 

 

 Another risk identified by the works council was that it would not be possible to control app 

usage on private smartphones, argued as follows:  

 

[21] “And I also don't know how you want to control whether someone uses their cell phone a 

lot in their private life or whether they really use the employee app effectively.” (Works council, 

participant 4, male) 

 

Some participants stated the risk that employee productivity will suffer if the app is used too 

often. Additionally, one requirement the works council mentioned after watching the promotional video 

was to implement read confirmation notifications only when specifically required. There may well be 

important issues where the company requires a read confirmation. However, these are exceptional cases. 

All reliability and security requirements of different stakeholders are summarized in Figure 9.  

 

Figure 9 

Reliability and security requirements 
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4.3.6 Service 

The sixth requirement type is called service and contains requirements for the maintenance of an 

employee app. One end user group, marketing and management indicated that it would be important to 

assign a community manager to act as a key person for the app with two main tasks. First, the person 

needs to be responsible for the content of the app. This means to ensure that organization-generated 

content is published regularly, to prepare data for publication and to exchange with other authors about 

the planned content for the app. Second, the community manager needs to interact with the user 

community to provide feedback. This is done to avoid excessive discussions and to let employees know 

that they are noticed and have a voice. Following quotes are examples of these statements: 

 

[22] “I don't think it's going to be filled, because if nobody feels responsible for it.” (End user 

1, participant 5, female) 

 

[23] “You would really have to assign someone to simply observe what is happening there in 

order to catch it.” (Marketing, participant 2, female) 

 
Management expressed it even more strongly by saying that the app would only create the basis 

for communication. It is much more important to maintain the app with content, shown as follows: 

 

[24] “It is the basic requirement to be able to do such things in a meaningful way. […] But in 

the long run, someone has to maintain it and fill it and also see it as a self-understanding that 

you should do that.” (Management, participant 3, male) 

 

In contrast to the request to specifically control the content of the app within the company, the 

IT group indicated that the programming process of the app should not be carried out within the company 

but should be purchased externally to save own resources. Only a helpdesk should be integrated 

internally with the application support, according to marketing. The service requirements are 

summarized in Figure 10.  

 

Figure 10 

Service requirements 
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4.3.7 Organizational 

The last requirement type is called organizational and includes requirements explaining the integration 

of an employee app into the daily work routine. The first requirement mentioned by end users and works 

council was voluntariness in app usage. The app should be used on a voluntary basis, not least through 

the possibility of installing it on private end devices. Second, these groups demanded to be able to use 

the app during working hours and not only during free time. Otherwise, acceptance and use of the app 

would be limited, since it deals with company-related topics. At the same time, these groups as well as 

management and IT also stated that app use should not taking up too much working time, shown as 

follows: 

 

[25] “So, if it doesn't exceed a certain level that's perfectly fine. But if we put comments and 

likes […] and a lot of these time-destruction possibilities in there, then you should think about 

it. Then that would tend not to be working time.” (IT, participant 4, male) 

 

According to management, one requirement for enabling app usage during working hours is to 

communicate about company-related topics responsibly and without going overboard, shown as follows: 

 

[26] “So, I think if you reduce it to the fact that it's not social media-related [...], but it's about 

the matter at hand. [...] Then there won't be such a quick discussion about whether this is 

working time and why he wrote it. But if the person posts his pork belly recipe and then it is 

discussed for three hours, then it leads to nothing. So maybe that's great employee cohesion, 

but then we'd probably rather veto it.” (Management, participant 3, male) 

 

As personal smartphone use is currently restricted in the company during working hours and 

this has also been regulated in a company agreement, the latter would have to be revised. This 

requirement was mentioned by management, IT and works council. In addition to the requirement of 

not taking up too much working time, one end user group, management and IT stated to limit the use of 

push messages. This would prevent employees from being constantly distracted from work. Instead, 

push messages should only be used for acutely important topics. In addition, marketing and works 

council called for the commenting function to be used only selectively as well. All organizational 

requirements are summarized in Figure 11.  
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Figure 11 

Organizational requirements 

 
 

The results show that requirements differ depending on the stakeholder groups. To prioritize 

these, it was examined which requirements were expressed by most groups and which seem to be 

particularly important to individual groups. Appendix G provides a final listing of the requirements and 

their priorities, distinguishing between low, medium and high priorities, as well as excluded 

requirements. The following subchapter explains the participants’ attitudes towards an employee app. 

 
4.4 Category 4: Attitudes towards an employee app 

After discussing requirements, the third part about attitudes towards an employee app followed. 

Participants were asked to imagine that the app would include their previously mentioned requirements. 

Based on the answers given, four different themes could be identified: critical success factors, 

contribution to internal communication, identification with the organization and acceptance.  

 

Critical success factors 

As part of the evaluation, participants first named critical success factors of the employee app. For all 

stakeholder groups, high relevance and added value were critical success factors. It was important to 

avoid the app being just another channel that might overwhelm users. Although participants see potential 

for added value in the app, they also expressed doubts about it, as shown by the following quote: 
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[27] “[…] I'm also unsure now, is it now one more channel or is it really helpful? So, this added 

value, yes. If that's not there, then it's difficult to classify it in the channels that we already have 

[...] But it can go in both directions. Can really improve something for our work. But it can also 

be a burden, and then there's one more channel.” (End user 3, participant 4, male) 

 

Another critical success factor for the app was identified as the strong frequency and actuality 

of content. Again, almost all stakeholder groups indicated that the app needs to be filled with content on 

a regular and timely basis. The key is to find the right balance between too much and too little news 

needs. In addition, information should go out promptly so that employees could be reached much faster.  

Furthermore, end users, marketing and IT cited high acceptance and use as a critical success 

factor. There would always be some people who would not want to use such an app. Nevertheless, a 

high number of users must be ensured for the app to be successful, shown as follows: 

 

[28] “And this app will only serve its purpose if, let's say, 95 percent of employees actively use 

it. And that's where I think the biggest difficulty lies. And the question is how to keep this app 

alive with content so that all employees stay on board.” (Marketing, participant 3, male) 

 

The final critical success factor cited by one end user group and management was interaction 

within the app. According to the participants, interaction, especially in the form of comments, needs to 

be enabled in order to use the app, shown as follows: 

 

[29] “Yes, as long as it enables you to interact. So, if it's closed, if you don't have the possibility 

to comment, to like or to chat or something, then it doesn't bring much. But if you can exchange 

yourself. Because I think that's also exciting.” (End user 1, participant 2, male) 

 

Contribution to internal communication 

Participants also gave their opinion on how much an employee app can contribute to internal 

communication. Almost all stakeholder groups except the IT group mentioned that the app can improve 

the accessibility of the entire workforce, as really every employee is offered the opportunity to use the 

channel. In particular, app usage via smartphone was perceived as beneficial in this context, as almost 

everyone owns a private smartphone. Hence, also employees who are not in the company or do not have 

access to a computer can be reached, shown as follows:  

 

[30] “So now I also find the idea charming that you can simply include employees who don't 

have a computer with us in a company. We always have problems with non-permanent 

employees, with assistants, etc., but they also have to be informed.” (Marketing, participant 2, 

female) 
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All groups expressed that the app could not completely replace other existing communication 

software used in the company, for example, channels for documentation and collaboration. An employee 

app should therefore focus on informative, short-lived information that does not require documentation. 

Additionally, participants from marketing, IT, works council and end users stated that the app could 

increase the level of information knowledge among employees. This is especially true for people who 

are not in the company on a daily basis, shown as follows:  

 

[31] “Everyone uses a smartphone, and those who are only there until noon that day, or only at 

the beginning of the week, or only every two weeks, may be better informed as a result.” (End 

user 3, participant 2, female) 

 

Furthermore, almost all groups indicated that the app could increase the usability of consuming 

information. This is mainly due to the use on the smartphone, which is considered a common daily 

medium. In addition, marketing, management and one end user group indicated that the app could 

increase transparency, due to the possibility of reaching the whole workforce in a timely manner. 

However, some participants from the IT group and one end user group stated that the app would not 

change communication significant in a positive way, as they doubted the added value, argued as follows:  

 

[32] “From the point of view that we, that the, yes the channels, the current channels would 

improve a little bit perhaps or would bundle. But basically, would probably not change the 

overall communication significantly.” (IT, participant 3, male) 

  

Identification with the organization 

The extent to which an employee app can strengthen identification with the company was perceived 

differently by the participants. Some participants from marketing, management, works council and two 

end user groups thought that the use of the app could strengthen the relationship between company and 

employees. This was especially due to greater possibilities for interaction, shown by the following quote: 

 

[33] “[…] even if there are ways of capturing a certain basic mood and counteracting it, that 

can of course also have a very great advantage in maintaining relationships between 

colleagues, among colleagues, but also between management levels and employees. 

Absolutely.” (Marketing, participant 3, male) 

  

 However, other participants from works council, IT, management and two end user groups were 

of the opinion that an employee app would not be decisive for the relationship between company and 

employees. According to them, identification with the company is depended on other factors not relating 

to an app, shown by following exemplary quotes:  
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[34] “So I think I'd rather give it a 6, because if you can't identify with the company, then the 

app doesn't help anymore.” (End user 2, participant 3, female) 

 

[35] “If you like the company, you'll use 10 programs and 10 channels. If you don't like the 

company, I don't think anything will change. It's a matter of attitude. I don't find the company 

hipper or cooler, or come closer to the management as a result.” (End user 2, participant 5, 

male) 

 

 There is a similar formation of opinion for the relationship among colleagues. Participants from 

all groups except marketing and IT expressed that the app could strengthen the relationship among 

colleagues. The main reason was to hear more about employees in different locations and departments, 

which could strengthen the emotional bond. According to management, the relationship among 

colleagues could be strengthened with a consumption app, although the inclusion of user-generated 

content would have an even greater effect on it, argued as follows: 

 

[36] “If it's a pure info app [...] then that will be limited. Then it won't have no effect at all, 

because people will see that a discussion is taking place [...]. But that has a different quality for 

the employees than sharing their recipes or saying how great the last vacation was.” 

(Management, participant 3, male) 

 

 In contrast, participants from marketing, IT and one end user group did not think that the 

relationship among colleagues could be strengthened with the app. From their perspective, the goal of 

the app is to consume information, which does not directly contribute to colleague connectedness. 

Finally, all end user groups felt that the sense of belonging could be strengthened using an app. 

 

Acceptance 

The last topic discussed was the acceptance of an employee app. Initially, it became clear that the app 

was not yet missed. Employees had not thought about this channel before and were overall already very 

satisfied with internal communication. In addition, some end users believed that such an app might be 

more likely to be adopted by younger rather than older employees, as the latter might not want to deal 

with yet another new channel. 

Overall, all stakeholder groups showed interest in using the app. They indicated that once the 

relevant requirements have been implemented, they were very open to using the app, shown by the 

following quote: 

 

[37] “And I think, but I think after that, the way it's currently presented and then if that's how it 

works, I would definitely use it.” (Works council, participant 3, male) 
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 However, some participants from all groups except works council stated that there would not be 

complete acceptance and use among the workforce. There would always be employees who would not 

want to use it, or would use it less in the long run, shown by the following quote: 

 

[38] “The real answer is probably very common in the beginning. And the older the app gets, 

the less people will use it, so, I'll probably use it.” (IT, participant 4, male) 

  

 In addition, one end user group, management and IT indicated to optimize current tools rather 

than implementing a new app. In their opinion, there are already many channels in the company that, 

used differently, would also solve the requirements of an employee app. 

 Participants from all end user groups indicated that the development and implementation of an 

employee app would fit in with the company's orientation and portfolio. Based on the services offered, 

such app development would fit well with the company's image.   

 When asked if it was time to implement an employee app, participants' opinions differed. Two 

end-user groups, marketing and the works council, were in favor of the right time. The current pandemic 

season in particular has made the workforce more familiar with digital channels, which can contribute 

positively, shown as follows: 

 

[39] “Sure, it's not ready right away, but right now, when everybody is getting familiar with the 

digital means and so, then, I say, the willingness to still get familiar in the digital means is 

maybe higher than if you introduce it in 3, 4 years or so.” (End user 1, participant 4, male) 

  

 Interestingly, the other end user group, management and IT indicated that it would not be the 

right time for app introduction. IT clarified that the introduction of a dedicated app would not be 

necessary, as other means could be used for the purpose. According to management and the end-user 

group, the company is undergoing a change process that would make it difficult to introduce a new app 

at this time. They doubted the current acceptance of such an app, shown by the following quote: 

 

[40] “If there was an employee app added to it now, I think there would be, so I don't think the 

acceptance would be too great. Not even for me. I think right now would not be the right time 

for me.” (End user 2, participant 2, female) 

 

In summary, attitudes towards the app varied among participants. While some saw the potential 

to contribute to internal communication, others were skeptical. The requirements differed depending on 

the stakeholder and were sometimes in conflict with each other. The following chapter discusses the 

results in detail. 
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5 Discussion  

This chapter discusses the findings by answering the main and sub research questions. Subsequently, 

implications for academics and practitioners are provided, followed by the listing of future research 

topics. Finally, limitations of this study are explained and a conclusion is drawn.  

 

5.1 Discussion of results 

Two main research questions were investigated in this research. The first was formulated as: “What are 

requirements of an employee app from different stakeholder’s perspectives?” To answer this, two sub 

research questions were developed, which are answered in the following. 

 

Sub RQ 1: Which requirement types determine the development of an employee app? 
 
This research has shown that the development of an employee app is determined by seven requirement 

types: 1) interactivity, 2) content, 3) usability, 4) rights and roles, 5) reliability and security, 6) service 

and 7) organizational. This partially coincides with the findings from the literature collected in the 

theoretical framework. The requirement types listed by Van Velsen et al. (2013) – content, usability, 

service and organizational – were confirmed by this study for the development of an employee app. 

Additionally, reliability, security and performance were found to be requirement types for an employee 

app development, which is consistent with Sindhgatta and Thonse (2005) who identified these as critical 

for organizational applications. The high importance of usability and performance noted by the 

Sindhgatta and Thonse (2005) was also recognized in this study, with performance defined as a 

subcategory of usability based on the findings from the codebook. 

Two new requirement types were identified that, to my knowledge, had not yet been found in 

this form in the literature: Interactivity and rights and roles. Interactivity emerged as an important 

requirement type to consider when developing an employee app. It was the type with the most 

conflicting opinions, especially regarding the inclusion of user-generated content and interaction 

features, both typical of social media. Rights and roles included specific configuration requirements for 

individual settings, authors and user groups, as well as configuration of various categories.  

All identified requirements belong to non-functional requirements, as they were not specifically 

formulated for development, but were researched from scratch with a focus on app quality 

(Zimmermann & Grötzbach, 2007). Figure 5 visualizes the final requirement types that are relevant for 

an employee app development. 
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Figure 12 

Requirement types of an employee app 

 

 
 

 

Sub RQ 2: Which requirements conflicts occur within the development of an employee app? 
 
First of all, Ruck and Welch (2012) can be agreed with, who stated to that employees’ needs should be 

included in internal communication processes. This study has shown that the inclusion of different 

needs, especially with regard to different stakeholders, is highly relevant for software development 

processes as competing requirements arise (Van Velsen et al., 2013). 

 Initially, the overall scope of the app was perceived differently, as it was not predetermined but 

was to be defined by the participants themselves. While some participants wanted the app to cover work-

related topics, such as sharing about customer-related productions, most other participants required the 

app to include social and organizational content. This led to the conclusion that the employee app should 

cover one of the four types mentioned by Kalla (2005), namely organizational communication. To 

ensure a balance of all communication types (Kalla, 2005), further channels need to cover the other 

types of communication. That is in line with the study of Matthews et al. (2014) who argued that various 

social tools with specific scopes should coexist in order to increase collaboration. 

The greatest requirements conflicts identified in this research were between management and 

the other stakeholders. While management was ambivalent about integrating user-generated content into 

the app, end users, marketing, works council and IT were mostly opposed. The latter cited the risk that 

posting their own content could harm productivity. Similar opinions applied to the interaction and 

feedback functions, which some stakeholder groups felt could lead to ambiguous discussions. These are 

interesting findings, as social media is typically characterized by user-generated posts and interaction 

(Leonardi et al., 2013). Strikingly, Leonardi and Vaast's (2017) view of giving employees a voice was 
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almost exclusively held by management. Other stakeholder groups, especially end users and IT, were 

against publishing posts or commenting on them. This provides room for debate. Instead of seeing the 

benefits of Web 2.0 media, namely having a voice and being heard through the interaction within an app 

(Leonardi & Vaast, 2017), participants mainly followed the idea of traditional media for information 

transaction. An explanation for this can be found in the review of Veeravalli and Vijayalakshmi (2019), 

who identified the organizational factors of climate, strategy, culture and platform design that influence 

ESM adoption. According to them, organizations need to ensure an open and transparent culture in 

which making mistakes is allowed and communicated clearly (Veeravalli & Vijayalakshmi, 2019). 

Although the case company is characterized by flat hierarchies, employees may not feel comfortable 

expressing their opinions in the organization and possibly making mistakes. This could be explained by 

the strong growth of the case company in recent years. Due to the increasing size of the teams and new 

departments, communication could mainly take place within many smaller groups. It is possible that 

employees have become so accustomed to it that they no longer even think about the benefits of cross-

organizational communication interaction. This can be supported by the findings of Mark et al. (2014), 

who stated that the larger the network, the less positively ESM were perceived. At the same time, two-

way communication was probably not specifically promoted during the company's growth, so this may 

also be a reason why employees still see internal communication as simply receiving organizational 

information.  

Another explanation can be based on previous studies (Koch et al., 2013; Treem et al., 2015) 

which found that perceptions about ESM depend on former experiences with social media in the 

personal realm. All participants reported using social media channels at least once a day in their free 

time. As a result of this heavy use in the personal sphere, participants developed attitudes towards social 

media that do may not transfer to the corporate sphere. It is possible that they have different expectations 

of social media in the private sphere and cannot imagine their potential within organizations (Koch et 

al., 2013; Treem et al., 2015). This is accompanied by the perception that there is ‘channel overload’. 

Participants pointed to the high number of channels used in the organization and the confusion of their 

interaction. Consequently, participants may see the app as another channel they would need to serve. 

Additionally, and consistent with Bucher et al. (2013), participants might see the risk of information 

overload, if an additional, interactive channel is introduced for internal communication. 

The only category indicated by end users for user-generated content in the app was the notice 

board to communicate about specific private topics, such as selling private items. Again, this is 

interesting as this category may be most consistent with the concept of social media in private use, as it 

represents hedonistic motivations as described in Leftheriotis and Giannakos (2014). Management, 

however, criticized this feature as it could distract from organizational topics. At the same time, this 

stakeholder group did not want too much app usage within working hours. This in turn, namely use 

during working hours, is a requirement of all other stakeholder groups.  
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In summary, requirement conflicts occurred primarily in the interactivity and organizational 

requirement types between management and the other stakeholder groups. This demonstrates the 

complexity of app expectations, which is similar to the complexity of internal communication in general, 

not least because of the different stakeholder functions, employee roles, and power relationships within 

organizations. 

 

Main RQ 1: “What are requirements of an employee app from different stakeholder’s perspectives?” 
 
From the answers to the sub research questions, it can be concluded that requirements for an employee 

app differ depending on the stakeholder. A total of seven requirement types were identified as relevant 

for app development, with the relevance of individual types differing according to stakeholder. The 

interactivity type plays an important role, as it was discussed in all groups and let to contradicting 

opinions. While management did not explicitly exclude the typical social media function of user-

generated content, the other stakeholder groups were mostly against its inclusion. The same applied to 

the integration of interaction functions such as liking and commenting. As a result of this study, the 

main goal of an employee app was identified as providing a consumption platform for organization-

generated content. Interestingly, the benefits of an app in terms of interaction and having a voice were 

not required by employees. 

 

 

The second main question was: “What are employees’ attitudes towards an employee app whose 

requirements they develop themselves?” Based on the findings, it can be answered as follows:  

 

The complex and sometimes contradictory requirements for an employee app were also reflected in 

attitudes towards the app. In line with Chin et al. (2015), who identified factors influencing ESM use, 

several factors were cited by participants as critical to the app’s success. First, there must be relevance 

and added value, which Chin et al. (2015) described as satisfying needs and providing a perceived value 

to employees. In terms of content, participants highlighted the need of high actuality and frequency and, 

in some cases, the possibility to interact. This is consistent with Chin et al. (2015) who expressed the 

importance of information quality and the ability to interact. Finally, the app requires high acceptance 

and use, which Chin et al. (2015) described as reaching the critical mass.  

Interestingly, however, the results of this study have shown that the added value of an app is 

almost exclusively in receiving information bundled through a popular medium and possibly having the 

option to comment or like a post. Compared to the possibilities that such an app could have in terms of 

interaction and having a voice, this app may only add little value in terms of internal communication 

within the company, which is already rated as good by the participants.  

This was also reflected by the participants’ responses. Based on the critical success factors, 

participants indicated that the app could potentially reach all employees and increase usability for 
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obtaining information. This is consistent with Tkalac Verčič and Špoljarić (2020), who state that 

employee preferences must be considered in order to create a channel that reaches them. With its 

frequent use, the smartphone was perceived as a beneficial medium for communication that is in line 

with employees’ preferences (Tkalac Verčič & Špoljarić, 2020). Additionally, an employee app could 

increase the level of information knowledge as well as transparency. However, some participants 

indicated that the app would not significantly improve internal communication in a positive way. This 

can be explained by the fact that the potential of the app was already limited by the participants' 

requirements. 

 Furthermore, participants had different views on the app’s contribution to identification with 

the company. While some participants felt than an employee app can strengthen this relationship, which 

is consistent with Dolphin (2005) and Ruck and Welch (2012) who stated that internal communication 

is essential in this regard, others felt that the app does not have a strong impact on this relationship. 

Rather, it depends on the corporate culture and the individual people within the company. This was also 

noted in the study by Chin et al. (2015) who highlighted that organizational culture and employee 

personality traits play a role in ESM use.  

A similar opinion was expressed for the relationship between colleagues. While some 

participants indicated that the connection among colleagues would be strengthened by an employee app, 

others disagreed. Proponents justified this as learning more from colleagues, even across departments 

and locations, which corroborates the study by Gibbs et al. (2015). Other participants, however, did not 

see the goal of the app as strengthening collaboration among colleagues.  

In summary, there are proponents and skeptics of the app. The requirements made by the 

participants have already limited the potential of the app in terms of communication and engagement. 

Therefore, it is important to be clear about the role of internal communication and promote it within the 

organization. It became clear that software alone does not directly lead to success (Veeravalli & 

Vijayalakshmi, 2019). Rather, it can be agreed with several authors who state that companies need to 

implement a holistic ESM strategy and culture rather than simply installing software (Veeravalli & 

Vijayalakshmi, 2019). To benefit from the employee app, companies have to recognize and 

communicate its potential. As explained by Veeravalli and Vijayalakshmi (2019), this could be done by 

management, for example, by exemplifying and promoting interactivity.  

 

5.2 Implications 

Theoretical implications 

This study has examined requirements and attitudes towards a specific form of an ESM, namely an 

employee app. The dual perspective, combining technical and organizational communication within one 

study, has provided new insights into the development of ESM as well as attitudes towards ESM prior 

to their implementation. 



 43 

First, this research has expanded the literature on technical communication by identifying 

requirement types that are relevant to ESM development in general, which to my knowledge has not 

been studied before. In doing so, this study first collected requirement types that had already been 

examined in the literature on general software development. Related to an ESM these were identified as 

content, usability, security, performance, reliability, service and organizational (Sindhgatta & Thonse, 

2005; Van Velsen et al., 2013). During this research, the requirement types were confirmed, with 

performance defined as a subcategory of usability. Additionally, this study explored two new 

requirement types for ESM development, namely interactivity and rights and roles. Interactivity 

emerged as an important requirement type in relation to ESM, as it defines key features of social media, 

namely the inclusion of interaction opportunities and user-generated content.  

Second, this study was the first to formulate and prioritize concrete requirements for an employee 

app that have not yet been found in literature. Because the principle of social media has been adopted 

from the private environment to the corporate environment (Leonardi & Vaast, 2017), it seems that 

functionalities were also adopted without having reconsidered them for the organizational context. 

Researchers have already recognized this gap by stating that a simple ESM installation does not 

automatically lead to success (Chin et al., 2015) and ESM designs need probably to be adapted based 

on current innovations and user needs (Wehner et al., 2017). With this research, concrete requirements 

for an employee app development were formulated, which led to valuable findings for the literature. It 

became clear that the functionality to post user-generated content was not desired. Rather, the app was 

seen as a consumption platform for information. This finding challenges the general definition of ESM 

(Leonardi et al., 2013). The typical functions of being open and participatory in the sense of sharing 

personal posts were not fundamentally desired or assumed. This has also been found by other studies, 

but with the difference that the function was already implemented. The present study, on the other hand, 

shows that the basis for acceptance of an ESM can be created in advance of implementation by taking 

needs into account. In other words, functions that are not needed can be filtered out in advance and 

excluded from the development process to develop successful software that is also accepted. In addition, 

the requirements elicitation process can be used to inform stakeholders about the potential of ESM and 

thus create awareness for possibilities and advantages of certain functions, for example, the potential of 

user-generated content and interaction. 

Finally, this study has shown that the involvement of various internal stakeholders is a valuable 

factor for the ESM development process. The CeHRes roadmap, a human centered-design process that 

allows to integrate different stakeholders (Van Gemert-Pijnen et al., 2011), has proven to be an 

appropriate approach in this regard. Although this model was originally created for the eHealth sector 

(Van Gemert-Pijnen et al., 2011), this study has shown that it can be used for other sectors as well.  
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Practical implications 

In addition to theoretical implications, this study also offers practical implications for organizations. 

First, due to the case study method, this research has explored specific requirements of an employee app 

that the case company can consider when deciding to develop such an app. For other organizations that 

are thinking about implementing an employee app or other types of ESM, this research provides insights 

into requirement types that are relevant for the software development process. Because the requirement 

types and their subcategories studied are generic, they can be considered by other organizations in the 

ESM development process by providing a guideline. The specific requirements developed for an 

employee app can further provide guidance and ideas. 

Second, this research has confirmed the importance of integrating multiple stakeholder views 

into software development for ESM, as they can totally differ from each other. Although literature has 

shown that the adoption of an ESM is often decided by non-technical staff (Leonardi & Vaast, 2017), 

such as the marketing department, this research has indicated that it is important to seek different 

opinions in order to improve use and acceptance of the application, especially if the ESM is to be 

developed enterprise-wide. Therefore, companies should not let decisions about enterprise-wide 

solutions be made by only a few people or one department.  

This automatically leads to the third implication, namely the scope of the app and thus the 

integration of user-generated content. As shown in this study, the nature of an app for internal 

communication is complex. Requirements differ from a fundamental level, such as the role of the app, 

to the very detailed level, such as specific design elements. Companies should therefore not assume that 

social media is as fruitful and well perceived in the organizational context as it is in the personal sphere. 

They need to think carefully about what the goal of an ESM to be introduced should be, especially in 

conjunction with other social tools. Typical social media functions should be reconsidered individually 

and not simply adopted by existing software.  

This is followed by the final implication. As suggested by Denyer et al. (2011), companies 

planning to implement an ESM need to not only holistically manage the development process itself, but 

also rethink the organizational culture and existing processes. Employees need to know what to expect, 

be encouraged to speak up and trained to use the software (Denyer et al., 2011). In addition, and also in 

line with Denyer et al. (2011), this study highlighted the importance of assigning key individuals or a 

team to take responsibility for ESM implementation and maintenance. Besides the development of the 

software based on internal stakeholder’s needs, maintaining the software and ensuring interaction is 

essential for success.  
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5.3 Future research 

Recommendations for future research topics can be derived from the discussion and implications of this 

study. First, the specific requirements should be translated into a prototype of an app created specifically 

for the case company. Therefore, it is proposed for the case company to follow the remaining phases of 

the CeHRes roadmap, namely design, operationalization, and summative evaluation (Van Gemert-

Pijnen et al., 2011). This way, employees' attitudes towards an employee app could be more reliably 

assessed. For the final app, it is advisable to conduct a longitudinal study in the case company to gain 

insights on how the app contributes in terms of internal communication and employee engagement and 

whether the given attitudes can be confirmed from this study. Instead of a qualitative study, this could 

be done using a quantitative research method, since the goal is not to research requirements from scratch, 

but to measure the impact of app usage on internal communication and employee engagement.  

 Second, the same research on an employee app could be conducted in companies from other 

industries and with a different number of employees. This way, results of this research could be 

compared with other case studies to take a step making them generalizable.  

 Third, as this research found an app to consist of limited user-generated content and due to the 

fact that ESM were adopted from the private use, it is proposed to further conceptualize ESM accurately 

for the organizational context. This research, as well as other studies around ESM use, has shown that 

the level of user-generated content is not static. Rather, the level depends on the particular goal and 

scope, as well as the interaction of other social tools. Future research should therefore further investigate 

the general functions of an ESM with a focus on the interactivity requirement type. It would be 

interesting to know how participants from other case companies think about the inclusion of user-

generated content and the potential for interactivity of the app.  

Finally, this study explored the requirement of creating an ESM in line with the corporate identity. 

Since ESM are web-based applications with a predefined design, it would be interesting to study whether 

the app design, which is in line with the corporate identity, has a significant effect on the perception and 

use of an ESM, as well as on the internal communication satisfaction and employee engagement.  

 

5.4 Limitations 

The study also has some limitations related to the research method and the sample. The research was 

conducted in the form of a qualitative case study with the aim of exploring requirements of an app from 

scratch. Although the objective could be well achieved through this type of study, it is known that this 

method does not allow a generalization of the results to other companies or cases (Creswell et al., 2007). 

The results are strongly related to the context of the studied company. Therefore, the orientation and 

specific requirements of an employee app are not universal, but only the general developed requirement 

types. Hence, the detailed results may differ for companies from other industries, with different 

workplaces, such as first line workers, or with a different number of employees.  
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 The second limitation refers to the participants’ imaginative power. As they were confronted 

with the topic of an employee for the first time and there was no specific scenario for an app given, it 

was sometimes difficult to formulate specific requirements. This would possibly change if employees 

were exposed to the issue for a longer period. In addition, it was also difficult to imagine what the app 

would look like based on their requirements in the end, since no prototype was available. Individual 

assumptions were made when giving statements. 

  Third, there are limitations regarding the sample. Due to the circumstances of the case company, 

the individual stakeholder groups did not consist of the same number of participants. In addition, it was 

only possible to conduct multiple end user groups. All other stakeholder groups existed only once. 

Therefore, the results would have been more reliable if multiple groups of the same stakeholders had 

been formed. 

The last limitation is related to the focus group method chosen for this study. With this type of 

group interview, there is a risk that not every participant fully expressed their opinion. In some groups, 

there were more extroverted individuals who may have persuaded other participants to adopt a similar 

stance or opinion, which they may not have done had they been interviewed alone. Nevertheless, the 

method was particularly suited to the requirements development approach because it allowed 

participants to come up with different ideas and discuss them fruitfully. 

 

5.5 Conclusion  

This study has investigated requirements and attitudes of a specific form of an enterprise social media 

(ESM), namely an employee app from scratch, based two main research questions. As a result of the 

first research question about requirements for an employee app, seven different requirement types and 

a list of detailed requirements based on different stakeholders were identified. These serve both as a 

general guidance for ESM development as well as a concrete instruction of an employee app. The second 

research question explored participants' attitudes towards the app based on their own requirements and 

revealed contrasting opinions regarding its contribution to internal communication and employee 

engagement. In summary, this research has taken a step to investigate ESM from a technical design 

perspective to identify different stakeholder needs, unify them into one software to increase adoption, 

and evaluate the contribution before implementation. In addition to incorporating different perspectives 

into the ESM development process, the study has shown that organizational factors also need to be 

considered in the process. 
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Appendix A: Schedule of the pre-test  
 

Time Script Material Topic 

5 min. Starting focus group session 

- Welcome by the moderator 
- Introduction of the participants (if 

employees do not know each other) 
- Explanation of the context 
- Introduction into the research topic 

▹The aim of the research is to identify 
requirements for an employee app and 
to assess employee attitudes about it 

- Informed consent 
▹Results are treated anonymously 
▹Signed consent forms received 
beforehand; any remaining questions 
that need to be answered? 
 

✓ Device of each    
    participant 
✓ Active cameras 
✓ Active microphones   
 

Introduction 

5 min. Explaining focus group session 

- Reasons for choosing focus groups 
- Explaining open form of question 

types  
- Data will be transcribed and analyzed 

to 1) identify requirements for an 
employee app and order them based 
on priorities and 2) gain insights into 
attitudes towards an employee app 

- Time indication  

 

✓ Device of each    
    participant 
✓ Active cameras 
✓ Active microphones   

 
 

Research  

10 min.  Topic 1: Internal communication 

- What channels do you use for internal 
communication?  

- How satisfied are you with the 
internal communication and its 
channels used at the moment?  
(Score from 1 to 10) 

- How important is internal 
communication for you in general  
at the moment?  
(Score from 1 to 10) 
 

✓ Device of each    
    participant 
✓ Active cameras 
✓ Active microphones   
✓ Start recording 
 

Topic 1: Attitudes 
towards internal 
communication 

30 min.  Topic 2: Requirements elicitation  

▹Introduce into the topic of an 
employee app and stimulate thinking: 

You told me you use [channels] for 
internal communication; now, 
imagine that we use an app for 
internal communication – an 
“employee app”. 

✓ Device of each    
    participant 
✓ Active cameras 
✓ Active microphones   
✓ Whiteboard in     
    Microsoft Teams  
✓ Recording 
 
 

Topic 2: 
Requirements of 
an employee app 
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Imagine that all employees – whether 
they are on set, at the customer, in the 
office or at home – can access the app 
directly (via smartphone or 
computer). What are your 
requirements for such an app? What 
functions should it include? 

▹Please think about it. You can write 
down your ideas on digital post-it’s in 
the whiteboard of Teams. Afterwards, 
you will discuss your ideas. 
 

Depending on the stimulation of thoughts, the 
moderator can provide assistance by 
mentioning different types of requirements: 

- Functional/non-functional 
- Content 
- Usability/ 

User Experience 
- Security 
- Performance 
- Reliability 
- Service 
- Organizational  

 

After participants came up with own ideas, a 
video of an employee app provider is shown: 

▹There are already several service 
providers on the market. I'll show you 
a short video of one of them, so you 
can add requirements if necessary. 

If the participants have nothing more to add:  

▹Do you think there are important 
requirements missing? 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
✓ Shared screen of the 
    moderator 
 
https://www.youtube. 
com/watch?v=yEWWs9 
Kbm8Y 
 

25 min.  Topic 3: Attitudes towards an employee app 

Now that we've identified 
requirements for an employee app, I'd 
like to know more about your attitude 
towards it 

- To what extent do you think an 
employee app based on your 
requirements contributes internal 
communication? (Score from 1 to 10) 

- To what extent do you think an 
employee app based on your 
requirements contributes the 
relationship between company and 
employee?  
(Score from 1 to 10) 

✓ Device of each    
    participant 
✓ Active cameras 
✓ Active microphones   
✓ Recording 
 

Topic 3: Attitudes 
towards an 
employee app 
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- To what extent do you think an 
employee app based your 
requirements contributes to the feeling 
of being connected with others?  
(Score from 1 to 10) 

- Do you think you would use the app 
regularly (everal times a week)?  
(Score from 1 to 10)  

- Do you think it is time to introduce an 
employee app? 
(Score from 1 to 10)  
 

Final question:  

We identified important requirements 
for an employee app and slightly 
discussed the relation to internal 
communication. Do you think that 
something is missing?  

 

 

5 min.  End focus group session ✓ Device of each    
    participant 
✓ Active cameras 
✓ Active microphones   
✓ End recording 

 

Closing 

10 min. Additional time if needed   

 
Feedback and learnings:  

- Scope of the app was not directly clear, which makes it difficult to come up with requirements à 
including a description of internal communication and providing some examples 

- Participants gave insightful answers to the second question in the first part of internal 
communication à including the term “extent” so that other groups also give their opinions about 
that 

- Just offering the possibility to use the whiteboard in Teams; not necessary  
- Time indications were fulfilled  
- Fruitful discussions emerged 
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Appendix B: Schedule of the focus groups 
 

Time Script Material Topic 

5 min. Starting focus group session 

- Welcome by the moderator 
- Introduction of the participants (if 

employees do not know each other) 
- Explanation of the context 
- Introduction into the research topic 

▹The aim of the research is to identify 
requirements for an employee app and 
to assess employee attitudes about it 

- Informed consent 
▹Results are treated anonymously 
▹Signed consent forms received 
beforehand; any remaining questions 
that need to be answered? 
 

✓ Device of each    
    participant 
✓ Active cameras 
✓ Active microphones   
 

Introduction 

5 min. Explaining focus group session 

- Reasons for choosing focus groups 
- Explaining open form of question 

types  
- Data will be transcribed and analyzed 

to 1) identify requirements for an 
employee app and order them based 
on priorities and 2) gain insights into 
attitudes towards an employee app 

- Time indication  

 

✓ Device of each    
    participant 
✓ Active cameras 
✓ Active microphones   

 

 

Research  

10 min.  Topic 1: Internal communication 

▹Introduce into the topic of internal 
communication: 

First, I would like to inform you about 
the scope of internal communication 
in this study. In this project, internal 
communication is related to general 
information regarding the company 
and its employees and includes, for 
example:   

- Information about strategic measures 
and goals of the company 

- Social and informal communication 
- Information about developments of 

different company’s locations 
- Information about personnel 
- External developments that have an 

impact on the company 

▹ With this scope of internal 
communication in mind, I will now 
ask you three questions: 

✓ Device of each    
    participant 
✓ Active cameras 
✓ Active microphones   
✓ Start recording 
 

Topic 1: Attitudes 
towards internal 
communication 
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- What channels do you use for internal 
communication?  

- How satisfied are you with the 
internal communication, its channels 
used and its extent at the moment?  
(Score from 1 to 10) 

- How important is internal 
communication for you in general  
at the moment?  
(Score from 1 to 10) 
 

30 min.  Topic 2: Requirements elicitation  

▹Introduce into the topic of an 
employee app and stimulate thinking: 

You told me you use [channels] for 
internal communication; now, 
imagine that we use an app for 
internal communication – an 
“employee app”. 

Imagine that all employees – whether 
they are on set, at the customer, in the 
office or at home – can access the app 
directly (via smartphone or 
computer). What are your 
requirements for such an app? What 
functions should it include? 

▹Please think about it and discuss 
your requirements. If you want, you 
can write down your ideas on digital 
post-it’s in the whiteboard of Teams.  
 

Depending on the stimulation of thoughts, the 
moderator can provide assistance by 
mentioning different types of requirements: 

- Functional/non-functional 
- Content 
- Usability/ 

User Experience 
- Security 
- Performance 
- Reliability 
- Service 
- Organizational  

 

After participants came up with own ideas, a 
video of an employee app provider is shown: 

▹There are already several service 
providers on the market. I'll show you 
a short video of one of them, so you 
can add your requirements if 
necessary. 

✓ Device of each    
    participant 
✓ Active cameras 
✓ Active microphones   
✓ Whiteboard in     
    Microsoft Teams  
✓ Recording 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
✓ Shared screen of the 
    moderator 
 
https://www.youtube. 
com/watch?v=yEWWs9 
Kbm8Y 
 

Topic 2: 
Requirements of 
an employee app 
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If the participants have nothing more to add:  

▹Do you think there are important 
requirements missing? 

 

25 min.  Topic 3: Attitudes towards an employee app 

▹Transition from requirements to 
attitude towards the app: 

Now that we've identified 
requirements for an employee app, I'd 
like to know more about your attitude 
towards it 

- To what extent do you think an 
employee app based on your 
requirements contributes internal 
communication? (Score from 1 to 10) 

- To what extent do you think an 
employee app based on your 
requirements contributes the 
relationship between company and 
employee?  
(Score from 1 to 10) 

- To what extent do you think an 
employee app based on your 
requirements contributes to the feeling 
of being connected with others?  
(Score from 1 to 10) 

- Do you think you would use the app 
regularly (several times a week)?  
(Score from 1 to 10)  

- Do you think it is time to introduce an 
employee app? 
(Score from 1 to 10)  
 

Final question:  

We identified important requirements 
for an employee app and slightly 
discussed the relation to internal 
communication. Do you think that 
something is missing?  

 

✓ Device of each    
    participant 
✓ Active cameras 
✓ Active microphones   
✓ Recording 
 

Topic 3: Attitudes 
towards an 
employee app 

5 min.  End focus group session ✓ Device of each    
    participant 
✓ Active cameras 
✓ Active microphones   
✓ End recording 
 

Closing 

10 min. Additional time if needed   
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Appendix C: Survey about demographic characteristics  
 
 

Survey focus group 
 
 
 
 

1. What is you gender? 
 

male   female   diverse   not specified 

 

 

2. What is your age? 

 
 

 
 

3. How interested are you in new technologies? 
 

Not interested            Very interested 
       at all 

 
 
 
 

4. What kind of apps do you use in your free time and how often? 
 
 

 Not at all Once a month Once a week Once a day Several times 
a day 

Games       

Education      

Social Media 
(e.g. Facebook, 
Instagram, 
WhatsApp,…) 

     

Food & Drinks      

Health & 
Fitness 
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Appendix D: Reliability analysis of the codebook 
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Appendix E: Codebook 
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Appendix F: Quotes 
 
 
[1] “And in general, the fact that you are kept up to date on a weekly basis is actually great. And, well, 

I have to say, I'm actually very satisfied with it.” (Works council, participant 3, male) 

 

[2] "So it's important to me that I'm also involved, especially because we don't just have one location, 

but I'm also interested in what's going on at the other locations. I think we could perhaps get a bit more 

out of that. I think that here and there the focus is a bit on the headquarter." (End user 1, participant 3, 

female) 

 

[3] “But what we really lack is the feedback channel. And in that respect, we're rather dissatisfied.” 

(Management, participant 2, male) 

 

[4] “Yes, you're, I think you're very quickly on the subject, because employee app is also such a 

relatively vague term. What's in it now? What is actually the goal of the whole thing? Do we want to 

inform employees or what is it?” (Management, participant 3, male) 

 

[5] “That means you also have to make a clear distinction between private and business matters. I think 

that's very, very important, because otherwise they get mixed up. And then we end up with such chatter 

groups, where somehow 50 percent is blah and 50 percent is important.” (End user 3, participant 5, 

male) 

 

[6] “[…] no business-relevant communication, but really just private things like that. Communication, 

marketing communication and employee retention communication, all of that. So, from a marketing 

point of view, communication [...]. So, as I said, I just think that only private or social communication 

could somehow be mapped in such an app [...]” (End user 1, participant 4, male) 

 

[7] "And if the goal is to keep employees as well informed as possible about things that are relevant to 

the company and they should always be up to date, then no one has to put their favorite recipe for roast 

pork in there. That's not of interest. When it comes to employee cohesion and social media, that's very 

much an issue." (Management, participant 3, male) 

 

[8] “Yes, so I can also say from my side, I probably won't post anything in there. I would not think of 

any things and purely post. Maybe something "comment", but so generate content itself so not.” (End 

user 1, participant 4, male) 
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[9] “But to have the possibility to react to it and best-case even to get into dialogue with the person to 

discuss and improve the situation, that's what I would like to see.” (Management, participant 4, male) 

 

[10] "Commenting, I would say no. Because that brings too much risk to having any discussions within 

the company that could escalate with comments that you wouldn't have that way at another level.” (IT, 

participant 4, male) 

 

[11] “So, if you could do questionnaires like that, employee surveys, anonymously, that would be pretty, 

pretty cool. And a pretty strong and powerful gimmick for, for HR, I think.” (Marketing, participant 3, 

male) 

 

[12] “But I can imagine that if you only work in a certain area, you somehow have a very big focus on 

your own, your own area. But then it's also interesting to see what the company is doing beyond that, 

perhaps where would we like to develop.” (End user 1, participant 3, female) 

 

[13] “I can also think of another possible benefit that could be incorporated is the whole issue of health 

management. So that you might somehow add modules or somehow call them up again and say: So, 

here's a little break, break yoga assignment […].” (Marketing, participant 2, female) 

 

[14] “But you could also use this as a works council medium to simply say: Here's some interesting 

news. Perhaps even legal news that may not have anything to do with the company at the moment but 

may be interesting from a general legal point of view.” (Works council, participant 4, male) 

 

[15] “So, the prerequisite is that, that does not duplicate itself everywhere. Otherwise, I'll never need 

the app if I know I've already seen it on Facebook, Xing or elsewhere.” (IT, participant 4, male) 

 

[16] “But of course it has to be ensured that I can replace certain channels with it. So, what I have in our 

employee area so far from the website would have to be prepared in a certain way so that I can then 

manage to bundle the whole thing in this app […].” (End user 3, participant 5, male) 

 

[17] “I have to get it actively. So, the illusion of ‘people are all so insanely interested and care about 

getting the latest news all the time,’ that's at most in the grapevine channel.” (IT, participant 4, male) 

 

[18] “Yes, so if we now go over the topic of notifications, which we just had, that you can both on and, 

or activate and also deactivate. That is, if I'm on vacation, that I then not, and would like to have my 

peace, that then not all information always comes over.” (Works council, participant 4, male) 
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[19] “Yes, of course, clustering like this also makes it possible to somehow give leaders or managers 

from each location extra access to the app, so that they can perhaps pass on information about the 

location.” (Marketing, participant 2, female) 

 

[20] "Because I also see the difficulty, I already see it now, so, yes, that is my private cell phone. I think 

that will be the biggest hurdle." (End user 3, participant 2, female) 

 

[21] “And I also don't know how you want to control whether someone uses their cell phone a lot in 

their private life or whether they really use the employee app effectively.” (Works council, participant 

4, male) 

 

[22] “I don't think it's going to be filled, because if nobody feels responsible for it.” (End user 1, 

participant 5, female) 

 

[23] “You would really have to assign someone to simply observe what is happening there in order to 

catch it.” (Marketing, participant 2, female) 

 

[24] “It is the basic requirement to be able to do such things in a meaningful way. […] But in the long 

run, someone has to maintain it and fill it and also see it as a self-understanding that you should do that.” 

(Management, participant 3, male) 

 

[25] “So, if it doesn't exceed a certain level that's perfectly fine. But if we put comments and likes […] 

and a lot of these time-destruction possibilities in there, then you should think about it. Then that would 

tend not to be working time.” (IT, participant 4, male) 

 

[26] “So, I think if you reduce it to the fact that it's not social media-related [...], but it's about the matter 

at hand. [...] Then there won't be such a quick discussion about whether this is working time and why 

he wrote it. But if the person posts his pork belly recipe and then it is discussed for three hours, then it 

leads to nothing. So maybe that's great employee cohesion, but then we'd probably rather veto it.” 

(Management, participant 3, male) 

 

[27] “[…] I'm also unsure now, is it now one more channel or is it really helpful? So, this added value, 

yes. If that's not there, then it's difficult to classify it in the channels that we already have [...] But it can 

go in both directions. Can really improve something for our work. But it can also be a burden, and then 

there's one more channel.” (End user 3, participant 4, male) 
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[28] “And this app will only serve its purpose if, let's say, 95 percent of employees actively use it. And 

that's where I think the biggest difficulty lies. And the question is how to keep this app alive with content 

so that all employees stay on board.” (Marketing, participant 3, male) 

 

[29] “Yes, as long as it enables you to interact. So, if it's closed, if you don't have the possibility to 

comment, to like or to chat or something, then it doesn't bring much. But if you can exchange yourself. 

Because I think that's also exciting.” (End user 1, participant 2, male) 

 

[30] “So now I also find the idea charming that you can simply include employees who don't have a 

computer with us in a company. We always have problems with non-permanent employees, with 

assistants, etc., but they also have to be informed.” (Marketing, participant 2, female) 

 

[31] “Everyone uses a smartphone, and those who are only there until noon that day, or only at the 

beginning of the week, or only every two weeks, may be better informed as a result.” (End user 3, 

participant 2, female) 

 

[32] “From the point of view that we, that the, yes the channels, the current channels would improve a 

little bit perhaps or would bundle. But basically, would probably not change the overall communication 

significantly.” (IT, participant 3, male) 

 

[33] “[…] even if there are ways of capturing a certain basic mood and counteracting it, that can of 

course also have a very great advantage in maintaining relationships between colleagues, among 

colleagues, but also between management levels and employees. Absolutely.” (Marketing, participant 

3, male) 

 

[34] “So I think I'd rather give it a 6, because if you can't identify with the company, then the app doesn't 

help anymore.” (End user 2, participant 3, female) 

 

[35] “If you like the company, you'll use 10 programs and 10 channels. If you don't like the company, I 

don't think anything will change. It's a matter of attitude. I don't find the company hipper or cooler, or 

come closer to the management as a result.” (End user 2, participant 5, male) 

 

[36] “If it's a pure info app [...] then that will be limited. Then it won't have no effect at all, because 

people will see that a discussion is taking place [...]. But that has a different quality for the employees 

than sharing their recipes or saying how great the last vacation was.” (Management, participant 3, male) 
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[37] “And I think, but I think after that, the way it's currently presented and then if that's how it works, 

I would definitely use it.” (Works council, participant 3, male) 

 

[38] “The real answer is probably very common in the beginning. And the older the app gets, the less 

people will use it, so, I'll probably use it.” (IT, participant 4, male) 

 

[39] “Sure, it's not ready right away, but right now, when everybody is getting familiar with the digital 

means and so, then, I say, the willingness to still get familiar in the digital means is maybe higher than 

if you introduce it in 3, 4 years or so.” (End user 1, participant 4, male) 

 

[40] “If there was an employee app added to it now, I think there would be, so I don't think the acceptance 

would be too great. Not even for me. I think right now would not be the right time for me.” (End user 2, 

participant 2, female) 
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Appendix G: Prioritization of requirements for an employee app 

 

 




