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1.0 [bookmark: _Toc210139751]Introduction
Carmarthenshire County Council (CCC) is committed to modernising its digital services through the Digital Transformation Strategy 2024-2027, responding to the expanding digital economy in Wales, valued at £9.2 billion (Carmarthenshire County Council, 2024). This strategy highlights the importance of adopting innovative technologies to improve service delivery and operational efficiency.

[image: A screenshot of a computer screen
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Figure 1. Infographic highlighting the growth of the digital economy in Wales (Carmarthenshire County Council, 2024).

The emergence of automation and Low-Code Development Platforms (LCDPs) has prompted organisations to streamline processes. For example, the Semarang City Disaster Management Agency (BPBD) improved data accuracy and efficiency through automation (Falih et al., 2024). This example illustrates the potential of automation, which CCC aims to harness through its own digital initiatives. CCC relied on Firmstep for over 20 years to develop and manage more than 100 processes. In April 2019, Firmstep was acquired by Granicus (PitchBook, 2025). However, Granicus has faced challenges in adapting to emerging automation technologies and is known for service outages. These issues conflict with CCC’s digital ambitions.
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Figure 2. An example of a process developed within Granicus.

Recently, Microsoft’s Power Platform, which integrates tools such as Power Automate and Power Apps, has been adopted by CCC to overhaul its Expression of Interest (EOI) process, previously dependent on Granicus. The legacy EOI process required manual data entry into a SharePoint List, significantly increasing managerial workloads. The new Power Platform solution automates data capture and processing, thereby reducing the need for managerial intervention.
This leads to the central research question: 
To What Extent Does the Expression of Interest Process Improve Operational Efficiency in Carmarthenshire County Council?
This report evaluates whether the Power Platform enhances operational efficiency and assesses its viability as a replacement for the ageing Granicus system.

[bookmark: _Toc210139752]2.0	Literature Review

[bookmark: _Toc210139753]2.1	Digital Transformation within the Public Sector

[bookmark: _Toc210139754]2.1.1	Definition of Digital Transformation
Digital transformation is widely discussed in academic literature. Kraus et al. (2022) complied definitions that focus on adopting new technologies to reshape organisations. Bikse et al. (2021) argued that digital transformation goes beyond replacing systems, involving digitisation and digitalisation. Djevojić and Vitasović (2023) note that until concepts of digital transformation have comprehensive definitions, there is scope for theories to vary; however, innovation is a recurring theme. Hinings, Gegenhuber and Greenwood (2018) suggest innovation drives digital transformation, while Liu et al. (2023) highlighted its role in accelerating innovation and improving operational efficiency (Jia, 2023). CCC’s Digital Strategy 2024-2027 does not provide a direct definition, but generally, digital transformation uses technology to drive operational improvements.

[bookmark: _Toc210139755]2.1.2	Role of Digital Transformation and the Innovation Loop
Digital transformation is now central to organisational strategy and policy (March, 2021), leveraging new technologies and their advantages (Kretschmer and Khashabi, 2020). The UK Government’s Digital Service Standard is a set of principles for digital transformation (transparity, 2023), focusing on technology choices that run effective services at minimal cost (GOV.UK, 2024). The innovation loop (Lewan, 2019) shows how technology evolution impacts organisations and society, improving internal communications and reducing pressure on staff (Madi and Taleb, 2024).
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Figure 3. The innovation loop influences organisational adaptation to digital transformation (Lewan, 2019).

However, challenges remain. The Technology Acceptance Model (TAM) by Davis (1986) suggests perceived usefulness and ease of use drive technology adoption. CCC’s long-term use of Granicus reflects TAM’s influence, as the system remains user-friendly and supports development. Yet, TAM does not account for external instances of individual, innovational and influential factors that determine technological adoption.

[image: A diagram of a technology model
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Figure 4. Factors that influence the Technology Acceptance Model (TAM)

Extensions to TAM (Al-Adwan, A. et al., 2023) highlight the importance of innovation and new technologies in shaping perceptions. The Diffusion of Innovation (DOI) theory (Rogers, 2003) provides a broader view, considering social and innovational development, though not all preferences can be predicted in practice (Zhang, Yu, Yan and Ir Ton A M Spil, 2015). These frameworks help explain both the adoption and limitations of systems like Granicus.

[image: ]
Figure 5. The Diffusion of Innovation model (Wurster et al., 2024)

[bookmark: _Toc210139756]2.2	Low-Code Development Platforms (LCDPs) and the Power Platform

[bookmark: _Toc210139757]2.2.1	Technology Overview
Marvin (2014) traced the origins of LCDPs to a 2011 Forrester report. Di Ruscio et al. (2022) contradict this, stating that LCDPs were defined by Forrester three years later (Richardson et al., 2014). Lethbridge (2021) noted that low-code concepts date back to the early web, which began as a low-code solution. Bock and Frank (2021) stated that many platforms are rebranded versions of older technologies. LCDPs, in essence, allow users with minimal coding experience to develop applications.

[image: ]
[bookmark: _Ref195275570][bookmark: _Ref195275557]Figure 6. Timeline of LCDPs’ origin and development (Di Ruscio et al., 2022).

Microsoft’s Power Platform is an LCDP, integrating Power Apps and Power Automate for digital process automation (Ciucan-Rusu et al., 2023). Power Apps launched in early 2016 (Di Ruscio et al., 2022), as a public preview release (Desai, 2016), and officially launching alongside Power Automate, formerly Microsoft Flow, towards the end of 2016 (Phillips, 2016). Power Apps enables the development of low-code applications, and Power Automate enables automation through created flows.
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Figure 7. The range of products offered within the Power Platform (Microsoft, 2025).

[bookmark: _Toc210139758]2.2.2	Power Platform Benefits and Challenges
LCDPs empower users to develop applications with minimal development experience (Red, 2024) and for organisations that do not necessarily have sufficient resources to develop complex applications (Bisson, 2020). However, the limited extensibility of LCDPs (Azad, 2022) can restrict their capabilities. The Power Platform is adaptable to organisational circumstances, supporting the development of complex workflows (Salgueiro, 2020), because of the seamless integration that the platform has with other data sources (Gigovic, 2023). These connections allow data such as that from SharePoint to be manipulated through the platform, to improve overall operational efficiency (Ciucan-Rusu et al., 2023).
Despite these strengths, challenges exist. Default configurations in the platform led to the exposure of 38 million records to the public, including sensitive data (Newman, 2023). Issues such as environment retention policies have also caused problems, like the deletion of development environments due to inactivity (de Boer, 2024).

[bookmark: _Toc210139759]2.2.3	Evidence of Power Platform’s Success
Numerous success stories highlight the Power Platform’s impact (Bhangar, 2024). Toyota used Power Apps and Power Automate to streamline approvals and reduce overheads (Topness, 2020). Bournemouth, Christchurch and Poole (BCP) Council adopted Power Apps to empower employees and simplify systems, releasing 48 Power Apps (Samuels, 2023). Microsoft’s publications showcase these successes, but potential bias should be considered.
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Figure 8. Microsoft presented success stories for Power Platform technologies (Bhangar, 2024).

Power Apps can deliver a significant return on investment (ROI). Forrester (2024) reports a 206% ROI and a 50% reduction in development time, though the report was commissioned by Microsoft and may be biased. ROI calculations are sensitive to errors, potentially underestimating or overestimating benefits and costs (Botchkarev, 2015). Consequently, the report may not account for all outcomes and uncertainties associated with Power Apps implementation.
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Figure 9. Power Apps has promising potential economically (Forrester, 2024).

While the Power Platform offers promising economic and operational benefits, organisations must be aware of its limitations and potential risks. Cautious implementation, continuous measurable reviews, and implementation in accordance with the organisation’s structure are essential for successful digital transformation.

[bookmark: _Toc210139760]3.0	Methods

[bookmark: _Toc210139761]3.1	Research Paradigm and Design
This study adopts a pragmatic mixed-methods paradigm, combining qualitative and quantitative approaches to understand how the Power Platform can improve operational efficiency. Pragmatism allows research without the constraints of a single method (Yvonne Feilzer, 2010), ontologically, offering a relational worldview that recognises multiple realities, appropriate for technology adoption, which varies by staff and role. Instrumentalism underpins the epistemology, focusing on practicality based on usefulness, aligning to identify real-world improvements from the Power Platform within a public sector setting.
Some have criticised pragmatism for lacking philosophical coherence, including Hampson and McKinley (2023), who argued that pragmatism was not viable for a mixed-methods paradigm because it attempts to find an epistemic balance of perspectives, which isn’t always effective. Others have defended its flexibility for analysing complex issues (Creswell and Plano Clark, 2018) and highlighted the importance of philosophical alignment through mixed methods (Glogowska, 2011). A pragmatic stance can support coherence if thoughtfully implemented.
To capture staff experiences across the EOI process, the study includes those who use only the SharePoint list and those who use the full EOI process. Although SharePoint is not directly part of the Power Platform, it is vital to the process as all data is stored there. Therefore, to capture pivotal variations between staff (Palinkas et al., 2015), the research will employ stratified purposive sampling. This will group Digital staff into “SharePoint only” users and “full EOI” users, ensuring diverse perspectives. Capturing end-user experiences with the Power App will provide insights into usability and performance.
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Figure 10. The survey will enable participants to select which components of the EOI process they use, facilitating the grouping of Digital staff by use case.

[bookmark: _Toc210139762]3.2	Data Collection Methods
Data collection will use both qualitative and quantitative methods, among these will be surveys and interviews, common in mixed-method research (Fielding, 2012). This approach enables thorough data collection and explanation of the research.

[bookmark: _Toc210139763]3.2.1	Qualitative Data Collection Methods
Semi-structured interviews will provide qualitative insights into staff experiences with the EOI process. This method allows interviews to remain focused (Adeoye‐Olatunde and Olenik, 2021) while giving interviewers the freedom to investigate (Barriball and While, 1994), which will not be achievable from surveys alone. Combining qualitative and quantitative findings enhances the depth of results.

[bookmark: _Toc210139764]3.2.2	Quantitative Data Collection Methods
Quantitative research will use surveys and data generated from the EOI Power App. Surveys will enable the cost-effective, real-time (Panesar and Mayo, 2023) collection of a large sample. Electronic delivery allows for quick storage and collation (Jones, Baxter and Khanduja, 2013), with analysis using tools such as Excel (Hossen et al., 2018) and Power BI. Computer-generated logs from the Power App will provide insight into usage, performance, and error rates, reinforcing its effectiveness (Xue et al., 2024).

[bookmark: _Toc210139765]3.3	Practical Execution of Data Collection
All data will be collected remotely from CCC staff, making participation easier to arrange around work schedules.

[bookmark: _Toc210139766]3.3.1	Qualitative Data Collection Execution
Semi-structured interviews will be conducted through Microsoft Teams, with invitations sent to a random sample of Digital staff who use the entire EOI process. Each interview will be scheduled for 30-minute sessions. Questions will be asked in turn, allowing interviewees to clarify responses and provide deeper insights. Microsoft Copilot will be used to record and transcribe interviews.

[bookmark: _Toc210139767]3.3.2	Quantitative Data Collection Execution
Surveys conducted online will give staff the flexibility to participate at their convenience (Mathieu et al., 2012). Two surveys will be created using Microsoft Forms, one for Digital staff and one for non-Digital staff. Digital staff will access the survey via a Teams channel link. Non-Digital staff will receive an automated email with a survey link after submitting an EOI through the Power App. Surveys will be available in English and Welsh to support CCC’s commitment to the Welsh language. 
While computer-generated logs provide valuable insights, maintaining log collection tools requires effort (Kabinna et al., 2016), and unstable logs can lead to data inaccuracies. To ensure accuracy, analytics generated by Microsoft, which are integrated into Power BI, will be used and require no additional maintenance.
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Figure 11. Microsoft provides analytics for Power Apps that refreshes in real-time.

[bookmark: _Toc210139768]3.4	Ethics
Each research activity will begin with a clear introduction outlining the research purpose, participant anonymity, voluntary participation, and the right to withdraw at any time. For surveys, this information will be displayed at the start. For the interviews, it will be included in the meeting invitations.
Data collection and processing will strictly adhere to General Data Protection Regulations and CCC's Information Security Policy, with data securely stored on CCC's infrastructure. As an insider researcher, there are both advantages and disadvantages. Mercer (2007) believed that insider research provides greater contextual awareness of the research setting and easier access to participants. Contrary to this, Unluer (2012) criticised the convenience of insider research, suggesting it can cause the researcher to overlook aspects of the subject that an external researcher might have challenged. Bias will be managed through critical reflection and adherence to ethical standards.

[bookmark: _Toc210139769]3.5	Adverse Outcomes and Risks
Potential risks and mitigation strategies are as follows:


	Risk
	Mitigation

	Insider research: Staff may feel pressured to participate.
	Clearly state participation is voluntary, and responses are anonymous.

	Confidentiality: Risks to staff confidentiality.
	Data will be anonymised upon submission, and interview transcripts will have names redacted before secure storage.

	Bias: Researcher familiarity with CCC and Power Platform may cause bias.
	Methodology will be justified, and participants will not be influenced.



Table 1. Potential risks and outlined mitigation methods

[bookmark: _Toc210139770]4.0	Findings
The research findings were received from four data sources. Quantitatively, 31 survey responses were received, 23 from digital staff and eight from non-digital staff. Additionally, computer-generated logs from the Power App were identified. Qualitatively, four semi-structured interviews were conducted with digital staff. 
The analysis of these findings explores the process usability, operational efficiency, user satisfaction, system performance, and areas for improvement. The insights are thematically and comparatively organised to align with the objectives of the research.

[bookmark: _Toc210139771]4.1	Usage Patterns and Engagement

[image: ]
Figure 12. Staff engagement with the Power App for logging EOIs was infrequent, indicating limited adoption of the tool for this purpose.

The adoption rates of the Power app were modest, with 61% of staff being either non-users or first-time users. While this suggests an awareness issue, further analysis suggests that organisational factors could be influential, including job role. Interviews revealed that digital staff interact with the process primarily through SharePoint, reflecting misalignment between the application and digital’s engagement with the process.

[image: ]
Figure 13. Digital engagement with the EOI process components was varied.

Figure 13 reinforces the lack of engagement with the Power App, in which 74% of digital staff had not used it. This finding partially supports the TAM, whereby perceived usefulness drives adoption. However, further alignment is made when supported with the extended versions of the model, whereby both TAM 2 (Venkatesh and Davis, 2000) and TAM 3 (Venkatesh and Bala, 2008) include role relevance, indicating that ease of use is insufficient without external factors including job relevance.
[image: Technology acceptance models (TAM, TAM 2 vs. TAM 3) ]
Figure 14. Diagram displaying the extended TAM, which includes TAM 2 and TAM 3 (Boughzala and Lee, 2014).

Even with technical reliability evident in Figure 15, adoption rates will remain low if users do not perceive direct value aligned to their job responsibilities. The DOI (Rogers, 2003) emphasises the importance of the compatibility between these components within the process and how observability of these changes can drive adoption.

[image: A graph with green bars and numbers
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Figure 15. EOI app usage trends over a month, showing total launch counts and average launches per user between 21 July and 15 August 2025.

Computer logs generated by Microsoft show the number of times the app was launched on any given day. While the number of launches per user at 1 suggests stability, in which there were no application restarts, it also reinforces the limited engagement among staff.
To improve adoption rates, CCC should prioritise sending out effective communications, role-specific instructional information and the visibility of benefits to using the Power App to log EOIs to the SharePoint list. Doing so, CCC can address TAM (Davis, 1986) and DOI (Rogers, 2003) influences and improve CCC’s digital transformation readiness.

[bookmark: _Toc210139772]4.2	Usability and User Experience
To determine the effectiveness of the Power Platform within the workplace, usability and user experiences are essential to capture, as understanding of this can lead to improvements that result in greater user interest and satisfaction with the Power App (Dae-Ho, Han-Na and Dong-Seop Chung, 2020). The conducted research explored the interface design, ease of navigation, reliability and user satisfaction.

[bookmark: _Toc210139773]4.2.1	Comparative Analysis of Digital vs. Non-Digital Staff
Survey and interviews revealed that both digital and non-digital staff rated the Power App positively for its usability, highlighting its ease of use and reliability. Digital staff, although mostly satisfied, highlighted issues with the SharePoint list. Noticeably, information overload occurs because of an excessive number of fields and navigational issues as the list continues to grow. The results align with usability principles such as practices by Nielsen (1993) regarding interface design, which emphasised the importance of simplicity and user control.

[image: ]
Figure 16. Matrix chart showing digital staff opinions of the EOI process.

The TAM (Davis, 1986) further explains these trends in which both groups found that the Power App was easy to use; however, the digital staff’s deeper engagement via the SharePoint list exposed them to greater complexity within the process, and this exposure reduced perceived usefulness. TAM 2 (Venkatesh and Davis, 2000) onwards further suggests that role relevance and output quality are essential and digital staff, those that rely on the outputs within SharePoint for further tasks are more affected by these limitations.

[image: A graph with green and yellow bars
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Figure 17. Non-digital staff experiences using the Power App.

Non-digital staff, those that primarily interact with the Power App for submitting EOIs, reported positive experiences in which no negative usability feedback was identified. This supports research in which application simplicity and clarity and influence user behaviour, specifically non-technical users (Venkatesh et al., 2003). The single neutral response regarding the application’s design suggests that, despite the Power App being effective in terms of usability, there is room to improve the visual and interactive design, which would further enhance user satisfaction (Norman, 2013).

Results indicate that while the Power App is well equipped for non-digital staff, those who primarily use the application to submit EOIs, CCC should focus on refining the process through the SharePoint list for digital staff. Improvements to make include streamlining and removing redundant fields, and improving the management of submitted EOIs. A redesign that aligns with usability would support digital transformation and ensure that the SharePoint component remains usable as its adoption scales up (Kretschmer and Khashabi, 2020).

[bookmark: _Toc210139774]4.2.2	User-Perceived Performance Compared to Granicus
Despite only a small number of participants having a direct experience with the legacy Granicus process, as seen in Figure 18, their feedback indicated that the Power App was faster, more reliable and better suited to integration with CCC’s existing Microsoft 365 environment. Interviewees highlighted that Power Apps provided benefits not possible through Granicus, including improved branding, seamless Teams integration, and greater overall workflow flexibility.

[image: ]
Figure 18. Staff who used the legacy Granicus EOI process.

The positivity from Figure 19, along with the findings in the interviews, align with the TAM (Davis, 1986), whereby perceived usefulness and ease of use are strong influencers of positive user attitudes. Usability and compatibility through the Power Platforms integration with Microsoft tools and streamlining of workflows are likely enhanced through the innovational, user-perceived qualities (Zhang, Yu, Yan and Ton A M Spil, 2015) that are critical in the DOI (Rogers, 2003). This is also further supported by research on digital transformation, which addresses that successful innovations are dependent on how processes fit within the existing digital infrastructure (Kretschmer and Khashabi, 2020) and user routines (Vial, 2019). 
[image: ]
Figure 19. Perceived speed of the Power App against the Granicus EOI form.

System logs indicated that no errors for the Power Platform were logged during the check period, as shown from the sample in Figure 20, which reinforces the vocal perceptions of the improved reliability of the workflow compared to the legacy Granicus process. This image of reliability likely contributed to higher perceived usefulness regarding the new system (Venkatesh and Bala, 2008).

[image: A screenshot of a computer
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Figure 20. Sample run history from the Power Automate flow showing no errors.

However, the small quantity of users who used the Granicus process limits the applicability of the findings. Furthermore, through digital transformation, it is usually difficult to make direct comparisons to legacy systems once they are phased out, especially when measuring ROI (Botchkarev, 2015).
Whilst early feedback for Power Apps highlights clear advantages over the Granicus, CCC should consider implementing further research, including the collection of longitudinal data to understand the gains made in performance. This would provide further support in understanding future digital transformation adoptions and how they impact the organisation.

[bookmark: _Toc210139775]4.2.3	Ease of Use and Ease of Adoption
Both digital and non-digital staff had reported that the Power App was easy to use, with digital staff not requiring training, and with non-digital staff, as seen in Figure 21, clearly quick to adapt to the application. This usability is significant as the TAM (Davis, 1986) indicates perceived ease of use influences a process more likely to be embraced by the end users (Al-Adwan, S. and Habahbeh, 2020). In turn, this enhances their experiences with the process and encoruages positive behaviour intentions (Wu et al., 2022), including recommending the app to colleagues as shown in Figure 22.
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Figure 21. Non-digital staff perceptions of the EOI Power App ease of use.

Furthermore, these positive experiences are equally significant, especially as Granicus (2025) values easy-to-use user interfaces and workflows, which staff have become familiar with over many years. Moreover, digital staff compared the SharePoint list to an Excel spreadsheet, which reduced the barrier to adoption through familiarity and contributed to overall satisfaction.
[image: A graph with green squares and numbers
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Figure 22. Likelihood score that non-digital staff would recommend the Power App to log requests.

Research indicates that perceived ease of use from the TAM (Davis, 1986) influences the behavioural intention for new technology adoption (Chen et al., 2025). The findings from the research reinforce this, whereby both groups expressed the ease of using the Power App without any support. Interview data did suggest that whilst digital staff would be comfortable using the application, some non-digital staff, particularly those with lower digital experience, might benefit from onboarding to elevate understanding of the transformation and deliver good first impressions, understand their involvement with the workflow and enforce customer satisfaction (Kujala, 2003).
However, the research identified structural barriers that would affect further adoption across systems. At the time of this report, Power Apps does not provide any solution to enable users outside of the organisation (such as schools or partners) to access the app, which is due to tenancy restrictions; hence, no users from education or schools have used the Power App, as seen in Figure 23. This limitation was highlighted in both the surveys and interviews and is a major barrier preventing a complete transition from Granicus, restricting the scalability of Power Apps to develop solutions for external-facing services.

[image: ]
Figure 23. Non-digital staff who used the Power App and their department.

To ensure maximum adoption is achieved, CCC needs to continue to develop solutions that are intuitive in design and require minimal training to understand and use, specifically for those non-digital staff with limited technical confidence. Barriers due to tenancy restrictions will need to be addressed to fully incorporate Power Apps as a complete replacement for Granicus.

[bookmark: _Toc210139776]4.3 Operational Efficiency
To determine the operational efficiency benefits of using the Power Platform to deliver the EOI process, it was essential to capture digital staff opinions on various factors of the process. These include reducing manual data entry and time savings across streamlined workflows.

[bookmark: _Toc210139777]4.3.1 Automation of Manual Tasks
The implementation of the Power Platform has provided significant operational efficiency gains to CCC by automating tasks that were originally manual and repetitive. When using the legacy Granicus process, digital managers were required to manually enter data from EOI requests into the SharePoint list, which was time-consuming and prone to errors and inconsistencies. By using the process which automates this data capture and processing, managers are freed to focus on other tasks that require their attention.

[image: ]
Figure 24. Digital staff perceive that the new process has reduced manual data entry.

Survey and interview results strongly support the improvement of automation. Most digital staff agreed that the new process had reduced manual data entry and saved them time, as seen in Figure 24 and Figure 25. This aligns with the TAM (Davis, 1986), which identifies perceived usefulness, in this case automation, to be essential to the adoption of technologies. Feedback highlighted that automation not only reduced manual data entry but also improved data consistency and enabled staff to spend more time on the projects to be delivered. However, not all staff agreed that the new process had saved time, which is likely due to differences in roles or exposure to the workflows, as seen in Figure 28. 

[image: ]
Figure 25. Digital staff perceptions of time saved using the new process.

To maximise the benefits of automating the workflows, CCC should identify processes with high manual workloads, similar to the EOI process. Moreover, tracking and quantifying benefits, such as time saved, helps support accurate ROIs through reduced estimation errors (Botchkarev, 2015), which can be utilised for future digital transformation and help ensure efficiency gains across the workflows.

[bookmark: _Toc210139778]4.3.2	Task Visibility and Prioritisation
The implementation of the Power Platform has enhanced the visibility of each project, along with improvements to understanding staff priorities. The manual approach to project delivery and manual collection of Granicus submissions meant that it was difficult to track submitted projects. This made it difficult to glean real-time updates for these projects, which can affect project quality and progress (Jiang et al., 2014). M. O. Ahmad et al. (2016) highlighted how Kanban workflows can enhance project quality while also improving team communication and collaboration. The EOI SharePoint list operates similarly, allowing projects to be filtered and managed efficiently, which supports comparable benefits in usability and team coordination.

[image: A screenshot of a chat
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Figure 26. Sample image of some projects within the SharePoint list, filtered by user.

The surveys indicated a strong agreement regarding task prioritisation; one participant stated that they could quickly see the work priorities at a glance, simply by opening the SharePoint list. Additionally, interviews indicated greater collaboration and communication, saying that it helped with 1-on-1s with colleagues, which facilitates performance reviews and leads to improved job clarity.
The real-time fields, such as the percentage complete and comment threads within SharePoint, were well received, enabling each team within digital to monitor project progress and collaborate more effectively. Additionally, this has also enhanced communication and collaboration between departments. Interviewees elaborated that the SharePoint list allowed them to ‘tag’ users within the comment section, enabling more effective communication and project transparency. Furthermore, interviews reinforced the idea that the process had become streamlined, reducing the reliance on email chains and informal communications. This clarity has led to greater accountability among staff for accomplishments that are traceable.
To maximise the value of visibility and prioritisation of the EOI process, CCC should reinforce collaboration through the SharePoint list and provide governance to ensure features like tagging are used consistently among staff. Doing so will provide transparency, accountability and support a more efficient digital solution. 

[bookmark: _Toc210139779]4.3.3	Workflow Time Savings
The introduction of the Power Platform has led to perceived time savings among digital staff, with both surveys and interviews highlighting that streamlined workflows and improved data consistency have enabled staff to focus more on their projects. The ability to save time is another potential indicator of operational efficiency (Riipa et al., 2025). Furthermore, although not directly applied, Rekunenko, Kobushko and Shubenko (2024) believed that time savings qualities are fundamental to operational efficiency.
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Figure 27. Digital staff perceptions of time saved using the new process.

Not all digital staff agreed with the perception of time savings; some expressed neutral or disagreed opinions. These opinions likely arose from differences in roles within the department and the extent to which their roles are affected by the new process, as evidenced by Figure 28. These experiences highlight the importance of implementing digital solutions that meet the needs of different groups of users and ensure that efficiency gains are equally distributed throughout the audiences of these digital transformations.

[image: ]
Figure 28. Table showing the count of digital staff who logged requests by team and the average score for time savings across these teams.

Regardless, the average savings ratings from the research were encouraging. However, it is important to enhance the findings with measurable metrics such as data processing times and the amount of involvement required by staff. By using objective, quantifiable metrics, it is possible to provide a comprehensive ROI analysis that provides the foundations for future digital transformation initiatives of this kind (Botchkarev, 2015). Thus, for CCC to maximise the positive impact of workflows, the organisation needs to monitor actual time savings using data-driven metrics, which will enable further opportunities to improve operational efficiency. These are improvements that all staff can benefit from.

[bookmark: _Toc210139780]4.3.4	Communication and Collaboration
The incorporation of SharePoint’s comment threads and tagging features within the project list has enhanced communication and collaboration among digital staff, as was evident in both the survey and interview data. Staff reported greater project transparency, reduced reliance on email communications, and improved clarity regarding project status and responsibilities. These features align with the positivity collaborative digital tools, which foster knowledge sharing, project flexibility, and support more agile ways of working (Hussein and Hassan, 2025). 
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Figure 29. Sample image demonstrating comment threads and tagging within a project.

Despite the feature’s usefulness, its effectiveness depends on consistent user engagement and adoption of these procedures through standardisation. Inconsistencies using tagging and comment threads, as reported in the interviews, have led to delays and missed communications. This indicates digital transformation not just involves new technologies, but also changes in staff behaviours, training and standards to embody best practices (Van Veldhoven and Vanthienen, 2023).
Moreover, digital collaboration is only effective where organisations form a culture of trust. Staff are more likely to share information openly and engage more freely if they can do so with confidence (Usoro et al., 2007). Without these cultural changes, the benefits of these innovations may fail to deliver their full potential. Therefore, to ensure the features deliver the aimed benefits, CCC should enable standardisation for the use of features such as tagging. Furthermore, the managers within the team should continue to build a culture of trust and support open communication, which would not only improve the process but also provide higher-quality services to the end users.

[bookmark: _Toc210139781]4.4	Barriers to Adoption and Limitations
Despite the operational gains achieved from utilising the Power Platform, several barriers and limitations could affect broader adoption. The most significant barrier is tenancy restrictions, which prevent any kind of user outside of the council, including schools, partner organisations or even the public, from accessing published Power Apps. This limitation restricts the scalability of digital solutions developed in Power Apps. This highlights the importance of understanding how process innovations must align with existing digital infrastructures to realise their full potential (Bygstad and Øvrelid, 2020). Restrictions such as these are common in public sector digital transformation, in which the requirements to effectively use legacy systems relating to security make it difficult to transition to more customisable integrated platforms (Mergel, Edelmann and Haug, 2019).
Additionally, inconsistent use of the SharePoint list and over-expansion of its fields have led to usability issues, including navigational difficulties and excess information. Identifying these issues has emphasised the importance of continuous process improvement, training, and standardisation of procedures within the workflow, which are key indicators for successful technology adoption (Saghafian, Laumann and Martin, 2021). While not part of the Power Platform, SharePoint is central to the process, which highlights the importance of considering the entire workflow ecosystem when designing and implementing digital solutions.
From the research perspective, the small sample size among non-digital staff does limit the broadness of the findings and highlights the need for further research. This is a challenge amongst new digital transformations, in which it can be difficult to gain access to a diverse range of users at the early stages of a new project. Moreover, it is more difficult to make comparisons with those legacy systems as adoption of the new system progresses (Botchkarev, 2015).
For CCC to address these barriers, prioritisation of addressing tenancy restrictions is important. Moreover, the SharePoint list should be refined whilst enabling best practices for user engagement and process standardisation. Additional research should be conducted, which captures additional data among non-digital staff regarding the technology’s adoption and impact. This would ensure that the digital transformation attempts through the Power Platform are scalable and sustainable.

[bookmark: _Toc210139782]4.5	Continued Implementation and Return on Investment
The findings indicated that digital staff view the Power Platform as a good investment for CCC. Highlighted improvements included efficiency, engagement and alignment with the organisation’s digital infrastructure. This aligns with the digital transformation literature in which strategic fit of technology and leveraging existing digital infrastructures can maximise value (Kretschmer and Khashabi, 2020).
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Figure 30. Digital staff perceptions of ROI from Power Platform implementation.

Staff expressed cautiousness over the fact that only a fraction of the platform’s capabilities were currently being utilised and raised concerns over potential future licensing costs or paywalls. While initial ROI might be higher due to “quick wins”, it is important to capitalise on these “wins” (Westerman, Bonnet and McAfee, 2014) through continuous alignment with the organisation’s strategy and to ensure that they are not estimation errors, which is common when measuring ROI, as benefits tend to be overestimated and costs underestimated (Botchkarev, 2015).
To maximise the ROI of the Power Platform, CCC should measure efficiency gains, cost savings and user satisfaction using clear measurable metrics. Additionally, licensing and potential future costs for additional features should be monitored to reflect these savings. By regularly reviewing the investment in the Power Platform, CCC will be able to ensure that the platform is providing efficiency gains and delivering sustainable value.

[bookmark: _Toc210139783]5.0	Conclusion
This research has critically examined the operational efficiency of the Power Platform within CCC, focusing on its implementation in the EOI process. Quantitative and qualitative data demonstrated that the Power Platform can improve automation, task visibility and workflow efficiency, resulting in increased user satisfaction and reduced manual effort. The research also identified barriers, including tenancy restrictions, inconsistent workflow engagement, and over-expansion of the SharePoint list. Until these barriers are addressed, the Power Platform cannot fully replace Granicus, which still delivers solutions to users outside CCC.
These limitations are not unique to CCC, whereby integration issues are widely reported and often hinder the adoption of new technologies (Mergel, Edelmann and Haug, 2019). The findings reinforce that successful digital transformation depends not only on the technical solutions but also on alignment with organisational structure and adaptability to change. 
Further research is needed to address current gaps. Quantitative studies targeting non-digital staff would provide a broader understanding of efficiency gains from using the Power App. Ongoing quantifiable measurable metrics would also provide robust assessments of ROI over time (Botchkarev, 2015). Research on non-digital staff usage is important to determine if similar processes are feasible for wider use.
· Short-term, CCC should refine the SharePoint list, promote best practices through collaboration, and provide training for less digitally confident staff, especially if the process expands beyond the digital team. 
· Medium-term, CCC should roll out similar processes across departments, a phased replacement of Granicus processes and the regular review of EOI to ensure that the expanding process is delivering ongoing gains as the platform scales. Data monitoring should be implemented to measure efficiency and user satisfaction. 
· Long-term, CCC must address tenancy restrictions to enable Power Apps usage for those outside of CCC, allowing for the complete replacement of Granicus.
In summary, the Power Platform’s full potential can only be realised through a comprehensive digital transformation approach. This approach must effectively integrate with the existing digital infrastructure, consider staff responsibilities, and overcome tenancy restrictions. By doing so, CCC can enhance its digital service delivery and operational efficiency.
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1| Full Name: Jamie Willam Davies

2 | Tick all boxes that apply: Member of staff N | ooty escarhy
Taught Posigraduate Posigraduate

Undergraduate Student Sl Stdant | Research Student

T — Professional Practice Framework

3 | DincipimelCentre Insitute of Management and Health

+ | Campus Camarthen

5 e 1302337@student uwtsd.ac.uk

01267 235460

6 | Contact Telephone Number:

April 2022° 1 PG2 Ethical Approval Form
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For students:
7 | Student Number 1302337
8 | Programme of Study: PGD-PP-D Professional Practice
9| Director of Studies/Supervisor: | Lowri Harris & Sarah Loxdale
SECTION B: Approval for Research Activity
T [ Fias the research actvity received approval i principle?
(please check the Guidance Notes as to the appropriate v Il ~ B
approval process for different levels of research by diferent
categories of individual)
Date
2 [ Yes, please indicate ource of | Rosearch Degrees Committ
approval (and date where known): | oo Degrees Committee E
Approval in_ principle _must_be | nstiute Research Committee o
obiained from the relevant source
prior to secking athical approval | Oter (write m) 5

SECTION C: Internal and External Ethical Guidance Materials

'add rows to this table if needed.

Please list the core ethical guidance documents that have been referred o during the completion of
this form (including any discipline-specific codes of research ethics, location-specific codes of
research ethics, and also any specific ethical guidance relating o the proposed methodology).
Please fick to confirm that your research proposal adheres to these codes and guidelines. You may

UWTSD Research Ethics & Integrity Code of Practice 5]
2 | UWTSD Research Data Management Policy ]
3| [List any other relevant documents here] o

persol

SECTION D: External Collaborative Research Activity
If there are external collaborators then you should gain consent from the contact persons to share their
nal data with the university. If there are no external collaborators then leave this section blank and
continue to section E.

T [Tnstiution
2| Contact person name
3| Contact person e-mai address
T[T your ressarch extemaly funded? YES [ O [ No [ O
5[ Are you n receipt of a KESS scholarship? YES | o | No | o
& [ Are you specically employedfo | Voluntary Yes | o | no | o
| undertake this research in cithera =

paid or voluntary capacity? -mployes YES o NO o
[ Is the research being underiaken | FFYES then the

within an existing UWTSD Athrofa | permission question | YES | @ | NO | ©

April 2022°
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Professional Leaming Partnership | below does not need
(APLPY? to be answered

9 [ Has permission to undertake the | (If YES attach copy)
research has been provided by the | IfNO the application | YES | O | No | O
partner organisation? cannot continue

Where research activity is carried out in collaboration with an external organisation

10 | Does this organisation have its own ethics approval system? | YES | O | No | O

I Yes, please attach a copy of any final approval (or interim approval) from the organisation (this
may be a copy of an email if appropriate)

SECTION E: Details of Research Activity

1 |Iindicative tite: | The operational efficiency of the Power Platform in the workplace
2 |Proposed start date: 22/01/2025 Proposed end date: 09/04/2025
Introduction to the Research (maximum 300 words per section)
Ensure that you write for a Non-Specialist Audience when outlining your response to the
points below:
Purpose of Research Activity
Proposed Research Question
Aims of Research Activity
Objectives of Research Activity

Demonstrate, briefly, how Existing Research has informed the proposed activity and explain
What the research activity will add to the body of knowledge

How it addresses an area of importance.

Purpose of Research Ac

The purpose of this research is to evaluate the operational efficiency of the Expression of Interest
(EOI) process developed using Microsoft's Power Platform for Carmarthenshire County Council. The
Power Platform is a range of products, enabling the development of solutions that require minimal
code (Microsoft, 2024). The process allows staff to log work requests, which are streamlined through
automated workflows to help the digital department review and action them efficiently. Automating
processes can reduce errors and improve staff time management (Saad, 2023).

Microsoft has published many success stories related to the implementation of the Power Platform
These narratives originate from companies of various sizes and sectors (Bhangar, 2024). For
example, within the government sector, the National Treatment Purchase Fund (NTPF), based in
Ireland, has developed the Patient Access Management System (PAMS) through the Power
Platform. Since its launch in 2019, the number of patients managed on the system has risen from

April 2022° 3 PG2 Ethical Approval Form
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30,000 to over 160,000. The effectiveness of low code enables them to rapidly develop solutions to
meet additional organisational requirements (Spanish Point, 2024)

This research will assess whether the Power Platform can modernise and replace the existing third-
party system, Granicus, which previously supported the EOI process. It will also gather feedback
from digital staff to identify improvements and further optimise the application for enhanced
operational efficiency.

References:

Bhangar, S. (2024) Microsoft Power Platiorm Stories. Available at: hitps://www.microsoft.comen-
us/power-platform/blog/power-apps/power-platiorm-stories/ (Accessed: 4 March 2025).

Microsoft (2024) Introduction to Microsoft Power Platform for developers. Available

at: https:/llearn microsoft com/en-us/power-platform/developer/get-started (Accessed: 23 January
2025)

Saad, A. (2023) Embracing Automation: Boosting Produstivity and Eficiency in the Tech Sector.
ProQuest Dissertations & Theses.

Spanish Point (2024) Customer Stories /
NTPF. Available at: https/www spanishpoint ie/customer_stories/national-treatment-purchase-fund-
ntpf-patient-access-management-system/ (Accessed: 18 March 2025).

(this box shouid expand as you typs

Research Question

| To What Extent Does the Expression of Interest Process Improve Operational Efficiency in
Carmarthenshire County Council?

(this box should expand as you type)

s of Research Activity

The research aims to evaluate the operational efficiency of the Expression of Interest process.
developed using the Power Platform, based on feedback from digital staff. The research seeks to
determine if the platform streamlines workflows, improves staff time management, and reduces data
entry errors through automation. The findings will assess whether the platform s a viable
replacement for the existing third-party system, Granicus, and identify opportunities to enhance the
process for greater operational efficiency.

(this box shouid expand as you
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Objectives of Research Activity

« Evaluate the impact of Power Platform on overall workflow efficiencies and automation of key
processes.

« Measure improvements to staff time management and productivity through the research
methods.

« Gather feedback from the digtal staff regarding the process usability and performance in
‘meeting operational requirements

+ Compare the accuracy of data entry and compare data entry rates between the Power
Platform process and the Granicus process.

« Identification of areas that can be further enhanced to maximise operational efficiency

(this box shouid expand as you type)

Proposed methods (maximum 600 words)
Provide a brief summary of allthe methods that may be used in the research activity, making it clear
what specific techniques may be used. If methods other than those lsted in this section are deemed
appropriate later, additional ethical approval for those methods will be needed. You do not need to
[justify the methods here, but should instead describe how you intend to collect the data necessary
for you to complete your project

A pragmatic research paradigm is most appropriate for this research activity because it will
incorporate both quantitative and qualitative methods to flexibly and comprehensively evaluate the
operational efficiency of the Expression of Interest process. From this paradigm, there is an
acknowledgement of a real-world problem, working towards improvements to workflow efficiency,
with a strong emphasis on “what works” (Weaver and Frey, 2018), through a mixed-methods

approach

Surveys: Surveys will be digital and be distributed to IT specialists who work with the Expression of
Interest process, using Microsoft Teams and Microsoft Outiook via an HTML link. Additionally, users
will be given the option at the end of submitting the Expression of Interest i they d like to participate
in a feedback survey; selecting yes will also take them to a survey to complete.

The surveys will be created through Microsoft Forms and will include closed questions to gather
quantitative data on system usabilty, efficiency, and overall satisfaction with the process.
Additionally, the surveys will present open-ended questions to gather qualitative feedback on the IT

specialist's and user's experiences working with the process.

Interviews: Semi-structured interviews will be conducted with selected participants in the digtal
department, including managers and IT specialsts, that work with the Expression of Interest

process.

April 2022° 5 PG2 Ethical Approval Form
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Interviews will be arranged through online meetings (through Microsoft Teams) and will be booked in
for a 30-minute slot. Participants will be asked if meetings can be recorded so that transcriptions are
possible; participants will also be reassured that the videos will be deleted as soon as they are no
longer needed. The interviews will enable the in-depth collection of individual experiences, both
positive and negative, towards using the Power Platform in comparison to the Granicus-based
system to improve workflows and operational efficiency.

Computer-generated log files: The Power Platform contains data that will be used to analyse the
performance of the system. This includes volumes of processed requests, error frequencies, and
process completion times. Additionally, archived data from the Granicus-based system will be
compared to present quantifiable evidence of the processes’ operational efficiency.

Weaver, K. and Frey, B.B. (2018) Pragmatic Paradigm Thousand Oaks, California: SAGE
Publications, Inc, pp. 1286-1288.

uid expand as you typ

Location of research activity
Identify all locations where research activity willtake place

The research will be conducted within Carmarthenshire County Council, primarily located at 3
Spilman Street. Interviews and surveys will be conducted and distributed online through Microsoft
Teams and Microsoft Outlook.

(this box shouid expand as you ype

Research activity outside of the UK

If research activity will take place overseas, you are responsible for ensuring that local ethical
considerations are complied with and that the relevant permissions are sought. Specify any local
quidelines (e.g. from local professional associations/leamed societies/universities) that exist and
whether these involve any ethical stipulations beyond those usual in the UK (provide details of any
licenses or permissions required). Also specify whether there are any specific ethical issues raised
by the local context in which the research activity is taking place, for example, particular cultural
and/or legal sensitivities or vulnerabilties of participants. If you live in the country where you will do
the research then please state this.

NA

(this box should expand as you type)

10

Use of documentation not in the public domain: Are any documents NOT | No o
publicly available?

YES ]

n

IfYes, please provide details here of how you will gain access to specific documentation that s not
in the public domain and that this is in accordance with the current data protection law of the
country in question and that of England and Wales.

April 2022° 6 PG2 Ethical Approval Form
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s possible that documents and projects as part of the Expression of Interest application are
referenced in the research. For example, | may need to present screenshots of the SharePoint st
(only if required), which is effectively the frontend of the process. If used, any personal and
confidential information, including details and photos, will be blanked out to comply with current

data protection laws.

(this box should expand as you type)

Does your research relate to one or more of the seven aims of the Well-being
of Future Generations (Wales) Act 20152 YES | NO

12 | A prosperous Wales ® | o
13 | A resilient Wales ® | o
14 | A healthier Wales o|®
15 | Amore equal Wales = | o
16 | A Wales of cohesive communities 0| =
17 | A Wales of vibrant culture and thriving Welsh language o | =
18 | A globally responsible Wales ® | o
19 | If YES to any of the above, please give details

A prosperous Wales: By evaluating the operational efficiency of using the Expression of Interest
Power App, it supports innovation by conducting research on the use of new technologies.
Additionally, it results in streamlining existing processes, leading to a more efficient workplace.

A resilient Wales: The transition to Power Apps will promote resilience within the digital
infrastructure and support the inclusion of Power Apps for reliability and robustness.

A more equal Wales: Integration of Power Apps within existing Microsoft packages that the Council
uses ensures that itindirectly supports access to digital services that staff utise. Additionally,
creating these effective solutions can provide better service delivery for all members of staff

A globally responsible Wales: The move from Granicus reduces the Gouncif's reliance on additional
third-party solutions, which potentially lowers the Council's environmental footprint through the

integration of Power Apps within existing systems.

(ths box shou

SECTION F: Scope of Research Activity

Will the research activity include: YES | NO
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1| Use of a questionnaire or similar research instrument? ® [ o
2 | Useof interviews? ® | o
3 | Use of focus groups? 0| =
4| Use of participant diaries? o[ ®
5 | Use of video or audio recording? o[ ®
6 | Use of computer-generated log files? ® | o
7 | Participant observation with their knowledge? o|®
8 | Participant observation without their knowledge? o|®
5| Access fo personal or confidential information without the participants’ specific —
consent?
10 | Adminisirafion of any quesfions, test stimuli, presentafion that may be o | =
experienced as physically, mentally or emofionally harmful / offensive?
11_| Performance of any acts which may cause embarrassment or affect self-esteem? | O | ®
12 | Investigation of participants involved in ilegal activiies? o|®
13 | Use of procedures that involve deception? o=
14_ | Administration of any substance, agent or placebo? o|®
15_| Working with live vertebrate animals? o[ ®
16 | Procedures that may have a negative impact on the environment? o[ ®
Other primary data collection methods. Please indicate the type of data collection
7
method(s) below.
Details of any other primary data collection method: oo o
(this bor shoud expand as youtype)

IFNO to every question, then the research activity is (ethically) fow risk and may be exempt from some of the
following sections (please refer to Guidance Notes).

If YES to any question, then no research activity should be undertaken untilful ethical approval has been
obtained.

SECTION

: Intended Participants

If there are no participants then do not complete this section, but go directly to section H.

Who are the intended participants:

YES | NO
1| Students or staff at the University? o | ®
2| Adults (over the age of 18 and competent to give consent)? = | O
3 | Vulnerable adults? o | ®
4 | Chidren and Young People under the age of 187 (Consent from Parent, Careror | |

Guardian will be required)

5 | Prisoners? o | ®
6 | Young offenders? o | &

April 2022° 8 PG2 Ethical Approval Form
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7 [ Those who could be considered to have a particularly dependent refationship with
the investigator or a gatekeeper?

8 | People engaged i llegal activities? 0| ®

Others. Please indicate the participants below, and specifically any group who
9 | may be unable to give consent

Details of any other participant groups: 0| =

(this box shouid expand as you type)

Participant numbers and source
Provide an estimate of the expected number of participants. How will you identify participants and
how will they be recruited?

Surveys: Approximately 25 - 50 participants, including:

« Managers
«  Digital Transformation Team Members

« Digital Solutions Team Members
How many participants are

10 | expected? o Technical Delivery Team Members

Interviews: Approximately 2 - 5 participants, including:

« Managers

«  Digital Transformation Team Members

(his box shoud expand as you type)

Al participants will work within the digtal department team and

range from the following

Who will the participants be? * Managers
«  Digital Transformation Team Members

1

« Digital Solutions Team Members
o Technical Delivery Team Members

(this box should expand as you type)

The participants wil be identified by their job tities and roles with
12 | How will you identiy the the process, and only those that consent wil pariicipae.

o)
Pty Participants will be approached through emails, Microsoft Teams.

discussions, or verbally; they will be made aware that their

April 2022° 9 PG2 Ethical Approval Form
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participation in the research is voluntary. Moreover. participants
will have the right to withdraw at any point of the research
Information for participants:
YES | NO | nA

13 | Will you describe the main research procedures to participants in ® = =
advance, so that they are informed about what o expect?

14| Will you tell participants that their participation is voluntary? ] o o

15 | Wil you obtain written consent for participation? (] o o

16 | Will you explain o participants that refusal (o participate in the = @ =
research wil not affect their treatment or education (i relevant)?

17 | Wthe research is observafional,will you ask participants for their = @ =
consent to being observed?

15 | Wil you tell participanis thaf they may withdraw from the research at = = =
any time and for any reason?

19 | With questionnaires, will you give participants the option of omitting = o =
questions they do not want to answer?

20 | Willyou tell partcipants that their data will be treated with full = = =
confidentiality and that, if published, it will not be identifiable as theirs?

21 | Will you debrief participants at the end of their partcipation, i a way = = =
appropriate to the type of research undertaken?

22 | If NO to any of above questions, please give an explanation
(this bos shou
Information for participants: ves | no | wa

24 | Will participants be paid? o = o

25 | Is specialist electrical or other equipment to be used with participants? | 0 ] o

26 | Are there any financial or other interests {o the investigator or = = =
University arising from this study?

7 | Wil the research actvity involve deliberately misleading participants in | = =
any way, or the partial or full concealment of the specific study aims?

28 | If YES to any question, please provide full details
(this box shoud expand as you type)

SECTION H: Anticipated Risks

April 2022° 10
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Outline any anticipated risks that may adversely affect any of the participants, the
researchers and/or the University, and the steps that will be taken to address them.

If you have completed a full risk assessment (for example as required by a laboratory, or external
research collaborator) you may append that to this form

Yes | O
No =]

1 | Full risk assessment completed and appended?

isks to participants
2| For example: sector-specific health & safety, emotional distress, financial disclosure, physical harm,
transfer of personal data, sensitive organisational information

Risk to participants How you wil migate th ik fo paricipants:
Concers about the confidentiality of the Assure participants that confidentiality and
participants when discussing internal procedures | anonymity are present throughout the entirety of
during interviews. the research.

Personal or identifiable information being Ensure that no identifiable information is
revealed during surveys and participation in included within the research by redacting any
interviews. personal information

this box shoud expand as you type) expand as yo

ieseas st e e e s
drug use) o issues likely to disclose information requiring further action (e.g. criminal activity). give
5 | details of the procedures to deal with these issues, including any support/advice (e.g. helpline.

numbers) to be offered to participants. Note that where appiicable, consent procedures should
malke it clear that if something potentially or actually llegal is discovered in the course of a project,
it may need to be disclosed to the proper authorities

This research does not contain sensitive, embarrassing, or upsetting topics, so it is not anticipated
to cause any distress to the participants. Should participants feel any discomfort during the study,
then they will be made aware that they can withdraw from the research at any point and will also
only be encouraged to share information that they are comfortable in sharing.

(this bor shoug
ks to the investigator

4| For example: personal health & safety, physical harm, emotional distress, risk of accusation of
harm/impropriety, conflict of interest

Risk o the investigator: Fow you wil migate the sk T e investgaior
Emotional discomfort if negative feedback is Maintain professionalism and avoid personal
provided about either the Power Platform or the | attachment to the developed process and the
Expression of Interest process. outcomes of the research

Potential conflict of interest through insider Use of semi-structured interviews ensures.
research, or bias due to the investigators role in | consistency and the prevention of bias through
developing the process. leading questions.

(this box shoui as you tpe)

April 2022° 11 PG2 Ethical Approval Form




image41.jpeg
Prifysgol Cymru

¥ Dindod Dol Sant

University of Wales PG2/E1FORM
Tty Sain David

Should expand a5 you T7pe

Universityfinstitutional risks
For example: adverse publiciy, financial loss, data protection

Risk to the University: How you will mitgate the risk fo the Universiy:

Failure to conduct the research ethically if Clear communication of the research purpose,
participants misunderstand the research, with strongly emphasising that feedback will be used
the results also being shared without the correct | only for intemal improvements.

context
Ensure that this feedback is anonymous, and
Potential for reputational damage through that research is carefully reviewed to prevent
incorrect handiing of data misinterpretations of the results.

box shou

Ensure data is stored securely and that
adherence is made to the GDPR regulations.

Environmental risks.
For example: accidental spillage of pollutants, damage o local ecosystems

Risk o the environment: “How you will miigats the rsk fo environment:

No risks to the environment are to be anticipated | No mitigation procedures are necessary due to

for this research activity. Most of the research | the research not posing any environmental
will be conducted online. risks.
this box sho a5 you type) expandas y

isclosure and Barring Service

fthe research activity involves children or vuinerable adults, a Disclosure
‘and Barring Service (DBS) certificate must be obtained before any YES | NO | NA
contact with such participants.

Does your research require you to hold a current DBS Certificate? @ || m ||

TFYES, please give the certiicate number_If the certficate number s not
available please write “Pending’; i this case any ethical approval will be
subjectto providing the appropriate certificate number.

SECTION I: Feedback, Consent and Confidentiality

1

Feedback
What de-briefing and feedback will be provided to participants, how will this be done and when?

Participants will be thanked at the end of the surveys and verbally after interviews. The researcher's
email will not need to be provided as they will be fully aware of the email address since working for
the same team. If they request it they will receive a summary of the findings once the research has
been completed. These findings will be delivered to the participants through email as well as during
one of the fortnightly team meetings, if requested by the line manager. The feedback willinclude

April 2022° 12 PG2 Ethical Approval Form
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Trends and improvements and recommendations that arose from the research actvity while
ensuring that confidentiality remains when the feedback is presented so that individual participants
cannot be identified.

(this box shoud expand as you type)
2| Informed consent

Describe the arrangements to inform potential participants, before providing consent, of what is
involved in participating. Describe the arrangements for participants to provide full consent before
data collection begins. If gaining consent in this way is inappropriate, explain how consent will be
obtained and recorded in accordance with prevaiing data protection legislation.

Before participating in any of the research, participants will receive an explanation for the research
activity, along with its purpose, aims, and objectives and the reasoning for the requirement of
participation. This information wil be included through the following methods:

Surveys: This information wil be displayed prior to conducting the survey, in which participants wil
be required to read the information before proceeding

Interviews: The information will be included i the meeting invite; in addition, it will be mentioned
verbally at the start of the interview, whereby the participants can withdraw at any point

(this box shoud expand as you
3| Confidentiality / Anonymity

Set out how anonymity of participants and confidentiality will be ensured in any outputs. If
‘anonymity is not being offered, explain why this is the case.

Research findings will be anonymous, which ensures that participants are not identifiable.
Identifiable quantities such as name and job roles will also not be mentioned from any of the
research methods, as this could lead to potential assumptions of who the participants were. The
third-party system Granicus will be included in the research, ensuring that the information about the
‘organisation is factual and relevant to the research as well as keeping a neutral opinion from the
research findings.

box shor

SECTION J: Data Protection and Storage

Does the research activity involve personal data (as defined by the General
Data Protection Regulation 2016 "GDPR” and the Data Protection Act 2018 YES | NoO
“DPA)?

“Personal data” means any information refating fo an identiied or identifiable
natural person (‘data subject). An identifiable natural person is one who can
be identified, directly or indirectly, in particular by reference to an identifier

1| such as a name, an identification number, location data, an online identifieror | & o
to one or more factors specific to the physical, physiological, genetic, mental,
economic, cultural or social identity of that natural person. Any video or audio
recordings of participants is considered to be personal data

April 2022° 13 PG2 Ethical Approval Form
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If YES, provide a description of the data and explain why this data needs to be collected:

Collected data will include the responses from online surveys, video recordings from the interviews,
and transcriptions that come from these recordings. The video recording is necessary to ensure
that transcripts are accurate, enabling effective analysis. Although this information will be
identifiable from the recordings, this information will be anonymised during analysis.

2
‘The computer-generated log files from the Expression of Interest process may contain usermames
‘and email addresses. This information will become anonymous if included in the research iself.
Capturing this information ensures that | understand the frequency of requests logged per person
and the most active staff within the team that uiise the process.
s box shoui as you type)
Does it involve special category data (as defined by the GDPR)? YEs [ NO
“Special category Gata” means sensifive personal data consisting of nformaton a
1o the data subjects'—
(@) acial or ethic origin,
) poltical opinions,
(c) religious beliefs or other bellefs of a simiar nature,
3| (d) membership of a trade union (within the meaning of the Trade Union and Labour o -]
Relations (Consolidation) Act 1992),
(@) physical or mental health or condition,
(0 sexual ife,
(g) genetics,
(n) biometric data (s used for ID purposes),
IF YES, provide a description of the special category data and explain why this data needs to be
collected
4
(this box shoud expand as you type)
Will data from the research activity (collected data, drafts of the thesis, or | YES | NO
materials for publication) be stored in any of the following ways?
5 | Manual files (i.e. in paper form)? a ]
6 | University computers? ] E
7 | Private company computers? o =
8 | Home or other personal computers? o E
9 | Laptop computers/ CDs/ Portable disk-drives/ memory sticks? o E
10 | “Cloud" storage or websites? = o
11 | Other—specify o o
For ai stored data, explain the measures in place to ensure the securly of the data collected, data
12 | confidentalty, including details of backup procedures, password protection, encryption,

‘anonymisation and pseudonymisation:

All data will be stored on the organisation’s encrypted cloud storage Office 365 system and located

on my corporate account OneDrive, ensuring that the content s not accessible by anyone else.

April 2022° 14 PG2 Ethical Approval Form
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Participants, i required, wil be given a unique SharePoint link that cannot be used by anyone else;

in this link will be access to an encrypted folder with a summary of the findings.

s box sho

Data Protection

Will the research activity involve any of the following activities YES | NoO
13 | Electronic transfer of data in any form? = o
14 | Sharing of data with others at the University outside of the immediate research | =
team?
15 | Sharing of data with other organisations? o =
16 | Export of data outside the UK or importing of data from outside the UK? o ]
17 | Use of personal addresses, postcodes, faxes, emails or telephone numbers? o ]
18 | Publication of data that might allow identification of individuals? o ]
19 | Use of data management system? = o
20 | Data archiving? = o
If YES to any question, please provide full details, explaining how this will be conducted in
21 | accordance with the GDPR and Data Protection Act (2018) (and any intemational equivalents,
‘where appropriate)
Electronic transfer of data in any form: Data will be transferred securely through encrypted emails
and OneDrive/SharePoint, which is a GDPR-compliant cloud system
Data management system: Recordings, transcripts, and other findings will be managed through an
encrypted SharePoint folder, which ensures secure handiing of the data.
Data archiving: Data for the research will be securely archived in the company's SharePoint system
until itis no longer required. The recordings wil be deleted as soon as transcriptions are complete,
‘and the participants have been anonymised. These transcripts will also be kept in the same secure
‘system untilthey are no longer needed
(this box shoud expand as you type)
22 | List all who will have access to the data generated by the research activity
Principal researcher
(this box shouid expand as you type)
23 | Listwho will have control of, and act as custodian(s) for, data generated by the research activity

Principal researcher

this box should
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not why not.

Give details of data storage arrangements, including security measures in place to profect the data,
24 | where data will be stored, how long for, and in what form. Will data be archived — i so how and if

deleted when it is no longer needed.

(this box should expand as you type)

All data will be encrypted and stored on the organisation's Office 365 system, which is a GDPR-
compliant cloud system. This data will be stored here until the completion of the project and then

25 | Please indicate if your dafa will be stored in the UWTSD Research Data Repository (see
hitps /iresearchdata uwtsd ac.uk/ ). If so please explain. (Most relevant to academic staff)

i box sho

Confirm that you have read the UWTSD guidance on data management (see

26 | https://www uwtsd ac ukllibrary/research-data-management/)

YES 2

Confirm that you are aware that you need (o keep all data untl after your
27 | research has completed or the end of your funding

YES 2
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SECTION K: Declaration

The information which | have provided is correct and complete to the best of my knowledge. | have
attempted to identify any risks and issues related to the research activity and acknowiedge my
obligations and the rights of the participants.

In submitting this application | hereby confirm that | undertake to ensure that the above named
research activity will meet the University’s Research Ethics and Integrity Code of Practice which is
published on the website: https://www uwtsd ac uklresearchresearch-ethics/

Date: 28.3.25
1 | Signature of applicant: 0.
For STUDENT Submissions:
Director of Date: 26.3.25
2 | SturesSupersisor Sarah Loxdale
3 | Signature Sk el
For STAFF Submissions:
4 | Academic Directorf Assistant Date:
Dean:
5 | Signature:

Checklist: Please complete the checklist below to ensure that you have completed the form according to the
quidelines and attached any required documentation

B | I have read the guidance notes supplied before completing the form.
B | I have completed ALL RELEVANT sections of the form in full

@ | I confim that the research activity has received approval in principle

O | 1 have attached a copy of finallinterim approval from extemal organisation (where appropriate)
o | ! have attached a fullrisk assessment (where appropriate) ONLY TICK IF YOU HAVE

ATTACHED A FULL RISK ASSESSMENT

@ || understand that it is my responsibilty to ensure that the above named research activity will meet
the University’s Research Ethics and ntegrity Code of Practice.

I understand that before commencing data collection all documents aimed at respondents
@ | (including information sheets, consent forms, questionnaires, interview schedules etc.) must be
confirmed by the DoS/Supervisor, module tutor or Academic Director.

RESEARCH STUDENTS ONLY
Once complete, submit this form via the MyTSD Doctoral College Portal at (https:/imyisd.uwtsd ac.uk)
RESEARCH STAFF ONLY

Al communications relating to this application during its processing must be in writing and emailed to
paresearch@uuwtsd ac uk , with the title Ethical Approval' followed by your name.

'STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES should submit this form
(and receive the outcome) via systems explained to you by the supervisorimodule leader
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Semi-Structured Interview Script: EOI Process and Digital Tools

Introduction

Thank you for taking the time to complete this interview. Its purpose is to understand
your experience using the new EOI process, which utlises a Power App, SharePoint
list, and Power Automate. Your insights will help improve how projects are managed
and influence changes to the EOI process moving forward.

Everything discussed will be anonymous, so please don't hesitate to express both
the positives and areas for improvement. This interview should take around 30
minutes. Are you still happy to go ahead?

2 minutes

Question 1: Experience with the Power App (5-6 mins)
Firstly, how has your experience been using the Power App to log EOIs?

Potential follow-ups:
+ What do you think works well about the app?
« Have you experienced any issues?
« Approximately how often do you use the app?

+ Compared to the original Granicus process, have you noticed any big
differences in how EOIs are handled for the better?

5-6 minutes

Question 2: Managing EOIs with SharePoint
How effective do you think SharePoint is for managing submitted EOIs?

Potential follow-ups:

« Do you find the notifications sent to Teams and Outlook timely and useful?
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Is it easy to track and update EOIs in SharePoint?

Does SharePoint help with project clarity or reduce confusion about submitied
projects?
Have you observed any changes to data accuracy since using the new

process (for example, reduced duplication, incorrect information)?

How has the process affected collaboration and communication between staff
in digital and those outside of the department?

5-6 minutes

Question 3: Operational Efficiency Impact

Do you feel that the overall process through the use of Power Apps, SharePoint, and

automation has made your work easier, harder, or stayed about the same?

Potential follow-ups:

Could you provide an example where the new process saved you time or
effort?

Are there still areas where the process feels inefficient or clear?

Do any improvements justify the investment in the Power Platform (for

example, licensing and development time)?

5-6 minutes

Question 4: Ease of Adoption

Overall, how easy was it for you to adapt to using the new process?

Potential follow-ups:

Did you require any support?

Do you think other departments would require support i they were to adopt a
similar process?

Did you encounter any challenges during the rollout?
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5-6 minutes

Question 5: Improvements
What improvements or changes do you think would make the EOI process work
better for you and your team?

Potential follow-ups:

« Are there any features that you would like to see added to the Power App or
SharePoint list?

« How do you find the nofifications? Are they timely, and do they contain
enough relevant information?

5 minutes

Question 6: Final Reflections
Is there anything else you'd like to share about the EOI process, the Power Platform,
or Digital Transformation within CCC in general?

Potential follow-ups:
« Do you think any additional Microsoft tools could improve the process further?
+ How do you feel about the direction to digital transformation within CCC?

1-2 minutes

Closing Statement
Thank you once again for your time. Your input will help to enhance the EOI process,
which wil lend itself to improving other services within CCC.
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Standardised Question Power App SharePoint List

Total

Few errors or glitches 4.33 4.00

4.17

Interface is intuitive and easy to use 4.50 4.18

4.34

Minimal manual effort required 4.83 4.19

4.51

Navigation is straightforward 4.50 4.18

4.34

Reliability of notifications or submissions 4.83 N/A

4.83

Reliability of recording EOI submissions N/A 4.44

4.44

Total

4.60 4.20 4.44
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Digital Team Participant Count Average Time Savings Rating

Applications 10 3.5
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