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[bookmark: _Toc97804738]Introduction
On March 1st, 2021, Carmarthenshire County Council’s ‘Adult’ Social Care department implemented a new case management information system called ‘Eclipse’, licenced by OLM Systems Ltd.  The Eclipse system is a replacement to a long-standing information system (called CareFirst) and a first move by the Council to a cloud-based product.  Eclipse is the latest in electronic systems to be implemented since 1985.

The Council’s Adult social care services operate in accordance with key legislation such as Social Service and Wellbeing Act 2014 and the Mental Health Act 1983 to support people to live independently, and to maintain choice and control over their lives.  Services relate to those delivered to persons over 18 years and include Integrated health and social care services, mental health services, safeguarding adults-at-risk, substance misuse services, and learning disability services.  The social care departments of the Council use electronic case management and electronic document records management systems (EDRMS) to support the management of information and case work. 

[bookmark: _Toc97804739]Scope
Due to word count constraints, this paper will focus on the core purpose and functionality of the Eclipse system in supporting case management and will evaluate how well it serves its direct users (e.g., social workers, occupational therapists, physiotherapists etc) in practice.  This paper acknowledges that there are many stakeholders to the Eclipse system and whilst not all are direct users of the application itself, all will have requirements and benefits they will expect Eclipse to deliver against.  Further work would be required to evaluate how well Eclipse is meeting the requirements of all stakeholders.

[bookmark: _Toc97804740]The Journey to Eclipse
Carmarthenshire County Council Social Care dept first introduced an electronic information system to support case management in 1985.  The application was supplied by ICL (International Computers Ltd), (En.wikipedia.org, 2022). and was the first step in transferring from paper-based records to electronic versions.  The product was named SOSCIS (SOcial Services Client Information System) and was predominately an activity-based information system used to store event facts, or ‘instances’ in chronological order against individual person records.  Person records were connected to each other as required to represent familial, social, or professional relationships.  

SOSCIS did not capture the narrative information of a case recording, and this continued to be recorded on paper alongside the electronic information system.  Data entered was done so retrospectively and so the application served mainly to hold a centralised record of relevant events relating to the client.

In 1999, SOSCIS was replaced by a dedicated social care case management system called ‘CareFirst’, procured as a licenced product from OLM Systems Ltd.  The implementation of CareFirst was intended to provide a more complete case management system as opposed to just a centralised electronic record.  Broadly this meant using the system as a means of (i) managing planned future work (ii) enabling planned tasks/work to be transferred between different teams and services.

In 2006, CareFirst was further developed by OLM Systems Ltd to enable the electronic recording of case information/narrative i.e., the content of a social worker’s case recording, assessments, and plans.  This allowed the service to have a more complete electronic client record that could be accessible to any person with access to Carmarthenshire County Council’s IT network.

In 2021, Carmarthenshire replaced CareFirst with a new system called Eclipse, developed, and licenced by OLM Systems Ltd.  It is promoted as a ‘person-centric cloud platform that evolves with practice’, designed to ‘easily adapt’ to practice and process requirements, be secure, easy to use, and open in terms of integration and API’s, (OLM Systems, 2022).  

Eclipse was introduced as a hosted (System as a Service SaaS), web-based, fully mobile, case management system with open API’s (Application Programming Interface).  As well as full case management capability, the product is currently hosted externally by the supplier and is therefore accessible for use by any required user and not only by those with access to Carmarthenshire County Council’s IT network (i.e., Council employees).  

Aside from functionality improvements, these were key drivers to replacing CareFirst with Eclipse and enabled the business to align closer with corporate and national Digital strategies.  In particular the Digital Strategy for Wales which is to ‘deliver and modernise services so that they are designed around user needs and are simple, secure, and convenient’, (Gov.Wales, 2022).  Similarly, with Carmarthenshire County Councils Digital Transformation Strategy 2021-2024 which aims to deliver services ‘online in a user-friendly and inclusive way’ and to use technology to collaborate with partners seamlessly, including effective sharing and use of data’, (Carmarthenshire County Council, 2022).

This background is relevant in understanding not only the evolution of the social care information systems themselves in terms of their capability, but also how they have adapted to a changing digital environment and different digital demands and opportunities.

[bookmark: _Toc97804741]The FITT Framework
To guide the evaluation of the applicability of the Eclipse system to the underlying task, the FITT framework will be used.  FITT stands for the ‘Fit’ between Individuals, Task, and Technology and is based on the concept that the successful adoption and implementation of an information system will see the optimum ‘fit’ well between the dimensions of:

(i) Individuals i.e., users, or groups of users, of the system in terms of their IT literacy, capability, motivation
(ii) Tasks i.e., the complexity of the tasks and business processes of the organisation into which the system will be implemented,
(iii) Technology i.e., the functionality, usability, and performance of the product itself, plus also any hardware used (including paper and devices) and the technical environment in which the product and user operates.

The framework pays particular attention to the relationship between the individual and task and focusses on how sociotechnical factors have a significant influence on the success of an information system in practice.  There is recognition of how the ‘fit’ of an information system solution between the dimensions is unlikely to remain static.  Several factors will influence how a system is positioned between them, and similarly, how interventions (i.e., management controls) can be applied to accommodate and balance those influences.  This is represented in the below diagram:
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Figure 1, the FITT Framework, (Honekamp, W. and Ostermann, H., 2011).

Whilst the framework doesn’t include a measurement or scoring tool, it does promote the use of symbols to indicate a positive (represented by a sun symbol) or negative (represented by an arrow/thunderbolt symbol) relationship between the attributes.  

[bookmark: _Toc97804742]The Eclipse FITT dimensions
[bookmark: _Toc97804743]Individuals
Direct users of Eclipse can be broadly categorised as three roles:
(1) Professionals and workers responsible for the direct delivery of services aimed at supporting elderly/frail people, those with a physical, mental, or learning disability to live independently.  Professions include social workers, physiotherapists, occupational therapists, mental health professionals, safeguarding professionals.
(2) Staff responsible for the delivery of administrative support services to those roles directly delivering services. 
(3) Managers responsible for the overall delivery of services in accordance with legislative and regulatory requirements.

This evaluation will consider all roles, but particular attention will be given to professionals and workers responsible for the direct delivery of services.

[bookmark: _Toc97804744]Task
Individuals defined above are responsible for delivering services to clients in accordance with legislation, regulations as well as national and local policies and protocols.  

The core process for all social care services works along a broad pathway of:
(i) Referrals for services that are triaged and allocated for Assessments.
(ii) Assessments that are undertaken to determine a need which, if necessary, are met with interventions delivered via a Care Plan.
(iii) Care Plans include the detail of the actions associated with the delivery of those interventions.  Care Plans are then reviewed.
(iv) Reviews are undertaken to review the applicability of the Care Plan.  If necessary, further assessments or reviews are scheduled until which time the case closes due to the need no longer existing.

Eclipse is designed therefore to capture and manage case information to be able to do this as effectively and efficiently as possible.  Case information will be entered both retrospectively in terms of activities/work/tasks completed, plus also proactively to capture future work/activity/tasks that are planned.

Furthermore, the nature of ‘social care’ services means they are fundamentally person-focussed.  Tasks therefore also include the management of people/service user records and the relationships that exist between them, namely familial, social, professional, and work/task allocation relationships. 

[bookmark: _Toc97804745]Technology
Within the scope of this paper, ‘technology’ relates predominately to the Eclipse application itself in terms of how it supports users to case record and manage social care cases.  It also refers to the digital tools used by users of Eclipse as well as the cloud-based platform on which Eclipse is hosted.

This paper acknowledges a far wider remit exists in terms of the technological environment including the development tools used to build Eclipse, the reporting databases and software used to extract data, as well as the technical infrastructure and security of the environment within which Eclipse operates.

Eclipse is a workflow-based application in that it automates the tasks involved in a business process.  Workflows have therefore been designed specifically around the key business processes stages of referrals, assessments, plans and reviews as well as sub-processes that exist around these key stages.  

Users of Eclipse can use and are currently using any device (PC, Laptop, Notepad, Smartphone) and are able to access from any location (both inside and outside of corporate networks) that offers an internet connection.  Access is currently controlled by permitting access only via trusted networks that are IP address whitelisted.  Users accessing from remote sites are routed to the application via the Local Authority and Health Board’s Virtual Private Network (VPN).  The expectation is that this is changed to permit access from any network and instead utilise a 2 Factor Authentication (2FA) security method.

[bookmark: _Toc97804746]Data Collection
To understand the applicability of the Eclipse system in practice, qualitative and quantitative methods were used to capture data.  

The new Eclipse system is currently used by 682 users (as of January 2022), and it is estimated that feedback of some kind has been captured by approximately 95% of users.  As of January 2022, approximately 30% of users had provided formal feedback that was specifically requested and structured via planned observations and interviews.  These users include representatives of all user roles and service types.  The findings of this paper represent results obtained from these planned feedback sessions as well as those obtained via unplanned methods, for example via helpdesk calls, team meeting attendance, training delivery, and project group attendance.

The following qualitative methods were used: 

Observations – throughout the implementation process and following go-live, several planned and unplanned observation sessions with representatives of all user types have been held.  These included during system testing, user-training, and during and following support-desk calls.  System administrators, support staff and system trainers all collected and shared feedback with system managers who in turn communicated periodically to project stakeholders.

Interviews – since the go-live date in March 2021, several interviews with user representatives have taken place.  Users included representatives from those in worker, manager, and business support roles to ensure all system processes are evaluated.  All interviews included a combination of pre-set and supplementary questions designed to understand if the system is delivering against its intended benefits.  The interviews also allowed for non-planned questions and encouraged feedback.

‘Drop-in’ sessions – specific weekly drop-in sessions have been held since go-live in March 2021 and are open to all Eclipse users to attend as they wish.  Sessions are promoted as an opportunity for users to ask questions, check on updates, raise concerns, request support etc.  All users are invited to attend any session and a dedicated support staff member will attend to answer queries and collect feedback provided.  

Quantitative methods have been used to understand more factual points about the systems usage and technical performance.  The data is useful in informing the business about how and when the product is used by users as well as its technical performance in terms of its availability and performance.  

Quantitative data was obtained via the application itself, hosting servers, and mobile device management software.  Quantitative measures will continue to be collected and analysed and this will help understand usage trends and performance of the system.

[bookmark: _Toc97804747]Results
[bookmark: _Toc97804748]Qualitative results
Whilst lots of specific and detailed feedback was collected, some themes emerged.

Training and Support – Positive feedback was provided in relation to the Eclipse-specific support and training programme available.  Users felt well prepared for the implementation of the new system following the training programme delivery and were able to use the application from the start.  However, feedback also informed that technical IT and digital support was not as accessible or available when needed.  Similarly, whilst corporate training courses to support digital skills are available, users felt they did not have the time to attend the level needed to provide the necessary skills.  Users did acknowledge this may be temporary due to the pressures of the Covid-19 pandemic.

Familiarity – Users reported how the system was familiar in its look-and-feel even though they had not used it before.  When explored further, this was understood to refer to the user-interface of the system and the associated web-based functionality which made it familiar to users’ home and personal web experiences.  Functionality such as web hyper-links, shortcuts to phone telephone number dialling, links to external apps such as google-maps for satellite-navigation purposes made the system look and feel familiar to web sites used in a personal capacity by users.  

Intuitive design – The Eclipse system is designed to be as intuitive as possible in terms of the way it connects and manages the data it stores.  Users reported how the product was helpful in recognising possible relationships between individual records, for example familial relationships, and suggesting these to the user.  Also, the design of forms used to record case recording information (e.g., assessments and care plans), is based on a structured question set, meaning questions presented are based on answers given.  Users reported how this sped up case recording and meant only relevant information was presented to them.

Automation – Users reported how some system tasks previously carried out manually, were now automated due to the workflow functionality within the application.  Tasks such as adding disability registrations, classifications, addresses, worker relationships and personal relationships are now fully or partially automated.  Users reported again how this made case recording more efficient.

Accessible – Users reported how easy the application can be accessed in terms of locations and devices used.  As a hosted solution, the product is accessible via the web from any location and on any device.  It is fully mobile capable, adapts to any device being used and can therefore support users with varying access requirements.  Some users had reported how the use of the application in a mobile fashion had itself led to new use of other applications like google-maps and satellite navigation, voice-to-text software, and autodial of telephone numbers.  Some users had not used such software on personal devices and were using it for the first-time through their use of Eclipse.  

Visuals/Accessibility – Some users reported suffering migraines and eye strain after prolonged use of the product.  This was fed back to the system supplier who released an upgrade that included an improved colour contrast to specific parts of the system including forms, home screens and worker task pages.  ARIA (Accessible Rich Internet Applications) labels were also introduced into key parts of the system.  ARIA labels are designed to extend HTML language to make text more accessible.  The impact of this change was immediate and affected users reported immediate improvement.  The accessibility of the system is continuing to be monitored by gathering users’ feedback.

New data formats – Users reported how the product had supported the collection of different types and format of data such as audio and visual data.  Users can attach any file type directly to the application and this combined with the use of smartphones has enabled users to incorporate images, videos, and audio quickly and easily into case records.  Practical examples of this have included images of bruising/injury and home conditions to support safeguarding investigations, images of room layouts to support Occupational Therapy assessments for supportive home equipment, images of services users for use in Care Home files.  There was also one example of a Care Plan that incorporated a video of a client with learning disabilities explaining aims and objectives.  This enabled that Care Plan to be more meaningful to that client that written text and narrative.

Change – Lots of feedback related to the topic/theme of change management and the transfer from one system to another.  Users stated that they liked or disliked functionality but without any basis or justification for that preference.  Exploring further with the users, it was clear the preference was simply because it was different to the previous system, as opposed to any supporting reason for the preference.  An example included the colour of the Eclipse system screens and labels.  Whilst users stated that they preferred the previous system colour scheme, they acknowledged this was simply because it was more familiar and is now something new.    

The role of users – Some users raised queries about whether it was their role to enter data in the way required by the application.  An example was the recording of relationship attributes such as Power of Attorney.  Historically this information was recorded simply as narrative within a care plan, whereas the department now expects this to be entered in a more structured way by connecting the relevant person records and adding specific relationship attributes.  Whilst Eclipse supports this new way of recording, it is more time consuming, and users considered the new way to be the responsibility of administrative staff. 

Limited information – Users felt the system could offer more in terms of the information it processed.  Whilst this feedback didn’t relate directly to the application itself, it highlighted how the scope of its use was limited to community care services only.  The system does not currently hold any primary care-based data and users advised how this would be helpful in planning and delivering seamless health and care services.

[bookmark: _Toc97804749]Quantitative results
Quantitative data captured has been broadly categorised into that which informs:
(i) the usage of the system by its users and
(ii) the technical performance of the system in terms of its availability and speed.

[bookmark: _Toc97804750]System usage
User numbers – on March 1st, 2021 (go-live date) Eclipse had 480 active users, migrated from the previous case management application, CareFirst.  These included 455 ‘Internal’ Carmarthenshire County Council employed staff and 25 ‘External’ non-CCC employed staff.  All 25 external users were all employed by Hywel Dda University Health Board (HDUHB).  

As of 1st January 2022, there were 682 active Eclipse users, with 573 being ‘internal’ (CCC employed) users and 109 ‘external’ users.  73 of the 109 external users are employed by HDUHB, 21 are agency staff (contracted because of Covid staff shortages), and 15 accounts are allocated to independent complaint investigators, auditors, and inspectors.   

Whilst user numbers have increased overall, there has been a relatively significant increase in the number of ‘external’ users, rising from 25 to 109 users.  Furthermore, those external users are now working from different organisations including agency organisations (e.g., Attenti consulting), Care Inspectorate Wales, plus independent home working complaint investigators.

The statistics therefore demonstrate the product is more accessible by enabling access from locations outside of the Local Authority’s corporate network.  Whilst ‘external’ access was provided prior to Eclipse, only 25 instances existed.  These also required a Citrix secure connection and a guest corporate network account to access.  This made accessing the application cumbersome, time-consuming, and therefore impractical.  Direct access to a cloud-based product therefore enables greater accessibility and this is shown in the increased usage.

It is worth noting that whilst external user numbers have increased, the aim of the Local Authority is to provide direct access to all key partners including Health services, Police, Fire Services, Schools, Probation, Housing etc.  The volume is still relatively low to the overall aim but the increase to date is positive.

Device type – the previous system to Eclipse (CareFirst) was not mobile enabled and was therefore only used as a desktop application on traditional PC and laptop devices.  As Eclipse is a fully mobile enabled application it can be used on any device.  Data has been captured to understand the device on which Eclipse has been used.  Devices include:
· Fixed base PC/Towers
· Laptops/Notepads 
· iPad
· Chromebook
· Smartphone (including IOS, Windows and Android devices).

It is clear Eclipse is therefore being used in a more mobile fashion, at least in terms of the devices being used to access it.  Further analysis is currently underway to understand the volume and frequency of this access and combined with the device used to provide this access.  Full analysis of this data will enable the Council to understand the extent to which Eclipse is being used in mobile fashion.  Initially however, knowing it has been accessed from a range of mobile devices is positive and suggests it is achieving its aim.

[bookmark: _Toc97804751]Technical performance
Availability – To date, Eclipse has remained available for use 99.98% of the time with the only down-time for users being experienced soon after go-live to restore a technical fault associated to data-migration.  The product is provided via a SaaS (Support as a Service) arrangement and is therefore hosted by OLM Systems Ltd using a modern technical cloud-based server infrastructure. 

Speed – at the time of writing this paper, results to evidence the speed at which the application operates in practice are still being obtained.  The supplier does however make specific provision within the live application for the operational speed for users to be maximised.  Whilst no technical data is currently available, users have provided positive feedback in relation to the loading time of screens, data within those screens, and system tasks such as saving, editing, and alerting.

[bookmark: _Toc97804752]Discussion
The structure of the FITT framework is helpful for reflecting on the findings captured.  

[bookmark: _Toc97804753]Individual and Task
Due to the professional roles involved, governing legislation, regulations, national data standards and process requirements, it was clear from the feedback that users were comfortable with the need to perform case recording and case management-based tasks and to do so in a timely and professional manner.  As case management systems have been used within the department for a considerable time, staff were comfortable with the need to use such systems and were well versed in doing so.  

Furthermore, services delivered by the department are done so to a wide demographic with service users ranging in ages between 18-100+ and with a varying degree of physical and mental health requirements.  This variation of service user and their associated requirements can make the process of managing those cases complex.  Users were generally accepting therefore that a dedicated case management application such as Eclipse is needed.  This appears to have provided a good working environment within which Eclipse could be implemented.

It was clear from the feedback that users were positive about the implementation process of Eclipse in terms of the application specific training and support provided.  Users reported feeling involved in the design of the application and configuration of forms to be used.  Although users reported some feeling of anxiety due to the change of systems, there was generally a positive attitude to the implementation.

There were some challenges however in terms of the wider technical and digital support and training available to staff within the Council.  This represents a key challenge for the implementation of a system like Eclipse in that it relies heavily on having a functioning platform on which to operate, plus some knowledge of other supporting applications (such as google-maps, image taking/uploading etc).  Some users experienced technical difficulties in establishing an internet connection and due to increased home-working arrangements (largely because of Covid-19), the variables affecting this have increased.  This in turn has seen increased demand on technical support plus increased time taken to resolve those technical issues.  Whilst these are not direct issues with the Eclipse application itself, it’s clear how they can impact on its use.  

Feedback also highlighted a potential issue for the Council in terms of unclear or poorly defined tasks expected to be performed by different types of Eclipse user.  This paper defined the scope of the ‘task’ as functions associated with the case recording and case management of the services being delivered.  Whilst all users understood the expectation to create and maintain case records using an electronic system, there was difference in opinion in terms of the extent and format of this recording.  

It appears therefore that the ‘task’ a user of Eclipse is expected to perform has not been fully defined by the Council.  Whilst it is understood and somewhat assumed to a large extent, it is clear from feedback there is still some interpretation relating to exactly what tasks a professional (such as a social worker) is expected to undertake in terms of IT and system interaction.  Current ‘Social Worker’ job profiles include only the following responsibilities relevant to information systems:

· “To manage a caseload by prioritising need and maintaining comprehensive records of tasks and duties undertaken as per internal policies and procedures which will include electronic data bases”.
· “Excellent IT skills including the ability to maintain up to date social work records”.

Whilst more research would be required to understand the wider local, regional, and national positions in terms of stated responsibilities, this position helps explain the differing views given during the feedback sessions.

[bookmark: _Toc97804754]Task and Technology
Based on the data and information obtained, Eclipse as an application appears to be meeting the immediate practice requirements of direct users and is therefore adding value.  The product functionality and platform on which it developed appear to make it easier for the tasks associated with case and records management to be completed.  The intuitive functionality within the application and workflow automation of ‘manual’ electronic tasks appears to have sped up the way in which tasks are completed.  Whilst no measurement of this saving has yet been calculated, it appears to be positive which would imply this can be utilised elsewhere in the overall environment.  The expectation would be for any time or efficiency saving offered by the Eclipse system to be transferred into direct service user care.  The premise being that a worker will be spending less time case recording and can therefore be afforded more time interacting with service users.

The feedback also informed how the application and the devices on which it was being used supported workers to produce richer case records in terms of the formats of data used.  Images, videos, and audio recordings were all now included within case recordings in addition to written narrative text.  Being able to access the system live on remote devices also supported staff when using it away from traditional offices and desk spaces.

Users did report how the information within Eclipse was limited in that it didn’t include more primary care ‘health’ based data.  Whilst this isn’t specific to the Eclipse application itself, it does represent a significant ongoing challenge to the organisation and its partners to make the right information available to the right worker at the right time.  Given Eclipse has open API’s it offers an application with which data and systems integration is feasible.  However significant work is required across Wales to provide the governance and development work required to fully meet this need.

[bookmark: _Toc97804755]Individual and Technology
It appears that the connection between the user (individual) and the technology has been strengthened as Eclipse supports remote/home and mobile working on any device.  Users are now using a greater range of devices to use the product and it has become easier to use from more locations.  

Users reported new uses of existing smartphone devices brought about by the introduction of the Eclipse application.  Some users reported they were now regularly using apps such as google-maps (navigation), speech-to-text functionality, speed-dial, plus also the capturing and uploading of visual audio files to the application.  This is demonstrating how the application is promoting the use of mobile devices and associated apps and thus improving digital skills of users.

It would appear that modern web-based applications like Eclipse offer more user-friendly, intuitive, and automated solutions and in that sense are generally easier to use by staff.  However, it’s clear from the implementation of Eclipse how its design enables and promotes a wider use of other digital technology and supporting applications.  In this sense therefore, users are required to have more digital skills in order to utilise those tools and exploit the full benefits offered by the application.

[bookmark: _Toc97804756]The Eclipse ‘Fit’
Overall, the Eclipse system is strengthening the relationship between the individual and task.  The intuitive design of the application and workflow-based configuration is making it quicker and easier for the worker to undertake their task which is therefore strengthening the relationship between the technology and task.  This is being further supported by the platform and technology on which the product is developed which is enriching the digital tools being used and thus improving the digital skills of the individual.  This is demonstrating evidence of how the system is improving the relationship between the technology and the individual.  

There are some key challenges outlined in this paper which can be used to inform possible interventions required by Carmarthenshire County Council, as well as its key partner organisations such as Hywel Dda University Health Board.  Its clear that whilst Eclipse offers an effective solution in terms of its functionality and design, more work is needed to maximise its potential in being able to present a wider scope of information.  This in turn would support the organisations with joint working arrangement which will help support their ambitions in delivering seamless care.

Within the scope of this paper Eclipse could be represented on the FITT framework diagram as follows:
Task







Technology
Individual



[bookmark: _Toc97804757]FITT as a framework
FITT like other frameworks from which it evolves such as the application framework (TAM), (Davis, F., 1993), information system success model, (DeLone, W. and McLean, E., 1992), is helpful firstly in identifying and categorising the key dimensions or factors that can influence the success of a system in practice.  All acknowledge broadly the importance of well trained and prepared users and a user-friendly system developed and implemented within a well governed and good technological environment.  

Models such as the task-technology-fit model (TTF), (Goodhue, D., 1995), enhance models such as the application framework (TAM) by promoting an evaluation to understand the ‘fit’ or relationships between the key influencing factors or dimensions.  The FITT framework takes this further by focussing on the relationship between the individual and the task and views this as a key success factor when implementing/adopting an IT system.  All models offer a tool to support an evaluation exercise and by promoting an evaluation of the relationships between the critical success factors, help inform the interventions that would be needed to strengthen these.  

They may be limited however in their ability to jointly evaluate the different contexts that exist in terms of the different stakeholders an information system may have.  Furthermore, the FITT framework doesn’t offer a scale or grading system, or a means by which the critical success factors can be weighted, measured, or scored.  It is difficult therefore for the framework to offer a clear conclusion that fully quantifies the value offered to the organisation.

For example, a system like Eclipse may have an excellent ‘fit’ between the Individual, Task and Technology within the scope of how well it supports a social work professional or department to manage social care cases and services.  However, another key stakeholder of the Eclipse system is the technical ICT department and, whilst Eclipse may fit well within the context of the social work departments use as a case management tool, it may not fit well within the context of a technical ICT department.  It may be a very convenient system to use in the sense it is widely accessible and quick to access for a social worker, however this may require some compromise on the technical security of the system and its data.  Similarly, it could be a system that requires high levels of technical maintenance and support and be very costly to do so.  The evaluation of the system with more emphasis on this context may therefore produce a different conclusion or ‘fit’.  

Similarly, a means of scoring or measuring the dimensions and attributes of the FITT framework would help inform the organisation of the scale of interventions required.  Changing or improving the way an application performs a task for example may be relatively low cost and quick to achieve.  Improving the technical platform on which the application is based, or the technological environment in which it operates may however require bigger scale and more costly changes.  

It’s clear from this research that Eclipse is offering several benefits to the organisation and frameworks such as FITT offer a structure that can be used to support further evaluation.  To fully understand if the product is offering value however, evaluations of different stakeholder contexts and the use of a measurement or scoring tool would help better inform the organisation.
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