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Abstract 

 

 

This paper describes and discusses the results of a research study regarding feedback gathering 

techniques used by the graduate students from Reykjavik University. The participants of the 

research are Computer Science graduates who successfully graduated from Reykjavik University 

from the years of 2009 to 2014. The research study was conducted using an online survey. 

The main purpose of this study was to identify how the graduated students from Computer Science 

department at Reykjavik University gather feedback from various stakeholders, what techniques 

do they use and how often. Furthermore, the study examined what software development processes 

are being used and which are preferred the most. 

The results of the survey showed that the vast majority of the participants gather feedback from 

users and colleagues while developing software. The feedback is generally gathered at least once 

a month and Meetings are the most favored technique for doing so. Furthermore, the results 

showed that Scrum is the most used and the most favored software development process by the 

participants.  
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1. Introduction 

 

 

Due to a very competitive software market, nowadays software has to be as effective and user-

friendly as possible. It is no secret that there are many various methods available in order to make 

quality software and feedback from stakeholders is one of those methods. Feedback is very 

valuable information that can be used both for improving performance and usability of software 

(Harry, 2011). Nowadays, there are still some programs on the market that are made without the 

user feedback or user interaction at all. Usually such kinds of software have some disadvantages 

that could have been prevented if only the developer would decide to gather feedback from 

stakeholders during the development of the software. Getting feedback early and often is a critical 

ingredient to success that can significantly improve usability, since feedback is an essential 

ingredient of managing quality.  

This leads us to the main purpose of this research, which is to examine how Computer Science 

graduates from Reykjavik University gather feedback from various stakeholders while developing 

software. This research focuses on the graduate students that have a very similar background, such 

as that they all have successfully graduated with at least a B.Sc. degree in Computer Science from 

Reykjavik University. 

Apart from studying from whom the feedback is gathered and what techniques are used, this 

research defines and discusses such terms like user, customer and client, as well as it discusses the 
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main difference between the terms. Furthermore, the report discusses the software development 

processes that are been used by the participants and which of them are preferred the most. 

To summarize, the research focuses on the following questions: 

 

- From what stakeholders is feedback gathered? 

- What techniques are used to gather this feedback and how often are they used? 

- Who are users, clients and customers, and how are they defined? 

- What software development processes are being used and which ones are preferred the 

most? 

 

This report is split into four main sections, the first of which presents a brief definition of the terms 

and previous similar studies that were conducted on feedback gathering. The second section 

describes the methods that were used for selecting the participants as well as their background and 

creation of an online survey. The third section presents and describes the results received from the 

online survey. In the fourth section, I discuss the findings from the results.  

By reading this report the reader will be able to have a good understanding on how the feedback 

is gathered from different stakeholders and what techniques are being used.  



8 

 

2. Background 
 

 

This chapter presents a brief background regarding the topic of the research. It starts by describing 

the definitions of the terms: user, client and customer. The second part of this chapter describes 

the previous studies that relate to this study. 

 

2.1 Definition of the terms 
 

There are many various definitions available that explain who are users, clients and customers. For 

example, International Organization for Standardization (ISO) defines user and customer in the 

following ways: 1) a user is a person who interacts with a product or service (ISO, 2010); 2) a 

customer is an organization or a person that receives a product or service (ISO/IEC, 2008). 

Unfortunately, there is no explicit definition of who the client is, but according to ISO (ISO, 2005), 

client can be defined as an example of the term - customer. In my understanding, client can be 

defined as an organization or a person that pays for a product or service.  

 

List of the terms: 

User – a person who interacts with a product or service 

Client – an organization or a person that pays for a product or service 

Customer – an organization or a person that receives a product or service 
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2.2 Related work 

 

In the past years there were several research studies conducted on how usability techniques are 

integrated into software development. In 2008, Bendik Bygstad, Gheorghita Ghinea and Eivind 

Brevik conducted a research study to investigate whether there is a relationship between software 

development methodologies and usability. The authors surveyed 78 general or IT managers in the 

software industry in Norway using a 15-question online survey. The findings of the study showed 

that even though there is a positive bias towards usability among the respondents, the importance 

of usability requirements is perceived much higher than that of usability testing. Additionally, the 

findings showed that two thirds of the respondents collected requirements for usability by 

interviewing users (Bygstad, Ghinea, & Brevik, 2008). 

In 2009, Marta Kristín Lárusdóttir, Ólöf Una Haraldsdóttir and Bright Agnar Mikkelsen conducted 

a research study on user involvement in Icelandic software industry. The research was performed 

using a questionnaire survey that was made to collect information on whether what software 

processes used and to what extent user involvement techniques are used by software developers in 

the different processes. The results of the study showed that 44% of the respondents used their 

own software development processes, which were presumably based on a known process adjusted 

to their needs, and 37% used Scrum. Furthermore, the results of the study showed that Meetings 

were rated as the most used technique for involving users. The authors found this result to be very 

surprising, since this technique has not been taught in any textbooks on user involvement 

(Lárusdóttir, Haraldsdóttir, & Mikkelsen, 2009).  



10 

 

In 2011, a student from Computer Science department at Reykjavik University, Helena Sif 

Magnúsdóttir, conducted a rather similar research study that was called “User Centered Design 

methods used by graduated students from Reykjavik University“ (Magnúsdóttir, 2011). The main 

purpose of Magnúsdóttir’s study was to examine how Computer Science, Software Engineering 

and Applied Computing graduates from Reykjavik University use User Centered Design methods 

in the software development processes. The outcome of the study showed that Meetings, 

Interviews and Lo-fidelity prototypes were the most popular techniques for gathering feedback, 

with Meetings being rated as the most popular choice of all. Additionally, the results from the 

study showed that the participants used Meetings on a regular basis such as once a week. 

Furthermore, the results showed that Scrum was rated as the most used software development 

process. 

In 2012, Marta Kristín Lárusdóttir, Yuan Jia and Asa Cajander conducted a research study that 

examined how usability techniques are integrated during software development in Scrum projects. 

The results of the study showed that the most commonly used usability techniques in Scrum 

projects were Workshops, followed by Lo-fi prototyping, Interviews and Meetings with users. 

Furthermore, the results of the study showed that Lo-fi prototyping was the most frequently used 

technique by the participants that was generally used two to four times a month. The authors of 

the study noted that all the above mentioned techniques are informal, which means that they can 

be used quickly without much preparation. However, even though the participants highly ranked 

formal usability evaluation with users they commonly used other methods for gathering feedback 

(Lárusdóttir, Jia, & Cajander, 2012). 
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3. Method 
 

 

This chapter presents and explains the methods used for obtaining information about the research 

and about the participants. It explains how the data was gathered and how the participants were 

selected. It provides a background of the participants, the creation of the online survey and the 

amount of responses received. 

 

3.1 Participants 
 

At the beginning of this study I had to determine which participants are the most suitable for the 

research. After a talk with my supervisor we both came to a conclusion that it would be the most 

beneficial for the research to include students who graduated from Reykjavik University rather 

recently. Particularly, from the years of 2009 to 2014.  

In order of knowing who successfully graduated from Computer Science from Reykjavik 

University, I had to contact the university´s Student Registration Office and request a list of all the 

students who graduated from the years of 2009 to 2014. Fortunately, the Student Registration 

Office was able to provide a list with such information. The received list contained a full name, 

home address and social security number of the 393 students. Out of those 393 students, 353 had 

successfully graduated with a B.Sc. degree, 33 with a M.Sc. degree and 7 had completed Ph.D. 

studies. However, the provided list did not contain any emails in it, which meant that I would have 

to contact the participants by using physical mails, which could result in a possible delay. After 

another talk with my supervisor we came to an agreement that it would be more appropriate to ask 

the participants to participate in online survey through an email rather than by using an actual 
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physical mail, since using email would be both more convenient and less time consuming for the 

participants. As a result, this meant that I had to search by hand for the students’ email addresses 

through Reykjavik University´s intranet system, MySchool. Luckily, most of the students had both 

their Reykjavik University and personal email addresses present in the MySchool system. As a 

result, I had manually collected 703 email addresses, which rates as 1.8 email address per student.    

 

3.2 Participants’ background 

 
All of the participants have a similar background and common knowledge when it comes to 

Computer Science. They all have successfully completed at least a B.Sc. program in Computer 

Science at Reykjavik University and their graduating year was between 2009 and 2014.  

The requirements for each of the programs are listed below: 

 

B.Sc. in Computer Science 

In order to graduate with a Bachelor´s degree in Computer Science students must complete 180 

ECTS. The program consists of both core- and elective courses. There are 18 mandatory core 

courses that are equal to 114 ECTS. The rest of the credits (66 ECTS) can be fulfilled by taking 

free selection courses (Reykjavik University, 2014). 

 

M.Sc. in Computer Science 

In order to graduate with a Master’s degree in Computer Science students must complete 120 

ECTS. The program is currently available through two study routes: course based and research 
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based. In the course based route students must complete 90 ECTS of course work, and at least 30 

ECTS of project work. In the research based route students must complete at least 60 ECTS of 

course work and an individual research project that accounts for 60 ECTS. Both study routes 

require completion of two mandatory courses, Research Methodology and Theory of Computation, 

that together account for 16 ECTS (8 ECTS each) (Reykjavik University, 2014). 

 

Ph.D. in Computer Science 

In order to graduate with a Doctor´s degree in Computer Science students must complete 180 

ECTS. The Ph.D. program is primary based on a research projects and students are expected to 

take part in knowledge dissemination activities such as i.e. teaching and by publishing articles 

(Reykjavik University, 2014). 

 

3.3 The survey 
 

The survey was created with the help of an online survey tool – Free Online Surveys 

(www.freeonlinesurveys.com). The survey consisted of 48 questions, which were divided into 40 

multiple choice and 8 open-ended questions (Appendix C). The survey was made from a 

combination of questions that I made myself and the ones that were used in the other research 

studies under the supervision of my supervisor. 

The very first part of the survey contained multiple choice questions regarding the participant’s 

background, work environment and experience. The second part of the survey contained 4 

questions regarding software development processes. The third part contained a combination of 

http://www.freeonlinesurveys.com/
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open-ended and multiple choice questions that asked each participant to explain who are users, 

customers and clients and whether they are the same people. Finally, the survey had questions if 

and from whom the feedback is gathered, what techniques are used and how often are they used. 

This part of the survey was made by using question-branching, e.g. if the answer to the question 

“Do you gather feedback from users/clients/customers/colleagues/family and friends?” was 

“Yes”, 3 more specific multiple choice questions appeared on a screen. Otherwise, a participant 

was taken directly to a next question. By using question-branching I could prevent particular 

participants getting questions that were not relative to them. 

 

3.4 Responses 
 

There were total of two emails sent out to the participants. The two emails, the original (Appendix 

A) and the reminder (Appendix B), were sent 10 days apart from each other. There were 53 

participants who completed the survey after the original email and 20 more who completed the 

survey after the reminder was sent out. 

As a result, there were 73 responses in the total, which accounts for 18.6% of the total amount of 

the students that were asked to participate in the survey. However, some participants did not 

answer all the questions of the survey, so the average response rate per question was 56. Out of 

those 73 participants who responded to the survey, 86% were males and 14% were females. The 

most common age of the participants was between 30 and 39, which rated at 44%. About 39% of 

the participants were between the age of 18 and 29 and 17% were between the age of 40 and 49. 

According to the question 2 in the survey, that asked which year the participant graduated, the 

most amount of responses came from the graduated years of 2011 and 2014, as it can be seen in 

both Table 1 and Table 2.  
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Table 1 – Graduating year (N=73) 

Question 2: Which year did you graduate? 

This table shows how many participants answered the survey from each graduating year and the 

ratio towards all the received responses 

 

Graduating year Responses Percentage of 

responses 

2009 7 9.6% 

2010 11 15.1% 

2011 15 20.5% 

2012 12 16.4% 

2013 13 17.8% 

2014 15 20.5% 

 

 

Table 2 – Percentage of the graduate students per year (N=73) 

This table shows how many participants answered the survey from each graduating year, the total 

amount of graduate students for each year and the percentage of responses for each year 

 

Graduating year Responses Graduate 

students 

Percentage of 

responses 

2009 7 54 13.0% 

2010 11 44 25.0% 

2011 15 66 22.7% 

2012 12 70 17.1% 

2013 13 68 19.1% 

2014 15 91 16.5% 

Total 73   393    18.6% 
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Additionally, as it is shown in Table 3, out of the 73 participants who completed the survey, the 

vast majority (60 students) graduated with a Bachelor’s degree in Computer Science, while 9 

participants graduated with a Master’s degree and 4 graduated with a Doctor’s degree. 

 

Table 3 – Education 

Question 3: What is your highest degree? 

 

Degree Amount of students Percentage of 

responses 

B.Sc. 60 82.2% 

M.Sc. 9 12.3% 

Ph.D. 4 5.5% 

 
 

Furthermore, according to the participant tracking feature available in the survey tool, the vast 

majority of responses came from Iceland (58). The rest of the responses came from Australia (1), 

Canada (1), Denmark (2), France (1) and the United States (4).  



17 

 

4. Results  
 

 

This chapter presents the results received from the online survey. Firstly, the chapter begins with 

a description of the participants’ work environment and what software development processes are 

being used. Secondly, the chapter presents how Reykjavik University graduates gather feedback 

from users, clients, customers, colleagues, and family and friends. Thirdly, the chapter describes 

and compares the feedback channels and concepts. 

 

 

4.1 Work environment of the participants 
 

According to the results from the survey, 35.6% of the participants have been working for less 

than a year at their current workplace, 34.2% have been working for 1 to 3 years, and 30.1% for 

more than 3 years. 

The results showed that the largest group of the participants is currently working at a workplace 

that has more than 200 employees altogether. This option was selected by 30.1% of the 

participants. Precisely 26% of the participants work at a workplace that has less than 21 employees, 

19.2% work at a workplace that has between 21 and 50 employees, 13.7% work with 51 to 100 

employees and 11% work at a workplace with 101 to 200 employees.  

To the question of how many people are involved in developing software at their workplace, more 

than half of the participants, 57.5%, answered that there are less than 21 people involved in 

software development altogether. About 16.4% of the participants selected 81 and above, 13.7% 

selected 21-40 and 12.3% selected 41-80. 
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Figure 1 – Main emphasis at workplace (N=73) 

Question 7: What has been your main emphasis at your workplace for the last 3 months? (Select 

the words that characterize your emphasis – you can select more than one option) 

 

 

 

 

As it is shown in Figure 1, most of the participants (28%) have Programming as their main 

emphasis at their workplace. Other possible options were rated lower, with Design being the 

highest of all at 17.7%. Requirement analysis and Software testing were both chosen by 10.3% of 

the participants as their main emphasis at work. 

The results above are very similar to the ones that Magnúsdóttir achieved in her study in 2011, 

where the largest group of the participants, 22.2%, selected Programming as their main work 

responsibility as well as 13.7% selected Software Requirements and 13.4% selected Software 

testing (Magnúsdóttir, 2011). 
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Figure 2 – Type of software 1 (N=73) 

Question 10: What type of software are you developing? 

 

 

 

 

In Figure 2, you can see that the largest part of the participants develop software that falls into 

either Business or Financial category, this option was chosen by 30.1% of the participants. About 

20.5% are working on a Data management related projects, 12.3% are working on a Game related 

projects and 6.8% are working on Web development. Slightly more than 15% selected the option 

Other, which included the following responses: simulation, integration, research based projects, 

etc. 

When asked about what kind of software they have been working on for the last 3 months, 42.1% 

selected Web applications, 29% selected Client software, 10.5% selected Apps, 3.9% selected 

Mainframe software and 14.5% selected the option Other, which included such responses like 

video games, database, backend systems, etc. (Figure 3). 
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Figure 3 – Type of Software 2 (N=73) 

Question 9: What kind of software have you been working on for the last 3 months? 

 

 

 

To the question of what type of software the participants have been working on, either Custom 

made for particular customers (contracted) or Commercial off the shelf, the largest group of the 

participants (53.9%) answered that they are working on pure Custom made product. About 31.6% 

said that they are working on pure Commercial off the shelf and 14.5% said Other and provided a 

further explanation. Nearly half of the participants who chose the option Other, said that they 

develop an in-house software. Other explanations included the responses that they work on a 

software that falls into the both categories, e.g. contracted and commercial of the shelf.   
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4.2 Software development processes 
 

The results from the survey showed that nearly half of the participants, 49.3%, have been working 

on either 2 or 3 projects for the last 3 months, 17.8% have been working on 1 project only, 15.1% 

on 4-5 projects and 17.8% on more than 6 projects (6-7 projects - 4.1%, 8 and above – 13.7%). 

To the question of what software development processes have you been using for the last 3 months, 

39.6% of the participants selected Scrum. Around 21.8% selected Kanban and 13.9% use their 

own process. The participants who had selected the option “Own process” provided an explanation 

that they either use a modified version of Scrum or they work alone, so they do not require to 

follow a formal software development process. Other options like Lean and Waterfall achieved 

much lower scores of 4% and 3% respectively (Figure 4). 

 

Figure 4 – Software development processes used for the last 3 months (N=73) 

Question 12: What software development processes have you been using for the last 3 months? 

(You can select more than one option) 
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In Figure 5, you can see what kind of software development processes the participants have used 

previously. Scrum was selected by 39.7% of the participants, while both Kanban and Waterfall 

were selected by 19.2%. Around 9.6% selected “Agile, other than Scrum, Lean or Kanban” and 

5.5% selected Lean. By looking at the results from previous and the current questions we can 

notice that some participants have previous experience of using Waterfall, however only 3% of the 

participants have been using it during the last 3 months. 

 

Figure 5 – Software development processes – Previous experience (N=73) 

Question 14: Which of the following software development processes have you used previously? 

(You can select more than one option) 
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To the question of whether which of software development processes you prefer the most, more 

than half of the participants (54.8%) selected Scrum, as it can be seen in Figure 6. Kanban got 

rated as the second most preferred process with 21.9%, while 9.6% of the participants prefer using 

their own process. Once again, the rest of the options achieved the significantly lower scores. 

 

Figure 6 – The most preferred software development process (N=73) 

Question 15: Which of the software development processes that you have used do you prefer the 

most now? 

 

 

 

 

The results from the three previous questions show that Scrum still remains to be the most popular 

software development process today (Rubin, 2012), while Kanban gets the second place. Other 

software development processes achieved much lower scores comparing to Scrum and Kanban.   
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Figure 7 – Major emphasis in the projects (N=42) 

Question 26: Where do you place the most emphasis in the projects you are working on now? 
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user or client satisfaction which get 34% and 28% respectively, as it is shown in Figure 7. 

Customer satisfaction and saving development and cost both get 8%, while high impact on sales 
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safety and more.  
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customer, meaning that user was defined as a person who receives a product or a service. The rest 

of the answers provided included inapplicable information to the question.   

4.3.2 Feedback techniques from users 
 

To the question if the participants gather feedback from users, 69% of the participants answered 

“Yes”. This means that more than half of all the participants do gather feedback from their users 

while developing software. As shown in Figure 8, there is a big variety of the techniques being 

used for gathering feedback from users with Meetings being the most used technique, which got 

selected by 25.9%. User stories got selected by 13.6% of the participants, while Interviews and the 

option Other got both selected by 11.1%. The ones that selected the option Other said that they 

generally gather feedback from users by using Formal usability evaluation. 

 

Figure 8 – Feedback from users – Techniques (N=29) 

Question 28: What techniques do you use to gather feedback from users the most? (You can select 

more than one option) 
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In Figure 9, you can see that most of the participants gather feedback either once a week or once 

to three times a month, both of these options were selected by 37%, while twice to four times a 

year got selected by 22.2%. 

 

Figure 9 – Feedback from users – Frequency (N=27) 

Question 30: How often do you gather feedback from users? 
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5% defined client as customer (the one that receives a product) and other 5% as user (the one that 

interacts with a product). The rest of the answers included inapplicable information to the question.  

  

4.4.2 Feedback techniques from clients 
 

To the question if the participants gather feedback from clients, 44.7% of the participants answered 

“Yes”. This means that more than half of the participants do not gather feedback from their clients. 

As shown in Figure 10, the most used technique for gathering feedback from clients are Meetings, 

which got selected by 45.2%. Other options got selected by a fewer amount people, with both Lo-

fi prototyping and Hi-fi prototyping being rated as the highest at 9.7% each.  

 

Figure 10 – Feedback from clients – Techniques (N=17) 

Question 32: What techniques do you use to gather feedback from clients the most? (You can select 

more than one option) 
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In Figure 11, you can see that the participants who gather feedback from their clients gather it once 

to three times a month, which were selected by 41.2%. However, other options were not very far 

behind, such as once a week were selected by 29.4% and twice to four times a year by 23.5%.  

 

Figure 11 – Feedback from clients – Frequency (N=17) 

Question 34: How often do you gather feedback from clients? 
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user that is a person who interacts with a product or service. The rest of the responses included 

answers that could not be classified under any particular group.   

 

4.5.2 Feedback techniques from customers  
 

To the question if the participants gather feedback from customers, 65.8% of the participants 

answered “No”. This means that more than half of the participants do not gather feedback from 

their customers. The ones that do gather feedback from their customers mostly use the following 

techniques: Meetings (27.3%), Interviews (12.1%), Hi-fi prototyping (12.1%) and Informal 

usability evaluation (12.1%). All other options got selected by less than 10% (Figure 12). 

 

Figure 12 – Feedback from customers – Techniques (N=13) 

Question 36: What techniques do you use to gather feedback from customers the most? (You can 

select more than one option) 
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When asked how often the participants gather feedback from their customers, more than half, 

58.3%, answered that they gather feedback on regular basis such as once a week. Precisely 25% 

gather feedback twice to four times a year, while 16.7% gather feedback from their customers once 

to three times a month (Figure 13). 

Figure 13 – Feedback from customers – Frequency (N=12) 

Question 38: How often do you gather feedback from customers? 
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evaluation and 11.7% said that they use Scenarios (Figure 14). Due to a very little amount of the 

participants (only 5 people out of 37) who do gather feedback from their family and friends we 

can only assume that Interviews (selected by 25%) are the most used technique. Unfortunately, 

due to a very low response rate it is hard to count it as a solid statement. 

 

Figure 14 – Feedback from colleagues – Techniques (N=28) 

Question 40: What techniques do you use to gather feedback from colleagues the most? (You can 

select more than one option) 
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we can only assume that feedback is gathered once to three times a month. This option got selected 

by 80% that means that it was selected by only 4 people out of only 5. 

Figure 15 – Feedback from colleagues – Frequency (N=28) 

Question 42: How often do you gather feedback from colleagues? 
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5. Discussion 
 

 

This chapter discusses the results of this study. It starts by discussing whether if feedback is 

gathered while developing software and from what stakeholders it is gathered the most. It then 

discusses what techniques are used for gathering feedback and how often are they used during 

software development. Then the chapter introduces the confusion between the terms of client and 

customer. The last part of this chapter discusses the software development processes used by the 

participants. 

 

5.1 Feedback from stakeholders 
 

The results from the survey show that the biggest group of participants gather feedback from 

stakeholders while developing software. Furthermore, both users and colleagues seem to be the 

most useful sources for gathering feedback, while there are significantly less of the developers 

who gather feedback from other stakeholders. Surprisingly, less than half of the participants gather 

feedback from their clients and customers, and instead prefer to gather it from users and colleagues. 

Additionally, there are very few developers who gather feedback from their family and friends.   

 

5.2 Comparing feedback channels 
 

By looking at the results from the survey we can see that there are many different techniques being 

used for gathering feedback from various stakeholders. During the question that asked what 
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technique you use for gathering feedback, each participant had a choice of 8 options to choose 

from. The results clearly show that no matter from whom the feedback is gathered from (with an 

exception of family and friends, that can be omitted due to the very little amount of participants 

who actually do gather feedback from family and friends), Meetings always end up as the most 

popular option, usually with a very big lead from the rest. This result is very similar to the result 

that was achieved in the 2009 study conducted by Marta Kristín Lárusdóttir, Ólöf Una 

Haraldsdóttir and Bright Agnar Mikkelsen as well as 2011 study conducted by Helena Sif 

Magnúsdóttir. In both of these studies, Meetings were rated as the most used technique within the 

respondents. To the questions on how often the feedback is gathered, most of the participants 

selected the options of once a week or once to three times a month. This lets me to assume that 

most of the participants gather feedback on a regular basis such as at least once a month, which is 

a good result. 

 

5.3 User, client and customer 
 

Part of this survey included questions on who are users, customers and clients as well how they 

define. According to the results, the majority of participants (76.2%) agreed that user is not the 

same as either client or customer. However, when asked whether client is the same as customer 

the opinions evenly split, 50% of the participants said “Yes” and 50% said “No”. Surprisingly, 

when the participants were asked to define the terms of whether who clients and customers are, 

about 63.4% defined them in identical way that is an organization or a person that pays for a 

product or service. By investigating the answers it’s clear that most of the participants see customer 
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as an organization or a person that pays for software, and as synonymous to the term client, 

however only half sees these two terms to be the same. 

   

5.4 Software development processes used 
 

Previous study conducted by Magnúsdóttir (Magnúsdóttir, 2011) showed that Scrum is one of the 

most used software development processes in Icelandic industry. It is not surprising that my 

findings showed very similar results with Scrum being the most used and the most preferred 

software development process. As for the other methods, it is important to note that Kanban is 

becoming more used among the developers, when compared to the previous years.     

 

 

 

 

  



36 

 

Conclusion 
 

 

The main purpose of this study was to investigate how graduates from Reykjavik University gather 

feedback while developing software. The four reviewed questions were the following: 

      - From what stakeholders is feedback gathered? 

      - What techniques are used to gather this feedback and how often are they used?  

      - Who are users, clients and customers, and how are they defined? 

      - What software development processes are being used and which ones are preferred the 

most? 

In response to the first research question, the findings showed that most of the graduates do gather 

feedback while developing software. Furthermore, the results showed that feedback was 

commonly gathered from users and colleagues on a regular basis. 

Regarding the second research question, the results showed that Meetings are the most popular 

technique for gathering feedback no matter from what stakeholders it’s gathered from.  

For the third question, the data shows that most of the participants see difference between users 

and clients as well as between users and customers. On the other hand, there were a slight 

confusion with client and customer. Even though most of the participants defined both terms in 

almost identical way, the opinions evenly split on whether client and customer are the same. 

Regarding the last research question, the results of the survey showed that most of the participants 

use Scrum more often than any other software development process. The results also showed that 

Scrum in not only the most used, but also the most preferred software development process.  
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Experience with the project 

 

 

I had a very pleasant experience working on this project. It was both very interesting and 

knowledgeable, and gave me a lot of interesting material to think about. I learned a lot of various 

methods on how to perform a research study and how to write a research paper based on a survey. 

Additionally, I learned how to create a survey and how to work with the results from it. 

The only obstacles that I experienced during the project are that the creation and finalization of the 

survey took much longer than I expected, which resulted in a small delay for the project, and 

unfortunately, the response rate was lower than I originally hoped for. Before the study my 

supervisor and I hoped for getting at least 100 responses to the survey, which would account for 

25% of all the graduated students and would be considered as a good sample. However, as a result, 

only 73 have responded to the survey (19%). In addition, out of those 73 participants 30 quit 

answering the survey when they were asked to define the terms. This leads me to think that it 

would be much more beneficial to include open ended questions at the very end of the survey, this 

way I would be able to collect more responses to the multiple choice questions. 

Overall, I am very pleased with this project and its outcome. I have acquired valuable skills and 

capabilities which I can apply in my future projects. 
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Appendices 
 

Appendix A - The first electronic letter to the participants 
 

The first email that was sent to the participants on November 14, 2014: 

 

Dear recipient, 

 

I am Daniel Multykh, a student in Computer Science at Reykjavik University. This semester I am 

working on a final project. The main purpose of my project is to find out how graduated students 

from Computer Science at Reykjavik University use the knowledge they gained during their 

studies while developing software. In the results it will be possible to see how feedback is gathered 

from different stakeholders. My supervisor and assistant with the project is Marta Kristín 

Lárusdóttir.  

It would be very valuable for me if you are willing to help me conducting my final project. 

Please, answer the following survey:  

http://freeonlinesurveys.com/s.asp?sid=d48q0e8k9e3oxqi560633 

It should not take longer than 10 minutes to complete the survey. The survey is going to be open 

from 14th to 28th November and will be completely anonymous. 

The results from this survey are going to be published in December 2014. If you would like me to 

send you the results, please reply to this email. 

Thank you in advance for your participation. 

 

Best regards, 

Daniel Multykh, Computer Science, Reykjavik University 

http://freeonlinesurveys.com/s.asp?sid=d48q0e8k9e3oxqi560633
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Appendix B - The second electronic letter to the participants 
 

The reminder email that was sent to the participants on November 24, 2014: 

 

 

Dear recipient, 

 

You may have already received an email inviting you to participate in this survey a week ago. If 

you have already completed the survey, please accept my sincere thanks and delete this email as 

no further involvement is required. If you have not completed the survey please take your time to 

answer the survey. As of now 53 recipients have answered, which is around 14% response rate. It 

would be very valuable for me to get your feedback to get a higher response. 

 

Please, answer the following survey:  

http://freeonlinesurveys.com/s.asp?sid=d48q0e8k9e3oxqi560633 

It should not take longer than 10 minutes to complete the survey. The survey is going to be open 

until Friday, 28th of November and is completely anonymous. 

 

Thank you in advance and have a nice week! 

 

Best regards, 

Daniel Multykh, Computer Science, Reykjavik University  

http://freeonlinesurveys.com/s.asp?sid=d48q0e8k9e3oxqi560633
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Appendix C - The online survey 
 

The online survey questions with answers to the multiple-choice questions: 

 

1. From what studies did you graduate?                                                                     (N=73) 

    Computer Science                                                                                                                                  100.0%                                                      

    Software Engineering                                                                                                      0.0% 

    Applied Computing                                                                                                        0.0% 

    Other, please specify                                                                                                       0.0% 

 

2. Which year did you graduate?                                                                                 (N=73) 

    2009                                                                                                                                                   9.6% 

    2010                                                                                                                                                  15.1% 

    2011                                                                                                                                            20.5% 

    2012                                                                                                                                          16.4% 

    2013                                                                                                                                          17.8% 

    2014                                                                                                                                         20.5% 

 

3. What is your highest degree?                                                                                   (N=73) 

    Diploma                                                                                                                                           0.0% 

    B.Sc.                                                                                                                                        82.2% 

    M.Sc.                                                                                                                                       12.3% 

    Ph.D.                                                                                                                                            5.5% 

    Other, please specify                                                                                                                   0.0% 
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4. How long time have you been working at your current workplace?                   (N=73) 

    Less than a year                                                                                                                            35.6% 

    1-3 years                                                                                                                                      34.2% 

    More than 3 years                                                                                                                     30.1% 

 

5. How many people are working at your workplace?                                              (N=73) 

    1-20                                                                                                                                              26.0% 

    21-50                                                                                                                                       19.2% 

    51-100                                                                                                                                      13.7% 

    101-200                                                                                                                                          11.0% 

    201 and above                                                                                                                       30.1% 

 

6. How many people are involved in developing software at your workplace?      (N=73) 

    1-20                                                                                                                                             57.5% 

    21-40                                                                                                                                         13.7% 

    41-60                                                                                                                                            5.5% 

    61-80                                                                                                                                       6.8% 

    81 and above                                                                                                                            16.4% 

 

7. What has been your main emphasis at your workplace for the last 3 months? ( select 

the words that characterize your emphasis – you can select more than one option)                                             

(N=73) 

    Requirement analysis                                                                                                 10.3% 

    Design                                                                                                                       17.7% 

    Programming                                                                                                                         28.0% 

    Software testing                                                                                                                   10.3% 

    Project management                                                                                                            7.5% 

    Management, other than a project management                                                                     7.0% 
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    Specialist / Counseling (as a specialist)                                                                              9.8% 

    Teaching / researching                                                                                                                    7.5% 

    Other                                                                                                                                      1.9% 

 

8. How many projects have you been working at for the last 3 months?                (N=73) 

    1                                                                                                                                                    17.8% 

    2-3                                                                                                                                             49.3% 

    4-5                                                                                                                                          15.1% 

    6-7                                                                                                                                             4.1% 

    8 and more                                                                                                                                  13.7% 

 

9. What kind of software have you been working on for the last 3 months?          (N=73) 

    Apps                                                                                                                                            10.5% 

    Web applications                                                                                                                    42.1% 

    Client software                                                                                                                       29.0% 

    Mainframe software                                                                                                                 3.9% 

    Other, please specify                                                                                                                 14.5% 

 

10. What type of software are you developing?                                                           (N=73) 

    Business/financial software                                                                                                      30.1% 

    Data management software                                                                                                      20.5% 

    Communication software                                                                                                          5.5% 

    Game                                                                                                                                        12.3% 

    Educational software                                                                                                                1.4% 

    Management software                                                                                                          5.5% 

    Web development software                                                                                                  6.8% 

    Monitoring software                                                                                                                2.8% 

    Other, please specify                                                                                                                 15.1% 
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11. In which category is the software you are developing?                                         (N=73) 

    Custom made for particular customers (contracted)                                                               53.9% 

    Commercial off the shelf product (customers buy a ready product)                            31.6% 

    Other, please specify                                                                                                    14.5% 

 

12. What software development processes have you been using for the last 3 months? 

(You can select more than one option)                                                                    (N=73) 

    Scrum                                                                                                                              39.6% 

    Lean                                                                                                                                4.0% 

    Kanban                                                                                                                          21.8% 

    Agile, other than Scrum, Lean or Kanban                                                                      9.9% 

    Waterfall                                                                                                                         3.0% 

    Your own process                                                                                                         13.9% 

    Other                                                                                                                               7.9% 

 

13. If you are using your own process, please describe it.                                             (N=7) 

 

14. Which of the following software development processes have you used previously? 

(You can select more than one option)                                                                    (N=73) 

    Scrum                                                                                                                            39.7% 

    Lean                                                                                                                                5.5% 

    Kanban                                                                                                                          19.2% 

    Agile, other than Scrum, Lean or Kanban                                                                      9.6% 

    Waterfall                                                                                                                       19.2% 

    Your own process                                                                                                           4.1% 

    Other                                                                                                                                  2.7% 

 

 



47 

 

15. Which of the software development processes that you have used do you prefer the 

most now?                                                                                                                  (N=73) 

    Scrum                                                                                                                            54.8% 

    Lean                                                                                                                                2.7% 

    Kanban                                                                                                                          21.9% 

    Agile, other than Scrum, Lean or Kanban                                                                      2.7% 

    Waterfall                                                                                                                         4.1% 

    Your own process                                                                                                           9.6% 

    Other, please specify                                                                                                      4.1% 

 

16. Please state why you prefer that process.                                                               (N=72) 

 

Now we would like to gather information on how do you gather feedback from 

various stakeholders and what techniques do you use 

17. Please describe what the concept user means.                                                        (N=41) 

18. Who are the users of your product?                                                                        (N=41) 

19. Please describe what the concept client means.                                                      (N=41) 

20. Who are the clients of your product?                                                                      (N=41) 

21. Please describe what the concept customer means.                                                (N=41) 

22. Who are the customers of your product?                                                                (N=41) 

23. Is a user the same as a customer?                                                                             (N=42) 

    Yes                                                                                                                                23.8% 

    No                                                                                                                                 76.2% 
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24. Is a user the same as a client?                                                                                   (N=42) 

    Yes                                                                                                                                23.8% 

    No                                                                                                                                  76.2% 

 

25. Is a client the same as a customer?                                                                           (N=42) 

    Yes                                                                                                                                50.0% 

    No                                                                                                                                 50.0% 

 

26. Where do you place the most emphasis in the projects you are working on now?   

                                                                                                                                    (N=42) 

    User satisfaction                                                                                                           34.0% 

    Client satisfaction                                                                                                         28.0% 

    Customer satisfaction                                                                                                     8.0% 

    High impact on sales                                                                                                      4.0% 

    Reduce help desk calls                                                                                                    4.0% 

    Saving development time and/or cost                                                                             8.0% 

    Other, please specify                                                                                                    14.0% 

 

27. Do you gather feedback from users?                                                                       (N=42) 

    Yes                                                                                                                                69.0% 

    No                                                                                                                                 31.0% 
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28. What techniques do you use to gather feedback from users the most? (You can select 

more than one option) Only if answer to the question 27 was “Yes”                      (N=29)                                                                                              

    Meetings                                                                                                                       25.9% 

    Personas                                                                                                                          8.7% 

    Scenarios                                                                                                                         7.4% 

    User stories                                                                                                                   13.6% 

    Interviews                                                                                                                     11.1% 

    Lo-fi prototyping (e.g. on paper or wireframes)                                                             4.9% 

    Hi-fi prototyping (e.g. digital)                                                                                         7.4% 

    Informal usability evaluation                                                                                          9.9% 

    Other                                                                                                                             11.1% 

 

29. What techniques do you find most useful in gathering feedback from users? (You can 

select more than one option)  Only if answer to the question 27 was “Yes”           (N=29)                                                                            

    Meetings                                                                                                                        25.5% 

    Personas                                                                                                                          7.3% 

    Scenarios                                                                                                                         5.5% 

    User stories                                                                                                                   10.9% 

    Interviews                                                                                                                     10.9% 

    Lo-fi prototyping (e.g. on paper or wireframes)                                                             5.5% 

    Hi-fi prototyping (e.g. digital)                                                                                        5.5% 

    Informal usability evaluation                                                                                        10.9% 

    Formal usability evaluation                                                                                            7.3% 

    Other                                                                                                                             10.9% 

 

 

 

 



50 

 

30. How often do you gather feedback from users? Only if answer to the question 27 was 

“Yes”                                                                                                                           (N=27) 

    Once a week                                                                                                                 37.0% 

    Once to three times a month                                                                                         37.0% 

    Twice to four times a year                                                                                            22.2% 

    Once a year or more rarely                                                                                             0.0% 

    Never                                                                                                                              3.7% 

 

31. Do you gather feedback from clients?                                                                     (N=38) 

    Yes                                                                                                                                44.7% 

    No                                                                                                                                 55.3% 

 

32. What techniques do you use to gather feedback from clients the most? (You can select 

more than one option)  Only if answer to the question 31 was “Yes”                     (N=17)                                                                                       

    Meetings                                                                                                                       45.2% 

    Personas                                                                                                                          6.4% 

    Scenarios                                                                                                                         6.4% 

    User stories                                                                                                                     3.2% 

    Interviews                                                                                                                       6.4% 

    Lo-fi prototyping (e.g. on paper or wireframes)                                                             9.7% 

    Hi-fi prototyping (e.g. digital)                                                                                        9.7% 

    Informal usability evaluation                                                                                          3.2% 

    Other                                                                                                                               9.7% 
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33. What techniques do you find most useful in gathering feedback from clients? (You 

can select more than one option)   Only if answer to the question 31 was “Yes”   (N=17)                                                                         

    Meetings                                                                                                                       45.2% 

    Personas                                                                                                                          6.4% 

    Scenarios                                                                                                                         6.4% 

    User stories                                                                                                                     0.0% 

    Interviews                                                                                                                           3.2% 

    Lo-fi prototyping (e.g. on paper or wireframes)                                                           12.9% 

    Hi-fi prototyping (e.g. digital)                                                                                          3.2% 

    Informal usability evaluation                                                                                          6.4% 

    Formal usability evaluation                                                                                              6.4% 

    Other                                                                                                                                9.7% 

 

34. How often do you gather feedback from clients? Only if answer to the question 31 was 

“Yes”                                                                                                                           (N=17) 

    Once a week                                                                                                                 29.4% 

    Once to three times a month                                                                                          41.2% 

    Twice to four times a year                                                                                               23.5% 

    Once a year or more rarely                                                                                             0.0% 

    Never                                                                                                                               5.9% 

 

35. Do you gather feedback from customers?                                                              (N=38) 

    Yes                                                                                                                                 34.2% 

    No                                                                                                                                  65.8% 
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36. What techniques do you use to gather feedback from customers the most? (You can 

select more than one option)  Only if answer to the question 35 was “Yes”           (N=13)                                                                            

    Meetings                                                                                                                                27.3% 

    Personas                                                                                                                            9.1% 

    Scenarios                                                                                                                             3.0% 

    User stories                                                                                                                      6.1% 

    Interviews                                                                                                                        12.1% 

    Lo-fi prototyping (e.g. on paper or wireframes)                                                              9.1% 

    Hi-fi prototyping (e.g. digital)                                                                                        12.1% 

    Informal usability evaluation                                                                                          12.1% 

    Other                                                                                                                                   9.1% 

 

37. What techniques do you find most useful in gathering feedback from customers? (You 

can select more than one option)   Only if answer to the question 35 was “Yes”   (N=13)                                                                            

    Meetings                                                                                                                                 39.1% 

    Personas                                                                                                                               8.7% 

    Scenarios                                                                                                                            0.0% 

    User stories                                                                                                                           8.7% 

    Interviews                                                                                                                               13.0% 

    Lo-fi prototyping (e.g. on paper or wireframes)                                                                     4.3% 

    Hi-fi prototyping (e.g. digital)                                                                                              4.3% 

    Informal usability evaluation                                                                                                  8.7% 

    Formal usability evaluation                                                                                                4.3% 

    Other                                                                                                                                      8.7% 
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38. How often do you gather feedback from customers?   Only if answer to the question 35 

was “Yes”                                                                                                                   (N=12) 

    Once a week                                                                                                                              58.3% 

    Once to three times a month                                                                                               16.7% 

    Twice to four times a year                                                                                                    25.0%  

    Once a year or more rarely                                                                                                   0.0% 

    Never                                                                                                                                     0.0% 

 

39. Do you gather feedback from colleagues?                                                              (N=37) 

    Yes                                                                                                                                             75.7% 

    No                                                                                                                                     24.3% 

 

40. What techniques do you use to gather feedback from colleagues the most? (You can 

select more than one option)   Only if answer to the question 39 was “Yes”          (N=28)                                                                              

    Meetings                                                                                                                                 35.0% 

    Personas                                                                                                                          6.7% 

    Scenarios                                                                                                                        11.7%  

    User stories                                                                                                                      3.3% 

    Interviews                                                                                                                        5.0% 

    Lo-fi prototyping (e.g. on paper or wireframes)                                                                6.7% 

    Hi-fi prototyping (e.g. digital)                                                                                          8.3% 

    Informal usability evaluation                                                                                        15.0% 

    Other                                                                                                                              10.0% 
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41. What techniques do you find most useful in gathering feedback from colleagues? (You 

can select more than one option) Only if answer to the question 39 was “Yes”     (N=28)                                                                         

    Meetings                                                                                                                        45.6% 

    Personas                                                                                                                          6.5% 

    Scenarios                                                                                                                           4.3% 

    User stories                                                                                                                        2.2% 

    Interviews                                                                                                                                               2.2% 

    Lo-fi prototyping (e.g. on paper or wireframes)                                                                4.3% 

    Hi-fi prototyping (e.g. digital)                                                                                           6.5% 

    Informal usability evaluation                                                                                           13.0% 

    Formal usability evaluation                                                                                                 6.5% 

    Other                                                                                                                                  8.7% 

 

42. How often do you gather feedback from colleagues?  Only if answer to the question 39 

was “Yes”                                                                                                                   (N=28) 

    Once a week                                                                                                                  67.9% 

    Once to three times a month                                                                                            21.4% 

    Twice to four times a year                                                                                                10.7% 

    Once a year or more rarely                                                                                                 0.0% 

    Never                                                                                                                                   0.0% 

 

43. Do you gather feedback from family and friends?                                                (N=37) 

    Yes                                                                                                                                       13.5% 

    No                                                                                                                                     86.5% 
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44. What techniques do you use to gather feedback from family and friends the most? 

(You can select more than one option)  Only if answer to the question 43 was “Yes” 

                                                                                                                                      (N=5)                                                                 

    Meetings                                                                                                                          8.3% 

    Personas                                                                                                                           0.0% 

    Scenarios                                                                                                                             8.3% 

    User stories                                                                                                                        16.7% 

    Interviews                                                                                                                         25.0% 

    Lo-fi prototyping (e.g. on paper or wireframes)                                                                   8.3% 

    Hi-fi prototyping (e.g. digital)                                                                                          16.7% 

    Informal usability evaluation                                                                                          16.7% 

    Other                                                                                                                                   0.0% 

 

45. What techniques do you find most useful in gathering feedback from family and 

friends? (You can select more than one option)   Only if answer to the question 43 was 

“Yes”                                                                                                                             (N=5) 

    Meetings                                                                                                                                   0.0% 

    Personas                                                                                                                               0.0% 

    Scenarios                                                                                                                            0.0% 

    User stories                                                                                                                        28.6% 

    Interviews                                                                                                                          28.6% 

    Lo-fi prototyping (e.g. on paper or wireframes)                                                               14.3% 

    Hi-fi prototyping (e.g. digital)                                                                                        14.3% 

    Informal usability evaluation                                                                                          14.3% 

    Formal usability evaluation                                                                                              0.0% 

    Other                                                                                                                                   0.0% 
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46. How often do you gather feedback from family and friends?  Only if answer to the 

question 43 was “Yes”                                                                                                  (N=5) 

    Once a week                                                                                                                              0.0% 

    Once to three times a month                                                                                             80.0% 

    Twice to four times a year                                                                                               20.0% 

    Once a year or more rarely                                                                                                   0.0% 

    Never                                                                                                                                  0.0% 

 

47. Gender                                                                                                                        (N=36) 

    Female                                                                                                                                13.9% 

    Male                                                                                                                                   86.1% 

 

48. Age                                                                                                                              (N=36) 

    18-29                                                                                                                               38.9% 

    30-39                                                                                                                                    44.4% 

    40-49                                                                                                                                    16.7% 

    50-59                                                                                                                                      0.0% 

    60 and above                                                                                                                               0.0% 


