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What is feedback? 
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Introduction 
Definition 

Primary results of introducing 
the implemented software 
system into the real world. 
There is an immediate 
response to the system. 
[Madhavji06] 

Information about 
reactions to a person's 
performance of a task, 
etc., used as a basis for 
improvement.  
[Oxford American Dictionary] 



•  User feedback 

•  Unstructured feedback organised by topics.  
•  Semi-structured feedback by product, component, 

version, summary (mandatory), issue type (optional) 

Descrip4on	  
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Introduction 
Context 

For	  instance	  Meaningful information 
with the purpose of 
suggesting “____” to 
software  
applications. •  New	  needs	  

•  Modifica4ons	  
•  Strategic	  behaviours,	  etc.	  open-‐source	  soOware	  
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Problem of managing 
end-user feedback 

We believe that user feedback can be a valuable source of 
requirements knowledge contained in discussion forums of open-source 
software. 

Heterogeneity	  of	  	  
abstrac4ons	  levels	  

Huge	  amount	  of	  feedback	  	  
and	  discussions	  

Mismatching	  	  
of	  the	  purpose	  

Classified	  	  
as	  a	  bug	  



 
•  Define a systematic approach for acquiring user feedback and 

deriving requirements knowledge from it 
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Research objective 

RQ1.	  What	  is	  the	  appropriate	  
conceptualisa4on	  of	  user	  feedback?	  

RQ2.	  Which	  are	  the	  suitable	  
techniques	  to	  collect	  explicit,	  

direct	  and	  indirect,	  user	  
feedback?	  

RQ3.	  How	  can	  analysts	  
derive	  requirements	  
knowledge	  from	  it?	  

RQ4.	  What	  are	  the	  valida4ons	  to	  assess	  if	  the	  
proposed	  approach	  improves	  the	  
management	  of	  user	  feedback?	  

?	  
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Related works 
Collecting 

User	  
feedback	  

Mobile	  
devices	  

Dashboards	  

Discussion	  
forums	  

Bug	  
repor4ng	  

-‐	  iRequire	  [Seyff	  et	  
al.	  ’10]	  
-‐	  ConTexter	  
[Schneider	  ‘11]	  

-‐	  IdeaScale	  
-‐	  User	  voice	  

-‐	  HabboHotel	  
-‐	  LiquidFeedback	  

-‐	  Mozilla	  bugzilla	  
-‐	  OpenOffice	  bugzilla	  

Semi-‐
structured	  
feedback,	  
filtered	  by	  
sensed	  
en44es,	  
votes,	  forms	  
with	  fields	  to	  
fill	  in.	  

6 
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Related works 
Analysing 

Users’/
Stakeholders’	  
informa4on	  

Clarifica4on	  
pa_erns	  

Abstrac4on	  
iden4fica4on	  

Topic	  
extrac4on	  

-‐Automa4c	  
classifica4on	  
[Knauss	  et	  al.	  ’12]	  

-‐Iden4fy	  primary	  	  
conceptual	  
elements	  	  
[Goldin	  et	  al.’13]	  

-‐Apply	  informa4on	  
extrac4on	  techniques	  
[Galvis	  et	  al.’13]	  

Informa4on	  
extrac4on	  
techniques	  
and	  
pa_erns	  

7 
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RQ1.	  What	  is	  the	  appropriate	  
conceptualisa4on	  of	  user	  feedback?	  

 
•  Excerpt of the characterisations of types of feedback 

Progress 
User feedback conceptualisation 
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Progress 
Excerpt of the user  

feedback meta-model 

•  Explore bridging links to Tropos meta-model 
[iStar2013] 
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Progress 
Excerpt of the user  

feedback meta-model 

•  Explore bridging links to Tropos meta-model 
[iStar2013] 



•  Paolo “I do not want my full Google calendar to 
be considered, only the periods related to my 
working time” (Concerning privacy issues). 
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Progress 
Example 

categorised	  under	  
Purpose	  
‘nega4ve’	  
wish,	  i.e.	  

Improvement	  

Key	  concepts	  
“full	  Google	  calendar”	  
“to	  be	  considered”	  

propagate	  
impact	  

Classified	  as	  
Clarifica6on	  
è	  Discussion	  

Key	  concepts	  
“full	  Google	  calendar”	  
“to	  be	  considered”	  



•  Argumentation is an important cognitive process for 
dealing with conflicting information by generating and/or 
comparing arguments [Besnard 2009] 
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Progress 
Intuition about argumentation 

RQ2.	  Which	  are	  the	  suitable	  techniques	  to	  collect	  explicit,	  
direct	  and	  indirect,	  user	  feedback?	  



•  Depending on the kind of information used and on the 
aim of the presenter. 
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Progress 
Intuition about argumentation 
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Progress 
Intuition about argumentation 



•  Context: software evolution driven by user feedback 

•  Problem: acquiring feedback and deriving 
requirements knowledge 

 
•  Progress:  

–  Selected case study in the context of open-source 
software 

–  Patterns and conceptualisation 
–  Intuition about argumentation 
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Conclusion 


