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1   Summary of the Tutorial 

Working in the globally distributed market is one of the key trends among the soft-
ware organizations all over the world. [1-5]. Several factors have contributed to the 
growth of distributed software development; time-zone independent ”follow the sun” 
development, access to well-educated labour, maturation of the technical infrastruc-
ture and reduced costs are some of the most commonly cited benefits of distributed 
development [3, 6-8]. Furthermore, customers are often located in different countries 
because of the companies’ internationalization purposes or good market opportunities. 

Inefficient communication between customers and project teams can have a nega-
tive impact on the project outcome [9]. If the customer communication fails, it is likely 
that software products will be delivered late and over budget without meeting the needs 
of stakeholders and in particular end users. Customer communication is a significant 
challenge also in distributed agile software development, and it has been identified as 
one of the key issues that have to be taken into account [4, 10, 11]. Agile software 
development relies heavily on informal face-to-face communication over detailed 
documentation [12]. However, face-to-face communication and active customer in-
volvement proposed by agile approaches do not often work as such in distributed envi-
ronment. In such an environment, the customer can not necessarily participate in the 
face-to-face meetings with different stakeholders. Therefore, customer communication 
problems have tried to be solved by using different communication media, for example 
videoconferencing [11] and whiteboard software [4]. In addition, also more general 
level solutions have been proposed e.g. by Layman et al. [4] and Ramesh et al. [13]. 
These recommendations aim to create a communication rich environment and promote 
finding a balance between formal and informal communication in distributed agile 
context. 

In spite of the communication challenges, there is not yet much research available 
focusing on the customer communication aspects of globally distributed agile software 
development. The purpose of this tutorial is to present some of the highlights related to 
this topic based on the in-depth, longitudinal research made in large software intensive 
company of 60000 employees during the years 2008 and 2009. After this introduction, 
the challenges and solutions of the customer communication will be discussed with the 
attendants. The discussion will be led based on the presenters’ experiences on customer 
communication from 7 different companies during the years 2005-2009. This tutorial 
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will increase the knowledge of the attendees on this field and provide them solutions in 
order to tackle the problems related to customer communication. 

2   Audience of the Tutorial 

Since the agile methods are been increasingly used in the large globally distributed 
software development environments, this topic is relevant for all the companies work-
ing in this context. On the other hand, many small companies are pursuing for interna-
tionalization. One of the first steps in this process is often to find a customer group 
from international markets. This immediately creates the need for globally distributed 
customer communication. 

Agile methods are also utilized by several consulting companies working in the 
field of software development. From their point of view, it would be significant to 
hear what kind of customer communication challenges companies are experiencing 
and how these challenges could be solved. Since customer communication in the 
context of agile software development seems to lack empirical knowledge, the topic 
would be also relevant for research organizations. 

Attendees: industries: large and small; consulting companies; researchers. 

3   How the Tutorial will be Structured and Run? 

The tutorial will be composed of two different sections. During the initial 45 minute 
introduction, some of the key findings on the communication challenges in distributed 
agile environment are described. The discussed challenges are based on the empirical 
findings made by the presenters. 

After the presentation, one hour workshop will be held. The goal is first to collect 
the challenges that the attendants have found of this topic and then discuss of the 
results together with the whole group. The purpose of the approach is to reveal both 
challenges and solutions that attendants have related to the customer communication 
in agile software development. After taking this tutorial, the attendees should have a 
more comprehensive view to the challenges on customer communication and solu-
tions mitigating the risks related to this field.  

During the discussions presenters will give examples based on the experiences of 
the companies that they have been working with related to this topic. 

4   Biographies  

Minna Pikkarainen has graduated from the Department of Information Processing 
Science, University of Oulu and finished her PhD about the topic of improving soft-
ware development mediated with CMMI and agile practices at 2008. Minna has been 
working as researcher and project manager in VTT Technical Research Centre of 
Finland more than 11 years now. During that time she has worked in 18 industrial 
driven research projects doing close industrial collaboration with 8 organizations  
in Finland and in Ireland. Minna has participated as a key person for several large 
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international ITEA project preparation work doing full project proposals and project 
outlines as collaboration together with large European level company networks  
(e.g. Flexi and Evolve projects). During 2007 and 2008 Minna has been leading VTT 
research group of the Large European projects called Agile ITEA (embedded agile 
software development) and Finnish consortium of ITEI (project about open innova-
tions). So far Minna has provided several agile trainings, workshops with 10 different 
industries related to agile methods. Minna has been member of Lero, The Irish Soft-
ware Engineering Research Centre since 2006. For the past 4 years, her work and pub-
lications have been focused on research in the area of agile software development.  

Mikko Korkala is currently working on his doctoral dissertation on customer com-
munication and collaboration in agile software development. Mikko has been in-
volved with agile development since he started working on his Master’s thesis in early 
summer of 2002. Mikko has worked at VTT Technical Research Centre of Finland as 
a research scientist since early 2007 and has previously worked at the Department of 
Information Processing Science and as a software engineer in software industry. In 
addition to research, Mikko has provided several agile trainings and has held invited 
agile talks both in Finland and abroad. Mikko has also worked as an onsite agile con-
sultant for management in a large software company and helped to outline agile refer-
ence processes for software intensive companies. 

5   History of the Tutorial 

The tutorial will be based on the research of a large globally distributed software 
intensive company. Customer communication aspects in agile software development 
were studied in a longitudinal in-depth case study during the years 2008-2009. Fur-
thermore, the presenters have experiences on customer communication challenges and 
solutions from 7 different organizations applying agile methodologies during the 
years 2005-2009. This experience will be utilized when discussing about the topic 
with the participants. 

References 

1. Herbsleb, J., Moitra, D.: Global software development. IEEE Software 18, 16–20 (2001) 
2. Damian, D., Zowghi, D.: Requirements Engineering Challenges in Multi-site Software 

Development Organizations. Requirements Engineering Journal 8, 149–160 (2003) 
3. Komi-Sirviö, S., Tihinen, M.: Lessons Learned by Participants of Distributed Software 

Development. Knowledge and Process Management 12, 108–122 (2005) 
4. Layman, L., Williams, L., Damian, D., Bures, H.: Essential communication practices for 

Extreme Programming in a global software development team. Information and Software 
Technology 48, 781–794 (2006) 

5. Taxén, L.: An integration centric approach for the coordination of distributed software de-
velopment projects. Information and Software Technology 48, 767–780 (2006) 

6. Ebert, C., De Neve, P.: Surviving Global Software Development. IEEE Software 18,  
62–69 (2001) 

7. Gorton, I., Motwani, S.: Issues in co-operative software engineering using globally distrib-
uted teams. Information and Software Technology 38, 647–655 (1996) 



440 M. Pikkarainen and M. Korkala 

8. Battin, R., Crocker, R., Kreidler, J., Subramanian, K.: Leveraging Resources in Global 
Software Development. IEEE Software 18, 70–77 (2001) 

9. Lee, G., DeLone, W., Espinosa, J.A.: Ambidextrous coping strategies in globally distrib-
uted software development projects. Commun. ACM 49(10), 35–40 (2006) 

10. Schümmer, T., Schümmer, J.: Support for distributed teams in eXtreme programming. In: 
Succi, G., Marchesi, M. (eds.) Extreme Programming Examined, 1st edn., pp. 355–377. 
Addison Wesley, Boston (2001) 

11. Kircher, M., Jain, P., Corsaro, A., Levine, D.: Distributed eXtreme programming. In: XP 
2001, pp. 66–71 (2001) 

12. Agile Manifesto (2001), http://agilemanifesto.org/ 
13. Ramesh, B., Cao, L., Mohan, K., Xu, P.: Can distributed software development be agile? 

Commun. ACM 49(10), 41–46 (2006) 
 


	Customer Communication Challenges and Solutions in Globally Distributed Agile Software Development
	Summary of the Tutorial
	Audience of the Tutorial
	How the Tutorial will be Structured and Run?
	Biographies
	History of the Tutorial
	References



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Gray Gamma 2.2)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (ISO Coated v2 300% \050ECI\051)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.3
  /CompressObjects /Off
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Perceptual
  /DetectBlends true
  /DetectCurves 0.1000
  /ColorConversionStrategy /sRGB
  /DoThumbnails true
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams true
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts false
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 150
  /ColorImageMinResolutionPolicy /Warning
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 150
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /ColorImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 150
  /GrayImageMinResolutionPolicy /Warning
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 150
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /GrayImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 600
  /MonoImageMinResolutionPolicy /Warning
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 600
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e55464e1a65876863768467e5770b548c62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc666e901a554652d965874ef6768467e5770b548c52175370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA (Utilizzare queste impostazioni per creare documenti Adobe PDF adatti per visualizzare e stampare documenti aziendali in modo affidabile. I documenti PDF creati possono essere aperti con Acrobat e Adobe Reader 5.0 e versioni successive.)
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020be44c988b2c8c2a40020bb38c11cb97c0020c548c815c801c73cb85c0020bcf4ace00020c778c1c4d558b2940020b3700020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken waarmee zakelijke documenten betrouwbaar kunnen worden weergegeven en afgedrukt. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [595.276 841.890]
>> setpagedevice




