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'l Listen Now, Ask Questions Later

“I’ve scheduled preliminary interviews with five key people. Because you’ve been so busy with Visible Ana-
lyst, I decided to do the first round of interviews myself,” Anna tells Chip as they begin their morning meeting.
“That’s fine with me,” Chip says. “Just let me know when I can fill in. Who will you be talking to first? Dot?”

“No secret there, I guess,” replies Anna. “She’s critical to the success of the system. Her word is it
when it comes to whether a project will fly or not.”

“Who else?” asks Chip.

“I’ll see who Dot refers me to, but I set up appointments with Mike Crowe, the hardware and mainte-
nance expert; Cher Ware, the software specialist; and Paige Prynter, CPU’s financial analyst.”

“Don’t forget Hy Perteks,” says Chip.

“Right. The Computing Support Center will be important to our project,” says Anna. “Let me call and
see when he’s available.”

After a brief phone conversation with Hy, Anna turns once again to Chip.

“He’ll meet with me later today,” Anna confirms.

After completing her interviews, Anna sits at her desk, reviewing the interview summaries and the
memos that were gathered during the summer. Several stacks of papers are neatly filed in expansion folders.

“We have so much information,” she remarks to Chip, “yet I sense that we are only working with the
tip of the iceberg. I don’t have a solid feeling for the difficulties of faculty members and research staff. Are
there additional problems we haven’t heard about?”

Chip looks up from his work of trying to extract key points for defining the problems. “I wonder if we
should do more interviews, or perhaps gather more documents,” he says.

“But how many interviews should we conduct, and who should we interview?”” Anna asks. “Suppose
we interview several staff members and base the new system on the results? We could interview the wrong
people and design a system to satisfy only their needs, missing key problems that the majority of faculty
and staff need to have solved.”

“I see what you mean,” Chip answers. “Perhaps we should design a questionnaire and survey the fac-
ulty and research staff.”

“Great idea!” Anna says. “How should we decide which questions to include on the survey?”

“Let’s speak with some key people and base the survey on the results. A good starting point would be
Hy Perteks, because he is always talking with the faculty and staff. I'1l give him a call and arrange a meet-
ing,” Chip says.

Chip arranged the meeting for the following morning. It is to be held in a conference room adjacent to
the Computing Support Center.

Chip opens the meeting: “Thanks for meeting with us on such short notice. We’re thinking about survey-
ing the faculty and research staff to obtain additional information that will help us define the system concerns.”

“I think it’s a tremendous idea,” Hy replies. “I would also like to find out what type of software should
be available in the Computing Support Center and the type of training we should provide. Information
about the major package types used should be obtained,” Hy continues. “Web creation and video software
is essential. We should find out which package each user likes and, equally important, which version of the
package. I know that many are using Dreamweaver and others are using Freeway Pro. Database software
also varies although many are using Access. Same for video creation, with Camtasia being the most popular.

“Another consideration would be what type of specialized software is used by groups of faculty mem-
bers,” muses Hy. “Many of the people in the math department are using Mathcad. Others are using various
software packages for a number of courses. For instance, the information science people are using Visio, but
a few are using Visible Analyst. I’ve also heard that we’re getting some biology and astronomy software.
And the art department uses Macs almost exclusively. Many of the faculty are getting heavily into software
for image construction, such as Photoshop and Flash.”

“Other than software packages and versions, what types of information should we capture?” asks Chip.

“I would like to know what level of expertise each person has,” responds Hy. “No doubt some are begin-
ners, whereas others have a good knowledge but have not mastered all the features of a particular package.
Some are experts. They know the software inside and out. I'm interested in the beginners and intermediate
users, because we should be providing different training for them. Knowing who’s an expert helps, too.”

“Is there anything else you feel we should find out about in the survey?” asks Chip.

“The only other thing that I worry about are problems that result in a faculty or staff member not using
the software,” Hy replies.



“What do you mean?” asks Chip.

“Well, suppose a person has the software but it is installed incorrectly or displays some sort of security or
access rights message,” replies Hy. “I’ve had some inquiries about this matter recently. One person said that they
were working with Windows Vista with their data on a USB hard drive, and it would not grant them access rights.
There’s a faculty member in math, Rhoda Booke, who has consistently shown interest in hardware and software is-
sues. I’ve helped her a number of times, and she’s always friendly and grateful. You should interview her for sure.”

“Thanks once again for all your help,” says Chip. “We’ll get back to you later with the results of the survey.”

Anna arranges a meeting with Rhoda and explains the nature of the project and why she was selected
as a faculty representative. The meeting was held in a small conference room in the math department.

“We’d like to have the faculty perspective on problems encountered with computers and the associ-
ated software,” says Anna. “Our goal is to provide the faculty with the best possible resources with the least
number of problems.”

“I’m really glad to be a part of the project,” exclaims Rhoda. “I’ve been using classroom software for
10 years or so, and what a learning experience it has been! Thank goodness Hy is available as a resource.
I’ve taken hours of his time, and it’s been well worth the effort. I feel much more productive, and the stu-
dents are using software that helps them grasp the material more thoroughly.”

“That’s good, but are there some difficulties that you’ve been experiencing?” asks Chip.

“Well, becoming familiar with the software is a major hurdle. I spent a good portion of last summer,
when [ wasn’t working on my book, learning how to use some of the classroom software for both algebra
and calculus. The stuff’s great, but I got stuck several times and had to call for help. It’s necessary to under-
stand the software to prepare lesson plans and explain to the students how to use it.”

“How about problems with installing the software or hardware?” Anna asks.

“Oh, yes!” exclaims Rhoda. “I tried to install the software, and it went smoothly until the part, where I
went to receive updates from their website, and there were some problems with registration,” laughs Rhoda.

“Then there were setup problems,” Rhoda continues. “I needed to figure out what to move to the cloud
and what to include on the local hard drive. We also learned that the software had never been updated. The
physics faculty had the same problem.”

“Are there any other concerns you feel that we should include on our survey to the faculty and research
staff?” Chip asks.

“It would be useful to know who is using the same software in different departments and what software
is supplied by which vendor. Perhaps if we purchase many packages from one vendor, we could get a larger
discount for software. The department software budget is already overwhelmed,” Rhoda says.

“Thanks for all your help,” Anna says. “If you think of any additional questions we should include on
the survey, please do not hesitate to call us.”

Back in their office, the analysts start compiling a list of the issues to be contained on the survey.

“We certainly need to ask about the software in use and about training needs,” remarks Anna. “We
should also address the problems that are occurring.”

“Agreed,” replies Chip. “I feel that we should include questions on software packages, vendors, ver-
sions, level of expertise, and training concerns. What I’m not so sure about is how to obtain information on
problems the faculty and staff are encountering. How should we approach these issues?”

“Well,” replies Anna, “we should focus on matters with which they are familiar. We might ask ques-
tions about the type of problems that are occurring, but certainly not technical ones. And the survey should
not ask any questions that we could easily look up answers to, such as ‘“Who is the vendor for the software?’”

“I see,” replies Chip. “Let’s divide the questions into categories. Some would be closed questions and
some would be open-ended. Then there’s the matter of which structure to use.”

“We’ll use Zoomerang to administer the survey on the Web,” continues Anna. “And we’ll send email
reminders about the cutoff date for the survey.”

Exercises

The first three exercises refer to the following interviews.

Interview 1

Respondent: Dorothy (Dot) Matricks, manager, Academic Computing

Interviewer: Anna Liszt

Location: Dorothy’s office

Anna: (Extending her hand as she enters Dorothy’s office) Hello, Dorothy. It’s good to see you once
again. I think we last saw each other at the reception for the new president.

Dot: (Rising from her desk and shaking hands with Anna) Please, call me Dot. And I remember that
reception, too. It was fun. Please, have a seat (she indicates a chair beside her desk) while I call Pat to put



a hold on my phone calls. I didn’t know at the time we’d be working together. But (she continues with a
laugh), it seems sooner or later, computer people find each other. I’ve heard through the grapevine that
your group is contemplating helping us out of our quagmire here.

Anna: I’'m not sure it’s a “quagmire,” but the administration has requested that the Systems and Program-
ming group help you manage your computers with a system of your own.

Dot: (Sitting back in her chair with a chuckle) I couldn’t be more delighted. That means that my efforts to
get some help—or should I say my unabashed pleading—has not fallen on deaf ears. Tell me more.

Anna: I thought I’d keep this first interview short, about a half an hour to 45 minutes (glancing at her
watch). My overall objective is to find out about usage of computers on campus currently, from your
perspective. Later we can get into the system you use to manage the computers and its strengths and
weaknesses.

Dot: It’s easy enough to give an overview because it’s something I often communicate to people. Let me
begin with a little history so you can understand where I'm coming from. We started getting involved with
PCs way back in the early 1980s. We thought we were very high-tech to be buying them as fast as they
were produced. This exploded in the 1990s and continues to grow today.

Anna: Yes. Not many schools or even businesses had a plan for implementing personal computer systems.

Dot: Don’t be misled by the haze of history. We purchased some PCs early, mostly for the accounting
area. But we didn’t have a plan, except that we reacted to demand. The beginning was slow, but once
hardware and software became available, we grew explosively. When a marketing professor saw what ac-
counting was doing, he or she would say, “What’s new for me? We don’t want to deal with the mainframe
unless we have to.” And so we grew and grew. We now have about 2,850 networked computers, including
laptops. Each is typically networked to a printer or several printers. Some are connected to a scanner. Do
you believe there are more than 6,000 tagged items in our inventory? By the end of next fall, 200 more
computers will be added. You have probably noticed that we have a mix of brands. Windows machines
are used primarily in the Business courses, and Macs are used in the art and Visual Communications
department. Science areas like to use both Windows machines and Macs, it seems. By the way, we use
the term computer to represent any desktop or notebook computer. Both are kept in inventory. We use the
term hardware to include not only computers but scanners, digital cameras, printers, projectors, and other
digital equipment.

Anna: (Nodding as she absorbs Dot’s response) That’s a lot for anyone to manage. But you seem to be
up-to-date on what you have in inventory. What system are you using now to keep track of it all?

Dot: I've been here since the beginning, and I honestly believe we’ve done better than most, but still the
database system we use is inadequate. Again, my analysis is that just like we outgrew old machines, we
have outgrown our management system. But we are reluctant to fiddle with it too much.

Anna: Why?

Dot: Well, I guess it’s because something is better than nothing, even if that something is antiquated. We
try to be resourceful. It all started in the late 1980s. Along with the few other people who were assigned

to computer support (on a part-time basis, back then), I began to realize that something had to be done to
prevent chaos. People were asking us for things, and we couldn’t lay our hands on them. At the same time,
computers were breaking down, and we did not know who had the service contract on them, if they had
ever been serviced, and so on. We sensed disaster in the making. From our old mainframe experience, we
started trying to organize what we had in a logical way. We all agreed to get a system running with a little
off-the-shelf database package (which was not user friendly, I'd like to point out). We had very much a
family atmosphere at the time.

Anna: What functions did the package perform?

Dot: It was very basic information, which is what we desperately needed at the time. It sounds simple
now, but we took some time, and we were thrilled to have inventory information, including the type of
equipment, the manufacturer, initial cost, room number where equipment was located, serial number, and
equipment purchase date. Even that took extensive updating.

Anna: Is it the same system you run today?
Dot: Yes and no. Same software, but we’ve been through three updates.
Anna: What other improvements were made?

Dot: After using the system for a couple of years, we knew what we wanted. We added fields to capture
the memory size on each computer and other features of the hardware.

Anna: And is this the same system you are using now?

Dot: Yes, yes it is. We can print a number of reports and some summary information. But don’t get the
wrong impression: The system as it stands is clearly inadequate. You won’t get much argument on that
point from anyone you interview. But we did what we could with what we had at the time. In fact, there



are still a few members of the original group here. I will admit that it’s been interesting to watch the com-
puters grow. It makes me feel like I had a hand in helping develop a very important area.

Anna: What do you see as the strengths of the current system?

Dot: I was in it from the start, so I find it fairly easy to use. And it’s flexible enough to produce a variety
of reports. It’s brought us quite far, and it does provide the elementary information required to manage the
computers.

Anna: Earlier you alluded to some limitations of the system. What are the specific weaknesses you were
speaking about?

Dot: (Reflecting before she speaks) In a way, they are not weaknesses of the system per se, but they are
changes in the types of computers we are seeing that the system was not far-sighted enough to accommo-
date—for instance, the types of optical drives that are available. The laptops have their own optical drives
that we don’t replace, but the desktops and newer laptops are including Blu-ray drives, but don’t ask me
anything about the technical differences! Many have single hard drives, but some have dual hard drives.
Some of the computers are connected to two monitors.

Anna: How do you track what software is installed on which machine?

Dot: Well, unfortunately, we don’t have a good grasp of that. We started to track it, but as I mentioned,
the whole computer area exploded campuswide. We spend so much time putting out brush fires that we’re
losing the battle to keep track of the information we have.

Anna: Are there similar problems with maintaining the equipment?

Dot: You're getting the idea now. We fix whatever we can as soon as possible. Some of the machines are
shipped out on warranty. We don’t even dream of preventive maintenance on desktops, even though we
agree that it is important.

Anna: Really, I am interested in what you are dreaming about for the new system. What would you like it
to accomplish?

Dot: That’s easy for me to summarize. All the weaknesses I've outlined should be addressed. I’d like it
to have a dossier about each machine and when it was purchased. We have a refresh program that replaces
computers after a certain interval, which depends on the machine. Laptops are refreshed at a shorter dura-
tion. I would also like to have good cost and repair information maintained. As changes occur, we need to
keep the database up to date.

Anna: Anything specifically related to software?
Dot: Software cross-referencing is a must.

Anna: One of the items I picked up on during our conversation today has been your dissatisfaction with
the capability of the old system to keep pace with the growth in computers. How would any future plans
affect the system we develop?

Dot: Certainly we will be adding and refreshing a significant number of machines every year. The
requests for machines far exceed the budget for several years. We expect that new technology will require
purchasing machines with much more computing capability. The system must be able to keep track of all
this information. Also, the use of individuals using notebooks is growing steadily.

Anna: (Glancing at her notes) We’ve covered quite a bit. I think I am beginning to understand what the
old system does and doesn’t do, what you’d like to see in the new system, and what you project for growth
in the coming years. Is there anything else that you think is important for me to know that I haven’t asked?

Dot: It’s an oversight of mine, but I should mention that we also have computers on our four satellite
campuses in outlying areas. Those machines and all they entail need to be included in our system plans.

Anna: Iknow there are several people who can help with this project. Is there anyone in particular you
would recommend that I talk to?

Dot: There are several people you will want to seek out. They will be very useful to us. Mike Crowe is
our technical support and maintenance expert. He’s been here almost as long as [ have. You will enjoy him
very much. His counterpart in software is Cher Ware. She’s easy to talk with. Don’t forget to touch base
with Paige Prynter. She’s in charge of financial information about the PCs. She’ll have what you need in
that area. And Hy Perteks runs the Computing Support Center for us. Certainly you will want to see him
before you’re done.

Anna: Yes. In fact, they are already on my schedule. We must be thinking alike. As I summarize our
interview for the systems team, I may have some follow-up questions for you.

Dot: I'm delighted to be a part of this. Call me anytime.

Anna: (Standing up and extending her hand to Dot) Thanks very much for your time. The information
you’ve provided has given me a solid start. I'll be back in touch.

Dot: (Standing and shaking Anna’s hand) Let me know how I can help. My door is always open.



Interview 2

Respondent: Mike Crowe, maintenance expert, Technical Support for Personal Computers
Interviewer: Anna Liszt
Location: Mike’s workroom, at a workbench

Anna: (Entering the workroom and extending her hand) Hello, Mike. I'm Anna, from Systems and Pro-
gramming. The administration has asked my team to develop a system to keep track of maintenance costs,
preventive maintenance, and other information about the computers. Dot said you’d be a good person to
talk to.

Mike: (Shakes her hand heartily and clears a spot for her to sit beside the workbench) Hello, Anna. What
do you need to know?

Anna: I’d like to ask you some questions regarding the maintenance and support of the computers.

Mike: (Looking around the room, which is strewn with open computers, cables, parts that defy descrip-
tion, tools, and general clutter) As you can see, we’re constantly working on the machines that have
problems. Some of these are breakdowns, but a lot of the work is upgrading machines to include new
capabilities. The computers stacked in boxes behind me are to be installed in Room 472. They’ll be using
VMWare for virtualization and will run multiple operating systems.

Anna: Tell me about your preventive maintenance program.

Mike: (Laughing) When we have time, we would like to blow the dust off every desktop machine,
keyboard, and printer and vacuum the computers periodically. Often we simply don’t have the time to ac-
complish this work.

Anna: How many people are working on maintenance?
Mike: Me, my assistant, and quite a few students who work part-time for me.
Anna: How do you know when to perform the periodic maintenance?

Mike: Well, we don’t have any exact way to do that. Normally, we go from room to room, as we have
time, usually over the summer. When a room is completed, we write it on a list. Let me show you the
clipboard we use. We just keep it hanging on the wall. Because the students do a lot of the preventive
maintenance, I’'m not directly involved in each room. I spot-check their work. You know how kids are,
though. Sometimes they forget to write which rooms they’ve completed, and I have to get after them. But I
rely on them. They’re good, for the most part.

Anna: What aspects of maintenance would you like the new system to help you with?

Mike: I've seen some systems at other places, and they can get pretty fancy. I don’t think I need anything
too complicated. I would like to know which machines are still under warranty. That’s a big one. Right
now, if a machine breaks down, I have to look through stacks of information to find out the warranty
period and when we bought the thing.

Anna: (Nodding as she makes a note) What else would be useful?

Mike: I’d like to know which machines are lemons—which ones are constantly breaking down, I mean.
I’d take those right out of the high-usage areas. Knowing how often we had to repair a machine would be
useful. It would be great to have a list of machines showing which ones need preventive maintenance the
most. That would probably cut down on the number sent in for repairs. Last week we had a laptop that
one professor was using, and it kept losing the installed programs, and every time he put in a USB drive, it
thought that it was new. We had to send it out for repairs, and since he had sensitive information, such as
student email and grades, we had to back it up and scrub the hard drive clean.

Anna: Do all the machines have the same preventive maintenance interval?

Mike: No. (Mike’s portable pager sounds. In response, he goes to the phone and has a short conversation
about a computer problem.) Now, where were we? Oh, yes: the interval between maintenance. There is
different timing for each machine. It would be good to keep that information on a database somewhere.

It also depends on whether it’s a desktop or notebook. The notebooks don’t really receive any periodic
maintenance.

Anna: Is there anything else you would like to add that I haven’t covered?

Mike: Let me say it again, loud and clear. We need warranty information. Also, it would be good to get a
report saying which machine needs preventive maintenance and when. Putting it in order of room numbers
where the machines are located would make it easy to find the things. We would like to have a problem-
reporting website that would enable folks to report problems when they occur, assuming that they can use
a different machine. The website would have a form to complete that would capture the problem informa-
tion and send it to us as an email.

Anna: (Standing and extending her hand to shake Mike’s) Thanks for your time, Mike. May I get back to
you with any further questions and also have you review my interview summary?



Mike: (Standing and shaking Anna’s hand) Sure. Just have the office page me and leave your number. If
you build me a system like the one I just described, I’ll put it to good use.

Interview 3

Respondent: Cher Ware, software specialist, Personal Computer Systems
Interviewer: Anna Liszt
Location: Cher’s office

Anna: (Entering the open office and extending her hand to the woman perched on an old sofa on one side
of the office) How do you do? I'm Anna from Systems and Programming. Dot mentioned that you would

be an important person to talk to about building a new system for managing the computers. Id like to ask

you some questions about the systems you have for managing software.

Cher: (Gesturing to a spot on the sofa next to her and shaking hands with Anna) Sure. I was expecting
you. Dot told me all about you. She keeps us going. She is order itself. I'm happy to talk to you because

I know that we need a system for managing our software. It’s not like I haven’t been trying to keep a
grasp on all this, but we’ve had a fantastic explosion of software. It’s growing like The Thing That Ate
Sacramento. I feel like we’re living in a science fiction flick half the time. The software is clearly trying to
gobble up our database capacity. Just tracking it takes a lot.

Anna: (Laughing) Well, what are some of the basics about The Thing—the software that’s in use here at
CPU?

Cher: Well, it started around the early 1980s. Or was it 19857 I lose track. The 1970s were the best for
me personally, but the whole millennium was good, too. What was your question?

Anna: How many software packages did you have in the 1980s through the 1990s, and the early part of
the 2000s?

Cher: Very early on, there were only a few, some simple packages—a word processor, a database, a
spreadsheet. Boy, when you think of how things have changed!

Anna: Can you contrast that to the number of packages that are in use now?

Cher: A humongous variety now—Iots and lots of versions of each of them, too. You don’t see plain va-
nilla packages anymore, either. There are several packages for website creation, several databases, multiple
graphics packages, and so on. Then we have software for the Science and Math programs and Mac pack-
ages, such as animation software, for the Art department. And they’re pretty jazzy, too. Some people are
using Linux and multiple other operating systems, using virtualization. We even try to support Mac users
to a degree. They use Mac apps most of the time, but they can also run software easily, using virtualization
software called Parallels. And many people want software that allows them to create video from computer
screens and that cool animation stuff. You know, I don’t actually know how many packages there are.

Anna: How does the current system work for managing software?

Cher: It’s a simple database system that was developed years ago. We never expected to see the growth
that we have. Almost since the beginning, our system hasn’t been able to maintain all the information we
need. Information is also missing. Let me say it better: Not all the software packages have been captured
by our system. Many times a professor gets software for class or research and forgets to tell us about it. I
wish that I wasn’t the last person on earth to know about nifty updates and new packages. If there was just
one process for registering software with us that everyone had to follow, life would be rosier.

Anna: What process is followed when your office receives a new piece of software?

Cher: We inventory it, inform the professor that it has arrived, and enter the information into the data-
base. Then it is delivered to the lab or to the prof who requested it.

Anna: What happens to the older version of the software, if there is one?

Cher: Chaos city. I mean, we are talking nightmare time. Golden oldies should be deleted from the hard
drives and scratched, but that’s not the case. Often we have several versions of the same software in several
different labs and campuses, even though we try not to let it happen. Microsoft Word is a good example.
We have Word 2007 and Word 2010 for PCs and Word 2008 and 2011 for Macs. The same is true for our
versions of Dreamweaver and many other packages. Really, though, sometimes there’s a good reason for
having multiple versions because not all the equipment in all the labs is upgraded to run new software, but
more important is training on the software. Also, some software is used by more than one course, and the
students should not have to switch versions from one course to another, especially if they have invested
heavily in purchasing their own software. For example, a series of courses requires them to have their own
personal copy of Photoshop.

Anna: Do site licenses add further complications?

Cher: You guessed it. Recently, we’ve been getting site licenses for some of the most commonly used
software. We create an image of the software installed on all the machines in a lab, and it is used to refresh



a machine when there are problems or over the summer for an upgrade to the lab. If there is no site license,
we need to know how many copies of a particular package we have and on which machines they’re located.

Anna: Does open source software reduce the complications?

Cher: Not at all. There are different types of open source software licenses, and we need to be careful we
are not violating any of them.

Anna: How do you determine which machines or labs will have a new package installed?

Cher: We like to think we have that under control. The normal situation is to use the labs that are des-
ignated for that application. For example, Photoshop is installed in Room 320, the art department’s lab.
The latest version is an awesome package, by the way. Typically, scientific packages would be installed in
the Science and Math complex labs, but only the machines in the Information Sciences lab have enough
memory in them. So that’s where the new scientific packages wind up.

Anna: Describe the problems you encounter when locating a machine for installation of new software.

Cher: Sometimes we have requirements for operating systems and memory, such as when we install
virtualization software, such as VMWare or Parallels Workstation. We don’t really know which machines
have the required configuration. That kind of information is not maintained by either our system or the
hardware system. Sometimes the machines don’t have enough memory, especially the older ones, and the
software runs very slowly. Sometimes the hard drives are simply full. We usually investigate these cases,
though. Lots of times students put their own games and stuff on machines. We take them off when it’s
noticed and re-image a machine if it’s really bad.

Anna: Explain what happens when you receive a request for the location of a particular software package.

Cher: We have a listing of software sorted by name, which also contains the room number. We can’t
trust this list completely, though, because it’s often outdated and incomplete. Not all software is registered
with our area, as I mentioned earlier. For example, last week a professor asked me where he could use the
language C+. We informed him of the labs where it was supposed to be located, and later he called to tell
us that he found it close to his office, on machines that weren’t supposed to have it.

Anna: Do you currently keep financial information pertaining to software?

Cher: Not on the same database. I know this is critical information that should be maintained, though.

It would be extremely useful to know the total cost of each software package and category. It would also
be great to have the total cost available for an upgrade. The upgrades seem to happen so often that we can
hardly install all the packages and provide training before a new release is announced.

Anna: From what you’ve said today, I can see that you have an incredibly complex operation. You’ve
been very helpful explaining how the software is managed and giving me ideas about what you would like
to see the new system do. Is there anything we have not covered that you would like to mention?

Cher: Well, talking to you reminded me of a lot of things I hadn’t thought about for a while. I hope the
new system can help out, especially in getting all software registered with our office. We’d also like to
be able to tie into the hardware system to determine which machines will actually run the software we
have. Sometimes we have problems migrating software with a single user license to a new machine that
has replaced an older one on our refresh program. Another issue that we have is changing the software
image for a certain lab. We find out from the faculty which labs will be updated and have to change the
image. This also happens when we receive a new site license for software that is in all labs, such as virus
detection software, browsers, and so on. It would be nice to have a website that would allow faculty to
view the current configuration in a lab and then add or remove software from the image. For example,
this past year we started using Notepad++ for programming classes, but the previous package is also
being used.

Anna: (Rising and extending her hand to shake Cher’s) I will be back in touch with you as the project
continues. We should be able to help out. I'll ask you to review an interview summary in a few days.
Thanks very much for your time.

Cher: (Rising, too, and shaking hands with Anna) My pleasure. We have a lot of fun here, even though
it’s crazy. I'm happy to help any way I can.

Interview 4

Respondent: Paige Prynter, financial analyst

Interviewer: Anna Liszt

Location: Paige’s office

Anna: (Knocking on Paige’s door, and as door opens, extending her hand to shake Paige’s) Hello, Ms.
Prynter. I'm Anna Liszt, from Systems and Programming.

Paige: (Shaking hands, then showing Anna to a chair opposite her desk) I’ve been expecting you. Please
have a seat. Dot told me you would be contacting me.



Anna: The administration has asked my group to help build a system to manage the personal computers,
and I am doing a series of interviews with key people who will use the information provided by the system.

Paige: The system is sorely needed. What do you need to know from me?

Anna: I’d like to ask you some questions about the financial needs regarding the computers used at CPU.
Specifically, what type of information are you currently receiving?

Paige: We get a report listing the cost of all the computers and a total. That is about the extent of our
financial information right now.

Anna: Would it be useful to have subtotals added to the reports?
Paige: Yes. That would be extremely useful for costs on each type of machine.
Anna: Do you receive financial information about software?

Paige: You’ve touched on an issue that is controversial these days. We receive absolutely no computer-
ized information on software. And, of course, the software has just snowballed. We have no idea of the
total amount invested. We scrape by with outdated requisitions for software. We desperately need more
information about software purchases to formulate better controls and put together reasonable budgets. We
need subtotals by product and by category of software, such as word processing.

Anna: How do site licenses fit into the picture?

Paige: We would like to have the figure for the site license as a total and then not have to calculate the
amount for each copy.

Anna: Your current needs are clearly pressing. But is there anything you would add to the system for the
future?

Paige: Yes. We would like to input the cost of an upgrade to a particular software package and have the
computer tell us how much it would cost for all the currently installed software. We also need subtotals by
product for both hardware and software, along with totals. It would also be useful to have totals for each
of the satellite campuses.

Anna: You’ve answered all the questions I have right now. Is there anything you would like to add?
Paige: Yes. We need to take an accurate inventory of the hardware periodically. Machines have an annoy-
ing habit of moving from one room to another over the course of a semester, but we need to know what we
have and precisely where it is. You can imagine how time-consuming the inventory process is. Automating
it would be highly desirable. There is much competition among different areas within the university, and
everyone seems to ask for more than we can possibly provide. Having access to the financial information
will be a vast improvement at budget time.

Anna: May I get back to you with a summary of our interview and also any further questions I might have?
Paige: Certainly. Just set up an appointment ahead of time again, and I will be glad to speak with you.

Anna: (Rising and extending her hand to shake Paige’s) Thank you very much for your time. Your input
will be valuable in helping to put together the new system.

Paige: (Rising from her desk and shaking Anna’s hand) I hope the new system will provide us with the
vital information we need. I don’t like to complain, but it’s been a long time coming. Please close the door
behind you.

Interview 5

Respondent: Hy Perteks, director, Computing Support Center

Interviewer: Anna Liszt

Location: Hy’s office in the Computing Support Center

Anna: (Walking past several faculty members working on computers to get to Hy’s open door; pausing at
the entrance) Hello, Hy. I’'m Anna.

Hy: (Getting up from a crowded desk to welcome her and extending his hand to shake Anna’s) I remem-
ber you. We were at that conference together about two years ago. Please come in and pull up a chair. I got
your message, and Dot emailed that you’d be by, too.

Anna: (Sitting down in a chair by the side of Hy’s desk) She probably told you that the administration
has asked my group to help with designing a system to manage the PCs. I’ve been doing a series of inter-
views with key people, and it’s time for me to find out about the needs you are experiencing here in the
Computing Support Center.

Hy: What we need so badly that I can taste it is a centralized bank of information on the computers and
the software we have.

Anna: Who is served by the Computing Support Center?



Hy: Our clients come from every level of the university. We serve administrators, both on the managerial
and support staff levels, and we also serve the needs of faculty for teaching and research. Our clients are
pretty evenly split between those groups, with maybe a little lean toward the faculty.

Anna: What services do you provide them?

Hy: We do a lot of training. A lot. Every so often we offer classes in popular software packages. You’ve
probably gotten some of our flyers announcing those classes. We answer, or try to answer, tons of techni-
cal questions as well. They usually are specific questions about how to perform advanced tasks with the
software, such as statistical analysis packages. A third category of service we perform is helping users to
adapt software to their particular application. We also help in figuring out which software would be most
effective in solving their problems.

Anna: It seems that the staff here has to be fairly well versed in many different areas. Do you have an
expert in each software package?

Hy: No, I'm not an expert, but I am familiar with the basics of most of the common packages. I receive
training in the operation of the software and work on small projects just to familiarize myself with new
programs. When the nitty-gritty detailed technical questions arise, I dive into the manuals and other refer-
ence materials we have here in the Computing Support Center library. But I'm not alone. I often call on
specialists who are on the faculty to help with particularly thorny problems. Most of the time I use the
Web, but there have been times when I've had to call software vendors for help.

Anna: How often do you add new software packages?

Hy: More often than you would believe. We do upgrades, as well as altogether new software. For exam-
ple, we recently updated a math package and are scheduling classes for training. We are being absolutely
deluged with requests from the Math and Science faculty. They are so tickled that the new package is here
and available for use. There’s never a dull moment. That’s why I love the job.

Anna: What are some of the problems you are experiencing that might be dealt with more effectively via
an improved system?

Hy: I know there’s a lot that can be done that we haven’t done, just because no one has taken the time.
For one, we need to know what version of software a person is using. You wouldn’t believe how critical
that is in determining the solution to a technical question, such as how to transfer files from one package
to another. Lots of times the users just aren’t sure what version they’re using. We’d also like to know the
best websites and even phone numbers of software providers so we can quickly provide assistance. Some-
times it’s difficult to find an expert around the university for a particular program. I meet a lot of interest-
ing people searching for help, though.

Anna: Other people have mentioned the need to know which software is located on which machine in
which room. Is this important to you?

Hy: You bet. We get requests for training, or someone wants to use software that isn’t in the Computing
Support Center. If it’s an oddball package, we don’t know where it’s located without lots of calling around.

Anna: You’ve told me a good deal in a short time. Is there anything else that you’d like to add that we
haven’t covered?

Hy: Iknow I talk a lot, but I mean well. Really, I think we’ve covered all the bases. Let me just add that I

would like to have a sense of how many people would be interested in training on software that we have now.
I’d also like to know what software people want us to purchase. We can’t get everything, but if they don’t ask,
I’ll never know. That’s a tall order, though. I'm not sure how to get that without surveying the entire university.

Anna: (Rising and extending her hand to shake Hy’s) We’ll try to include as much of what you’ve said as
we can. Thanks for your time. May I get back to you with follow-up questions if they are needed?

Hy: (Rising and shaking her hand, then accompanying her to the door) No problem. Service is what
we’re here for.

E-1. Analyze the five interviews. In a paragraph, discuss what type of structure each interview has.

E-2. List each interview, 1 through 5, and then write a paragraph for each, discussing ways that Anna
might improve on her interviews for next time.

E-3. Analyze the questions used in the five interviews. In a paragraph, discuss the question types used
and whether they were appropriate for getting needed information.

E-4. From the list of concerns presented earlier in Chapter 4 of Systems Analysis and Design, select the
issues that would best be phrased as closed questions.

E-5. From the list of concerns, select the issues that would best be phrased as open-ended questions.

E-6. On the basis of Exercises E-4 and E-5, design a questionnaire to be sent to the faculty and research
staff at CPU.

E-7. Pilot your questionnaire by having other students in class fill it out. On the basis of their feedback
and your capability to analyze the data you receive, revise your questionnaire.



