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Abstract—Stakeholder is one of the software success factors
for software project in Malaysia Public Sector. The
stakeholders are defined as person who are close to the business
process and really know what the requirements needed.
Requirement is an important factor for the development of any
project and it defines what different stakeholders (users,
customer, manager and developer) need and how system will
fulfil these needs. They are the main actors in the business
process. Requirements are used as input in the design,
implementation and validation stage of product development.
Eventually, a software project can succeed or failed at any time
during project life cycle because of poor requirement gathering
and managing process. Among the key problems of information
systems requirements process is the gap between analysts and
stakeholders. Therefore, this paper describes the empirical
study performed in public sectors in Malaysia to identify the
challenges and problems arising from the stakeholders.

Index Terms—Requirement,
challenges, stakeholder.

requirements engineering,

I.  INTRODUCTION

Software project requirement engineering is considered as
the vital process in software development. In most cases,
requirements engineering practices which involved
requirements development and requirements management
are greatly emphasized whenever an organisation adopts
quality best practices in their processes. Most widely used
best practice and process improvement is the Capability
Maturity Model Integration (CMMI), which embed the use of
Requirements Development and Requirements Management
process areas. The use of single process improvement or
multi process improvement framework in organisation also
indicates the important role of software project requirement
[1]-[6]. This paper outlines the role of requirements
engineering and the stakeholder issues. In order to identify
the relevant stakeholder roles, the persons or organizations
should have an active interest in the system because they will
actually use it or are directly involved in processes that the
system will change [7]. The stakeholder expressed in natural
language for everyone can well understand. It helps the
analyst to better understand which element and function are
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necessary in the development of particular project.
Requirements are used as input in the design, implementation
and validation stage of product development. Usually this
means that requirements provided by the analyst to a designer
significantly inverse with the actual needs of the future
system users [8]. So, a project can succeed or failed at any
time during project life cycle because of poor requirement
gathering and managing process. In real project development
environment, some issues will appear such as
miscommunication and conflict with the developers. One of
the key problems of information systems requirements
process is the gap between analysts and stakeholders.
Another issue is the misalignment with their knowledge
about the business process and misunderstanding during the
requirements approval process. Therefore, misunderstanding
requirements are likely risk to deliver inadequate solutions
[9]. The identified challenges include implementation of new
requirements which may cause unpredictable interaction with
existing requirements, requirements that are not traceable,
and that requirements are too vague to be tested.

The empirical study on the requirements engineering (RE)
practice is conducted based on survey performed in Malaysia
Public Sector. Survey method is selected as the research
strategy which contains four parts of the questionnaire
instrument: Demographic Profile (Part 1), Personal
Experience in Software Project Requirement (Part 2),
Problems during Software Project Requirement (Part 3), and
Investigation on RE Practice during software project
requirement (Part 4), and Comments and Suggestion (Part 5).
This paper focuses on the challenges and problems of the
stakeholders in the conduct of RE practice, which are
covered Part 1, 2 and 3.

The objective of the actual survey is to get the implicit and
explicit experience of RE practice which implemented during
the software project requirement. Based on initial research
planning, the scales for certain parts in the survey are defined
in this paper. The scale of Part 3 is 1 to 10, which 1. Not
happened all the time and 10: Happened all the time. While
the scale of Part 4 is 1 to 10, which 1: Not implemented all the
time and 10: Implemented all the time. This study used SPSS
to analyse the data.

The planning also involved Part 4 and Part 5 of survey
instruments. The explicit and implicit of RE practices are
derived from Part 4. These parts are divided into five
sections: Elicitation Process, Analysis and Negotiation
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Process, Documentation Process, Management Process; and
Verification and Validation Process [10]. The practices
developed from the RE Critical Issues [11] in every RE
process are defined.

I1l. THE STAKEHOLDERS IN REQUIREMENTS ENGINEERING

PROCESS

Stakeholders are the people who are involved in a project
and have some interest in the software to be developed, they
may vary from one project to another.  Stakeholder
requirements are expressed through discussions, meetings or
papers. Supportive and joint effort is necessary between
project team and stakeholders to avoid misunderstanding and
misinterpretation. Conflict between people is a constraint
between stakeholder requirements and project team. In
particular, stakeholder participation needs a way to detect
misunderstandings and conflicts and solve them as early as
possible [12]. The roles of stakeholder sometimes are ignored
by the project team because of the project manager is more
focused towards the presentation of the system application,
the latest ICT technology and training to the developer.
Stakeholders as defined by software engineering are the
people and organisations that are affected by the application
[13]. In the software project management domain,
stakeholder is considered as people who have stake or
interest in the projects [14]. In view of requirements
engineering, the following definition on stakeholders is
stated: system stakeholders are people or organisations who
will be affected by the system and who have a direct or
indirect influence on system requirements [15].

IV. CHALLENGES AND PROBLEMS ARISING FROM THE
STAKEHOLDERS

A number of issues have been identified for the
stakeholders consisting of miscommunication with the
developer, misunderstanding during the agreement process,
and misalignment of requirement with the business process,
conflict with manager and conflict with developer. The
results are further analysed statistically and later presented in
chart illustration.

The information of IT Manager is derived from Part 1. The
information included their department, organization, gender,
education and working experience. Part 2 is purposely for
getting the personnel experienced in the software project
requirements. Here, the project involved, the person giving
the approval, IT Manager position in this project and the
length of project to be completed will be identified. From
their experience in software project requirement, there are
problems occurred such as the roles of manager, stakeholder
and developer. In addition, the roles of business rules,
business process and technology affect the stakeholder
challenges [16].

V. ANALYSIS OF RESULT AND FINDINGS

Further discussion is based on Table I. There are five
problems identified which arise from the stakeholder. Among

53

the issues identified are: 1) miscommunication with the
developer; 2) misunderstanding during the agreement
process; 3) misalignment of requirement with the business
process; 4) conflict with manager; 5) conflict with developer.
The results are presented using description; table format
containing the N value, mean and standard deviation as
indicated in Table I.; and histogram chart generated from
SPSS.

TABLE I: THE RESULT OF PROBLEM ARISING FROM STAKEHOLDER

Stakeholder N Mean Star?de}rd
Deviation

Miscommunication with developer 105 6.30 2.341

Misunderstanding during agreement 105 6.16 2.450

process

Misalignment of requirement with the 105 6.17 2.347

business process

Conflict with manager 105 5.37 2.466

Conflict with developer 105 5.65 2515

A. Problem 1: Miscommunication with Developer

Requirements engineering is a process of seeking,
uncovering, acquiring and elaborating [17]. These processes
involve communication between stakeholder and developers.
Techniques of communication that are normally used
includes verbal, written and interpersonal.
Miscommunications still happen with the developer because
of different field and language of work. Stakeholder
expectation cannot be fully understood by the developer.
Stakeholder participation is supposed to reduce rework on
documentation; to get easier approval; to have greater fit of
the recommended solution to the organization and to reduce
political ~conflicts among wusers [18]. Mean of
miscommunication with developer is 6.30. This shows that
miscommunication with developer happens all the time
during software project requirement. It seems easy to
cooperate with the stakeholder in the same field. Usually the
stakeholder is the users who use the system. This user will
give the requirements based on his needs, where he requires a
system that is easy to use, manage and monitor. Fig. 1
illustrates the frequency level of the first stakeholder
challenge, miscommunications with the developer.

Stakeholder: Miscommunications with the developer.
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with the developer.

Fig. 1. Miscommunications with the developer.

B. Problem 2: Misunderstanding during Agreement
Process

Agreement among stakeholders, belonging to different
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perspectives, on factors that result in successful projects
makes it is easier to achieve better teamwork [19].
Misunderstanding during the agreement process can cause
inability to get the right requirement. In particular, project
participants need a way to detect misunderstandings and
conflicts and solve them as early as possible [12]. Mean of
misunderstanding during the agreement process is 6.16. It
shows that the misunderstanding during the agreement
process occurred all the time during software project
requirement. The user who does not use the systems will give
the requirement based on scenario, experience, case study
and benchmarking. The developer needs to know the
groundwork such as gaining the user needs, identifying the
needs, analysis, categories and documents. Fig. 2 illustrates
the frequency level of the second stakeholder challenge,
misunderstanding during the agreement process.

Frequency
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Stakeholder: Misunderstanding during the agreement process.

Fig. 2. Misunderstanding during the agreement process.

C. Problem 3: Misalignment of Requirement with the
Business Process

Stakeholder: Misalignment of requirement with the business process.

2l

Stakeholder: Misalignment of requirement with the business process.

Fig. 3. Misalignment of requirement with the business process.
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Stakeholder is the one who knows about the business
process. The need of business process will be translated to the
requirement. Misalignment of requirement with the business
process will cause of the allocation of requirement to the
wrong place. Lack of knowledge of the business process by
the user cannot be overcome except by either replacing the
user, or having a senior analyst who has extensive knowledge
of the business [18]. This is not easy, as it requires the
involvement of the human resource department. Participating
users is influenced by authority within the user organization.
This is critical because, in most situations, the participating
users must subsequently to their respective departments and
the commitment of task [18]. Mean of misalignment of
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requirement with the business process is 6.17. It shows that
the misalignment of requirement with the business process
happened all the time during software project requirement.
The stakeholder should know the business process and the
developer should understand the users’ needs. Discussion
sessions or brainstorm sessions are needed to resolve this
issue. Fig. 3 illustrates the frequency level of the third
stakeholder challenge, misalignment of requirement with the
business process.

D. Problem 4: Conflict with Manager

Stakeholder conflict is the biggest challenge in
requirement process [20]. Stakeholders’ needs are always
incomplete, inconsistent process description, continuous and
difficulties to consult the requirements.

Project manager needs to inspect particular tasks that are
performed by IT Personnel [20]. Explain the roles,
responsibility and expectation to stakeholder. Conflict with
manager will cause lack of cooperation between IS groups
and users, and between project members [18]. If there is any
significant gap between them, the project manager can take
necessary action to remedy the situation [17]. One possible
action is to replace the member of the development team or to
request a new person to represent the stakeholders. By taking
action at the early stages, the project manager can ensure that
the software requirement process will reflect the requirement
needed. Mean of conflict with manager is 5.37. It shows that
the conflict with manager happens all the time during
software project requirement. This situation seldom happens
but if it happens will cause critical issue. The manager should
know his roles and responsibility. Fig. 4 illustrates the
frequency level of the fourth stakeholder challenge, conflict
with manager.

Stakeholder: Conflict with manager.

Frequency

Stakeholder: Conflict with manager.
Fig. 4. Conflict with manager.

E. Problem 5: Conflict with Developer

Conflict with developer is one of the issues during
requirement process. Lack of cooperation between users and
IT Personnel will cause failure to get valid requirements. It is
usually difficult to get their time commitment to the
requirements engineering phase. The IT Personnel have the
policy of building products they feel the users will need and
then try to market them to the users [18]. This will result in
the identification of missing requirements, inconsistencies
and requirements conflicts. It is necessary to ensure that all
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relevant factors such as technical, economic and political to
use the appropriate influence on resolving stakeholders
conflicting requirements [21]. Mean of conflict with
developer is 5.65. It shows that the conflict with developer
happens all the time during software project requirement.
The stakeholder feels they have gave the good list of needs
for developer to translate to the requirement. The developer
tries to interpret the user need. This situation when being
performed separately will give different meaning. Several
discussions need to be conducted to avoid the issues from
happening. Fig. 5 illustrates the frequency level of the fifth
stakeholder challenge, conflict with developer.

Stakeholder: Conflict with developer.
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Stakeholder: Conflict with developer.

Fig. 5. Conflict with developer.

VI. CONCLUSION

The survey identified five requirements engineering issues
and challenges from the stakeholder perspectives. The
respondents agree that the problem listed happened all the
time for the stakeholder during software project requirement.
From the survey conducted it is expected the RE practice for
stakeholders shall be defined. The empirical study concluded
that there is a communication gap between stakeholder and
development. Future works are expected to investigate two
categories which are: 1) when the practice suggests
implementing all the time during software project
requirement; 2) when the RE practice suggests not
implementing all the time during software project
requirement.
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