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Introduction 
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Users’ feedback impact 

• Users’ feedback is crucial to improve software quality in 

general: 

• It can be used to identify missing features  

• Clarify user trends and preferences for future improvement. 

• Reporting software bugs/problems. 

• Above all, giving users a voice.   

• Users’ feedback highly impact the quality and validity of the so-

called socially-adaptive software.  

• According to industrial reports, users’ feedback proved to 

highly impact the overall success of businesses ( i.e. Ferret 

feedback company and its success stories with big brands 

such as BMW, Asda, Argos, etc) 

(http://www.feedbackferret.com/) 
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Problem    
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Users’ behaviour and feedback 

• Highly variant behaviours of users to 
feedback acquisition 

• Different motivations. 

• Different preferences in interaction 

• Different preferences in incentives 

• Lack of engineering approaches to inform 
the design of feedback acquisition to 
accommodate these different behaviours 
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Aim of the Study 
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Aim of the study 

• The aim was to : 

• Empirically investigate users’ different 

perspectives and behavioural aspects to 

feedback acquisition 

• Integrate these variations in behaviours in the 

design of an adaptive feedback acquisition by 

employing the concept of Persona 
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Methodology  
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Methodology  

 

• Mixed Method approach (sequential-exploratory) 

• First phase (qualitative): 
•Interviews with 7 participants 

•Served as a foundation for the second phase 

• Second phase (quantitative): 
•Questionnaires, 100 participants (BU and overseas participants), Good 
response rate (100 out of 180) 

•The survey script contained 31 questions discussing and investigating the 
results of the first phase 

•Improved the quality and generalizability of the first phase results 
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Methodology  

 

• Third phase, follow up phase (qualitative): 
•4 focus groups (with Middle Eastern and Westerns), 27 participants, 
further investigation of cultural role on users’ behaviour to feedback 

• Personas Creation  

• PAFA, a Persona-based Method for Adaptive 
Feedback Acquisition 
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Glimpse of previous 
studies&findings 

malmaliki@bournemouth.ac.uk                                                                            RCIS, Athens, Greece, 13-15 May, 2015 



www.bournemouth.ac.uk 12 

 

• First phase participants: 

 

 

 

 

 

• Second phase participants: 

Participants’ characteristics  

Participants Age Gender Education Level Home Country 
P1 

P2 

P3 

P4 

P5 

P6 

P7 

19 

29 

24 

19 

23 

28 

26 

Male 

Male 

Female 

Female 

Male 

Male 

Female 

Undergraduate 

Postgraduate 

Postgraduate 

Undergraduate 

Undergraduate 

Undergraduate 

Postgraduate 

UK 

Nigeria 

Nigeria 

KSA 

UK 

USA 

KSA 

Age Range Gender 

18-25 26-34 35-54 55-64 Total Male Female Total 

level of 

education 

High school 3 0 0 0 3 3 0 3 

Bachelor’s degree 9 3 6 0 18 13 5 18 

Master’s degree 6 36 10 3 55 30 25 55 

Professional degree 0 0 1 1 2 1 1 2 

Doctorate degree 3 11 5 0 19 10 9 19 

Others 0 3 0 0 3 2 1 3 

Total 21 53 22 4 100 59 41 100 
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Participants’ Characteristics 

Participant Age Gender 
Home 

Country 

European Participants 

P1 58 Female Italian 

P2 45 Female English 

P3 22 Male Polish 

P4 71 Male French 

P5 34 Female Polish 

P6 43 Female French 

P7 49 Female Swiss 

P8 39 Male Sweden 

P9 56 Male Irish 

P10 35 Female Romania 

P11 41 Male UK 

P12 27 Female Polish 

P13 19 Male Sweden 
  Total 13 Participants 

Middle Eastern 

Participants 

P1 41 Female KSA 

P2 45 Female KSA 

P3 35 Female KSA 

P4 18 Male KSA 

P5 20 Male KSA 

P6 27 Female KSA 

P7 55 Male KSA 

P8 30 Male KSA 

P9 22 Male KSA 

P10 18 Female KSA 

P11 61 Male KSA 

P12 28 Female KSA 

P13 25 Male KSA 

P14 19 Male KSA 
  Total 14 Participants 

 

• Third phase participants: 

 

 

 

 

Participants’ characteristics  
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Overview of interviews analysis 
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Users Clusters  

• Initial clusters of users’ behaviour to feedback acquisition: 

 Clusters N Likeness 

to be 

asked 

Method Explicit/

Implicit 

Reminder Visibility-

Willingness 

increases 

Social 

Activity-

interest 

Social 

recognition

-willingness 

increases-

impact 

Feedback 

Volume 

Feedback 

Similarity 

Cluster 1 (feedback 

antagonists) 

38 No Online   No No No No No No 

Cluster 2  

(passive and stingy 

people) 

27 No Passive   No No No No No No 

Cluster 3  

(privacy fanatic and 

generous people) 

21 Yes Offline Very 

Explicit 

Yes Yes_ If able 

to see others 

feedback first 

No Yes Few-

increase 

50% 

Cluster 4  

(privacy tolerant and 

socially ostentatious 

people) 

14 No Hint+ 

Online  

Implicit is 

also OK 

No Yes_ If able 

to see others 

feedback first 

Yes Yes Large-

increase 

Similar-

increase 
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Conceptual Framework for 

Adaptive Feedback Acquisition 

Conceptual Framework for an adaptive acquisition of users’ feedback. 
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Previous studies 

• Publication:  
• Almaliki, M., Faniyi, F., Bahsoon, R., Phalp, K. and Ali, R., 2014. Requirements- driven Social Adaptation: Expert 

Survey. In the 19th working conference on Requirement Engineering Foundation for Software Quality (REFSQ’14). 

• Almaliki, M.,C.Ncube and Ali, R., 2014. The Design of Adaptive Acquisition of Users Feedback: an Empirical Study. In the 

IEEE 8th International Conference on Research Challenges in Information Science (RCIS’14).  

• Almaliki, M., Jiang, N., Ali, R. and Dalpiaz, F., 2014. Gamified Culture-aware Feedback Acquisition. In: The 2nd 

International Workshop on Crowdsourcing and Gamification in the Cloud (CGCloud 2014), Co-located with UCC 2014. 8 

December 2014 London, UK 
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Personas  

malmaliki@bournemouth.ac.uk                                                                            RCIS, Athens, Greece, 13-15 May, 2015 



www.bournemouth.ac.uk 19 

Definition and role 

• Personas as interactive design tool are fictional characters that 

represent different types of users and their behaviours based 

on data gathered from ethnographic and empirical analysis of 

actual users (Cooper 1999).  

 

 

 

 

 

 

 
The role of a persona throughout the design phase of software (Seffah et al. 2009). 

malmaliki@bournemouth.ac.uk                                                                            RCIS, Athens, Greece, 13-15 May, 2015 



www.bournemouth.ac.uk 20 

Why Personas?  

• An easier design process by relating to human face and name 

instead of abstract user/customer data.  

• Shared, fast and effective form of communication. 

• Limitation of stakeholders’ ability to shape users to their 

convenience.  

• keeping the focus on the limited subset of users (persona) at a 

time which can result in more robust design decisions.  

• Software/product validation tool in which proposed designs are 

reviewed against the needs described by an individual persona. 
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Personas creation  

 

 

 

 

 

 

 

 

 

 

 

 
          Visual view of the persona creation approach used within this research (adapted from Mulder and Yaar 

2006) 

Quantitative Phase 

Qualitative phase

Users’ behaviours/attitude 

Personas creation

User Interviews                  Observations
Field Studies, etc

User Surveys  Usage data
Log data, etc

Foundations and/or 
hypotheses forming 

Clustering 

Domain experts 
involvment
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Experts  Sector Years of 

experience 

Expertise/Role 

Expert 1 Industry (Small-medium Enterprise) 16 Managing director and co-founder 

Expert 2 Industry (Small-medium Enterprise) 3 Client service director 

Expert 3 Industry (Large Enterprise) 15 Principle Engineer and user UE expert 

Expert 4 Industry (Large Enterprise) 15 Researcher and user-centred design expert 

Expert 5 Industry (Small-medium Enterprise) 9 Product support manager 

Expert 6 Industry (Small-medium Enterprise) 4 Sales manager 

Expert 7 Academia  6 User-centred design expert 

Expert 8 Academia 7 HCI expert 

Expert 9 Academia 11 Persona expert 

Expert 10 Academia 9 HCI expert 

Expert 11 Academia 4 User-centred design expert 
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Personas Components  

 

 

 

 

 

 

 

 

 

 

 
   Persona components used within this research (adapted from Courage and Baxter 2005) 
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components Description 

Identity includes a short statement/status describing the overall persona’s attitude to 

feedback acquisition (i.e. anti-user of the application) 

Profile (fictional) Includes the first name and a picture of the persona.  It also includes a 

description of basic demographic information such as age group, gender, 

profession, etc. 
Note: in this work, fictional information is only meant to bring life to the persona and make 

it memorable and should not impact the design of the feedback acquisition. 

Goals Indicates persona’s goals of responding to feedback requests in software 

applications. 

Behaviour Describes persona’s behaviour and attitude to feedback acquisition.  

Culture 

Suitability 

Indicates the persona’s suitability to a certain culture. 
Note: culture suitability doesn’t restrict a persona to a certain culture. It just gives a slight 

and initial indication of its potential suitability to that culture. We mainly studied the 

difference between western and middle eastern only.  
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Linda&Jack 
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Mark&Richard 
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Sara, Hana and Amy 
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PAFA; a Persona-based Method for 

Adaptive Feedback Acquisition 
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Scenario 1: 

Linda is navigating a CompanyX’s website looking for product X then a pop up feedback  

request is triggered to ask her about the ease of navigating the website. The pop up  

feedback request shows her how her previous feedbacks on some of the website aspects  

were influential and liked/recognized by many costumers. The pop up also shows that her  

response could lead to awarding her a badge as an appreciation for her feedback. Linda’s 

willingness increases and she responds to the feedback requests. Linda is then  

awarded a badge on her profile status.   

 

 

• I prefer to work: 

• Alone. 

• In a team. 

• I consider myself to be:  

• Social. 

• Private. 

• When I have free time: 

• I almost always prefer to do something with others. 

• I usually prefer to do something with others. 

• I sometimes like to be with others but also enjoy spending time by myself. 

• I usually prefer to spend time alone. 

• I almost always prefer to spend time alone. 
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Conclusion 

• This work provides a clearer view and a deeper understanding of users’ 
different behaviours to feedback acquisition represented in seven 
personas of users’ behaviour to feedback acquisition.  

• This highlights the need for an adaptive feedback acquisition to cater for 
these various behaviours.  

• Additionally, this work gives a clear view on how the introduced 
personas can benefit software engineers when designing an adaptive 
feedback acquisition.  

• PAFA method was also introduced to adopt the proposed personas to 
inform the design of an adaptive feedback acquisition.   
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Future work  

• Elaboration on the PAFA method and applying it on 

case studies aiming to refine it more and propose 

tools to support it.  

• Further investigation of PAFA’s novel techniques 

such as the staged configuration and personality 
questions.  
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Current industrial collaboration    

malmaliki@bournemouth.ac.uk                                                                            RCIS, Athens, Greece, 13-15 May, 2015 



www.bournemouth.ac.uk 31 

Feedback? 
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