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TOWARDSASSESSING SSIMULATED SERVICE QUALITIESBY
BUSINESS STAKEHOLDERS OUTSIDE THE SYSTEM BOUNDARY

V po6oti omucaHa TeXHOJOTisA 300py AYMOK pealbHHX 3aliKaBlIeHHX 0Ci0 (IKi He B3aeMOAIIOTH i3
CHCTEMOI0 Ha il TpaHMI) Ipo SIKICTH CepBiC-OpiEHTOBAHMX IPOrpaMHHX cucTeM. Lls TexHomoris €
posmupenssam Merony ISAREAD-S, mo peamizye 30ip Takux JyMOK Ha OCHOBI OL[HIOBAHHS
XapaKTEePUCTHK SIKOCTI MPOrPaAMHUX CEPBICiB, MOJAHHUX iMiTALIfHUMH MOJEISIMH, HA I'PAHUL{ CHCTEMH B
KOHTEKCTi mporeciB ix BukopuctanHs. Lle posmiupeHHs Honsrae y peajizauii creriagbHoi Mozmeni
3QJIEKHOCTI CEepBiCiB, IO BPaxOBye 3aJ€KHOCTI MDK MOKa3HHKAMH SIKOCTi AisUIBHOCTEH IPOLECiB,
JOCTYIHHX [UIS pealbHAX 3aliiKaBlIeHHX Oci6 i IMOKa3HHKAMH SIKOCTI AiUIBHOCTE, BH3HAYCHHX HA
IpaHHUIi CHCTEMH, SIKi IIPEICTABISIIOTh CEPBICH, IO PO3POOIIOIOTHCSL.

B paGore ommcaHa TexXHONOTHs cOOpa MHCHHH pealbHBIX 3aHHTEPECOBAHHBIX IHI[ (KOTOpBIC He
B3aHMOJCICTBYIOT C CHCTEMO} Ha ee IPaHHIe) O KaueCTBE CEPBUC-OPHEHTHPOBAHHEIX IPOrPAMMHEIX
cucteM. JlaHHAs TEXHONOT U sBIsIeTCs1 paciinpenneM Merona |ISAREAD-S, peanmusyromero c6op Takux
MHEHHII Ha OCHOBE OLICHHBAHHS XapaKTEPUCTHK KAaueCTBA IPOrPAMMHBIX CEPBHCOB, IIPEICTABICHHBIX
MMUTAIMOHHBIMH MOJENIAMH, Ha TPAHMIE CHCTEMBbl B KOHTEKCTE INPOIECCOB MX HCHONBb30BaHHSA. DTO
pacIIMpeHne CBOAUTCS K pealH3allid CICLMaIbHOM MOJENH 3aBUCHMOCTH CEPBUCOB, YUHTHIBAIOLIECH
3aBUCHMOCTH MEXy ITOKA3aTeNsIMU KauecTBa JEATEIbHOCTEH MPOLECCOB, JOCTYIHBIX IS PealbHBIX
3aMHTEPECOBAHHBIX JIMII U IIOKAa3aTEeSIMH KadyecTBa JEATEIbHOCTEH, ONpPENEeNICHHbIX Ha TIpaHUIE
CHCTEMBI, KOTOpPBIE IIPEICTABIISIOT Pa3pabaThIBAEMbIC CEPBUCHI.

The paper describes an approach for collecting opinions on quality of service-oriented sysems fromthe
specific category of real business stakeholders (which do not interact with such systems directly on their
boundary). This approach enhances the ISAREAD-S method for collecting assessments of simulated
service qualities on the syssem boundary in context defined by the service usage process. We introduce
special Service Dependency Model taking into account dependencies between usage process activities
accessible by real stakeholders and boundary activities representing services under devel opment.

1. Introduction. Software development process for service-oriented systems
often relies on the assumption that every service under devel opment can be directly
assessed by stakeholders, i.e. every stakeholder isadirect user of the system under
development (SUD) treated as a set of services. Thisis mostly true for the systems
where all the service users are at the same time the business customers (i.e. al
interactions with services happen at the system boundary) such as e-Business
systems (online shops, auctions etc). However, for many systems this is not the
case; to reflect this [5, 6] draw a line between such direct users and real users
(customers of the system).

For example, in the system installed at the hotel reception desk, direct users are
hotel receptionists whereas real users are its customers. Real users participate in
system usage processes (e.g., the process of reserving a room) but do not interact
directly with the system at its boundary (this is a work for the receptionists).
Ignoring such users can lead to the biased treatment of the prospective system,
missing important requirements, customer dissati sfaction, and the project failures.
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Paper context. To facilitate development of the service-oriented systems, we
proposed the ISAREAD-S framework (Interactive Simulation-Aided Requirements
Engineering and Architectural Design for Services) [9, 13, 14] amed at
investigating the ways to support the stakeholder involvement in a form of
assessing the perceived quality of the service-oriented SUD in its usage context. To
implement such support we plan to elaborate a simul ation-based method of making
service quality assessment procedures accessible to the business stakeholders
(without background in IT) and using their assessments as a driving force for
software process activities related to requirements engineering and architectural
design. This paper is devoted to integrating real users assessments into this
framework; it describes service-level mechanisms for assessing the system qualities
outside its boundary and their integration into process-level mechanisms.

Paper structure. Section 2 describes the state of the art and formulates the
problem statement, Section 3 shows the principles of the existing mechanisms for
organizing the interaction with stakeholders on the system boundary, Section 4
outlines the proposed solution introducing specific service-level mechanisms for
assessing derived service qualities outside the system boundary, Section 5 makes
conclusions and describes the directions for future research.

2. State of the art and problem statement. To classify the existing methods
for stakeholder involvement in the software process we follow the taxonomy of the
methods to represent the quality of the prospective system proposed by Bosch [2];
it includes scenario-based techniques, prototyping, and simulation. In this paper,
we restrict ourselves to methods belonging to the first category, see [14] for the
review of methods belonging to other categories.

Human interaction with stakeholders. These methods directly address the
problem of involving stakeholders into the software process by performing human
interaction with them and collecting their opinions. We describe scenario-centered
techniques of such involvement [3, 4, 7, 8, 11, 12] which organize scenarios of
stakeholder interaction with a prospective system. In most cases stakeholders are
requested to proceed through the scenarios in manual mode and express their
opinions. There are shortcomings of these techniques as a means of addressing our
problem: stakeholders cannot experience quality in a way that they perceive it as
real; it is not possible to investigate the dependency between quality-influencing
factors and the observed quality levels [2]; for reliability, the scenarios mostly
cannot replace interaction with the real system or its executable model as they are
ableto expressit only by example[1].

Real usersand their involvement into the softwar e process. The concept of
real users which interact with the system outside its boundary was first introduced
in [5]. In this book, these users were called customers, whereas direct users which
interact with the system on its boundary were called participants. More extended
treatment of this category of users was proposed in [6]. In this work the problem of
gathering requirements from these users was investigated in detail. No attempts,

30



however, were made to make such customers experience qualities of the future
system and assess these qualities in a way that these assessments become usable in
arole of the software process' driving forces.

Problem statement. After andyzing the state of the art we can formulate both
genera and specific research questions which determine the problem statement.

The genera question is. How to involve business stakeholders into the
devel opment process for service-oriented software systems as a means of control
for the performance and rdiability of the produced artifacts? We address this
guestion by introducing ISAREAD-S framework [14] offering mechanisms for
interactive assessment of simulated service performance and réiability on the
system boundary; we present an outline of this framework in the next section.

The specific research question related to the topic of this paper is: How to
involve real users of the service-oriented system into the quality assessment
process? To answer this question, it is necessary to establish the necessary models
and procedures which would allow qualities of the specific activities positioned
outside the system boundary to be derived from the qualities of the services under
devel opment and to be proposed to the business stakeholders for assessment.

3. Assessment mechanisms on the system boundary. In [14] we described
the proposed approach to establish service-level and process-level assessment
mechanisms for the case when the services are directly accessible to stakeholders.

Service-level mechanisms. We elaborated IAS mechanisms (short for
I nteractive Assessment of Services) aimed at an assessment of simulated service
gualities at the level of the particular service. According to the model-driven
methodology [10] it is necessary to have two mechanisms of this kind: 1ASC (for
model composition) and IASE (for model execution). IASC inputs include the set
of qualities of interest to be simulated and assessed and the set of factors
influencing the simulation (simulation parameters [14]). To get the integrated
quality simulation model, we compose simulation modules corresponding to the
gualities of interest and the necessary parameters together with the base simulation
structure. Also, we integrate into this model the set of user interaction modes for
the qualities of interest. The resulting service-level simulation and assessment
model becomes the IASC output. It istransferred to IASE for standa one execution.

IASE is responsible for execution of both simulation and assessment
interaction submodels of IASM. The input for every IASE run is the set of
parameter values corresponding to the parameters used to build IASM. As a result
of the run, the set of simulated values for the qualities of interest is obtained and
presented to the service user for assessment via interaction processes described by
interaction models integrated into IASM. The IASE outputs are this set of
simulated qualities and the set of assessment results.

Process-level mechanisms. We elaborated IAP mechanisms (short for
I nteractive Assessment of Processes) aiming at interactive assessment of simulated
service qualities in context of usage processes at the level of the particular process,
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in particular: IAPC (for model composition) and IAPE (for model execution). They
rely on IASC and IASE dealing with individual services.

IAPC forms the simulation model of the usage process making it ready for
interactive assessment of service qualities. It combines the control flow model
(CFM) for the usage process (conforming to the network BPM notation) with the
role model for the usage process. The role model includes the set of roles defined
for process participants (clerk, manager etc), the sets of interaction activities for
different roles (they make participants affect the state of the process simulation),
the sets of assessment activities for different roles (they correspond to the services
of interest to be simulated and assessed by stakeholders) and the sets of qualities of
interest and necessary parameters defined for every service of interest.

While composing the integrated model IAPM for the process, IASC creates the
IASM modd for every service of interest; this model later becomes integrated into
IAPM. For every interaction activity, a mechanism for constructing the interaction
model is invoked and the resulting interaction model is also integrated into IAPM.
The resulting mode will contain the simulation logic defined by CFM for the
process and simulation submodes of different IASM models (for the services of
interest); the assessment logic defined by interaction submodels of these IASM
model's; the interaction logic defined for all interaction activities.

The IAPM is executed by IAPE. Every run is presented to the stakeholder
belonging to the particular role. During the run, the basic simulation flow is
managed by the model derived from the CFM of the usage process, when the logic
of the run reguires invoking an activity representing the service of interest, the
simulation of its qualities and the assessment interaction logic are handled by IASE
invoked for its IASM. IASE inputs are parameter values for al the dots of this
service; when this logic requires interacting with the simulation, the logic of this
interaction is handled by the corresponding interaction mechanism. The outputs for
IAPE run include the set of al simulated quality values for al the services of
interest and the set of corresponding assessment results.

4. Outline of the proposed solution. We plan to address the above research
guestion by extending the process-level mechanisms taking into account the
dependenci es between activities accessible by the red users and boundary activities
representing services under development. We introduce two additional sets of
busi ness process activities to be defined for every role:

1. The set of derived activities accessible to the real users which could assess
their qualities. They lie outside the system boundary and do not represent services
so their qualities are not smulated directly;

2. The set of hidden activities representing services not accessible to the real
users. Their qualities are simulated but not shown to stakeholders; they are used to
derive the “visible’ qualities of the derived activities. Such activity can be at the
same time an assessment activity for the other role representing its direct user.
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To take real users into account, we plan to introduce new service-level IAD
mechanisms (interactive assessments of derived values) for handling real user
interactions with the derived activities (IADC and IADE).

The additiona input for IADC is the service dependency model SDM for a
(derived) activity. It describes the dependencies between “visible’ qualities of this
activity and the simulated qualities of the services it depends on (its base services).
Taking SDM into account (in addition to qualities of interest), IADC prepares the
IADM model for an activity which describes how the presented values can be
obtained from the simulated values. IADC gets the set of IAM from IAML and
integrates them with the dependency model. To simplify SDM implementation, we
plan to establish alibrary of basic dependency rules.

Executing IADM with IADE is shown on Fig.1a. IADE obtains the simulated
values for all the qualities of the activity's base services. It then makes forward
transformation of these values into the quality values for an activity. These values
are shown to the real user to assess. In the simplest case the assessments obtai ned
from this user form the output of IADE together with the simulated qualities of
base services and the derived qualities and can be used to help in making informed
decisions by ana ysts.
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Fig.1. Service-level assessment by real users(a); itsintegration into the process-level
mechanism (b)

In the “ideal” case, IADE makes backward transformation of such stakeholder
assessments into the assessments of the base services' qudlities. This way, IADE
becomes output-compatible with IASE. This transformation is easier to implement
if the activity has a single base service. If there are multiple base services, the
situation is more complicated (we expect that varying input parameter values and,
as aresult, simulated qualities for different base services and observing resulting
variations in real user assessments could help in such situations). We plan to
investigate this issue in detail to find the dependency configurations making
possible such transformations.
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IADC and IADE are integrated into process-level mechanisms similarly to
IASC and IASE. The execution of simulation model by IAPE with boundary and
derived activities is shown on Fig.1b. For the “hidden” base service 2, IASE is
invoked with disabled interaction subsystem, its simulated quality values become
an input for the forward transformation module of IADE (al).

5. Condusions and future research directions. In this paper, we defined new
service-level mechanisms for assessing the performance and rdiability of the
services under development by business stakehol ders which take into account the
dependenci es between activities accessible by the real users and boundary activities
representing services under development. These mechanisms can be integrated into
the process-level mechanisms for assessing the service qudities in its usage
contexts defined via process models. This integration allows us to cover dl the
types of stakeholder involvement.

In future, we plan to implement all the mentioned models and mechanisms in
detail and investigate the possibility to perform backwards transformation of the
assessments of derived activities into the assessments of its base services. The
whole set of assessment mechanisms is to be the foundation for higher-level
policies aimed a solving particular problems of requirements engineering and
architectural design such as requirements elicitation and verification, aligning the
requirements to the capabilities of the organization (architecture and requirements
negotiation), software architecture assessment and, in general, the support of using
stakehol der assessments as driving forces for the software process.
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