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Part 4

The knowledge bank

SUBJECT EXPLANA-
TION

ADDITIONAL
INFORMATION EXAMPLES OF AMBIGUITIES

S Specific Precisely 
formulated and 
clearly defined 

Must be able to be interpreted 
in several directions 

Most of the installation is included 
in the project’s delivery 

M Measur-
able 

Must be meas-
urable with a 
number 

It is difficult to follow up on 
something that cannot be 
measured by a number 

The user interface must be appropri-
ate and user-friendly 

A Accept-
able 

The main 
stakeholders 
agree 

Disagreement on the project’s 
goals will almost always go 
beyond the project 

The two directors did not quite 
agree on the purpose of the project, 
but we decided to go anyway. Can’t 
we find a solution along the way? 

R Realistic There must be 
a balance be-
tween ambition 
and realism 

We would like to be chal-
lenged, but it must be possible 

The plan showed that there would 
be no time for summer holidays or 
illness, but we started anyway. Can’t 
we find a solution along the way? 

T Time-
bound 

The goal must 
be reached at a 
certain time 

When something is not posted 
in the calendar at a fixed time, 
it often happens that it is 
postponed again and again. 

The customer will notify us of his 
decision on the design when they 
are ready. 

DEVELOPING A NEW MACHINE AT MASKINFABRIKKEN A/S
(INTERNAL PRODUCT DEVELOPMENT PROJECT)

IMPORTANCE STAKEHOLDER EXPECTATION, CRITERION FOR SUCCESS

Primary R&D department Complying with the development budget.

Primary Sales department The machine must be ready for delivery on 1 March as the 
customers have been promised.

Primary Sales department The machine must comply with the technical specifications.

Primary Sales department The machine must cost less than DKK 50,000 – or it will not be 
competitive on the market.

Secondary Sales department The machine must win the Danish Design Award – which will 
draw added attention to it on the market.

Secondary R&D department The new employee, Ole, will be trained during the project.

Secondary Production department That documentation is prepared on the new CAD unit.

Secondary Quality department That the company’s new standard for performing projects is 
complied with.

The following questions must be asked in order to arrive at the product description:

• What must the project supply? Which input should the project have in or-
der to produce the required output, and what comprises the project’s out-
put? What should the project not supply? (It can be a good idea to specify 
this to avoid misunderstandings).

• What are the project’s interfaces? How and from where can the project de-
rive its input, and how and where should the project’s output be delivered?

• What limitations are there on the product? How much time is available to 
perform activities? Is storage space, etc., limited?

• How should implementation be carried out? When the project is 
implemented, will it be necessary to develop special functions in order to 
be able to handle the transition to the new solution?

Figure 4.11 Expectations for a product development project

Figure 4.12  SMART – A good mnemonic rule for the projects’ objectives

SPECIFICATION OF REQUIREMENTS
Salesman Arne from Hotelsys A/S had made 
an agreement with Hotel Nysted to develop 
and provide it with a new booking system. Arne 
had drawn up a draft agreement that included 
a general specification of requirements. The 
customer, Director Andersen from Hotel Nysted, 
had approved the wording.

Arne’s boss, Ole Nielsen, read through the 
specification and “fell over” the following words:

– The supplier will carry out a market survey
among the hotel’s guests as input for the final
specification of the system. The time it takes
to update the system must be reasonable. The
problem of converting and transferring data from
the existing system to the new must be solved.
and The customer will help to test the system.

– Look here Arne, said Ole Nielsen after call-
ing him into his office. This market survey we’re 
supposed to carry out, how comprehensive will 
that be? Will it only be among the guests at 
Hotel Nysted, or among hotel guests in general? 
Will Hotel Nysted help us or will we have to pay 
all the costs ourselves?

– Umm, said Arne.
– And what does it mean when we say 

reasonable updating time? You know that 
Director Andersen is very demanding, and what 
is reasonable to him may be more than we can 
supply. Have you thought of that?

– Nooo, said Arne.
– Who is going to solve the problem of con-

verting and transferring the data from the old 
system, and who is to pay for it? Have you talked 
about that?

– Nooo, mumbled Arne.
– It’s fine, and also necessary, that the cus-

tomer is going to help us to test the system, but 
we must hope that won’t not cost us anything?

– Yeees, said Arne.
– … and how much will they help us? I don’t 

believe that Andersen is prepared to put his 
receptionists at our disposal for days on end 
without making a fuss about it. If there is no 
clear agreement on the extent of this, Andersen 
will interpret it as it suits him.

Ole Nielsen looked at Arne, who was looking 
at the floor.

– It’s fine that you got hold of the customer 
and that we get an order, but there are too 
many vague points in the agreement for me to 
sign it. You must get back to Director Andersen 
and sort these things out. I know negotiating 
with Andersen can be unpleasant, but it will be 
far easier to do it now than when the contract 
with these vague points has been signed and 
he, as the customer and non-expert, has got 
hold of the long end of the stick.

EXAMPLE
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FIGURE 4.11
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