IT Maintenance Needs Assessment Questionnaire 

1. What are the largest problems and obstacles that personnel conducting IT Maintenance face? 

Software maintenance is an integral part of the software life cycle. However, it has not received the same degree of attention that the other phases have. Historically, software development has had a much higher profile than software maintenance in most organizations. This is now changing, as organizations strive to squeeze the most out of their software development investment by keeping software operating as long as possible. Concerns about the Year 2000 (Y2K) rollover focused significant attention on the software maintenance phase, and the Open Source paradigm has brought further attention to the issue of maintaining software artifacts developed by others.
2. Where do personnel engaged in IT Maintenance go for resource information when preparing to perform IT Maintenance tasks and address issues? (e.g., lessons learned, proven practices, examples) 
A maintainer is defined by IEEE/EIA 12207 as an organization which performs maintenance activities....

Maintainers can learn from the developer's knowledge of the software. Contact with the developers and early involvement by the maintainer helps reduce the maintenance effort. In some instances, the software engineer cannot be reached or has moved on to their tasks, which creates an additional challenge for the maintainers. Maintenance must take the products of the development, code, or documentation, for example, and support them immediately and evolve/maintain them progressively over the software life cycle.
3. What kind of communication and interaction is favored by those involved in IT Maintenance and under what circumstances do they occur? 
In deciding where the software maintenance function will be located, software engineering organizations may, for example, stay with the original developer or go to a separate team (or maintainer). Often, the maintainer option is chosen to ensure that the software runs properly and evolves to satisfy changing user needs. Since there are many pros and cons to each of these options, the decision should be made on a case-by-case basis. What is important is the delegation or assignment of the maintenance responsibility to a single group or person, regardless of the organization's structure.
4. How would the IT Maintenance Workforce benefit from enhanced collaboration/communication? 

Communicate and/or collaborate on the following:

· Technical Issues: Limited understanding, testing, impact analysis, and maintainability.

· Management issues: Alignment with organization objectives, staffing, process, organizational aspects of maintenance, and outsourcing.

· Maintenance cost estimation: software cost estimation, parametric models, experiences, and specific measures.

· Maintenance Processes identified and communicated.
· Maintenance activities: unique activities, supporting activities, maintenance planning activities, software configuration management, and software quality.

· Techniques for maintenance: Program comprehension, re-engineering, and reverse engineering.
5. What would entice you to collaborate actively with other IT Maintenance professionals? 
Maintenance consumes a major share of software life cycle financial resources. A common perception of software maintenance is that it merely fixes faults. However, studies and surveys over the years have indicated that the majority, over 80% of the software maintenance effort is used for non-corrective actions. IEEE’s Software Engineering Body of Knowledge [SWEBOK] describes the way in which software maintenance managers often group enhancements and corrections together in their management reports. This inclusion of enhancement requests with problem reports contributes to some of the misconceptions regarding the high cost of corrections. Understanding the categories of software maintenance helps to understand the structure of software maintenance costs. Also understanding the factors that influence the maintainability of a system can help to contain costs.
6. Are you aware of any key IT Maintenance sites? If so, do you participate actively in the exchange? 
www.softwaremanagement.com
7. There are multiple roles involved in IT Maintenance. How do you think a Community of Practice and information repository would be beneficial for each of these roles? 

· Software engineer: Limited understanding of how quickly a software engineer can understand where to make a change or a correction in software which these individuals do not develop. Research indicates that some 40% and 60% of the maintenance effort is devoted to understanding the software to be modified. Thus, the topic of software comprehension is of great interest to software engineers.

· Testers: The cost of repeating full testing on a major piece of software can be significant in terms of time and money. Regression testing, the selective retesting of a software or component to verify that the modifications have not caused unintended effects, is importing to maintenance. There is also the challenge of coordinating tests when different members of the maintenance team are working on different problems at the same time.

· Configuration and/or change management: The change request, sometimes called a modification request and often called a problem report, must first be analyzed and translated into software terms. Software designed with maintainability in mind greatly facilitates configuration and change management.

· Software developers: The developers are often preoccupied with many other things and often disregard the maintainer's requirements. This in turn can, and often does, result in a lack of system documentation, which is a leading cause of difficulties in program comprehension and impact analysis. It has also been observed that the presence of systematic and mature processes, techniques, and tools helps to enhance the maintainability of a system.

· Management: Organizational objectives describe how to demonstrate the return on investment of software maintenance activities. Initial software development is usually project-based, with a defined time scale and budget. The main emphasis is to deliver on time and within budget to meet user needs. In contrast, software maintenance often has the objective of extending the life of software for as long as possible. In addition, it may be driven by the need to meet user demand for software updates and enhancements. In both cases, the return on investment is much less clear, so the view at senior management level is often of a major activity consuming significant resources with no clear quantifiable benefit for the organization.
10. Are there any other comments or suggestions you would like to add? 
Outsourcing of maintenance is becoming a major industry. Large corporations are outsourcing entire portfolios of software systems, include software maintenance. More often, the outsourcing option is selected for less mission-critical software, as companies are unwilling to lose control of the software used in their core business. SWEBOK reports that some will outsource only if they can find ways of maintaining strategic control. However, control measures are had to find. One of the major challenges for the outsourcers is to determine the scope of the maintenance services required and the contractual details. SWEBOK states that 50% of outsourcers provide services without any clear service-level agreement. Outsourcing companies typically spend a number of months assessing the software before they will enter into a contractual relationship. Another challenge identified is the transition of the software to the outsourcer.

