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Effective Use of Media in Systems Development
Japan Advanced Institute of Science and Technology  Atsushi INUZUKA

Abstract : Acquiring customer requirements is a central issue for system integrators in attaining
customer satisfaction. In this paper, the effectiveness of various types of media for acquiring customer
requirements in the systems development process has been empirically analyzed. The results show that
documents made in the upper process are the most effective medium for acquiring customer requirements.
This medium is also effective for acquiring the customer’s actual situation: environment, product usage
patterns, etc. Based on these findings, the author discusses appropriate ways to select media for
acquiring customer requirements in the systems development process.

Keywords : communication, media richness, media effectiveness, customer requirements, systems
development.
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