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Abstract. The recent trend in Software-as-a-Service (SaaS) offers the end user ready-to-
use software systems via a new delivery model. Market leader Salesforce.com can be 
seen as the prototypical implementation of SaaS software. One of the key assumptions 
made by Salesforce.com is that end users do not need explicit support to express their 
user need information. Therefore, no explicit methodology is offered to combine solution 
information with the end user’s need information to design a responsive Salesforce.com 
product. We will provide a method for end users to express their requirements in order to 
discover how the Salesforce.com Sales Force Automation (SFA) application should be 
configured. By using the toolkit, the end user will discover which part of his needs are 
covered by means of the SFA application. This way, the user will be able to start his end-
user development path for the covered functionality, and use the resulting toolkit models 
to communicate to other stakeholders what is missing in the Salesforce.com SFA 
application.  

Introduction  
The recent trend in Software-as-a-Service (SaaS) offers the end user ready-to-use 
software systems via a new delivery model. Market leader Salesforce.com can be 
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seen as the prototypical implementation of SaaS software. One of the key 
assumptions made by Salesforce.com is that end users do not need explicit 
support to express their user need information. Therefore, no explicit 
methodology is offered to combine solution information with the end user’s need 
information to design a responsive Salesforce.com product. We will provide a 
method for end users to express their requirements in order to discover how the 
Salesforce.com Sales Force Automation (SFA) application should be configured. 
By using the toolkit, the end user will discover which part of his needs are 
covered by means of the SFA application. This way, the user will be able to start 
his end-user development path for the covered functionality, and use the resulting 
toolkit models to communicate to other stakeholders what is missing in the 
Salesforce.com SFA application. 

1 Method 

1.1 Example Organisational Setting  

The sales department of a fictive enterprise in the telecommunications sector 
called TechCom incorporates a lot of best-practices known, as the sales manager 
used to work for one of the big consultancy offices. The department is currently 
led by the sales manager, who reports to the vice-president of Mid-Markets. Two 
sales teams are working for the sales manager, each team consisting of five 
account managers. The account managers are the single points of contacts to the 
account, looking for opportunities to sell products and services and trying to build 
good relationships with the contacts at the account. When TechCom organizes a 
big annual event, they ask visitors who want more information to fill in a 
feedback form. These possible new customers are given to the Sales Manager, 
who keeps an Excel sheet with possible leads and customers-to-be-contacted. 
During the weekly conference call with all account managers, the sales manager 
assigns the new leads to the relevant account managers. As the sales manager has 
little time to double check these assignments, sometimes leads are getting lost. 
Furthermore, the sales manager would like to impose a standardised way to 
qualify a lead, because he suspects that some of his account managers convert 
leads into contacts too soon to reach their monthly targets.  

The sales manager decided that he would save time by automating the current 
sales processes by means of Salesforce.com SFA, but he feared that the current 
timing was badly chosen. First of all, the VP Mid-Markets has a deep distrust of 
hosting sensible customer data at a vendor site. Therefore, he instructed the sales 
manager to keep the financial customer data locally in the ERP system, and 
wanted to have a secure bridge between the local and the external SaaS server. 
Secondly, because the sales manager wants to gain the trust of his boss, he 
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decided to limit the project scope to the lead management processes; when trust 
has been established, the sales manager would like to extend the automation scope 
to opportunity management and account/contact management. Thirdly, the sales 
manager wants to find a consensus on the requirements needed with his 
colleagues from other company sites, as sales managers from other country sites 
are instructed –when implementation was successful– to work on the same 
system. Finally, due to an unfortunate coincidence, the wife of the sales manager 
is pregnant and the manager was granted a parental leave for three months after 
this SaaS automation project. A senior consultant will fill up this gap, but only a 
few days of knowledge transfer are foreseen. 

1.2 Toolkit Method for End User  

Research in the area of Management Science suggests that product design done by 
the product user is far more efficient than innovation by product manufacturers 
[1]. It is proposed to outsource need-related innovation tasks to the users 
themselves after equipping them with toolkits for user innovation. As an example 
in the business/IT field, Ricken & Steinhorst [2] propose to empower a business 
user by considering the Supply-Chain Operations Reference-model (SCOR) as a 
toolkit for business process innovation. In our research, we propose to use the first 
phases of the Tropos methodology [3] as a toolkit mechanism. The Tropos project 
provides a model-driven methodology where i* models [4] are used to drive the 
generation of software systems.  

Figure 1. Toolkit method for end user. 

We propose a toolkit method for end users, as displayed in Figure 1, where a 
solution expert creates a model of the generic solution (Part A) and the end user 
models his specific problem (Part B). Later on, the end user matches both models 
in order to understand where the solution supports his needs (Part C) and 
configures the fractions of the solution that supports his needs (Part D).  

The i* modelling framework provides us with different modelling constructs to 
specify intentionality. A goal node in the goal tree shows that there are alternative 
ways of achieving the goal, but no specific instructions are given how to achieve 
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the goal (e.g. when a car owner enters a repair shop and asks to “just get it 
fixed”). A task node shows that we specifically know what to do but there are 
constraints on how to do it (e.g. the car owner asks the repair shop to raise the 
engine idle settings in order to fix the engine).   

Given that the generic solution has been modelled in i* by an application 
expert (Figure 2 – Part A), the end user can import this solution model into the 
toolkit environment. Applied to the TechCom case study, the sales manager 
models his specific problem (Figure 2 – Part B) using the i* modelling language.  

 

 
Figure 2. Matching generic solution model with specific problem model 

By drawing contribution relationships between the relevant goals, the end user 
is able to express the degree to which the SaaS system supports his goals (Figure 
2 – Part C). Note that automated support is needed for helping the user to know 
which arrows to draw. In the context of non-functional requirements, Castro et al. 
[3] propose the contribution relationships help (partial positive), make (sufficient 
positive), hurt (partial negative) and break (sufficient negative). Nevertheless, 
these contribution relationships could also be seen in a more general context [5] 
where contributions are expressed between both functional and non-functional 
requirement goals. After matching the generic solution model with the specific 
problem model, we obtain covered requirements (Figure 3 – Covered zone) and 
requirements that are not supported by the solutions’ capabilities (Figure 3 – 
Problem zone). 
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Figure 3. The SFA application may not cover all requirements 

In the covered zone, the use case ‘Monitor lead history’ helps to enforce the 
legal compliance, while use case ‘Single click lead conversion’ makes the 
prevention of leads getting lost. Limiting the scope of the SFA application to the 
lead management module makes the establishment of further trust. The problem 
zone shows the limitations of the SFA application: no secure ERP connection is 
foreseen, opportunity and account management is planned to install on medium- 
to long-term, still further trust of VP is needed and legal compliance is not fully 
supported by a SFA use case.  

Finally, guided by the covered requirements, the end user follows the 
instructions of the SaaS documentation to install the solution that supports these 
requirements. For instance, configuring the ‘Single click lead conversion’ use 
case is fully specified in Salesforce.com end user documentation (see Figure 4).  

 
Figure 4. End User Documentation for ‘Single click lead conversion’ use case  

22 



2 Conclusions  
Triggered by the fact that Salesforce.com does not provide explicit RE support to 
end users, we believe that end users provided with RE support could obtain fast 
time-to-market of SaaS applications. This paper proposed a requirements 
specification method to allow end user to express their problems in order to select 
the correct Salesforce.com SFA functionality. Future work will validate our 
contribution and show the generic applicability of our method.  
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