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There are many trends in software development, two significant ones emerged during past years. The first 
one is the distributed software development and the second is the usage of agile software development 
methods. They both create many opportunities, mostly on the business side. However, they also imply 
many challenges which can be mostly found on the level of development practices. The most challenging 
factor of distributes development appears to be the communication and practices related to it. Therefore, 
businesses are trying to react to these challenges by adjusting their business, communication and 
management strategies in order to overcome them. Yet, there is still no clear scientific evidence of what 
kind of practices and processes are the most suitable for distributed software development and not all 
related complexities are identified. Secondly, agile development methods are becoming a leading trend in 
software development. The application of agile methods was proven to be beneficial for many reasons, 
however, application of these methods within distributed development setup, its implications and possible 
benefits are still questionable. Considering, that software industry positioned in the ever-changing market, 
the businesses need to react to changing customer demands and innovate their product. Therefore, this 
thesis aims to explore what are the challenges related to distributed software development and how to 
do they relate to the ability to innovate the product in the selected company. The findings in this thesis 
are based on an empirical data collected from the employees of Shopbox and based on these data, the 
above-mentioned challenges are identified. 

Keywords: agile, agile software development, innovation, software innovation, Scrum, distributed 
development, software development practices
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1.1 INNOVATION

There are many ways how the word “innovation” and its implication can be explained or understood 
and how the process of “innovating” can be practised. However, the widespread understanding of the 
innovation could be described as a new idea, new technology, a new method, new practice, etc. Seeing 
innovation from the business point of view, we would have to condition the novation by the ability to create 
a certain value. Value, which serves the customer, business, society or environment with the condition of 
replicability. Thus, from the business perspective, the innovation can be understood as: “The process of 
translating an idea or invention into a good or service that creates value or for which customers will pay” 
(BusinessDictionary.com, 2018). If simplified, according to Business Dictionary, we divide the practice and 
its outputs of the innovation processes into two basic categories:

“Evolutionary innovations (continuous or dynamic evolutionary innovation) that are brought 
about by many incremental advances in technology or processes”

“Revolutionary innovations (also called discontinuous innovations) which are often disruptive 
and new”

The first category of the innovation would refer to continuous and incremental improvements of a particular 
process, practise or technology, while the second one would identify the radical type of innovation when 
the output of innovation process would disrupt the market, environment or society. These two categories 
of innovation do not need to have common drivers, neither they need to serve the same purpose.

“Innovation is vital in the workplace because it gives companies an edge in penetrating 
markets faster and provides a better connection to developing markets, which can lead to 
bigger opportunities, especially in rich countries.” (Forbes, 2017)

1. Introduction
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The word “Innovation” has become very popular in past decades - Fig. 1 (Google Ngram Viewer, 2018). 
One can argue that due to the rapid technological progress, globalisation and the increasement of the 
players on the markets, the ability to innovate become a crucial practice for any business willing to survive 
the changes on the market (Rose, J., Furneaux, B., 2016). 

Agreeing, that businesses’ ability to innovate is necessary for them in order to survive the changes on the 
market (Nambisan, S. et al., 2017), the ability to innovate becomes even more critical for businesses in 
software industry due to ever-changing external factors and customer demands. According to Yousef et 
al., (2011, p. 893) “Software industry is the most rapidly growing sector and the small software development 
firms in this sector play a fundamental role in most countries economies”. Therefore, the success of the 
businesses in the software industry has substantial impacts on the society.

1.2 TRENDS IN SOFTWARE DEVELOPMENT

According to Persson, J. et al., (2011, p. 411) “Two significant trends have emerged in software development 
practice over the past years: Agile methodologies and geographical distribution.” A growing interest in 
software development, together with the increased globalisation of the business naturally leads the 
businesses towards finding new, innovative ways how to execute the software development practices. 
One of these practices, made possible by the development of information technologies, is the global 
software development (GSD). GSD, compare to co-located software development firms, naturally creates 
the conditions for new possibilities. These are for example a business advantage of having proximity to the 
market, the ability to exploit the market opportunities through the quick formation of virtual corporations 
and virtual teams, possibility to achieve “round-the-clock” development, etc. Another obvious benefit is 
the ability to outsource an expensive work to the countries with cheaper labour within the segment while 
trying to maintain the quality of the developed software. Although, there are evident positive aspects 
of GSD, there is presumably no doubt that it also creates new challenges and introduces new negative 
factors (Iacovou, C.L. & Nakatsu, R. 2008). As described by Holmström et al. (2006, p. 7) “the physical 
separation among project members has diverse effects on many levels”. These can be issues generally 
associated with communication, motivation, cultural differences, sense of time, etc. These problems can 
then be exacerbated precisely because software development requires a rich communication (Perry et al., 
1991) and the inability to communicate may be not only the cause of creating problems, but it can also be 
the cause of the inability of dealing with these problems.

As mentioned above, the second trend in the software development industry is the usage of Agile 
development methods. However, there are different opinions on, whether the agile methods can be 
beneficial for global software development. Estler et al. (2014) in their case study concludes, that “choosing 
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an agile rather than a structured process does not appear to be a crucial decision for globally distributed 
projects.” On the other hand, the case study by Holmström et al. (2006) proposes, that the practices of 
agile development can reduce some of the challenges imposed by GSD. According to the Agile Manifesto 
(AgileManifesto.org, 2001), agile methodologies aim to prioritize the individuals and their interactions over 
the processes and tools, they emphasize the importance of the working software over the comprehensive 
documentation, give priority to collaboration with customer rather than negotiating contracts and stress the 
importance of being able to respond to change, rather then just follow the establish plan. These principles 
of Agile Manifesto automatically emphasise the need for constant and thorough communication. Agile 
methodologies, by relying on individual’s creativity rather than on formalised processes also empower 
the team members to a higher degree of independence. This independence is reflected in the quote from 
(Bernard, S. 2012, p. 56): “New types of organisations and enterprises are appearing which are based on 
cooperative networks of local and remote individual workers and semi-autonomous teams who carry out 
key functions. In these enterprises, greater cost efficiency and more mission flexibility are achieved by 
removing layers of management that are not needed in a decentralised operating mode.” Due to the reasons 
mentioned above, there is a rising need for theories, frameworks and knowledge, which would help these 
organisations to successfully, efficiently and effectively implement agile development methods into 
distributed development setup. There are still many unanswered questions, like for example:

Is the need for constant communication between team members in agile environment 
feasible with for the global software development? Moreover, does this type of distributed 
development affect the ability of an organisation to innovate?

These and other questions are emerging throughout this thesis. In this paper, I will describe and analyse the 
innovation processes carried out in small Danish software development company - Shopbox Aps. In this 
thesis, I am focusing on the ability of an organisation to be innovative, while working in the agile distributed 
development setup, using the Scrum framework for software development. Secondly, my case study is 
aiming to identify the correlations between the issues caused by agile global software development and 
its implications on innovation processes and practices in Shopbox. It is an empirical case study, which 
does not aim to propose a new theory, neither prove or disprove the existing theories, but instead, use the 
established background as a base to map the current situation in the chosen organisation. 

1.3 STRUCTURE OF THE THESIS

In the following chapter, I am introducing the research area and describing my thinking process which led 
me to define the research question. Secondly, I am describing my motivation for the chosen case study, 
my involvement in the studied organisation and the possible benefits of the outcomes of this thesis for this 
organisation. The next Background chapter introduces Agile software development challenges, principles 
of Agile methods as well as the Scrum development framework. In the fourth chapter, I elaborate more 
on the theories, which relate to the distributed development processes and practices as well as on the 
common challenges in these distributed development environments. Later, in the fifth chapter, I introduce 
the methods used for my research. The sixth chapter is dedicated to the analysis of my empirical findings 
from the interviews with former and current employees of the selected organisation. After this chapter, in 
Discussion chapter, I related the interpreted data to the theories described in the previous chapters. In the 
last chapter, I conclude on the research, research process and possibilities for further research.  

1. Chapter / Introduction
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Increasing interest and custom of using the globally distributed software development is a strategic 
reaction to problems caused by various factors such as: “skill set availability, acquisitions, government 
restrictions, increase code size, cost and complexity and other resource constraints” (Bird, Ch. et al., 2009, 
p. 86). Recognized by Hersleb and Moitra (2001), the geographical distribution of the team members has, 
indeed various strong impacts on team members and work practices. Therefore, this distributed setup is 
naturally co-creating an environment, which needs different managerial attitudes to be able to ensure the 
quality of development processes and the ability to innovate them. 

Agile methodologies, were although not developed to be used for distributed development setup. Even 
though there is evidence of a successfully implemented agile methods in the software development, 
the ability to apply the same methodologies with the same effect within GSD setup remains unclear 
(Holmström, H. et al., 2006). One of the undeniable reasons, why it is difficult to apply agile methodologies 
to GSD setup, is undoubtedly the challenge of effective communication since the agile methods rely on 
continuous and direct communication. All reasons mentioned above provoke a question of: 

How to make sure that the agile distributed development setup ensure the desired quality 
of the developed product?

One of the possible solutions to avoid the issues caused by the GSD is to adopt practices, which support 
the interaction between team members and remote offices. Scrum as a framework provides practices, 
which are timewise divided into repetitive short iterations, which minimize the potential risk of failure. 
Secondly, the daily stand-up meetings and other regular Scrum events contribute towards the ability 
to monitor the distant sites frequently. These practices should guarantee, that misunderstandings and 
miscommunication are exposed in the earliest stage possible, what decreases the costs of the potential 
problems (Paasivaara, R. et al., 2009). They also open possibilities for almost immediate implementation 
of customers’ feedbacks. These were also the reasons, why Shopbox development team decided to adopt 
Scrum as their software development framework and adjust it to their specific needs. However, adopting 

2. Research area
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any practices does not mean automatically that it would affect the effectiveness and efficiency of the 
team in a positive way. 

Being able to solve the problems related to the GSD and avoid the miscommunication issues would have 
an arguably positive impact on an organisation to be innovative in a continuous or dynamic evolutionary 
innovation. However, it remains very unclear, whether these mentioned improvements have any direct 
effect on the discontinuous or disruptive innovation. 

Since there is still not a collective agreement on whether the agile methods are suitable and applicable in 
distributed software development environment, there is a need to learn more how these methods can be 
successfully applied in distributed systems and how to manage these changes in order to keep the ability 
to deliver quality products. Because of all the reasons, I decided to study the practices, processes and 
artefacts used in Shopbox and their potential effects on the ability to innovate the product. 

On the ground of what was mentioned above, considering the described challenges of distributed software 
development, I formulated my research question. I will use it as a guideline for the design of my research 
and data collection. In order to be able to answer my research question, I formulated two sub-questions, 
which helped me to focus on the right direction during my interviews. 

2.1 RESEARCH QUESTION

What are the challenges caused by the distributed development and to the ability to innovate 
a product in Shopbox?

How does the used processes and practices in Shopbox influence the ability to innovate 
the product?

How does the employees of Shopbox understand innovation in relation to the developed 
product?

In the following section, I describe my motivation for chosen topic of this thesis and how I intend to use 
the findings after this research will be finished. 

2.2 MOTIVATION

The reason why I decided to choose this topic is mainly my personal interest in finding and exploring 
the relationships between various managerial and design domains. In this case, it is the distributed 
development setup and its implications on the ability of a company to be innovative, to solve the emerging 
problems in the most efficient way, while being able to sustain the emerging challenges on the market. 

Since I am working as a product designer, I see how the usability of technology, software, or even forms 
in the papers influence the ability to work efficiently. On the other hand, these artefacts, processes and 
practices need to be designed accordingly to the behaviours of members of the organisations. 

As a member of Shopbox team, one of my everyday challenges is to ensure, that the business logic of 
the system, its usability and visual value is not only understood by our end customer, but in the same 
time by the developers in Cairo. While, this is not my official responsibility, me as a person in the middle 
of customers and developers, I have to, on an ongoing basis, find solutions to ensure the best possible 
communication of business needs to the team in Cairo. Therefore, I have a strong motivation to explore, 
what kind of impact can these processes have on innovational abilities and how to optimise these 
processes, in order to reach the set goal. Furthermore, I would like to use the finding from this paper 
to optimise the processes in Shopbox, especially with a strong focus on the communication between 
Product Owner and Product Designer (my role) and the rest of the development team, located in Cairo, 
Egypt. 

2. Chapter / Research area



6 / 50

This chapter elaborates on the existing research, introduces the appropriate background knowledge and 
theories, which will be used for my research. At the beginning of the chapter, I am summarising and 
describing definitions needed to establish a clear understanding of the case study. Later in the chapter, 
I am outlining the principles and practices used in Agile development. Last but not least, I am briefly 
describing the case chosen as a case study for this thesis - Shopbox Aps.

3.1 BUSINESS CHARACTERISTICS

Small-medium sized enterprises
According to the European Commission, there are three levels of small-medium sized enterprises. Firstly, 
it is “small to medium” sized enterprise employing fewer than 250 people and does not exceed annual 
turnover over 50 million Euro and/or an annual balance sheet total is not exceeding 43 million Euro. 
Secondly, “small” enterprise is defined as an institution, “which employ fewer than 50 persons, and whose 
annual turnover or annual balance sheet total does not exceed 10 million Euro” (European Commission 
2005). Last, but not least the “Micro” is defined as a company employing less than 10 persons and “whose 
annual turnover or annual balance sheet total does not exceed EUR 2 million” (European Commission 
2005). Software companies, which have less than 25 employees are also are referred to as “very small 
software companies” or VSE (very small entities). According to the European Commission paper, “SMEs 
are the engine of the European economy”, which in 2013 “provided 88.8 million jobs throughout the EU”. 

The reason to distinguish the small-medium sized enterprises from big software vendors is to understand 
their business styles and working practices better. 

Naturally, the size of a business has a direct impact on the possible business actions, their capability to 
respond to the risks, allocate budgets to process improvements and experiment with new ideas (Kaltio, T. 
and Kinlula, A. 2000). Additionally, the fact that the organisation or project is composed of the small amount 

3. Background
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of people causes, that the managerial processes and practices are executed in an informal way with less 
documentation (Laporte, C.Y., Alexandre, S., and O’Connor, R., 2008). “This situation shows that human-
oriented and communication factors are very important and significant in VSEs” (Basri, S. and O’Connor, 
R. 2010). Therefore these businesses, which can not assign resources for assuring proper learning and 
process development automatically rely on the “capability of developers and project managers and on 
flexibility, rather than structure and processes, ...” (Mathiassen, L. and Vainio, A. M., 2007).

Even though there are identifiable differences in the business styles and maturity levels of the software 
developments processes in VSEs, there are also comparable characteristics within these processes 
(Habra, N., Alexander, S., Desharnais, J-M., Laporte, C.Y. and Renault, A., 2008). These comparable 
characteristics include:

These comparable characteristics include:

• Software development life cycle is simplified

• Some of the development phases are not formalised

• General quality assurance processes are not formalised

• Project management and planning practices are not standardised across different        
     departments of the company, and they vary according to the project, client or team members

• Human resources and training resources are often limited

• Software projects are preferably driven by short-term strategy, then the long-term strategy

• Last of a standard methodological approach in the development processes

• Due to the short-term strategy, the importance is not placed on risk management

3.2 AGILE SOFTWARE DEVELOPMENT

Agile software development methodologies are methodologies developed and formed mainly for software 
development processes, and they are based on iterative and incremental approach towards development. 
They allow rapid software development while providing the ability to fastly react to change of requirements 
throughout the lifecycle of the project. 

According to the Agile Manifesto, “Working software is the primary measure of progress”, and a strong 
emphasis is put on the continuous customer feedback. Nowadays, the agile principles are also being 
adopted by other sectors of industry, such as marketing or business intelligence.

In agile software development, there are various methods that gained popularity in last decades, like 
eXtreme Programming, Rapid application development, Feature-driven development, Dynamic System 
Development Method, Scrum and other. Agile software development methods are characterised by 
repeated cycles of development, which support the environment of learning and adaptation. These iterative 
cycles are driven by product features, periods of reflections, collaborative decision-making process, the 
inclusion of rapid feedback and by the ongoing integration of changes in code into the system under 
development. It also means, that agile methods are based on “just enough method” principle, valuing the 
product rather, then time-consuming activities, which provide very perceived little value. Task management 
in agile depends on continuous face-to-face communication, which ensures the ongoing improvements 
of software development process (Holmström, H. et al., 2006). 

Agile methods are extremely value based, especially compared to traditional methods, which are not 
being clear about their underlying philosophy (Holmström, H. et al., 2006). In 2001, the concept of “agility” 
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was boxed and advanced by Agile Manifesto (Highsmith, J. et al., 2001), which summarised the four main 
values and twelve principles of Agile software development (Fig. 2). 

3.3 SCRUM FRAMEWORK

Scrum is a software development framework (Fig. 3 - see next page) created by Ken Schwaber and Jeff 
Sutherland. They define scrum as a framework, which allows people to address complex problems while 
being able to deliver high-value products productively and creatively. Scrum is not necessarily a method 

Fig. 2 - Agile Manifesto (Agilemanifesto.org, 2001)

MANIFESTO FOR AGILE SOFTWARE DEVELOPMENT

Individuals and interactions over processes and tools

Working software over comprehensive documentation

Customer collaboration over contract negotiation

Responding to change over following a plan

Our highest priority is to satisfy the customer through early and continuous delivery of 
valuable software.

Welcome changing requirements, even late in development. Agile processes harness change 
for the customer’s competitive advantage.

Deliver working software frequently, from a couple of weeks to a couple of months, with a 
preference to the shorter timescale.

Business people and developers must work together daily throughout the project.

Build projects around motivated individuals. Give them the environment and support they 
need, and trust them to get the job done.

The most efficient and effective method of conveying information to and within a development 
team is face-to-face conversation.

Working software is the primary measure of progress.

Agile processes promote sustainable development. The sponsors, developers, and users 
should be able to maintain a constant pace indefinitely.

Continuous attention to technical excellence and good design enhances agility.

Simplicity - the art of maximizing the amount of work not done - is essential.

The best architectures, requirements, and designs emerge from self-organizing teams.

At regular intervals, the team reflects on how to become more effective, then tunes and 
adjusts its behavior accordingly.

3. Chapter / Background
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for building products, but it is preferably a framework employing various techniques and processes. There 
are three central roles defined by Scrum: Product Owner, the Development Team and Scrum Master. 

Product owner role
The product owner is a single person (not a committee) responsible for the development team and 
maximisation of the value of the product. He or she is responsible and accountable for maintaining the 
product backlog and prioritising the items in it. He or she communicates with stakeholders, management 
and defines the acceptance criteria of the product.

Scrum master role
The scrum master is responsible for Scrum being understood and properly executed by the development 
team. His or her role is a role of the leader, who evaluates the interactions in the Scrum team and helps 
the team members to use Scrum in the most effective way. 

Development team role:
Development team under the Scrum framework is the self-organised unit. It is a cross-functional unit 
composed solely of developers. Accountability is located on the team as a whole, rather than on individual 
team members. There are various Scrum events defined in this framework:

The sprint:
Sprint is a time-limited period of software development (maximum one month), with clearly defined tasks 
and goals. These goals shall not be changed after the sprint starts. After the end of a sprint, a new sprint 
starts immediately. 

The sprint planning: 
Sprint planning is an event attended by every sprint team member, held once per each sprint and it serves 
as a platform to plan the following sprint. The Scrum Master is accountable for planning the meeting 
itself. The optimal output of this meeting is the team’s understanding of the tasks and goals for the 
following sprint.

Daily Scrum
Daily Scrum meeting is an event (maximum 15 min per day) attended by the whole development team, 
held once a day and it serves as a platform to inform the other team members about work progress by 
answering following three questions: “What did I do yesterday that helped the Development Team meet 

Fig. 3 - Scrum framework (Scrum.org, 2018)
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the Sprint Goal?  What will I do today to help the Development Team meet the Sprint Goal?  Do I see any 
impediment that prevents the Development Team or me from meeting the Sprint Goal?”

Sprint review
Sprint review meeting is held at the end of every Sprint and serves as a platform to discuss positive and 
negative experiences with tasks or processes during the sprint. The meeting is attended by whole scrum 
team, and other stakeholders can be invited by the Product Owner.

Sprint retrospective
Sprint retrospective meeting is held once a sprint, after the Sprint review meeting and serves as a platform 
to discuss positive and negative experiences within the team, processes, practices, relationships, etc. It 
provides an opportunity to everyone in the team to suggest any improvements related to the work and/
or team. 

Besides the events, there are also specific artefacts defined by Scrum:

Product backlog
The product backlog is a dynamic, unfinished and ordered (prioritised) list of every task needed for the 
product. 

Sprint backlog
The sprint backlog is composed out of the tasks in product backlog selected to be completed through 
one sprint. 

3.4 THE CASE: SHOPBOX APS

Shopbox is a Danish software development company established in 2011. However, the current point 
of sale (POS) product of Shopbox was introduced to the market in April 2015, after the company 
changed the focus from different service provided before this date. The company offers a cloud-based 
software, mainly for tablets and Windows computers, which serves as all-in-one POS solution for smaller 
businesses. The vision of Shopbox is “To create the ultimate business management tool that enables 
businesses in hospitality to deliver world-class customer service.” On a more functional level, Shopbox is 
not just a counter - it is a business management system. Shopbox’s vision is to deliver everything that is 
needed from the perspective of running a business in the hospitality industry: counter, ordering, inventory, 
staff management, reporting, web shop, table booking, etc. 

The company operates in the Danish, Swedish, Norwegian and Icelandic markets. Shopbox has 21 
employees currently, headquarters are located in Copenhagen, Denmark, while the development team is 
located in Cairo, Egypt (except for QA lead, who works from Odessa, Ukraine - see Appendix - Employee 
structure). In the past, the development team was also located in Denmark, but with the rising need for 
hiring more employees, the lead developer decided to move back to Cairo and open a remote Shopbox 
development office. This change naturally introduced a lot of new challenges connected with distributed 
development setup, that is continuously being solved in order to guarantee the quality of the product.  

3. Chapter / Background
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4.1 PREVIOUS RESEARCH

This thesis is an empirical case study, exploring the processes, practices and tools used in Shopbox. 
Therefore, I chose the following theories, frameworks and methods to introduce and establish a theoretical 
background and to identify potential challenges in regards to the research topic. Later in this paper, I will 
be using the described theories as a guideline to analyse the data collected from employees at Shopbox, 
in order to identify the development processes and practices and to identify those which allows the ideas 
to be “born” as well as those, which might have an opposite effect. 

In order to better understand the everyday challenges of distributed software development, I chose the 
Framework of Issues in DD (Ågerfalk, Pär J., et al., 2005) as a model, which I will later use to map out the 
current situation in Shopbox. 

4.2 DISTRIBUTED DEVELOPMENT IMPACTS 

Ågerfalk, Pär J., et al., (2005) in their paper “A Framework For Considering Opportunities And Threats In 
Distributed Software Development” analyses the impacts of distributed development on the organisation. 
They do not consider only the working practice without any emotional sentiment but look on the problem 
instead from holistic view involving the socio-cultural aspects with strong emphasis on communication. 

Inspired by Webster, J. and Watson, R. T., (2002), Ågerfalk, Pär J., et al. created a framework to map out 
and structure the existing knowledge on distributed development and related studies. According to the 
Ågerfalk, Pär J., et al., (2005), there are various impacts of distributed development on work influenced by 
three distance dimensions: Temporal distance, Geographical distance and Sociocultural distance. These 
impacts are further divided into three categories: Communication, Coordination and Control. 

4. Theories
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Temporal distance is here defined as a “measure of dislocation in time experienced by two actors wishing 
to interact”, geographical distance is the “measure of the effort required for one actor to visit another”, and 
the last category, “socio-cultural distance is a measure of an actors’ understanding of another actors’ values 
and normative practices” (Holmström, H. et al., 2016, p. 8). Regarding process, they define communication 
as “the exchange of complete and unambiguous information - that is, the sender and receiver can reach a 
common understanding” (Carmel, E. Agarwal, R. 2001). They argue that communication is an “essential 
process in all software development”, but they emphasise its even greater importance when it comes to 
distributed development. The argument is that the distributed development naturally changes the way of 
communication from face-to-face setting into a “technology-mediated and thus more restricted one”. 

Secondly, there is the coordination process. This process is defined as “the act of integrating each task 
with each organisational unit, so the unit contributes to the overall objective” (Carmel, E. Agarwal, R. 2001). 
Coordination in software development is needed in all situations when actors depend on each other, and 
their actions need to be coordinated in order to be able to work on the common problem. Ågerfalk, Pär 
J., et al. (2005), stress out that this coordination requires much effort in any software development, but 
certainly even more when it comes to distributed development when the activities are dispersed in time 
and space, across various cultures. 

Third of these processes is the controlling process. It is understood as: “the process of adhering the 
goals, policies, standards, or quality levels” (Carmel, E. Agarwal, R. 2001). This process relates more to the 
project management and therefore requires a formalised, structured processes which should ensure the 
development of software while keeping the time budget, financial budget and quality level.

This matrix (Fig. 4) provides an easily understandable challenges related to distributed development (DD) 
and can be used as a framework to identify challenges of the current state of Shopbox practices and 
their influence on the ability to communicate, manage work and innovate the practices and product of 
Shopbox. However, Ågerfalk, Pär J., et al. (2005), maps these issues even more in depth, accordingly to 
the dimension connected with process. See the table on the following page (Fig. 5).
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Fig. 4 - An Overview of the Framework of Issues in DD. (Ågerfalk, Pär J., et al., 2005)
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Communication and temporal distance
In relation to the temporal distance Ågerfalk, Pär J., et al. (2005) describe three cases: Time Zone 
Effectiveness, Delayed Communication and Delayed Feedback. Time Zone Effectiveness can be perceived 
as both positive and negative factor. It allows the team to use round-the-clock development and thus 
potentially reduce the time to complete the project, and by using a digital tools for communication it 
allows a better traceability and accountability of the actors involved. However, this can also cause a 
various misunderstandings in coordination. Secondly, Delayed Communication can be perceived as an 
negative factor, since it makes it impossible to communicate “live” when the team, for example, does 
not have synchronized working hours. Additionally, they emphasize that asynchronous communication 
can be an overwhelming activity for a developer, who would, for example, find an enormous amount of 
messages every morning, etc. Last but not least, the Delayed Feedback could naturally caused the delays 
in deadlines, due to lack of understanding. 

Communication and Geographical Distance
Proximity to the market or customer is the first factor defined in this category. It emphasises the 
advantage of the company to position the development team closer to the market/customer,thus 
ensure better business understanding of the team, which would have arguably a positive impact on the 
developed product. On the other hand, having the team located outside of the market, where the product 
is positioned, it would probably cause the very opposite, thus misunderstandings of the business logic 
within the development team. Secondly, the geographical communication can cause the Lack of informal 
communication. 

Ågerfalk, Pär J., et al. (2005) emphasise that this is one of the significant issues in distributed development. 
Lack of informal communication can cause misunderstandings, prohibit the development of the working 
relationships and block the information flow about changes in the project. This naturally decreases the 
dynamic capabilities of the team, thus can have negative effects on the agility of the processes. Another 
communication factor influenced by geographical distance is the strong dependency on information 
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and communication technologies. Therefore, these technologies have an enormous impact on the work 
processes, and they require strong managerial attention. Geographical distance also increases the team 
members effort to initiate contact. Ågerfalk, Pär J., et al. (2005) argues that this can lead developers 
instead to take the risk of applying certain modification without previous consultation, which might 
cause unseen errors within the system when not all actors are informed. Thus, this practice would lead 
to increasement of the cycle time. 

Communication and Socio-cultural Distance
In their study, Ågerfalk, Pär J., et al. (2005) proposes that major positive effect of a distributed team would 
be the ability to innovate and share best practices. These abilities could be developed due to various 
cultural and educational backgrounds and thus provide a competitive advantage compared to co-located 
organisations. 

Another factor is the preference of asynchronous communication by non-native speakers. If the developers 
are not feeling entirely comfortable with more extended “life” communication in non-native language, they 
might tend to use rather asynchronous channels like email, chat, etc. This introduces both advantages and 
disadvantages for the team and management. Language differences and misunderstandings are other 
factors, related to distributed development. One’s inability to adequately express his or her opinion on a 
particular subject can lead to misunderstandings and arguably to frustration on both sides of sender and 
receiver. Last, but not least, the ability to manage the frames of reference becomes crucial if the teams are 
dispersed within countries with different cultures. The problems can arise when communication between 
countries with high cultural context and low cultural context (e.g. Egypt and Denmark) does not take into 
account these differences. 

Coordination and Temporal Distance
Time zone efficiency can contribute towards fast development when one person finishes required work of 
unit before the person who required this work. However, there can be a side effect of increasement of the 
coordination hours or extension of handover times. Even though the time zone efficiency can be perceived 
as an economic advantage, the potential cause of the bugs increases in comparison to the co-located 
environments. Secondly, distributed development can cause the reducement of hours of collaboration. 
This is an obvious disadvantage if the teams are located in the time zones, where the working times do 
not overlap each other, and thus the team cannot communicate “live”. Additionally, synchronous team 
meeting is difficult to coordinate, and they require a much more of an effort for distributed teams compare 
to co-located teams. Last described factor is the coordination complexity. In the distributed teams, 
members need to rely on one person as a coordination channel. The lack of this person or inappropriate 
coordination setup can cause many problems in managerial domains. 

Coordination and Geographical Distance
In regards to the coordination and geographical distance, there are various benefits and challenges 
proposed by Ågerfalk, Pär J., et al. (2005) The first undeniable advantage of distributed development to 
attract “better” workforce due to the broader labour pool of skilled employees. On the contrary, distributed 
development requires standardisation in work practices. These become a managerial challenge, especially 
when multiple teams do not share the common location. Secondly, the distributed development offers the 
possibility to allocate roles and modify team structure accordingly to the organisation’s needs, thus making 
it more efficient to use the existing resources. On the other hand, the geographical distance reduces trust. 
Trust between team members is usually established by building a professional relationship. Logically, 
the physical distance stands in the way of being able to improve these relationships. The potential lack 
of trust can then cause the unwillingness to communicate, and therefore slow down the development 
processes. 

Another negative aspect is identified as the lack of awareness/team spirit. This lack of a team spirit 
can lead not only to a professional misunderstanding but can also influence the working culture and 
motivation of the employees. Last, but not least, the geographical distance tends to create a working 
environment which lacks the mechanisms for creating shared understandings. Therefore, the members 
of the development team might get mixed or just partial information about the project, which might block 
them from working on their part of the code.
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Coordination and Socio-Cultural Distance
First positive impact of socio-cultural distance concerning the coordination in distributed development is 
the organisation’s ability to use the mix of skills and experiences. This can enrich the coordination activities 
between the teams. The second identified challenge is the need for language and cultural training. This 
can be accomplished by different efforts; however, it is essential to acknowledge the need for cultural 
awareness. 

The next arguably adverse effect is related to the lack of domain knowledge. Within the distributed 
development, it is very easy to forget that people located in different countries might have a very different 
perception of the developed software or product. Due to their personal experience, they might understand 
the business needs in a very different way than their colleagues, or not understand them at all. Last, but 
not least the socio-cultural distance can have an impact on the team in the form of doubts of others’ 
capabilities. Team members might have a distorted perception of each other skills and capabilities since 
they might never have a personal contact together. This is naturally threatening the working culture and 
motivation of individuals.

Control and Temporal Distance
In order to maintain the consistency among project’s documentation and artefacts, effective management 
of project artefacts is needed. In a distributed development that often means having a centralised cloud 
service accessible for every team member. Yet, there is an additional need for formalising and structuring 
the artefacts produced in the different location. Therefore, the language barriers and cultural context need 
to be taken into consideration when designing and adopting practices and structures of creating these 
artefacts. 

Control and Geographical Distance
The challenge here is to synchronise the engineering principles across different teams or team members. 
Clearly defined milestones and clear entry and exit criteria might help the team to share the common 
understandings. 

Control and Socio-Cultural Distance
The first factor in this category is the perceived threat from the low-cost alternative. Employees in the 
countries with higher-costs might feel threatened by their colleagues in lower-cost economies. This 
might decrease the willingness to cooperate with the colleagues between these teams. Apart from these 
interpersonal problems, additional problems can occur when the power structure is not clearly defined, 
or there is a different perception of the power within different cultures. The second aspect which needs 
to be considered is the need to adapt to local formalised norm structures. If the teams are set up in the 
countries with different laws, traditions or regulations, both parties should be aware of the differences 
between these norms.

In this chapter, I have summarised the challenges, benefits, threats and negative factors of the distributed 
development setup. I will use these finding from Ågerfalk, Pär J. et al. to create and structure my data 
collection activities in order to explore the current state of practices and processes related to such a setup 
in Shopbox Aps. The following section describes the Innovation Drivers and Outputs, based on the review 
article from Rose, J. and Furneaux, B. (2016). 

4.3 INNOVATION

The innovation can be identified as a “creative act and the process of the invention that is carried into wider 
use” (Rose, J., Furneaux, B., 2016). This process includes the exploration of the new ideas, which are 
inducing the changes of practices of individuals and groups. Therefore, to identify the current stage of an 
organisational ability to innovate, the following theory was chosen as a framework to better understand 
the drives of the software innovation in the selected company. 

Rose J., and Furneaux B., (2016) in their paper “Innovation Drivers and Outputs for software Firms: 
Literature Review and Concept Development” identify, based on their empirical case study, multiple 
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innovation drivers for software innovation. They group them, depending on the nature of the driver into 
four categories (Fig. 6): “Managerial drivers, Knowledge drivers, Team drivers and Infrastructure factors”.

Rose J. and Furneaux B., (2016) in their study classified two “broad” categories of innovation outputs. They 
labelled the first one as Software Product / Service Innovation and the second one as Software Process 
Innovation. The first category encompasses or embodies the innovation of the product or software being 
developed as a solution for specific need or problem. The second one includes all the norms, tasks and 
processes used to back up the efforts of software development. The texts also emphasise that this form 
of innovation belong to the three most important drives of software product/service innovation.

4.4 DRIVERS FOR SOFTWARE INNOVATION

Following innovation, drivers were identified and classified by Rose J., and Furneaux B., (2016). In this 
paper, I am summarising their findings and describing each of the drivers in order to create a base for later 
analysis of the current stage of innovation drivers in Shopbox Aps. 

Managerial Drivers
Managerial decisions are essential actions in software development, and they have a significant influence 
on the ability to innovate. Throughout they managerial efforts they affect various parameters in innovation 
processes, like: “resource allocations, work environments, strategic goals, and specification of the initiatives 
that are included in the project portfolio.” ( Rose J., and Furneaux B., 2016, page 7). 

Innovation Leadership
The ability of effective leadership has a significant impact on the individuals and teams and their 
ability to innovate the product. The leaders are responsible for creating an environment which naturally 
supports and stimulates creativity and provides necessary resources. Secondly, leaders should be able 
to ensure that used processes allows the appropriate evaluation and provides a time for experimentation. 
Transformational leadership also belongs to this category. 

Innovation Evaluation
Another critical part of the innovation processes within the organisation is its internal ability to evaluate 
these processes. That includes effective ways of assessing the work environment, assessing the value 
of ideas competing during ideation, assessment of new software concepts and determining the value 
of process improvements. These evaluations can be formal or informal, depending on their nature, both 
being important for improvements of these processes.

Innovation Leadership
Innovation Evaluation

Knowledge leverage
Community and network
User Involvement

Creative Cognition
Software Design Capability
Teamwork
Innovation Tools and Techniques
Development framework

Installed Base
Path Dependency

Managerial drivers

Knowledge drivers

Team process drivers

Infrastructure factors

Fig. 6 - Innovation Drivers in Software Development (Rose J. and Furneaux B., 2016)
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Knowledge drivers
This group of drivers relate to the organisation ability to obtain and take advantage of knowledge coming 
from both external and internal stakeholders and from the relationships that relate to these efforts. 
Software development organisations can also be understood as: “knowledge-exploitation systems” (Rose 
J., and Furneaux B., 2016, p. 8) which are combining the existing internal knowledge with the one coming 
from users, customers, stakeholders or partners. “Innovation thus depends on an ability to leverage existing 
knowledge and a capacity to acquire new knowledge” (Rose J., and Furneaux B., 2016, p. 8). 

Knowledge leverage
Rose and Furneaux identified the knowledge leverage as “the most salient driver of the software product 
and service innovation”. They argue that it is a significant aspect of software innovation. Knowledge 
leverage also includes the absorptive capacity of the organisation, which is here defined as: “the ability 
of an organisation to identify, assimilate, and exploit external knowledge” (Rose J., and Furneaux B., 2016, 
p. 8). These include the capacity to understand the evolution of customer demand and the ability to 
evaluate the future development of technology as well as the ability to focus on the competitors and their 
innovation outputs. 

Community and Network
Community and network were marked as the second most important driver of software innovation. 
Different trends are emerging within the software industry, but one of them has drawn significant 
attention, which was the “open source movement”. Many technology companies are using the open 
source principles as an integral part of their innovation strategies. According to Lee, G.K. & Cole, R.E., 
(2003), open source platforms tend to bring together specialists expertise and thus serve as a knowledge 
generation platforms. This knowledge can be later used by the companies, which does not have resources 
to dedicate to the research as a source of knowledge necessary for their software innovation. 

User Involvement
The role of the user and user’s feedback plays a significant role in the software development and 
testing processes. In agile development, users inputs can be assessed rapidly within cycles, and their 
valued feedback can be implemented considerably fast. Users knowledge can be also beneficial for the 
developers’ business understanding of the developed system. Rose and Furneaux even argue that user 
can often produce more creative ideas then developers. 

Team Process Drivers
The third group of drivers relates directly to the development team and the processes used by this team. 
Since the software is usually developed within teams and not by individuals, the team practices and 
processes have a significant impact on the final software or service. 

Creative Cognition
Creative cognition refers to the creative state of mind and the creative acts of individuals. The underlying 
assumption here is that the creativity of the team members in a system development efforts can “contribute 
significantly to the level of innovation generated by this initiative” (Rose J., and Furneaux B., 2016, p. 9). It 
can also be defined as “the ability to rejuvenate, to produce new configurations and possibilities, to reframe 
the way we see and understand the world and to challenge the normative status quo in a particular task-
driven context.” (M. Avital and D. Te’eni, 2009). However, there is no doubt on the importance of the creative 
cognition for an organization; it is challenging to measure and evaluate it. 

Software Design Capability
Design capability includes the development capacity to implement the understanding of the customer, 
business and market understanding and technological advantages and turn them into new, yet still useful 
product functions. It emphasize the importance of the user-experience and user-interface design, or from 
the opposite point of view, the ability of the organization to interpret the user’s’ demands and foreseen 
those. 
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Teamwork
Effective teamwork can be considered as one of the essential features of innovative projects. It has 
a positive impact on both efficiency and also on the satisfaction of team members. Secondly, team 
members with different backgrounds and roles positively influence the innovation outputs. 

Innovation Tools and Techniques
Creativity tools and support techniques appear to be an essential facilitator of the innovation, together 
with the situational knowledge of when to apply them (Rose J., and Furneaux B., 2016). These tools can 
include various design tools, coding tools but also programming toolkits, collaborative work systems, 
etc. The design and usability of these tools can, therefore, influence the creative outcomes of related 
processes and thus influence the innovation outputs. This innovation driver stresses out the importance 
of analysing not only the processes and practices, when trying to explore the innovation abilities, but also 
to analyse related tools and artefacts. 

Development Framework
Rose J. and Furneaux B. argue, that: “Development frameworks provide the foundation for an organisation’s 
approach to software development by offering support for processes, underlying assumptions, and work 
practice norms.”. In distributed development, their importance raises, because they unify practices 
between teams, which can be geographically or socially dislocated. 

Infrastructure Moderators
Last but not least category of innovation drivers is labelled as Infrastructure Moderators. “Infrastructure 
determinants the fundamental, unavoidable technological and social conditions in which innovative efforts 
are situated.” (Rose J., and Furneaux B., 2016, p. 10). This category includes more technical aspects 
of software development, such as microprocessor power, the experience of the customer, broadband 
availability and speed or user computer literacy. 

Installed Base
Rose and Furneaux call the installed base a first silent element of infrastructure. They define installed base 
as the technological ecosystem where the development of software is undertaken. These are somewhat 
external factors, which need to be taken into consideration. The timing here becomes an essential aspect 
of introducing the “innovation” within the market. 

Path Dependency
The second silent element is path dependency, and it relates to the technological abilities, which are 
available for developers. These involve, for example operating systems, middleware, programming 
languages, computing architecture and other. They all have a different, but substantial impact on the 
software innovation.

The summarised theories will be used as a base for designing interviews and as a theoretical base for the 
Discussion section. In the next chapter, I describe the methods used for this case study.
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This chapter purposes to elaborate on the research methodology. In order to create a practical design 
of the research methodology, I have decided to use the research onion as a foundation framework. 
The research onion was created by Saunders et al. (2007), and it provides a clear description of the 
stages, which needs to be passed throughout the research processes. This model identifies five stages 
of research design: Research philosophy, Research approaches, Research Strategies, Time horizons and 
Data collection methods. The image below (Fig. 7. - Research Onion) illustrates the stages of the research 
design and their relations with each other. According to this model, the first step of research design is to 
understand and define the research objectives.

5. Methods

5. Chapter / Methods

Fig. 7 - Research Onion - Saunders et al. (2007)
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5.1 RESEARCH OBJECTIVES

This research aims to understand better the challenges connected with distributed agile software 
development, their implications on the ability to innovate and to discuss the possible suggestions for 
improvement. However, due to the nature of an empirical study, this research does not aim to prove 
or disprove the used theories, but instead use them as an theoretical background to map the current 
situation in Shopbox Aps, to understand the problems the company is facing, and to be able to discuss 
their potential implications on innovative practices. 

5.2 RESEARCH PHILOSOPHY

Adopted research philosophy includes strong assumptions about how one views his or her world. These 
assumptions construct the research strategy and affect the chosen methods (Sanders, M. et al. 2007).
 
As can be seen in the Research Onion model, there are different philosophies, which can drive the 
research processes. In this thesis, I am adopting the interpretive approach in order to achieve my research 
objectives. “Interpretivism advocates that it is necessary for the researcher to understand differences 
between humans in our role as social actors.” (Sanders, M. et al. 2007, p.116). Since, my study analyses 
the practices and processes carried by the development team at Shopbox and their implications on the 
ability of the company to innovate, I argue that the interpretive philosophy is the most appropriate one for 
this study. Sanders, M. et al. (2007) uses the metaphor of the theatre to illustrate that we as humans play 
a different social role in different situations accordingly to our interpretation. “In the same way, we interpret 
our everyday social roles in accordance with the meaning we give to these roles.” (Saunders, M., Lewis, P., & 
Thornhill, A., 2009). Therefore, we also interpret others social roles in relation to our own set of meanings 
and assumptions about these roles. 

In order to better understand the nature of the interpretive philosophy, I used the part of the paradigm 
(Fig. 8) “Comparison of four research philosophies in management research” provided by Sanders, M. et 
al. (2007, p. 119). 

5.3 RESEARCH APPROACH

There are two primary distinctions of the research approaches. One is the deductive approach and second 
is the inductive approach. 

The deductive approach develops a specific hypothesis based on pre-existing knowledge or theory, and 
only then it formulates the appropriate research approach to test it (Silverman, 2013). Therefore, it is a 
dominant approach in natural sciences, where observed natural laws demonstrate the basic explanation 
and theory, which is tested to be confirmed or disproved (Sanders, M. et al. 2007). The structure of a 
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deductive research approach moves from general to specific, thus using the set of grounds and its 
followed by the conclusion. On the other side, the inductive approach can be understood as a move 
from specific to general. My approach is an inductive approach because I instead use the theories to 
understand better the processes and practices carried in distributed software development setup and 
their implications on the ability to innovate. 

5.4 QUALITATIVE APPROACH

In social sciences, the term qualitative research refers to the research, which focuses on how the 
individuals or groups see, understand and interpret the world. At the same time qualitative research can 
be understood as an approach which does not collect statistical (quantitative) data, but instead explores 
the topic with questions like: “What?”, “How?” and “Why?”. Therefore, it provides an interpreted in-depth 
knowledge of the subject of the research. As the qualitative approach is flexible in its nature, it provides 
various methods or ways to conduct it. 

5.5 RESEARCH STRATEGY

The research strategy is a plan established in order to accomplish a goal, and it ensures, that the 
researcher answer the research question in a systematic manner (Sanders, M. et al. 2007). The strategy 
set of research onion model involves a number of different approaches: Experiment, Survey, Case study, 
Action research, Grounded theory, Ethnography and Archival research. Since, in my research, I am trying 
to explore the nature of the contemporary situation, I chose the case study as my research strategy.

5.6 CASE STUDY

“Qualitative case study is an approach to research that facilitates exploration of a phenomenon within its 
context using a variety of data sources.” (Baxter, P., Jack, S. 2008) This approach should guarantee, that 
the problem is not being explored through only one lens, but rather from the different point of views, which 
ensures the more objective outcome of the research. Furthermore, case studies contribute towards the 
researcher’s ability to answer three types of social research questions: “What?, Why?, How?” (Sanders, M. 
et al. 2012). 

Yin, R.K. (2003) divides case studies according to the two dimensions: a Single case study and multiple 
case study, while the data collection techniques can be varied and combined in different ways (Sanders, 
M. et al. 2007). 

For this paper, I chose a single case study in order to observe a single phenomenon at Shopbox. However, 
the outputs of this research might be standard for many; this paper intends to understand the situation 
in Shopbox as is accordingly to the established theories. Therefore, just as any other research method, 
this method is not free of limitations. Due to their nature, case studies have generally been criticised due 
to broad scientific generalisation and third questionable reliability, because the data are usually gathered 
from single or only a small number of cases (Yin, R.K. 2003). 

5.7 TIME HORIZON

Time horizon is the time framework within which, the project is limited to be finished (Saunders et al., 
2007). Depending on the scope of the research, the time horizon of the study can be either cross-sectional 
or longitudinal (Bryman, A. 2012). Cross-sectional is exploring a particular occurrence throughout given 
time period, while the longitudinal can be understood as a repetitive process over an extended period of 
time. Due to the scope of this thesis, this paper is cross-sectional study.
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5.8 RESEARCH DESIGN

The research design is the “logical sequence that connects the empirical data to a study’s initial research 
questions and, ultimately, to its conclusions” (Yin, 2009, p. 19). Research design as an action plan helps 
the researcher to answer the practical questions leading to a conclusion on the research question. Yin in 
“Case study research: Design and Methods” define five components to follow: 

1. a study’s questions
2. its propositions
3. its units of analysis
4. the logic linking the data to the propositions
5. the criteria for interpreting the findings

In this paper, I followed these components in order to ensure the logical hierarchy of research design and 
its applicability to the selected case. 

This thesis is an exploratory type of the research because my goal is to understand better the challenges 
caused by agile distributed software development and their implications for innovation in Shopbox. An 
exploratory study is a very appropriate method of finding “what is happening; to seek new insights; to ask 
questions and to assess phenomena in a new light” (Robson, C. 2002, p. 59).

5.9 DATA COLLECTION

Primary data - Interviews
The primary data source for my research comes from semi-structured qualitative interviews conducted 
with current and former employees of Shopbox. In case studies, interviews are a common method of 
collecting data. While they provide more flexibility for the researcher, they also allow a more creative way 
to interpret these empirical data (Sanders, M. et al. 2007).

In total, I have conducted 4 semi-structured interviews. The interviews were designed according to the 
gathered theories and my personal observations in Shopbox. The main topics, as well as the specific 
questions, derive from the Shopbox’s development practices related to the common challenges in 
distributed software development. I have prepared all the questions before the interviews, however 
depending on the context of the interview and received answers I did add extra questions during the 
interviews to explore the discussed topics further. My interviews were divided into two parts. The first part 
was trying to identify challenges related to the communication, communication processes, practices and 
tools used for communication in distributed development. Secondly, I tried to explore how do participants 
understand innovation in general, innovation processes and practices in Shopbox and how do they 
influence the outcomes of the development process. The second part elaborates on the regularly hold 
Scrum events, artefacts used in order to support the development work and other related practices. 

All the interviews were conducted in the English language. Since one of the interviews was in the form 
of an audio-video conference, do to the quality of the recording, I do not provide the complete transcript 
of the interview, but instead, I summarized the findings. All used quotes are however nohow modified or 
changed. 
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Fig. 9 - Interview participants, location and the form of the interview
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Secondary data
My secondary data comes from various documentation at Shopbox as well as from different articles and 
reports on the topic. Because Shopbox is a small software company, the number of these documents 
was insufficient. 

5.10 MAKING SENSE OF THE DATA

In order to make sense of the collected data, I used the Framework of Issues in Distributed Development 
created by Ågerfalk, Pär J., et al., (2005). In this framework, the mentioned issues are categorised in relation 
to three dimensions and three processes. I will use this categorisation as a lens to look at the challenges 
mentioned during my interviews, which relate to the Shopbox processes and Practices. Secondly, I will 
use the Innovation drivers described by Rose J., and Furneaux B., (2016). To better understand, what 
processes, practices, artefacts and other factors influence the organisational ability to innovate. At the 
same time, I will try to identify the existing drivers, their importance in Shopbox or on the contrary to 
explore whether some of the mentioned drivers even “exist” in the studied firm.

Above mentioned methods will be used in order to execute the described research. In the following 
chapter, I analyse the findings from conducted interviews.

5. Chapter / Methods
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In this chapter, I will present the studied company and the recent personnel changes within the team, 
introduce the processes, practices and artefacts used for development work. Secondly, I provide a short 
description of each interviewed participant and his or her perception of his or her primary responsibilities 
in Shopbox. The analytical part starts with challenges in distributed development setup in general, and 
then I move forward to the communication issues, which were identified during the interviews. Later I 
am offering an insight into the business understanding of the customers from the developer point of 
view. At the end of the first section, I summarise the findings in the table categorised by their impacts on 
efficiency and effectiveness of software development. In the further sections, I relate these findings to 
their perceived innovation abilities. Last but not least, the second section also offers insights on how is 
the innovation itself understood by interviewed personas. 

6.1 CASE STUDY - SHOPBOX APS

As also mentioned in the introduction chapter, Shopbox is a small software company providing a POS 
solution - application for computers (Windows platform), tablets (Windows and iOS) and mobile devices 
(iPhone), with the primary focus on tablets. The company has two main offices and one additional QA 
person in Ukraine. The headquarters are located in Copenhagen, Denmark and the development office is 
located in Cairo, Egypt. Main office in Copenhagen accommodates all departments but the development, 
with an exception of Product designer and Product owner, who are located in Copenhagen. Additionally, 
the lead QA person is working remotely from Odessa, Ukraine (Fig. 10).

6. Analysis
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11
Copenhagen, Denmark

9
Cairo, Egypt

1
Odessa, Ukraine

Fig. 10 - Employee allocation in Shopbox
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Personnel changes in Shopbox
Through the recent history, Shopbox went through several significant changes regarding employee 
structure of development department. After the period of not having clearly defined role of the leader 
of the development department, Shopbox hired new CTO in August 2016. His first project was to 
stabilise the current application without developing new features and to establish clearly defined working 
processes and ensure effective communication within the team. From a more technical perspective, he 
was assigned a project to move the app to the Xamarin framework in order to make it easier to support 
multiple platforms (Windows, iOS). As mentioned before, until this moment, the development team did 
not have clearly defined working processes, and the team was working on ad hoc basis concerning 
planning, releasing and partially testing. The CTO was also responsible for correct implementation of 
Scrum methodology, which the team used even before his position was filled. However, the methodology 
was not strictly followed, and no one was accountable for making sure the principles of Scrum are used 
correctly. However, the CTO decided to leave Shopbox in July 2017, and since then his role was not filled 
by another person, but his responsibilities were instead distributed between Product designer, Product 
owner, Scrum master and partially the CEO. The working process in Shopbox did not change significantly 
since he left and the team is trying to follow them in the same way how they were established. There is 
currently one accountable for making sure these processes are followed correctly.

6.2 CULTURAL AND GEOGRAPHICAL DIFFERENCES

There are arguably a lot of cultural and social differences between Denmark, Ukraine and Egypt. Despite 
the fact, that this thesis’s primary focus is not to explore or map these differences, in order to get a better 
overview and to understand the possible impacts of distributed setup, I have mapped some of the most 
recognisable differences from my empirical experience and observations in Shopbox. Some of these 
findings will be later described and discussed in Analysis and Discussion chapter as they were mentioned 
during the interviews.  

Working days
Due to the cultural differences, the working week in Cairo starts on Sunday and ends on Thursday, 
leaving the Friday and Saturday off. On the other hand, employees in Copenhagen and Odessa work from 
Monday to Friday. Due to this fact, schedule leaves only four days in a week when the team members can 
communicate and cooperate in an effective synchronous way. 

Holidays
Every team or employee is following the public holidays in his or her country. Since these holidays are 
mostly based on the cultural history of the country, they are rarely synchronised (except few exceptions) 
between Denmark, Ukraine and Egypt. This has an undeniable impact on the ability to communicate when 
one of the teams has holidays while the other does not. 

Working time
There is not a significant difference in time zones when it comes to Denmark, Ukraine and Egypt. However, 
even one or two (depending on the period of the year) hour difference can cause synchronisation problems 
and sometimes even frustration from the fact, that some of the employees, when needed, need to extend 
their usual working time. For example, if there is only one hour difference, assuming that the teams start 
working in the same moment and they also do have lunch in the same moment, it leaves only 5 hours a 
day for effective communication (see Fig. 11).

Cairo

Copenhagen

09:00 10:00 11:00 12:00

Lunch

13:00 14:00 15:00 16:00 17:00 18:00

08:00 09:00 10:00 11:00 12:00

Lunch

13:00 14:00 15:00 16:00 17:00

Fig. 11 - Working hours comparasion
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Accessibility
Most of the technical problems in regards to the communication are caused by the fact, that the internet 
connection (primary means of communication) in Egypt does not fulfil the same standards as in Denmark. 
This is a challenge pointed out also during the interviews: “Lets say, when we have this update on everything 
(meeting) or when we have some kind of meeting, and you guys show something with the screen (screen 
sharing) we can’t see it, or there is like harder internet connectivity, the internet connectivity is not best, 
so we don’t hear everything and then you have to just like go with it, and then at the end of the meeting 
you feel like you missed some part of the meeting.” (R.S.). However, despite knowing that this is a serious 
issue, the team, neither the management cannot do anything with the internet connection. According to 
Speedtest.net and their Global index of internet connection speed, Denmark is ranked as a country with 
13th fastest internet connection speed, while Egypt is positioned on 131st place worldwide. 

Practices and process
As mentioned before, Shopbox development team is following the agile development principles and using 
Scrum framework as a base to execute the development work. Yet, the team is not strictly following 
Scrum only, but rather adjusting it to its needs. Shopbox team follows some of the well known Scrum 
events, such as Daily standups, Planning meetings, etc. On the contrary, the team members have clearly 
defined roles within the development team, for example, back-end developer, front-end developer, QA, 
which is against of some of the rules of Scrum. It is a common practice to adjust frameworks to the 
specific need of the team. However, it is essential to recognise these adjustments when analysing related 
processes and practices in order to understand the complexities, these changes bring. 

6.3 INTERVIEWED PERSONAS 

In order to provide a better overview of the performed interviews with former and current employees of 
Shopbox, I have summarised short introductions of every person and their views on their roles in Shopbox:

A.R., former CTO (Copenhagen, Denmark)
A. is the former CTO, who was in charge of the product on a technical level. He was working in Shopbox 
for a year, until July 2017. More specifically, he was (as a head of the tech department) in charge of all 
developers, QA and in charge of connecting the product with the business needs. 

E.H., former Product Owner (Copenhagen, Denmark)
E. is the former Product Owner, who was in charge of transferring requirements from the customer to 
the development team. Her primary responsibility was to make sure that the planned tasks are executed 
accordingly to the time plan.

R.N., current Product Owner (Copenhagen, Denmark)
R. is the current Product Owner, who is in charge of the development processes, following the Scrum 
development frameworks. He makes sure that the information is being communicated from customer and 
business to the developers. He is also responsible for defining the acceptance criteria of the developed 
product. 

R.S., current Lead Developer (Cairo, Egypt)
R. is the current Lead Developer in Cairo. He is working in Shopbox for over 5 years. He started as a 
developer working from Copenhagen, Denmark and later decided to move back to Cairo, Egypt, where he 
later based the Shopbox development office. He is responsible for leading the development team in Cairo, 
for hiring new developers and he is also accountable for the stability of the product. At the same time, he 
uses around 40% of his time for development work.

6.4 DISTRIBUTED DEVELOPMENT AND LOCATION ISSUES

The first sequence of the questions during my interviews was focusing on the fact that Shopbox 
development team is based in Egypt, while the rest of the team operates from Denmark. I tried to map all 
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the challenges, which occur in such a distributed setup and how are these challenges perceived by the 
team members. 

Challenges in the distributed development setup 
Agile software development techniques have been used successfully in general software development 
practices, but when it comes to applying these to distributed development, it becomes a much more 
difficult task (Holmström, H. et al., 2006). Agile methods are built on the ability of the team to communicate 
in the most effective way possible, which usually would mean that the team should be colocated, allowing 
the direct face-to-face communication. However, this is not always possible due to the various business 
factors, and therefore the principles of agile development and development frameworks need to be 
adjusted in order to make them feasible with the distributed development practices. 

Based on the data from the interviews, the different location of Shopbox’s development team seems 
to be a challenging factor in managing the software development processes and in communication 
practices. Yet, the common positively perceived effects, which were mentioned during all interviews were 
the economic benefits and the fact that development team is being less distracted by other employees 
at Shopbox.  

The most common challenge mentioned by all the participants in distributed teams is the communication. 
All participants mentioned that the nature of digital communication and the fact that the teams are 
geographically far from each other naturally cause challenges in effective communication. 

6.5 COMMUNICATION

According to the current Product Owner, the remote communication is challenging task because “..., you 
cannot just use the software to replace face-to-face communication.” (R.N). He also emphasises that 
the techniques used in Shopbox were initially built for co-located teams, relying on the physical artefacts, 
which supports the interaction between individuals in the team.

“... yet, it (Scrum) was originally developed to be used with post-it notes and with a whiteboard, so you 
could have these physical notes, that you can move around on the whiteboard” (R.N.). Since one of his 
responsibilities is to make sure that developers understand given tasks, he also emphasises that it is “... 
difficult to convey this information in text” (R.N.).

According to the former CTO,  another communication issue relates more to the informal interpersonal 
communication. “..., obviously, there are all the negative things about not meeting for lunch, you do not 
talk as much casual stuff, it creates further away communication of further away relationships.” (A.R.) 
According to him, this kind of remote communication can result in one’s hesitation to contact the person 
in the other team, because the person might not know whom to contact when having some problems. 

On the other hand, the former Product Owner argues, that despite the distributed setup, it was always 
easy (from a practical point of view) to reach to other people. However, she agrees, that there could 
be a misunderstanding in communication mostly caused by cultural differences and language barriers: 
“Well information can get sometimes misunderstood. And that would come mostly because of some 
cultural differences and also maybe some language barriers, because … everyone has an average level 
of English.” (E.H.)

When interviewed the Lead Developer in Cairo, he mentioned that one of the communication issues 
relates to the different time zone and different working time. “I think it is harder the communication 
wise. Especially, when we have the different time zone, ... , in Cairo and in Copenhagen we have different 
holidays, also we have, for example, Friday and Saturday (off) and you guys have not, we work Sunday, 
and you don’t. So there is one big gap.” (R.S). 

On the other hand, all the participants also mentioned positive effects of distributed setup. The most 
obvious one, as all of them labelled it, is the financial aspect. The cost of having a developer in Egypt 
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is significantly lower than the salary for the same position in Denmark. However, that was not the only 
positive aspect. 

The former CTO argue that the fact of developers being far from other employees of Shopbox ensures 
fewer disruptions during the working (coding) process. He emphasised that due to the digital tools used 
for communication he can “... choose when I want to be distracted and answer.” (A.R.). The same opinion 
has the Lead Developer in Cairo who said: “... Cairo office is only the development (office), so we don’t get 
much of a distraction from other people, …” (R.S.). The former Product Owner also backed up this positive 
effect by saying: “Having them (developers) over there is just giving them more freedom and more focus 
on their work and they don’t get disturbed by business people, which happens when the development and 
business are looked at in one place.” (E.H.) 

6.6 BUSINESS UNDERSTANDING

Another category of perceived issues, also related to communication, links to the team’s ability to 
understand the customer’s needs and business needs. According to the former CTO, there are, though 
two aspects of being aligned with the business requirements. One is to understand the current situation 
and customer feedback and the second is to know and understand the future direction of the business or 
the vision of the company. 

A.R. sees the “disconnection of the team from the actual reality or the context in which the product is 
being used” as one of the main issues of the team being located in Cairo. However, he argues, that it is 
not the cause of the distributed development setup itself, but rather a problem of the developer being 
located in the very different market compared to the Nordic market, where Shopbox positions its product. 
He argues that: “there is a huge difference when one of the developers goes and gets the opportunity to 
stand behind the cash register and feel how it actually feels to use the product, versus sitting in some 
different country.” (A.R.). The Lead Developer confirms this problem by saying: “I feel like, sometimes, 
so we are far from the customers, so we are not always updated with the customer problems and so on. 
Like, for example, let’s say, I know that customer had this problem, but it was like two weeks later we 
got this news and so on. So it is not like we are living in the time of action.” (R.S.) Later, he also adds: 
“... it makes the team bit far, the whole (team), like sometimes when you know the action you feel like 
you more involved somehow.” (R.S.). The former Product Owner also relates to this issue, however from 
the more managerial point of view. She suggests that this mentioned problem is also caused by the 
communication issues between the management and the team. “I think because they (management) 
were not really communicating well what is the strategy. Then, the team could not be really focused on 
one thing for a very long time. So it was more about the fact, because they are far away and because they 
get to switch between different tasks quite often then we don’t, we don’t end up producing something 
that is good quality.” (E.H.).

6.7 COMMUNICATION TOOLS 

In order to better understand the communication, I have asked a series of questions about the 
communication tools and related practices. The aim was to get more profound insights into the nature of 
these tools, thus to better understand their capabilities and opportunities they offer. 

Central communication and planning tool at Shopbox is Jira. Jira is a software, which provides the 
opportunity to create tasks (tickets), position them within the Kanban board, prioritise them, assign them 
to specific people and to track all related activities. This tool is used in Shopbox as a “replacement” of a 
traditional whiteboard used in Scrum. However, the current Product Owner argues, that: “we have this 
software, we are using instead, it is much easier to get messy, because it is not like, it does not endure, 
because you just close it” (R.N) and “... if you have messy working environment, your software, or your 
code that you programming also get messy and then it is hard to keep track of the things.” (R.N.).

Additionally to Jira, the Shopbox team use following tools for communication. Gmail (email client), 
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Confluence (team collaboration software), Stride (chat tool), Google Hangouts (software allowing audio/
video conferences) and phone calls when needed. In the following table, I briefly summarised the used 
communication tools, what kind of communication they allow and what are the perceived benefits of 
these tools. 

My research did not go more in-depth into exploring how these additional tools are being used. However, 
I tried to understand the process of choosing these tools and whether there is any ongoing evaluation of 
the tools. 

The current Product Owner agreed that the design of these tools could have an impact on the 
communication. However, at the same time, he confirmed that there is not any process to evaluate the 
usability or usefulness of such tools: “I could take action if some of these tools were ineffective,….. But I 
don’t actively evaluate the efficiency of these tools.” (R.N.). When asked the former CTO also confirmed, 
that he did not actively evaluate these tools, yet he admits, that it might have been actually a good idea to 
do so: “No, I never evaluated the tools, and that is for the simple reason, that.. Yes, I was the head of the 
department at Shopbox, but I always had this kind of feeling of that there are some things that we should 
just not be changing or should not be evaluating in a way. And tools or also actually employees. I never 
felt like, if we have a developer who is better, or less good I could just say, let’s not have him, let’s have 
someone else. Those things were supposed to be in my control, but they were not really in my control. So 
it would make much sense to actually re-evaluate those things.” (A.R.).
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Tool / platform Type of 
communication Benefits

Jira

Gmail

Confluence

Stride

Google Hangouts

Asynchronous 
communication Task planning, Assigning tasks, Providing an overview of tasks, Managing backlogs, etc.

Official communication, Meeting summaries, External (out of Shopbox) communication

Documentation and Specifications repository, Repository of official documents, Personal 
contacts, etc.

Ongoing professional and interpersonal communication in the form of a chat. It allows a 
prompt flow of information between two actors or in a group. Supports personal 
communication not only related to work. 

Audio / video conference platform. Used as a primary platform to hold meeting between 
teams / individuals how are not geographically collocated. Helps to improve both 
professional but also personal relationships. 

Asynchronous 
communication

Asynchronous 
communication

Synchronous 
communication

Synchronous 
communication

Fig. 12 - Communication tools
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In order to conclude on this section, I categorised my findings in the following table. The table below 
summarises the most critical interview findings in relation to distributed development setup and divides 
the data between perceived positive and negative factors or impacts. 

6.8 PLANNING MEETINGS AND PLANNING PROCESS 

The planning process in Shopbox does not have any formalised structure. These planning efforts would 
usually happen when there is a new requirement coming from the sales team or from an existing or 
new customer. It would usually involve different people from Copenhagen office together with the Lead 
Developer in Cairo and sometimes with the heads of back-end or front-end team. However, as found during 
the interviews, this process is never a collaborative practice of the whole team. The involvement of the 
whole team comes only after a particular new feature or improvement was defined, describe and agreed 
by stakeholders (management, customer, Product Owner, Product Designer, CTO, etc.) in Copenhagen. 
Once this feature is defined, it is placed in the backlog, prioritised and introduced to the rest of the team 
during the planning meeting. 

The sprint planning meeting, as described before, is a collaborative event of the whole Scrum team hold 
once a sprint. In Shopbox case, the planning meeting is held every second Tuesday. The optimal planning 
meeting output is the common understanding of the goal for the next sprint. Therefore, the team needs to 
answer following questions: “What can be delivered as an increment during the following sprint? How will 
the work be planned in order to achieve the goal?”.

In Shopbox, planning meeting serves mostly as a platform to assigned already prioritised tickets (tasks) to 
the developers and make sure, that they understand the given tasks. “At the planning meeting, we would 
usually make a long excel file of all the tickets, …” (A.R.), while R.N. adds “It usually starts with defining 
the goals for the upcoming time …”. All the participants agree that planning meetings are essential for 
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Initials PositiveNegative

R.N.

E.H.

A.R.

R.S.

Communication and its technical challenges
Missing the ability to use physical artefacts
Lack of informal communication and interaction

Cultural differences
Language barriers
Communication and its technical challenges

Developers being far from customers
Communication and its technical challenges
Problems to build “proper team spirit”
Lack of informal communication and interaction
Lack of trust

Different time zones and different working days
Delayed communication of the customer's problems
Communication and its technical challenges

Financial aspect

Financial aspect
Developers are not being distracted 

Financial aspect
Developers are not being distracted 

Financial aspect
Developers are not being distracted 

Fig. 13 - Negative and positive impacts of distributed development in Shopbox according to the data from interviews
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the team to have an overview of the planned work. They also agree that planning meeting can serve 
as a platform to discuss the solutions for given problems, or to suggest better solutions. Thus these 
meetings can help the incremental innovation. However, the Lead Developer stressed out, that “I feel like 
our problem here, sometimes at Shopbox is, that sometimes we want to start the module too early, so 
we don’t take as much time to write specifications or don’t think about it as much so.” (R.S.). From, that 
quote we can assume, that planning process itself is not yet perfect. The former Product Owner confirms 
this assumption by saying: “It was a process that in the beginning was very chaotic, but in some point 
after a couple of months of practising it, it becomes easier” (E.H.). On the contrary, the Lead Developer 
also emphasised, that planning is currently used in order to prioritise the tasks, rather than plan new tasks 
or discuss new ideas. This can also be a side effect of having too many bugs in the backlog, as such the 
team is instead focusing on defined problems for the short term period. 

The usual output of these meetings is a prioritised backlog for the upcoming sprint with all tickets being 
assigned to a specific person. 

In order to provide a better overview on the artefacts used for the planning meetings and for the other 
meetings described later in this chapter, I summarised, how does the product backlog and sprint backlog 
look like in Shopbox based on my secondary data source.

Product backlog
Product backlog in Shopbox is a dynamic list of all the tasks needed in order to be able to develop the 
desired product. The Product Owner is responsible and accountable for the backlog in Shopbox. Due to the 
dynamic of the team and ever-changing customer and business requirements, the backlog is frequently 
overloaded, which can cause confusion in an overview and blur the importance of individual tasks. When 
planning, the first goal in regards to the backlog is to clear it from the Major, Critical and Blocker bugs and 
tasks. 

Sprint backlog
Secondly, the sprint backlog consists of all the tickets created in order to fulfil the sprint goal. It is a list 
of the prioritised tasks, assigned to the specific developer with time estimates. The final version of each 
sprint backlog is agreed upon during the above-mentioned planning meeting. However, as mentioned in the 
product backlog, the sprint backlog is also often overloaded, which prohibits the effective accomplishment 
of the sprint goal. Based on the findings from the interviews, this backlog is also frequently changed due 
to an occurrence of the new, previously unseen bugs, which need to be fixed “immediately”.

As the current Product Owner mentioned during the interview: “..., I am just saying that, when we are using 
it (software for planning backlogs), the software might tend to be messier, than it otherwise (having more 
physical artefacts in use) would be.” (R.N.). In connection with this quote and what was mentioned above, 
we can conclude, that these product and print backlogs in Shopbox lack the clearness, due to the nature 
of the used system and the fact that the backlogs are overloaded. 

6.9 DAILY STANDUP MEETING

A daily Scrum or Daily standup meeting is an event held for the team to be able to inspect the work since 
the last stand up meeting and forecast the work until the next stand up meeting. In Shopbox, these stand-
ups are held between Copenhagen and Cairo every working day except Friday, while the development 
team has its own standup on Sunday. This daily meeting should not exceed 15 minutes and each member 
of the development team, QA and Product designer need to answer the following questions:

What did I do yesterday in order to meet the sprint goal?
What am I going to work on today, in order to meet the sprint goal?
Is there anything, that is blocking me or my tasks planned for this sprint?

The former Product Owner emphasised that these meetings “... are essential. If there were no daily 
standups, people would be 50 percent less dedicated to what they are doing …” (E.H.). R.N. also agrees 
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and adds, that these meetings “get everybody on the same page of what is going on”. Yet, most of them 
acknowledge that the digital form (audio conference) of the standup meetings, when every developer 
used his or her own computer is not the most effective one. However, they do not see a better option, 
when having distributed team. “I can’t imagine any other way how to do stand-ups, because that’s the 
nature of the meeting.” (R.N.). At the same time, the former CTO emphasised, that another category of the 
issues related to these meetings raised from the technical problems.

Concerning the innovation, all the interview participants agree that these meetings are not a platform to 
discuss any new features or improvements. However, they can help to find solutions for already planned 
development, and thus help the incremental innovation practices. E.H. even mentioned, that during these 
meetings the discussion on possible solutions can occur: “And naturally when people are involved in that 
process they decide to come up with some: “But what if we do it this way? What if we do it that way?”. 

6.10 SPECIFICATIONS AND DOCUMENTATION

The Agile Manifesto (Agilemanifesto.com, 2001) emphasises the “Working software over comprehensive 
documentation” as a principle for the software development. Yet, some form of documentation is needed, 
and its importance only increases when it comes to distributed development (Herbsleb, D., Moitra, D., 
2001).

Based on the secondary data, as well as on the findings from the interviews, the current level documentation 
and specifications in Shopbox are quite poor. The former CTO clarified, that: “When I just joined Shopbox, 
maybe there was some specification, maybe there was some documentation, but I don’t think that I ever 
found out” (A.R.) However, during his work for Shopbox, the team started to work on these documents: 
“So, what we decided doing is, was, to write it for the new features. So the idea was that every new 
feature had to be specified properly before actually starting developing it” (A.R.). Yet, during these times, 
the documentation and specifications were existing in the form of a user story, features description and 
description of the business logic. “It never got bit more technical” (E.H.). 

According to the interview with the current Product Owner, the documentation and specifications are in 
a much better state at this moment compare to several months ago. Yet, they are still more business 
oriented, than technical. Therefore they serve as a mean to communicate the logic of product features 
between all team members. Currently, it is the Product Owner who is responsible for these, compared 
to the past, when it was the CTO, Product Owner and the Product designer, who was working on 
specifications and documentation. He stresses out that having proper documentation helps the whole 
development process. Namely, it creates an environment with fewer bugs. Since the developers can “fix” 
the potential bugs by static testing even before the coding starts, it also decreases the potential price of 
the development. 

However, the documentation and specifications are in “better state” compared to several months ago, this 
study did not explore how are these documents used by developers working from Cairo, Egypt. Therefore, 
I can only assume their importance to their general benefits, but at the same time, it is not possible to 
conclude on their impact on the developers everyday work. Later, In the next section of Analysis, I am 
describing additional findings on how the documentation and specifications relate to the Shopbox ability 
to innovate its product from the perception of the interviewed personas. 

6.11 TICKETS AND TASKS

Tickets in Shopbox are the primary form of communicating the tasks between the developers and 
Copenhagen office. The tickets are created in a digital form using the Jira software. Besides the 
description of the ticket, which is the description of the bug or the task, there are different attributes, which 
can be assigned to a ticket. The most used ones in Shopbox are: Priority, Assignee (developer), Time 
estimate, Epic ticket (parent ticket), Related tickets, Type of the ticket (New feature, Bug, Improvement, 
etc.), Affected version (version of the app), Status of the ticket (Open, Closed, etc.) and other.
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In order to better understand the form and its implications of how the requirements for developers are 
being communicated, I asked several questions about the tickets. 

The tickets are mostly created by the Product Owner, Product Designer, and the QA employees. However, 
when needed (for example to divide complex tasks into smaller tickets) developers are sometimes 
creating tickets for themselves. These tickets would usually not contain elaborate descriptions, but they 
are preferably used as a reminder of “to-do” tasks. 

Most of the tickets come from the Product Owner. He describes that there is a documentation on how 
the ideal ticket should look like, in order to keep the consistency, which should ensure that everyone 
understands his or her tasks. Yet, he also mentioned that: “I can’t see that everybody is following that a 
word by word, but we are trying to get people to follow it as closely as possible, because just to make 
sure, that everybody understands what the ticket is saying, because sometimes people don’t have time or 
they think they don’t have time, but they just create more problems for themselves, by making the ticket, 
which is two word description and nobody knows what the ticket means, people are confused.” (R.N.).

In order to relate the importance of the structure of the tickets used in Shopbox to the ability of the 
company to innovate the product, I will analyse the content of these tickets in the following section of this 
chapter. 

6.12 TESTING PROCESS

Testing is an integral part of the product development process, yet in Shopbox it is a process under 
ongoing improvements. The current Product Owner expressed, that “we have been trying to figure out 
how to do this (testing) properly for a long time.” (R.N.). 

The testing process in Shopbox involves mostly the two QA employees. They are, however, not co-located. 
The lead QA works from Odessa, Ukraine and the second QA works with the development team in Cairo, 
Egypt. Despite having these two employees focusing on the QA process only, the other employees in 
Shopbox are also part of the testing processes, especially when there is a scheduled release. 

According to the former CTO, there are issues related to testing too. “The other thing, is not really within the 
testing itself, it’s more about how it is being communicated further, because many times the QA person 
would be able to, sometimes, find something that she wouldn’t be able to explain to how to reproduce it to 
the other guys, to the developers in Cairo for instance” (A.R.). He argues that due to the distributed setup 
and related communication practices it is another challenge to communicate the found issues. 

As mentioned above, the testing process is an ongoing, never finished process. Yet, it is strongly affected 
by the release strategy, which puts a deadline for the company to identify and solve all the potential 
software bugs for specific version of the developed application. Regarding its impact on innovation, all 
the participants agreed, that testing process itself does not have a direct impact on innovation but at the 
same time the QA employees, if it would be part of the planning processes, they can contribute positively 
concerning innovation of the product. 

6.13 RELEASE STRATEGY

During the interviews, I found out, that the release strategy is a process, which structure was strongly 
affected by the personnel changes in the company. As the former CTO mentioned, when he joined the 
Shopbox, there was no structure in Release strategy. Despite the fact, that there were set deadlines for 
the company to release the new version of the application since no one was really accountable for this 
process, the release was usually postponed many times. “Shopbox had this kind of legacy or history of 
doing very random releases and not really planning them in advance.” (A.R.). During the time A.R. was 
working for Shopbox as a CTO, he implemented a new release strategy, which aimed to release a new 
version of the app every two weeks. This improvement naturally led to optimising other related processes 
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like a stronger focus on deadlines, testing cycles, strictly planned meetings, etc. The CTO argues that 
there were two main reasons to change this strategy: “One it is to show much better commitment, so all 
the customers know that every second week there is a release, that there are new features coming or at 
least there are some bug fixes. …. Second, it’s actually to solve the issues faster, … .” (A.R.). 

According to the interview findings, the release strategy has indeed a substantial impact on the processes 
in Shopbox as well as on the ability of the company to innovate its product. It also influences the testing 
processes and forces the testers to adjust to the related time frame. Arguably, the shorter the sprint is, 
the stronger the focus is on the short-term strategy. According to the interviews, when releasing the new 
updates every two weeks, the team instead focuses on the bug fixing and small improvements than on 
any new innovative effort. Therefore, I will analyse these findings in relation to the innovation practices in 
the following section of this chapter. 

The following table summarises the findings of used processes, practices and artefacts in Shopbox 
development team. 
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Initials How are they applied 
to distributed projects? Challenges Benefits 

Product
backlog

Planning
meetings

Sprint
backlog

Daily 
standup 
meeting

Specs.
and

docs.

Tickets
and

tasks

Testing
process

Release 
strategy

Online audio/video meeting between all 
developers, Product Owner, Product 
Designer and QAs. 
Hold every two weeks, with aim to plan 
the following sprint.

Planning might become chaotic due to 
many tasks in backlog.
Not enough focus on planning new 
features. 

Platform to share ideas on potential 
solutions.
Helps to keep everyone informed about 
interrelated tasks. 

Coordinated process between all 
employees of Shopbox. 

Ever changing demands from 
customers.
Backlogs overloaded by bug tickets.

Helps to set related practices.
Fast development process. 
Brings clearness to development 
process. 
Increase trust of customers. 

Ongoing, never finished process. 
Mostly executed by QAs

Messy environment
Lack of the clearness in documentation 
and specification.
Not enough resources for testing.
Missing proper release strategy.

Ensures the desired quality of the 
product.
Helps to find potential bugs and already 
existing bugs.
Helps to find new solutions for existing 
problems and user experience bugs 

Online platform - Jira 
Tickets are mostly created by: Product 
Owner, Product Designer, QAs
Digitally distributed and assigned to 
specific team members

Structure of the tickets lacks 
consistency
Too many bug tickets in backlogs

Essential tool to plan development 
process and ability to prioritize tasks.
Communication tool between all 
members of tech team.
Simple tool to distribute and assign 
needed tasks.
Helps to keep the overview on the done 
and needed taks.

Online repository - Confluence
Maintained by the Product owner

Not enough resources to maintain the 
desired quality
Motivation of development team to read 
the documentation on everyday basis

Helps to keep consistency in business 
logic.
Keeps everyone informed. 
Helps to foresee potential bugs

Online audio/video meeting between all 
developers, Product Owner, Product 
Designer and QAs.

Different working days and hours
Technical issues

Platform for developers to find help with 
specific problems if needed.
Platform to keep everyone informed.
Platform to control the development 
work.
Improves motivation

Online platform - Jira
Maintained by Product Owner

Frequently overloaded
Ever changing customer demands.

Platform to store all tasks needed to 
develop desired products. 

Online platform - Jira
Maintained by Product Owner

Frequently overloaded
Too many bug tickets

Helps to understand and reach the goal 
of the sprint. 
Helps to prioritize the tasks

Fig. 14 - Summary of interview findings
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6.14 INNOVATION WITHIN THE PROCESSES

During the interviews, I got a different perception of what the innovation is or how is it understood by 
former and current employees at Shopbox. Therefore, I decided to analyse these perceptions in a separate 
section following the processes and artefacts mentioned in the previous sections. 

Understanding innovation
Firstly, as mentioned before, I found out that there were certain doubts or different interpretations of how 
to understand the word innovation, its relationship to software development processes and outputs of 
innovative processes. The following quotes reflect the perception of innovation from the former CTO’s 
point of view: 

“..., if you say, that the innovation is just to move forward with the product” (A.R.)

“So, this kind of setup, you would argue that it is improving the ability of Shopbox to be innovative, or not? 
Having these regular planned releases.” (F.S.)
“Yes of course, because you can deliver new things so much faster.” (A.R.)

“Again, it’s not the innovation in the common sense of innovations: let’s be the first POS to accept the 
cryptocurrency, it would be innovation in the sense of - let’s take these features which are already on the 
market, other POSes, because we could get to be complete POS, right. That is why I don’t call it innovation 
as much.” (A.R)

From the interview with the former CTO, I conclude that when asked, he understood innovation as a 
disruptive innovation, or the process of creating a product (in Shopbox case), which would be disruptive 
in an absolute sense. Creating a functional application with features known on the market would be, in his 
perception, a process of improvement or bettering of the existing product. Therefore he argues, that: “We 
did not have the luxury to innovate.” (A.R.), due to the lack of time and other resources. “So, we did not 
have actually the capacity to look into innovation and do some cool features.” (A.R.).

To follow up on this understanding of the innovation, it appears, that the former Product Owner has a 
similar perception. When asked multiple questions about the impacts of the specific practices on the ability 
to innovate in Shopbox, she mostly related to the incremental innovation of the software. The example is 
the quote from the answer related to the stand-up meetings: “In there (daily standup meetings), people 
have to be innovative in solving their problems, but otherwise, no I don’t think so.” (E.H.).

The point of view on innovation from the current Product Owner was slightly more holistic, involving 
different aspects of innovation: process innovation, product innovation, etc., yet, he also was not sure 
about how to understand innovation in relation to the processes in Shopbox: “ … in general I think, that 
anybody who is involved in the process of delivering the software can have an idea on how to improve 
the software, (if) you consider that as an innovation, yes. We do that and anybody can do that, and it is 
encouraged.” (R.N.).

The Lead Developer understands the innovation of the product in Shopbox as a feature requirement, 
most of the time coming from the customer or sales team. This finding suggests that internal innovation 
efforts are somewhat neglected and most of the resources are focused on customer requirements. This 
is perhaps one of the most critical findings concerning innovation abilities of the company because it 
naturally imposes questions:

If all product improvements are driven by customers and the development team has limited 
knowledge about the customer demands and market, can the team successfully implement 
and develop the desired software? 

Can the development team understand the importance of the future requirements and be 
able to prioritise them, assuming that distributed agile development relies on much more 
independence of individuals?

6. Chapter / Analysis
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6.15 INNOVATION PROCESSES

During my interviews, after each topic (communication, planning, Scrum events, etc.) I asked the participant 
about their perceive the effects of discussed matter on the ability to innovate in Shopbox. Interestingly, the 
perceptions were quite different.  

Communication
In regards to the communication, the former Product Owner thinks that the team dedicated resources to 
the actions, which were not necessarily needed if the processes would be set correctly. She mentioned, 
that: “I think if we had better use of the tools that we use right now ... both on development but also on 
the business side, then we would probably spend less time on micromanaging people or doing some 
meaningless practical stuff where you can focus on thinking about something new or bringing up new 
ideas.” (E.H.) and secondly: “So, definitely, the more we have sort of automated processes or we have 
some solutions for day to day activities, the more time we have for being innovative, innovative, and 
coming up with some new great solutions.” (E.H.).

The current Product Owner sees the problem of innovation to be related to the fact that the team is not 
co-located geographically. He stressed out, that: “because so many of these conversations that are part 
of these innovative talks, that people have in such companies are happening outside of the meeting or 
outside of chatting in some application. They are happening over the water dispenser or over lunch, and 
I think that just using these tools (digital communication tools) is limiting the ability to figure out some 
innovative thing, …” (R.N.). On the contrary, the Lead Developer in Cairo thinks, that: “I don’t think innovation 
has anything to do with being in the, remotely or in the same place if we talking about development 
wise.” (R.S.). Hoverer, based on the context of his answer, it seems that he only refers to the development 
process itself, rather than to the business logic of the product.

What all participants agreed on is, that the communication, communication tools and the related practices 
have, indeed a substantial impact on the ability to innovate. Yet, according to their answers, there is 
no one in the company accountable for evaluating these tools and practices in order to measure their 
effectiveness and efficiency. 

Scrum events
All Scrum events appear to be beneficial concerning their ability to support innovative processes. However, 
the degree of how much they are able to support these processes remains unclear. One of the most 
structured meetings is the daily stand up meeting, which does not serve as a discussion platform and 
therefore its contribution to innovation is relatively low. As the former CTO describes: “..., it would be 
maybe the right platform to mention it (new idea), I guess, and then to take them on a separate meeting.” 
(A.R.). A much more significant contribution to innovation appears to be the planning process. 

Specification and documentation
When trying to relate the ability of specifications and documentation to contribute towards the ability to 
innovate, the answers were mixed. The current Product Owner argues that indeed having these documents 
positively helps the company, yet he also claims, that the innovation is “born” outside of these documents. 
On the contrary, the former CTO suggests, that: “It is when you would sit, and you would think it to the 
details and try to understand what are you trying to achieve. Because many times, and I think we saw it 
in few features in Shopbox, that were done without actually thinking about it properly.” (A.R.). Therefore, 
he argues that it is not the fact of having this documents which contribute towards innovative efforts, but 
suggests that the process of creating these specifications and documentation allows understanding of 
the problem or need and thus leads to the ability to find innovative solutions for these issues. The former 
Product Owner also emphasised their importance in these efforts. 

Tickets
One of the other problems pointed out in Shopbox, is that fact that the backlog is overloaded with bug 
tickets. “So close to 50% of tickets in Shopbox are still bug tickets” (R.N.). Bug tickets are understood 
as tasks to fix existing problems. Therefore the nature of these tasks is not to create a new feature for 
the product but rather to fix existing problem. Taking into consideration that half of the tickets are bug 
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fixing tasks, it significantly shortens the time of the development team to work on the new features, 
improvements or system logic. 

During the interview, the Lead Developer stressed out the importance of the comprehensive documentation 
and specifications concerning the tickets. He argues that the team should allocate more resources for 
the process of creating these, however, on the contrary, he does not want the developer to read them 
through on a regular basis but instead use these as part of the tickets. This is an interesting finding 
because it stresses out that the tickets are basically the only and the most essential “knowledge carriers” 
in communication between Copenhagen office and Cairo office. Secondly, he suggests that the tickets 
should follow the same structure and design in order to make it easier for developers to navigate through 
the requirements.

Release strategy
As mentioned before, when the new CTO joined the Shopbox team, he tried to implement the release 
strategy based on the strict principle of releasing an application update every two weeks. These introduced 
many changes, in a way how does the team plan for the future. Given, that the aim was to stabilise the 
app, the sprints were mostly focused on the smaller improvements or bug fixing efforts, rather than on 
developing new features. Both the former CTO and former Product Owner agrees, that this process in that 
time did not allow any radical innovation of the product:  “We couldn’t really be innovative, we couldn’t 
really think about the future, we were just like living in the moment now and what we can fix now” (E.H.) 
in regards to the release strategy, when the release was scheduled to be every two weeks. 

However, after the CTO left, the team stopped following this strict principle. The current strategy was 
moved to the other “extreme” side when no one would be accountable for strict release planning. Currently, 
the release is an ad hoc decision, and new updates are released very rarely when the new version of the 
app is stable enough. 

6.16 SOURCE OF PRODUCT INNOVATION

All the interview participants strongly emphasised that all of the ideas for new features, or at least most 
of them come from the customers. Yet, from the context of all interviews and regarding the perception of 
the innovation of interviewed employees, I can conclude that these requirements concerning innovation 
represent the ongoing, incremental innovation efforts. 

When I interviewed the current Product Owner, he described, that all his tasks, thus the tasks he needs to 
communicate to the developers, in terms of the new features comes from the business needs. He later 
explained, that: “so we have a business need where the customer is willing to pay for something, so we 
make the analysis or we talk to customers, …” (R.N.). The former Product Owner also confirmed that, this 
was a strategy for new features in the past too: “So to be more precise a bigger amount of work will come 
from the sales team” (E.H.). As mentioned before, the Lead Developer, who is located in Cairo described 
his position on the relation of innovation and remote work as: “I don’t think innovation has anything to 
do with being in the (common location), (working) remotely or in the same place if we talking about 
development wise.” (R.S.). From the later context, it seems, that development team is completely relying 
on the Copenhagen team in terms of coming up with any new features and that the team is not involved in 
these innovation efforts. The exception would be, the innovation within the development process or code, 
which would, of course, be located within development team processes. On the other hand, he described 
the lack of business understanding as one of the most important problems in his team. He thinks, that the 
team should have better understanding of the customers needs and problems and he relates this issue to 
the motivation of developers. “It (knowing customer feedback) just give you more motivation somehow, 
when you work on the product and then you know. Everything is attitude, I think that the development is 
more formed of attitude. You know, when you not motivated you would want to give more.” (R.S.). The 
former CTO also described the same problem in the time when he led the development team: “... is the 
disconnection of the team from the actual reality or the context in which the product is being used.” (A.R.). 
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This is very interesting and perhaps one of the most important findings in from this case study. It reflects 
that the business is strongly driven by the business needs, while this process does not allow or does not 
create a room for long-term planning regarding innovation. If the team is strongly focused on the actual 
customers’ needs, the employees are naturally not being able to focus on the product from the long-
term perspective. Secondly, the lack of business understanding from the developers’ point of view blocks 
the two-way communication and discussion in terms of innovation. Therefore, the Copenhagen team 
needs to rely on their expertise, which might cause that many opportunities are missed if there is not the 
proactive involvement of developers in innovation efforts. 

This chapter provided an overview of the findings from data collected during the interviews. In the next 
chapter, I will discuss these findings concerning the theories described earlier in this paper. I will structure 
the discussion in relation to the categories used in Analysis chapter with summarising them in accordance 
to the Framework of ISsues in Distributed Development proposed by Ågerfalk, Pär J., et al., (2005). Later, I 
will try to identify existing innovation drivers as well as those which does not appear in Shopbox by using 
the Innovation drivers designed by Rose J., and Furneaux B., (2016). Last, but not least I will suggest 
potential improvements for identified challenges. 

6. Chapter / Analysis



39 / 50

At the beginning of this chapter, I discuss the most important findings and their relations to the established 
theories concerning communication. Communication due to the nature of the distributed development is 
the central issue or challenge in this setting. Therefore most of the challenges somehow relate to formal but 
also informal communication between team members. Secondly, I discuss the business understanding 
from the perspective of the developers and its possible impacts on the working processes. In the following 
section of the chapter, I summarise my findings, thus the identified challenges and innovation drivers in 
two tables. At the end of the chapter, I offer a brief insight into recommendations for improvements. 

7.1 COMMUNICATION

The issues of communication in Shopbox seem to be one of the most significant problems within the 
development team. Arguably, no software or tool can replace the face-to-face communication completely. 
However, the digital form of the communication is not the main issue, neither it seems to be the cause of 
the main problems. From the Temporal distance perspective, the Shopbox team suffers from a problem of 
being able to have an ongoing synchronous communication. This is a problem because Agile development 
relies on team’s strong communication abilities and the communication itself is an “essential process in 
all software development” (Carmel, E. Agarwal, R. 2001). There are different origins of this issue. First of 
all, it is the delayed communication caused by the fact that team members between Copenhagen and 
Cairo can not communicate synchronously 5 days a week, 8 hours a day, but due to the time difference, 
different working days, different holidays, they have a lot less synchronised working hours. 

Rose J. and Furneaux B., (2016) identified one of the leading innovation drivers the teamwork. However, 
due to the problematic and asynchronous communication, the effectiveness of teamwork in Shopbox 
decreases. “The blend of experience and competencies found in the composition of a team are also of 
fundamental importance to innovation” (Rose J. and Furneaux B., 2016, p. 9). However, it is a problematic 
challenge to take advantage of these experiences and competencies if the communication is interrupted 
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by mentioned issues. Therefore, it might lead to the suppression of benefits of the Teamwork innovation 
drivers. 

Secondly, as the current Product Owner emphasised, it is challenging task to convey information 
concerning new features, business requirements, etc. in the text. Given, that there are also problems in 
regards to the language abilities of the team members, I can conclude that the effective communication 
needs much more effort and time. Due to this nature, misunderstandings and misinterpretations of 
communicated messages might occur. This problem logically relates to the Teamwork driver as well as 
to the most of the other innovation drives. It might not suppress the innovation completely, but it will most 
definitely slow down these efforts. 

Communication is essential not only professionally wise but also concerning informal communication. If 
there is not informal communication between the team members, the team risks the misunderstandings 
caused by Socio-cultural distance. According to Rose and Furneaux, that could result in a misunderstanding 
in terms of cultural frames of reference and from the coordinational point of view, it can potentially lead 
to the environment, where team members are doubtful of each other capabilities, thus decrease their 
motivation or cause frustration. The last described issue was, however not directly identified during the 
interviews. Yet, the Lead Developer expressed that for example, the ability to understand the information 
communicated in tickets can directly influence developer’s motivation to execute the task. The rest of the 
socio-cultural issues were pointed out as a misunderstanding or miscommunication. 

However, the interviewed employees were and are aware of issues concerning communication, yet, 
there is no one who would be in charge of setting and overlooking the internal communication practices. 
Secondly, there is missing an established practice of evaluating the tools used for communication. 
Therefore, the team cannot be sure, unless someone would proactively oppose the use of some tools, 
whether there is or is not any related issue.

Last but not least, there is an issue strongly related to communication tools, which is the internet speed 
in Cairo office. However, this is a technical issue, which can not be improved internally by Shopbox, yet 
it is essential to consider it as an additional factor influencing communication and working processes in 
general. 

7.2 BUSINESS UNDERSTANDING

Another category of identified issues relates to the business understanding by the development team 
members. According to the Framework of Issues in Distributed Development, the proximity to market/
customers can be an advantage or opportunity if the team is located in different markets where the 
business is present. However, in Shopbox case it is the very opposite. The development team is located in 
Egypt, which is socio-culturally and economically very different market. Therefore, the developers are not 
“in touch” with the real environment in which the product is being sold and used. This is an issue, which 
was identified by all of the interview participants and it has several different impacts on the company’s 
ability to innovate its product. 

First of all, there is the inability to take advantage of different educational and cultural backgrounds, due 
to the establish communication processes. If the developers do not have enough understanding of the 
customers’ needs, it naturally does not create an environment where they would proactively try to come up 
with new ideas. By taking into consideration even additional aspects of difficult communication (language, 
technical problems, etc.) these efforts coming from the development team cannot be expected. This 
relates directly to the knowledge drivers of innovation described by Rose and Furneaux. In the paper, they 
argue that “Innovation thus depends on an ability to leverage existing knowledge and a capacity to acquire 
new knowledge” (Rose J., and Furneaux B., 2016, page 8). In Shopbox case, it seems that the business 
knowledge “remains” in Copenhagen, while the development and technical knowledge “remains” in Cairo. 
Therefore, the inability of the team to exploit the existing internal knowledge eliminates the innovational 
abilities coming from knowledge leverage drivers. 
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Secondly, the context of the interviews implies, that the misunderstandings in regards to the business 
logic of the product are partially responsible for the overloading of backlogs by bugs tickets. To more 
bugs the system has, the more expensive and slowlier the development of the software is, and thus the 
delivery of an update is being delayed. Third recognised impact of this issues relates to the individual’s 
motivation. During the interviews, the Lead Developer stressed out, that “... you have more motivation, you 
gonna work more, you gonna make the better staff. When you are not motivated, the productivity is not 
the same.” (R.S.). From the context of this answer, I conclude, that the current situation is not the most 
optimal one. Instead, it seems that the level of motivation is lower than it could be and that one of the 
causes is the lack of understanding of the product and customer from developers’ point of view. 

7.3 SCRUM EVENTS

As mentioned before, the planning process in Shopbox is preferably used as a process to prioritise the 
already designed tasks and estimate, how long the development will take. The whole development team 
is present only on the meetings when the new features are already designed and described. However, 
the Lead Developer is included in the discussions on the new features, which are held before the 
planning meetings. On the other hand, these discussions do not have any formal structure, and they 
are organised on an ad hoc basis. In this relations, the Lead Developer expresses, that in his opinion the 
team sometimes does not take enough time to plan the business logic before developing it. This issue 
has various causes. First of all, the interview participants described, that the innovation or requests for 
new features come from sales team or customers. Since usually, these request will be time pressured; 
it naturally forces the development team to act as quickly as possible. Therefore, there might be a lack 
of time resources for proper planning. Secondly, if we relate this finding to the discussion on the current 
state of communication, we can identify another challenge in Shopbox which links to the coordination 
processes. These are labelled as “Time zone efficiency, Reduced hours of collaboration and Coordination 
Complexity”. Arguably they all relate to the team’s ability to plan new coming features effectively. 

Second regular process or practise in Shopbox is Daily Scrum meeting or Daily standup meeting. These 
meetings are held every day except Saturday. According to the collected data, these meetings are 
“essential”, they “get everybody on the same page” and they indeed provide a room to start a discussion, 
when a problem occurs. Therefore, this meeting was identified as an essential activity in Shopbox, which 
contributes positively towards distributed development efforts concerning communication, coordination 
and control (see positive impacts in Fig. 15). 

Other meetings or forms of communication are not formalised, not scheduled or hold on a regular basis. 
Therefore I could not collect reliable data on these ad hoc meetings. Otherwise, the communication 
section at the beginning of this chapter discusses the related findings. In the next section, I will discuss 
the findings related to artefacts or more specifically to the documentation and specifications used in 
Shopbox. 

7.4 DOCUMENTATION AND SPECIFICATIONS

During the analysis, I discovered, that the documentation and specifications in Shopbox went through 
considerably thorough improvement over last year. When the former CTO joined the team, there was no 
documentation. However, the current Product Owner claimed that the current situation is much better. 
On the other hand, as described above, the current knowledge of customers’ needs from the developers 
perspective is still weak. According to the Product Owner, the increasement of their knowledge is one of 
the drivers of creating and improving these artefacts. Therefore, it can be only speculated what the reason 
for the current state is. This could be possibly a next step in the study to explore how are the artefacts 
used, what is the structure of these artefacts, their accessibility and how much do they contribute towards 
internal business knowledge. 
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7.5 TICKETS, TASKS, TESTING AND RELEASE

As described in the analyses, tickets are the primary means of communicating the tasks. The importance 
of their structure and design was also stressed by the Lead Developer concerning the productivity and 
motivation of the development team. However, according to him, they still do not follow the optimal 
structure and sometimes cause misunderstanding. 

The challenges raised by these issues relate to the coordination processes throughout all the dimensions 
(temporal, geographical and socio-cultural distance). They complicate the creation of shared knowledge 
within temporal distance; they make it harder to navigate through coordination complexity and indeed 
does not standardise in work practices important from the socio-cultural distance point of view.  

On the contrary, using tickets and related software (Jira) allows better traceability and accountability both 
related to communication and control processes. Therefore, all the employees can see who is working 
on what, how long does it take and how many tasks he or she accomplished within given time frame. 
This has an undeniably positive impact on challenges related to the “Doubtful of others’ capabilities” and 
“Reduced trust”. “Coordination complexity” and potentially other. 

Testing process and Release strategy
According to the Lead Developer, the QA team is understaffed which leads to delays in resolving QA tickets. 
As mentioned during the analyses, 50% or over 50% of all tickets are “bug tickets”. Most of the bug tickets 
are raised by the QA team. Therefore we can conclude, that Shopbox system still has a lot of technical 
issues indeed. According to interviews, this is partially caused by the lack of business understanding and 
incomplete documentation. These processes additionally “suffer” from the issues mentioned in previous 
sections too. 

7.6 SOURCE OF INNOVATION

As described in the Analysis chapter, the most of the ideas for new features or innovation of the product 
come from the customers. Some of these features are just requests or ideas for improvements, but some 
of them are strong business driven as they are part of the contracts with new customers, and therefore 
they must be implemented. As mentioned before, the development team is not involved in discussions on 
the business logic, which contributes negatively to their ability to understand the business perspective of 
the product. Secondly, the intense focus on current customers demands and requirements suppress the 
efforts of planning the long-term strategy.

One of the most interesting findings was the understanding of the innovation itself. All the participants 
understood innovation as a disruptive type of innovation or and the result of efforts, which provides 
complete new feature or approach. Despite identified efforts of incremental innovation, they emphasised 
that the team does not have resources to be “innovative” or think about innovative features because 
they focus on short-term goals. This finding could be a motivational factor to continue with the research 
because the different perceptions of what the innovation is and whether the company is innovating its 
outcomes can have a significant impact on the product itself. 

On the next page, I summarised the findings related to the distributed development processes in Shopbox 
Aps. The findings are categorised according to the dimensions and processes proposed by Ågerfalk, Pär 
J., et al., (2005).
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The table above summarised the findings of my research and categorised the most essential perceived 
challenges. On the following page, I summarise the finding according to the second theory of Innovation 
Drivers proposed by Rose J., and Furneaux B., (2016).

- Asynchronous communication 
and delayed communication in 
general

+ Daily standup decreases the 
communication delays and 
feedback delays 

- Inability to take advantage of 
existing knowledge within teams

+ Daily standup somewhat allows 
an opportunity for informal 
communication

- Language barriers leading to 
misunderstandings and decrease 
the motivation to communicate

- Due to the language barriers, 
developers tend to use rather the 
written form of communication

- Time zone efficiency, Reduced 
hours of collaboration and 
Coordination complexity are 
challenging factors concerning 
planning processes

- Ticket design issues related to the 
mechanisms for creating shared 
understandings and shared 
knowledge

- Poorly described tickets cause 
bugs and decrease motivation

+ Daily standup eases the 
challenges related to the prevailing 
form of asynchronous 
communication

- Lack of informal contact and 
communication

+ Daily standup contributes 
positively towards “better team 
spirit” 

- Lack of informal contact and 
communication

- Lack of informal relationships 
between team members in 
Copenhagen and Cairo

- Inability to take advantage of 
existing technical knowledge for 
innovation efforts

- Weak documentation and 
specification

- Tickets sometimes lack a clear 
structure and well described 
desired outcome

- Missing the leader of the whole 
tech team

- The lack of clearly defined 
long-term strategy, due to the 
intense focus on current customer 
requirements

- Communication challenges 
related to managerial efforts and 
inability to plan long-term 
strategies

- Challenges related to different 
working cultures in Copenhagen 
and Cairo offices

+ Daily standup provides a 
transparent platform to inform 
about one's results of the work

Epistemology: 
The researcher’s view regarding 

what constitutes acceptable 
knowledge.

Processes

Communication

Coordination

Control

Axiology:
The researcher’s view 
of the role of values 

in research. Socio-Cultural DistanceGeographical Distance

Dimension

Temporal Distance

Fig. 15 - Summary of identified challenges (-) and benefits or opportunities (+) related to Shopbox’s processes, practices and artefacts
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Missing clearly defined role for head of the development department in terms of Leadership. There is no one 
accountable for correct implementation of the beneficial processes, practices and artefacts.

Epistemology: 
The researcher’s view regarding 

what constitutes acceptable 
knowledge.

Innovation 
Leadership

Axiology:
The researcher’s view 
of the role of values 

in research.Managerial drivers

Innovation drivers observed in Shopbox Aps

Due to the lack of scheduled meetings between Cario team and Copenhagen team, the innovation evaluation does 
not take place regularly, and similar efforts are only supported by ad hoc meetings/events. 

Innovation 
Evaluation

Inability to link an existing knowledge between two remote teams. Missing a platform or formalised processes 
to fuse the experience of the development team with the team located in Copenhagen. 

Knowledge 
leverage

No dataCommunity 
and network

A substantial user involvement was recognised, due to the customer-driven development. However, there are no data 
on the more specific user research. Additionally, the lack of business understanding from the developers' point of 
view prohibits the practical usage of users' feedbacks. 

User 
involvement

No dataCreative 
cognition

No dataSoftware design 
capability

Issues related to the communication, language barriers, lack of informal communication. Due to the geographical 
distance, it is complicated to establish proper “team spirit” between distributed team members. 

Teamwork

Missing established practices or regularly hold events, which would contribute positively to proactive 
nnovation efforts. 

Innovation tools 
and techniques

No dataDevelopment 
framework

No dataInstalled 
base

Technical issues related to the internet speed in Cairo cause frustrations and decrease the motivation 
to communicate.

Path 
dependency

Knowledge drivers

Team process drivers

Team process drivers

Fig. 16 - Innovation drivers observed and identified in Shopbox Aps

7. Chapter / Discussion

This table summarises the findings concerning the innovation drivers described in Theories chapter. It 
provides a simple overview of the challenges and issues related to these drivers. In the next section of 
this chapter, I provide suggestions for improvements, which are expected to be beneficial for Shopbox in 
regards to optimising the innovative efforts. 
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7. Chapter / Discussion

7.7 SUGGESTIONS FOR IMPROVEMENTS

In this section, I offer few suggestions for improvements based on the collected data, analyses and its 
relation to the used theories. It is assumed that the following suggestions would have a positive impact on 
communication between teams, their ability to better understand the needs of each team, their capacity 
to used the existing knowledge and thus lead to useful innovation efforts.

Communication

Continuously evaluate the communication tools and their usage

Improve informal communication between teams

Establish more scheduled events for the team to plan strategies and development work

Communicate better the business needs of the customers 

Business Understanding

Increase active participation of developers in decision making (concerning new features) 

Continuously provide customers feedback directly to the development team

Documentation and Specification

Evaluate the existing documentation and specifications and its impacts on development work

Tasks and Tickets

Design the tickets in a standardised way and include a clear description of each required features 
and its  relations to existing product features

LIMITATIONS

The procedure of recognising and understanding the challenges in the distributed software development 
and its implications on innovation abilities has its limitations. First of all, this case study is based on a 
particular social setting which can be different from other social environments. Hence, transferring the 
findings from this case study to different social context requires thorough consideration of any variations 
in these environments. Shopbox as a relatively small software development firm is in a stage of ongoing 
transformation naturally led by economic factors and situation on the market. The second limitation 
relates to my involvement in the organisation. Since I am working in Shopbox as a Product Designer, 
and the interviewed people might have a slightly different approach towards conducting interviews with 
me caused by the personal relationship. Additionally, in a small company, as Shopbox is, every role has 
an impact on overall practices and processes. Since I could not interview myself, I tried to zoom out and 
be more objective, by leaving my involvement out of the research. Therefore, my contribution towards 
explored processes is not part of this research. 

This chapter discusses the collected data; findings from Analysis chapter in relation to the used theories. 
In the following chapter, I conclude on this research and case study, implying its potential benefits for 
Shopbox Aps and propose ideas for further research.
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The distributed software development trend impose many challenges on organisational, managerial, 
development and other levels. The agile development methods and practices might be helpful when 
addressing these challenges. Agile development relies on thorough, ongoing and well established 
communicational practices. Therefore if adopted and used in the most effective way, it can reduce the 
issues caused by geographical, temporal and socio-cultural distances. In this research, the communication 
and related practices were identified as one of the most crucial challenges affecting other processes and 
practices. 

In the age of information technologies, the communication itself seems to an easy practice due to the 
abilities of internet, software and technology. However, when considering the complexities of software 
development and software development management, it becomes a much more difficult task. Yet, the 
trend of distributed software development is rising, and therefore businesses need to find a way in order 
to overcome mentioned issues. 

Shopbox has adapted agile methodologies and Scrum framework to become a flexible software 
development company, which would be able to address challenges of the market and ever-changing 
customer demands. These methodologies and framework are able to help these processes by providing 
structures and processes, which indeed improve communication practices. On the contrary, the framework 
itself is rather a guideline for a business to adjust its attempts to become successful, thus to provide an 
innovative product for its customers. 

Yet, the process of software innovation is a complex task with many variables involved. Each software 
development company or even team has its own needs, problems and techniques, which cannot be 
boxed and solving these problems is not a standardised process. Therefore it is significantly important to 
explore the issues and challenges situated in the specific organisation in order to be able to identify them 
and propose effective and efficient solutions. 

8. Conclusion

8. Chapter / Conclusion
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8. Chapter / Conclusion

The aim of this thesis was to explore and identify the challenges in distributed software development in 
Shopbox Aps. In order to do that, I used the theories and frameworks from various researchers and case 
studies to be able to name them, categorise them, identify the possible causes and propose suggestions 
for improvement.  

This study suggests that the core of the challenges at Shopbox are the communication issues and related 
processes. These issues influence the abilities of developers to understand the business logic of the 
product. The inability of the company to communicate this knowledge then prohibits internal learning 
processes and processes leading towards innovation of the products. 

Based on this research and the Innovation Drivers by proposed by Rose J., and Furneaux B., (2016), shared 
knowledge, collaboration, communication and effective management are essential factors for Shopbox 
to success with distributed software development.

The conclusion of this study is that in order to optimise the processes and practices in distributed 
development and to be able to provide continuous innovation of the product one has to establish 
structured and aligned processes in Shopbox. Secondly, these processes should create conditions for 
collaboration and effective formal and informal communication. They should also create an environment, 
which motivates the developers to join the planning processes in a more proactive way so that Shopbox 
could use the knowledge situated within the development team in Cairo.
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INTERVIEW QUESTIONS AND GUIDELINES

Introduction:
Can you shortly introduce yourself and describe your position in Shopbox?

For how long have you been working in Shopbox?
What are your responsibilities in Shopbox?
How does a regular day at Shopbox look like?

How do you get your tasks at Shopbox?
In which form do you get your tasks and from who?
Does it happen oftenly, that you need to change from one task to another?
Are you planning your own tasks / are they always planned for you?

Distributed development and location issues:
What are the main challenges caused by the fact that you are located in Cairo and the main Shopbox 
office is located in Copenhagen?

Positive / negative aspects, Why?
What is your personal opinion / feeling about working “remotely” for a company located in Denmark?
How would you evaluate the communication between Copenhagen, Cairo and Odessa?

Positive / negative aspects, Why?
How do you communicate? (tools, language, hardware, …)
How would you evaluate the communication between your team in Cairo?

Positive / negative aspects, Why?
How do you communicate? (tools, language, hardware, …)
How would you evaluate the communication between you and management team in Copenhagen?

Positive / negative aspects, Why?
How do you communicate? (tools, language, hardware, …)
Is there something you don’t like about working in distributed development setup?

Why?
Is there something you would like to improve in terms of communication between these offices?

How? Why?

Planning:
How does a planning process look like in Shopbox?

What do you think about planning meetings at Shopbox?
What would you change if you could?

Are you taking part of the planning processes?
What are the outputs of planning meetings? 

How do you / management makes sure that outputs of planning meetings are being 
communicated to everyone involved?

Daily standup:
What do you think about daily standups at Shopbox?

How does a usual daily standup look like?
Tools, language, hardware?

Do you think daily standups are beneficial for you / others?
Why?
How?

Would you change something?

Appendix / Interview questions and guidelines
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Specifications and documentation:
How does the process of creating, maintaining, changing specifications and documentation look like 
from your point of view?

Who is responsible for these things?
Tools, language, platform, accessibility, hardware?
Does the specifications and documentation contribute towards the ability 
to innovate the product?

What would you change in relation to specifications and documentation?
Do you think they help you to accomplish working tasks?

Tickets:
How does your average ticket look like?
Who is creating tickets for you?

Are you creating your own tickets?
Why?

What is the usual content of the ticket?
Is your task easy to understand?

Do you need to communicate when starting working on the ticket with someone? 
How does that work?

How does the tickets and their structure affect the ability to innovate?

Testing:
What do you think about testing in Shopbox?

Who is doing the testing?
How?

Are you part of the testing processes?
Why?

What are the challenges when testing?
How can the testing processes be improved?

Release strategy: 
What do you think about the current release strategy? 

Does it affect anyhow the ability to innovate?

Decision making processes (mainly for management in Copenhagen):
What are the factors to take into consideration when making the decisions about the product?
Are the decision making processes providing enough “room” for innovation?

How is involved in decision making processes about the product?
Is there some specific structure of these processes?
How do you communicate the outputs of these processes to the developers?

What tools are used in order to create a documentation and specifications for the product?
What would you change / improve in decision making processes?

Appendix / Interview questions and guidelines
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INTERVIEW TRANSCRIPT: (FORMER) PRODUCT OWNER

F: So welcome to my interview. I’m talking to Elena was a former product owner at Shopbox, now she’s 
doing the same role in other company, but I’m here to interview her about innovation processes, practices, 
processes in general and artifacts used in Shopbox during the time she was here. So hello and welcome 
and thank you.

E: Thank you for inviting.

F: So can you please shortly introduce yourself and describe your position at Shopbox?

E: Oh, shortly.

E: My name is Elena, I used to be the product owner at Shopbox. During my period at Shopbox as a product 
owner I was involved with the customer and the development team. My main responsibility was to transfer 
requirements from the customer to the development and execute that work with the development team. 
So within within that process I was supposed to be aligned all the time with the customer and what what 
is that they want to achieve. And at the same time ahead to plan it and specified it for her for the team.

F: So if you could remember how does your regular day at Shopbox looked like?

E: Yes.

E: So those were quite interesting, right?

E: I did have, every single day I would have something new actually. So we it was it was more agile than 
probably it was supposed to be.

E: We will have overall, we follow scrum into certain extent and have planning meetings and I would 
prioritize some work and structure that for the next sprint. But it will happen quite often that on a daily 
basis I might need to re prioritize tasks within the Sprint, which is not necessarily sustainable. So a normal 
day will start with me actually updating myself with development board in Jira and see what it what is 
the progress or status of different tasks and of course we would have every morning a stand-up meeting 
where I would get further updated from developers and after the stand up we might end up re-prioritizing 
in something depending on the urgency because we used to have some critical bugs, some blockers, 
something that needs immidiate attention, either coming from the sprint that we ready have planned or 
its comming can this ad hoc outside of the Sprint.

F: So when you say you re-prioritize, you mean for day coming, comming day?

E: Really depends what, what what actually happened.

E: Right. But it would be both for the day and maybe for the, till the end of the sprint. Probably even more 
longer term.

F: So you said, that you are prioritizing tasks, giving those tasks to developers. If looking bit back, how did 
you get your tasks or who was deciding about your tasks?

E: So I will get a directly from the customer or I’ll get it from the CTO.

E: Or our management. So the CEO the CTO. If it’s a bigger amount of work and if it’s some new feature 
or some bigger project I’ll get it from the CEO because he’s dealing on a bigger scale with the with the 
customers together with the sales guy, guys. So to be more precise a bigger amount of work will come 
from the sales team.

Appendix / 1. Interview / (former) Product Owner - E.H.
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E:  And then they will have some sort of priority on it and that they they have to say well this is pretty urgent 
because of something and then same time I might have some other things. They also prioritize them. 
There we get into discussions and sales, the CEO and CTO, what has to be done first and when.

F:  So in terms of planning your own tasks you were the one prioritizing them or?

E:  Yes, in terms of my own tasks I would (of course) I would prioritize them and the CTO will impact a lot 
on my decisions as well because there might be some technical limitations or whatever.

E:  When I can actually do some of my tasks as well.

F:  As you know, in Shopbox we are distributed team using like this distributed so-called distributed 
development processes. And due to the location because our development team is in Cairo, and one 1 
member of quality assurance is in Ukraine and the management is in Copenhagen. So in relation to that 
what would you say are the main challenges caused by the fact that we are located in Cairo and the main 
development office, sorry that we are located in Copenhagen then the main developement office is in 
Cairo?

E:  I think I’ve always seen two main challenges and there are actually plenty that can be mentioned but 
they are sort of easier to overcome with time and some structure and processes that you implement into 
a team. But the two main channels they’ve always seen it’s how the management is communicating with 
the team.

E:  So what is what is the management strategy in the long term, what is their focus, where do they want 
to be, which market, where and where would they want to sell. And I think because they were not really 
communicating well what is the strategy. Then, the team couldn’t be really focused on one thing for a very 
long time. So it was more about the fact because they’re far away and because they get switch between 
different tasks quite often then we don’t, we don’t end up producing something that is good quality. So 
I think that was the main challenge. And the second challange was a thing we could overcome and we 
within time and I think we did actually into a great, Into a certain extend while I was working there because 
of the cultural differences between the two offices. So obviously in Egypt and Egyptians have a different 
working culture than people in Copenhagen, even though we were international office we are still like in 
the office in Copenhagen coming from a very similar background while most countries were like European 
countries were the standards and norms in work settings it’s kind of similar. But in Egypt this is different.

E:  So to get aligned to the two teams to understand each other and understand like what are their own 
needs and how they work and them understanding us how we work. That took time and probably will be 
always a challenge because just we had different.

E:  So, weah I think those two two things management and the cultural differences.

F:  Ok, so which ones you mentioned there are obviously like negative aspects of this kind of setup. Do you 
see also some positive aspects?

E:  I think actually there are more positive aspects than the negative aspects. I think it doesn’t really matter 
where you would be located. I mean the development team as such a functional development team.

E:  I do see a problem if they are not all of them sitting together so actually I dont think that the QA being 
in another country then the developers it’s, its good then that, that will create more problems.

E:  But if all of them they sit together I think it creates a lot of benefits for the company. So, first they could 
be very independent and they can actually be, they can actually practice scrum in a better way, because 
scrum and yeah, because Scrum is something that the team has to be self-sustainable. So I don’t need to, 
they dont need to have someone watching over their heads, because the processes of scrum are doing 
that, and they they can be independent.

Appendix / 1. Interview / (former) Product Owner - E.H.
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E:  So, having them over over there is just giving them more freedom and more focus on on their work 
and they don’t get disturb by business people which it happens when the development and business are 
looked at in one place. You always go and chat to them and distract them and then for developers this is 
crucial. The other positive thing is, of course it is cheaper and you can afford better people over there. So 
the quality of the developers is higher but for less value.

E:  So that’s also quite important. 

F: So what is maybe just shortly your personal opinion or feeling about working for a company, which is 
located in Denmark but has development office in Cairo or at Odessa.

Elana: What is my personal feeling about it?

F: Yeah. How did you feel like working in such a setup?

E:  Well at first, It was quite frustrating, because of the distance, because of different cultures and having 
like some technical issues. So when when those things are not in place and when you don’t have a process 
around, we don’t have the right technology it is quite frustrating. But if you try to fix that, right, so if you 
provide a good technology if you arrange some processes that they will fit the needs of the team, then 
with time it’s it’s actually quite, quite easy, because you do keep more of a schedule when you have to 
communicate with someone over a phone or video call or a message or messages.

E:  So at first  it was frustrating. But at some point I think actually I enjoyed it because I knew, we already 
knew the process, we already knew each other and it wasn’t easy right, so you have to establish these 
things, it takes time.

F:  So depending on what you said there is a lot of, there was communication was mentioned a few times 
so how would you evaluate the communication between Copenhagen Cairo and Odessa? You can state 
some positive or negative aspects if you see some.

E:  Ithink, We’ve been always very easy to to reach each other. I think just because we know that we 
that’s the only way how we communicate. So, people  have been always very responsive or easy to get 
or to reach. I’ve experienced in different settings where people are in your office. It’s more difficult to get 
someone. But, that could be also very different from the team to team.

F:  Did you experienced any negative aspects of such setup.

E:  Well, information can get sometimes misunderstood. And that would come mostly because of some 
cultural differences and also maybe some language barrier or because everyone is communicating in 
English so lets say everyone have  average level of English, which is enough let’s say, but that can still 
introduce some misunderstandings.

F:  In terms of more practical things, like what kind of tools, hardware did you use? Or language?

E:  So we used Jira for like creating tasks and managing the whole development work. Then we have used 
the Google Hangout for phone calls, for video calls and calls in general. And Hipchat for messaging. Email 
as well. My, our main communication channel it think it was Hipchat. We did a lot of communication there 
on informal and sometimes formal matters. Than we used to wiki or Confluence. But we used Confluence 
as well for documenting and trying like the formal requirements for new features and the overall product 
solution.

E:  And I don’t think we have used, some testing, some testing tools we have used but also some design 
tools that we have used as well InVision for prototyping where the developers would also have access. 

F:  Ok, that would be the tools used for communication between all the members of the company, right? 
Even though, you haven’t been sitting physically in Cairo you been maybe a few times there visiting. The 
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team, do you have any opinion on  the communication inside the team in Cairo? 

E:  So first of all every time when we were. Since the first time we went there, things improved a lot. So it 
does matter that the manager or like the management to be there on a regular basis, just to establish some 
more personal connection with the people. Because immediately afterwards they feel more responsible 
and they feel more attached and closer to you. But beforehand, probably like only one person has seen 
two or three of them, so we didn’t really know each other. So until I went the first time things were much 
worse than after one the first time when I came back but my impressions always have been there, that 
they they were very very good team. I have noticed on the negative side, the only thing that I’ve noticed 
is that the more senior developers and people would not be detailed enough with the junior people, or 
explaining enough and helping enough to the junio people. But also the team has been always overloaded 
with tasks so naturally the time for these things was less.

E:  So the junior people were a little bit left like to wander around and they didn’t have enough help, I think.

F:  How would you evaluate the communication between you and the management in Copenhagen?

E: When I was there or?

F: Yeah, well, between you as the person and the rest of the management located in Copenhagen.

E:  I think it it had its ups and downs. So I’ve had times where I was quite informed, but I think because our 
management used to make very quick decisions and very quick shifts from one thing to another where 
it’s a sort of small thing, but it it’s actually a bigger thing then I might be left out. And I found out, or I never 
find out later, which was in my opinion of course a big mistake. And this will impact the team because I 
am the main communication point with the team on what is actually going to happen with that product.

F:  Okay. And do you think this was caused by a lack of practices, lack of, like it’s somehow internal 
knowledge inside the company or was it maybe caused by also some tools, the nature of the tool you 
used for communication, language, hardware?

E:  I think it was just the style of the management and how they were performing their work, right?

F:  Ok, and in terms of those tools or hardware or language, the communication was done by using the 
same tools as with Cairo, or did you have different?

E:  No, it was more so I would always get something through e-mail or some sort of briefing where I am 
explained in words what has to be done and then I document or write, I’ll write that. So there hasn’t been 
an established channel where this is how you get a request for something else for something new. It was 
more like we need to have this and then the we talk about it. I describe it and then I pass it on.

F: Ok, to sum up this, this talk, is there something you really don’t like about working in distributed 
development setup?

E:  Only if there is a really big time difference then this is, this could be very disturbing, people probably 
would underperform, because lets say something like nine hours time difference because I’ve been doing 
that also.

F:  Ok, and in terms of like, in regards to these communication channels and communication in general 
do you think does it affect the ability of Shopbox to be innovative company or to come up with innovative 
ideas? And if so, is it negative or positive effects?

E:  I think if we had, if we had better use of the tools that we use right now not, not only we used to 
because they’re using it right now. but if we if we had a better use of the tools both on development but 
also on the business side then we’ll probably spend less time on on micromanaging people or doing some 
meaningless practical stuff where you can focus on thinking about something new or bringing up new 
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ideas. So, definitely, the more we have sort of automated processes or we have some solutions for day 
to day activities, the more time we have for being innovative, innovative, and coming up with some new 
great solutions.

F: On, so now I would like to talk more specifically about different practices. So I would like to start with 
planning. How does the planning process looked in Shopbox?

E:  We always had a very huge backlog, that it was very difficult to, because everything was a high priority 
and I think the planning was always very difficult, because we needed to, I needed to prioritize, but then 
the team also had a lot of, a lot to say there like what can be done first and what can be done after. So it 
wasn’t only like a business you know, obviously even though a CEO wanted this before something else. So 
it was again, it was a process that in the beginning was very chaotic, but in some point after a couple of 
months on practicing it, it became easier.

E:  The main issues have been just the amount of work we always said was a lot, so filtering out what what 
actually we can do, and plan it in a proper way so we can actually achieve this. That has been always the 
main challenge.

F:  Ok, so what were the usual outputs of planning meetings?

E:  All gets a set of tasks, that all of them they will be estimated and assigned to the team members and 
that would be the goal. So we have to achieve them until the end of the Sprint.

F:  How did you and the management make sure that this outputs of planning meetings are being 
communicated to everyone, who was involved?

E:  We did take briefings all the time, from the planning where we would start introducing what needs to 
be done, to clarifying on a ticket level if there are any questions. I think we always tried to make sure the 
guys understand that something is not clear, then they should contact me immediately. And these things 
have to be arranged. So, already doing the plannings, so they don’t really spend a lot of time on figuring 
out what are the specifications or what do I have to do actually? So they have to have the understanding 
already during the planning.

E:  So I think, yeah it’s just basically going through every ticket and discussing 

F: Ok, this planning meetings, did they help to the process of innovation at Shopbox?

E: I think yeah, actually quite often we would be, in the planning we have to discuss a solution to a bug or 
it will be a new feature. And naturally when people are involved in that process they decide to come up 
with some: “But what if we do it this way: What if we do it that way?”.Yeah, I don’t think there has been a 
lot of space for innovation as I mentioned before. But it could definitely, in a less stressful conditions it 
could definitely be a good environment to say: Hej, what about if we do it in some different way that we 
haven’t done before.

F:  Another practice in scrum framework: it’s called Daily stand-up. What do you think about daily stand-
ups in Shopbox?

E:  I think they are essential. If there were no deals standups, people would be 50 percent less dedicate 
to what they were doing because this is are you. I think they feel and everyone feel responsible for what 
they’re doing. So they know that I have to say something. And most likely I can’t just say: Oh yeah, I did 
this, right? So and a lot. I mean it’s also development work where it’s quantity. So you can measure it. So, 
you’re either done or you are not done. So you either achieved or you did not achieved anything. So if there 
are no daily stand-ups, a lot of things will probably be like delayed and postponed.

F: So you would say that, the stand-up are beneficial for Shopbox and also for the employees.
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E:  Yes definitely.

F: And can you just briefly also explain, how usually the daily stand-ups looked like? You mentioned that 
everyone is presenting something, but.

E: Everyone will say what they did yesterday and what are the tasks that they achieved, they were closed. 
And what they are planning to that day. Also during the stand-up, there will be like if they’re of some news, 
as such we are releasing a new build, or the QA will be done with whatever face of the QA that is imprtant 
or everything that it’s important to the development process will be raised there.

F:  Ok, Can you also describe what kind of tools you used in order to communicate?

E:  We used Hangouts. Because of video, video calls. And a Jira as well. I mean …. with the board during 
the stand up sometimes.

F: OK would you say this daily standup is the environment which helps the innovation?

E:  I don’t think so. It’s too short and too pragmatic or its very much focused on what is going on now.
Like what is happening today in this second. I think it had some innovative moments when we had some 
critical situations. In there, people have to be innovative in solving their problems but otherwise, no I don’t 
think so.

F:  Next part. I would like to ask you something about specifications and documentation in Shopbox.. So 
since you were working as a product owner I think you’ve been dealing with the specifications a lot. So 
how does the process of creating, maintaining, changing specifications and documentation look like from 
your point of view?

E:  At Shopbox, what we did? Or how it should be?

F: At Shopbox.

E:  I think it was like on a more general level, it was more on business level. It never, never got bit more 
technical, because this is something that a system architect has to do. We did not really have someone 
that will. I mean we had someone but he was more focused on actually doing development work than he 
wasn’t being an architect.

F:  So it was problem of resources.

E:  Yeah it’s a problem of resources, So, I could go into something and try to specify a more technical 
level but I am not a developer neither I’m an architect so. I can’t really design a system or some design of 
feature.

F:  Ok so for the documentation, which did exist while you were at Shopbox, was there someone specific 
responsible for these things?

E:  Do you mean creating them?

F: Creating, editing.

E: Yeah, it was me. So mostly specifications. I mean they could look like some user stories, which kind of 
gets to more of a technical things but it’s still not. But if you have to build something from scratch. One 
thing is to describe it as I want to have a system that can make a booking for tables. Right? And then 
another thing is to be, to design the actual system and say this is how the data will flow. This is how we 
want, you know like architecture that the server to to communicate to the server and things like that. And 
I could not really do.

Appendix / 1. Interview / (former) Product Owner - E.H.



11 / 53

F:  And these were done before or after the general idea was even formulated. I mean in terms of, you got 
a businesses need from customer or management. You would firstly write the specification, don’t discuss 
it with the developers or the opposite way?

E: No, I think, there might be some business descriptions before the developers will be involved but that 
will be the starting point for developers to be involved.

E:  But I think in most cases we haven’t started writing down anything before we actually have a 
conversation about it.

E:  And then then maybe it would be written in a certain language and then from there actually we had a 
challenge of improving that document in collaboration with the developers, which later resulted in them 
not being very clear on what has to be done. So, basically if it was good probably to kick off something, to 
start something but to maintain and grow the specification wasn’t really happening and it was because 
of resources and because of time.

F: Ok, can you just briefly describe what kind of platforms, or hardware, tools, language or did you use for 
keeping this?

E: We used confluence, just basically to create documents and files. I have been using some, or I guess 
that’s kind of a language so UML diagrams. And some database structure, specifying this form the 
database has to be removed or but thats how far we went I don’t think that I …

F: Does this specification in your opinion and documentation contribute towards the ability to innovate the 
product in Shopbox?

E: Yeah, I mean. I think it depends on how this process is managed. So I think at Shopbox it has always 
been very open towards, .. you can do as you feel as long as, I guess. We know or we assure that this is a 
good way to do it, right? So, it was quite open for suggesting: “And what about if we do it like in different 
way, or?”.

F: Yeah, but those specifications and that documentation, which already existed, which also you created, 
was that somehow contributing to the innovation processes or was it somehow rather, like documenting 
the current stage or desired stage?

E: I think it was more documenting the desired state. I think if there was like something, something that 
was just an idea, or “How should we do something?”, then we would probably, we would have, I guess, a 
case where: “Ok we wanna do this, but, how do we do it?” and maybe we have done it already before but it 
wasn’t good enough so we had to redo it.  But then it would probably help being, like think about, and being 
innovative because you need to go back somewhere and see what is this about.

F: So is there something you would change in relation to this topic. To specification and documentation 
used in Shopbox?

E: With the purpose being more innovative?

F: In general. If I would tell you like, specification and documentation in Shopbox. Is there something you 
would change?

32: 40 E: Yeah, I would definitely be more detailed in specifications. Involve a system architect from the 
early stage.

F: Other topic is tickets. So the developers are getting tasks in form of the tickets, using the Jira system. 
How does the average ticket look like?

E: Average ticket at Shopbox?
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F: Yeah
E: Oh. Now I see the tickets from my current job. 

F: I mean was there some specific structure, or was it like “ad hoc” structure?

E: No, I mean we had some, we always aimed to have steps, or user story in the ticket. So first, we need 
this, second we need that. So be constructive as possible. So when the developer looks at it is clear: I need 
to do this five things. When reporting th bugs the structure was always followed to have a description, a 
result and then expected behavior. Details about what platform it is, what software version it is, what were 
the conditions around, what was the environment and when it happened and how it happened. Yes, so I 
think we have more structure into how we report bugs, then how we create new work or new user stories.

F: That is interesting. Why do you think is that?

E: Because we were not always.. It comes from the specification part, right? So, when we write some 
specifications, we are still on more like high level, we couldn’t really break them down into more specific 
tasks. And they were not, as I said, specified or described by someone more technical. So then developers 
had to do sort of double work, right? They had to think about is as an architects , and then they had to think 
about it as .. “So, how do I describe this…”

....

F: So basically you saying, that those tickets could be better, right?

E: Yes, definitely.

F: What specifically could be better?

E: The user stories. Well they just need to be more detailed. Because you can’t say, yeah I want this user 
to be able to create a variant in the system. You can’t just say that, right? So, you have to, they have to be 
more specific. Well, the variant has these, and then those behaviours or maybe we break it into smaller 
tasks, right? It could be like, “You need to be able to create a variant, and variant could be these five 
things. And then there is like: what happens, when you delete a variant, what happens when a variant, can 
variant be duplicated, can variants have same names and then, there could be a lot of things they are not 
described well in user stories. 

F: 36.11 Well, advocates of the Scrum framework always say that this method, or framework is very good 
because the developer can himself or herself decide how to approach solving some kind of problem. So 
how to find a balance of making a ticket very specific, while micromanaging the task of a developer and 
giving him / her the freedom to decide.  

E: I think. Obviously it should not be specified until very crazy, crazy detail, right? Because then it won’t be 
agile, right? So you have to leave some room for the developer to come up.. . What did you asked again? 

F: So, how to like, kind of find the balance, or how to make the ticket in the way, so the developers still have 
freedom to kind of find their own solution, or the creativity part. Or is that hard for person like you, for your 
role, like product owner?

E: I think it just needs to be described in a way: What is the user needs to achieve. So if its described 
clearly, this is what is the user story. So, I need to be able to, I don’t know, buy this product successfully, 
be able to pay with whatever Master, Visa, something and then I need to get a message at the end, that I 
have paid for this successfully, then it could be up, then the feveloper needs to, you know, decide how to 
do it and then when he does it, then he might come up with questions: What if? Liek other scenarios, that I 
probably did not come up with. So it has to ble clear on the scenario, that you wanna achieve, to be able to 
make them question that scenario. So, if you not clear even on that sceneario, they wont be able to come 
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up with anyyting else, because they would be like: I dont know what you wanna do.

F: So basically, you kind of summed up two different setups of tasks. One was the bug fixing, one was 
the open ended tickets. So do you think that the structure of the tickets affect the ability to innovate the 
products, or?

E: Probably, yes. So if its too structured, not too structure, but if it’s too detailed, then people would feel 
less opportunity of coming up with something else, unless only that kind of proactive people, who would 
be like: yeah, but I wanna do it in different way, which I guess you don’t observe that often in developers, 
depends on the team. But yes, so I think they should be, it sounds probably funny but I think they should 
be just enough described so it’s clear what you wanna achieve, but then that should provoke the developer 
to come up with idea or suggestion on…

F: And in terms of kind of sentiment, or the language used there, like is that purely technical or is that also 
kind of a platform for kind of communication about the feature or about the request? The ticket itself, you 
say you maybe describing the user story or how the bug should be fixed. Is there any other, like underlying 
communication or hidden communication between you and the developer?

E: Yeah, I just write jokes in the comments (ironically)

F: No, I mean, whether, because in this distributed development literature, there is also some talk about 
motivation for example and so on, so do you think, just kind of step back, maybe also from your other 
experience. Can these tickets, since I think, that they are like primary working tool for the developer, or I 
mean, in terms of getting tasks. Can these tickets be used for outside the purpose of giving them the task?

E: Well, they are used for, I mean, we work with humans, right? So, they could be used for something else, 
it just its not that common and it really depends on the team.

F: Exactly this is what I wanted to kind of touch upon, when you said that also in Shopbox, that one of the 
maybe not issues but like something recognizable was the difference in culture. So, when the tickets are 
made within the working culture in Copenhagen and received in Cairo, is there maybe from your personal 
experience or just feeling, is there any, could there be any misunderstandings between those or like?

E: Of course, there could be, especially when still both teams are not on the same page on these things. 
Then yeah, it could create some sort of miscommunication. But, when you sort of set rules for, ok so 
this is what we wanna have, and I think we always had these conversations with the developers. So, you 
tell us, so we wanna write it in this way, but you have to tell us if this is enough, I mean they might need 
something else, right? So, I think it has been always a process that continues, right, s you keep improving 
that, because, you find out that, oh yeah maybe next time i need to mention what browser I was using or 
.. ,that’s just a simple example. 

F: So,the process of structuring the ticket in general was also consulted with, or the developers opinion 
was also take into consideration?

E: Yeah,  and I think that it should be that way. There are some standards we can follow, but at the end it is 
also: different people that work and I guess I am going too far but, then you also need to know your team 
and how they are approaching their tasks.

F: Okm at the end of the development process there is testing stage, I dont know, have you been involved 
in testing process in Shoppbox?

E: Yeah

F: Can you describe that?

E: So we had, first of all we had some set dates, every week for new release of the aps. Which was always, 
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I mean most of the time it was kept as, ok we release every tuesday and Thursday. 

F: But release you mean?

E: New build.
F: So, internal build?

E: Yeah, internal build for testing. So, then it would take, now I don’t remember though, but we are taking 
some average of whatever, two days per platform. Probably was, yeah I think it was two days. Depending 
on, what kind of test we would do, but if to cover the entire product, it was I think at least two days of 
dedicated non-stop testing.

F: The testing was performed by?

E: Well, back then we had QA in Ukraine and then I was also doing testing, quite a lot and I did it mainly 
because in Ukraine she did not have all the hardware, so I had  to cover the hardware that we had here in 
the office and also it was just like helping her with her, because she was not enough (we probably needed 
to have one more QA).

F: Ok, so when you were testing, how / what you were testing? How that testing process looked like?

E: Usually, yeah I would follow, most of the time, back then I was testing bugs, or bug fixes So, I would 
follow the steps that they were described in the tickets, because I mean and you have to be very precise 
in that, because most of the times if you don’t follow exactly the steps you might not be able to reproduce 
it. So to make sure , this is fixed you have to follow strictly what is described in the ticket. 

F: So that was like kind of physical following and testing, touching the hardware, like supplementing the 
user, in a way?

E: Yeah, yes. 

F: Ok. Do you think, can this testing process be the source of the innovation?

E: Oh, yeah definitely, I think that, that is where our QA has come up with a lot of suggestions and ideas, of 
what we should do, improve and.. And me if I have to be the product owner, that I wanted to be (I guess), 
then there, if I work with the product and test and look into it, then I have to be able to think for the future, 
right? And also compare to other products and think about the product development, what has to be 
done next and how we should do this. So testing it probably one of the main places, where you can be 
innovative and think about future steps. 

F: Ok, so you mentioned a lot of ideas from the QA. Was there any process, specific process, may be, 
implemented in a way how to collect these ideas and implement them?

E: Oh, I think nothing really constructive. WE had a page I had a page on my own and think Anastasia was 
having her own page, somewhere where we would just write down some sort of a backlog of the ides. But 
it was never like a really big thing or get to work more on those ideas.

F: Ok, after the testing is done, there comes the release, what do you think about the release strategy at 
Shopbox?

E: Oh, so there were two big differences within release strategy. So, at some point, we aren’t releasing 
often enough to production. I think we had a period, when we did not release for more than half a year.

F: By production you mean?

E: App store
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F: So getting the app directly to the customers.

E: Yeah life to the users. And then at some point, because we had a product that it was a little bit unstable, 
at some point we started releasing very often, which was good in the beginning and maybe afterwards not 
that good, but overall these two extremes are not good. So, I think if we would have something in between 
so we release every two months, every month or something like that, when there is a need, right. So we 
had a need of fixing bugs and showing the constant improvement to our customers, so of course, as often 
as you can release, probably the happier customers will be. But it was, I think too much, I think we were 
doing it almost every two weeks at some point.

F: So do you think this release strategy, any release  strategy affect the ability to innovate?

E: I mean, obviously if you put the release strategy to be every two weeks, it means that your  team would 
be stressed 99% of all the time on releasing. Something that is like now, now, there is nothing about what 
in six months, there is not kind of long term, maybe there is, but they don’t have time, there won’t be any 
time for the team to focus on that unless we have bigger team and we have more resources. Ok, 5 people 
were like releasing every two weeks and another 5 were actually working on the new product, on new 
features and making something innovative. But, at that time, yes, it did affect us in a negative way, we 
couldn’t really be innovative, we couldn’t really think about the future, we were just like living in the moment 
now and what we can fix now.

F: Ok, So, you would say that, when you or any company decide for any release strategy it will have 
implications on how they do work?

E. Yeah definitely, it would either help or not help innovation.

F: From you personal experience, is there maybe any “best” release strategy for agile development?

E: I think it is, it’s good to have some roadmap on a bigger level. Like plan, bigger releases, but leave a 
gap where you can actually to ad hoc release, could be driven by anything but, you should have overall 
strategy on what you wanna release and …. Introduce new feature or maybe improvement, but then 
you also, you are capable of doing mid term some sort of, in between release, that would serve another 
purpose. Because, it is like agile. Things are changing quite fast and you have to be able to handle different 
situations. Let’s say, you make mistakes, you forget some certification that has to be done for the product, 
then you have to be able to react.

F: Ok. My last few questions are about decision making processes. So, when you were making decisions, 
or if you were making decisions about the product, about its architecture, look, features, functions, 
whatever. What kind of factors were taken into consideration? In terms of the product, and product being 
more and more innovative.. 

E: I think the biggest factor is customer, and how this will impact the customer. Because we have been 
always very careful on, to have happy customers and to get new customers. So, it was always: does it 
make the existing customers happy? Yes, it does. Or is there a potential for new customers, because of 
this product change? Yes, right. So it started from the customers, but then the next I think big thing was: 
Are we capable of doing this? Does that make sense to do it know? And do we have the resources, do we 
have the knowledge to do it?

F: So, lets say the innovation in terms of product innovation was driven mainly by the customer needs?

E: Yes, so it wasn’t driven by us and it was driven by the customer.  It was very much customer driven. 
Maybe not always though, actually. It was sometimes driven by the management, when they had some 
ideas of what, yes this is what the customer wants. But that wasn’t exactly true.

F: Was there any specific structure, maybe you know of, how these processes of decision making 
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processes looked like?

E: At Shopbox?

F: Yes, on whole managerial level.

E: I don’t think there was much structure in it, It was very much about gut feeling. Someone heard 
somewhere, someone told them they sold something because of that. It wasn’t really argued.

F: So, there wasn’t any platform or documentation, specification used for these processes?

E: No, I don’t think so. I don’t remember any.

F: What would you change, how would you improve these decision making processes?

E: So you don’t really need to document it as much. You just need to have the right people in the same 
room with the right knowledge. So, you need to, I mean obviously you need to have document that: We 
have this idea and its because, but it doesnt need to be written down in a stage of. …. If it comes down to 
ok, this has to be developed, so then that of course has to be documented somehow, but if we are talking 
about getting some sort of bigger business decisions it’s just needs to have the right people together. 
And I think our problem was that right people haven’t been together, haven’t talked together about it, so 
then the next stage, when you have to maybe describe it and say: this is the decision, this is what we have 
decided, then it’s just not like a real representation of what probably, the decision was just because it 
wasn’t taken in collaborative way. 

F: So, if stepping back from Shopbox, in a company of Shopbox size and with this distributed development 
and similar practices, how in you opinion, would this ideal setup of changing these ideas look like, who 
should be involved, who should maybe moderate these meeting and who should be responsible for 
making these meetings?

E: So, product owner or manager, someone who is responsible for the product development, not someone 
who is, because I was more on the product management side, where I don’t think so much about the 
future, or this is what I did, so maybe it was wrong, but I wasn’t thinking so much about future as I was 
focusing on the presence now and getting the work done within the development team now. So, if I wanna 
like plan something for the future, I couldn’t really do it but, to make the best decision, you need to have a 
person like that, so that could be actually a product development, even product manager, product owner, 
so you need to have someone that is more on the customer and on the product side and you need to 
have someone who is more on the development side of the team, you need to have someone from the 
sales who knows the market and he knows what is the demand and yeah, I guess than its …., how much 
the CEO should be involved and in case of Shopbox, because its small company, the CEO is very much 
involved, but in other companies would be way less involved, but business people who need to define 
the structure and the plan, they have to be present and they have to make together decision with some 
technical representation. The CTO, Product owner, Test manager, QA managers.

F: Ok, so you would argue, that there should be from this tech department, there should be involved every 
head of “under department” of tech representative.

E: Yes, depends on the skillset but yes, there should be, could be that the CTO is enough or just the product 
owner, depends on their roles, but there should be someone from technical department.

F: From your experience, such a setup of meeting would help the innovation?

E: Yeah, yeah, because people have kind of different background. So the more different background you 
have there, the more different ideas you can come up, around the same problem, and the ideas could 
be completely different just because of the different backgrounds and type of people. If you get only the 
business people together, and make them take the decision, they would probably come with very similar, 

Appendix / 1. Interview / (former) Product Owner - E.H.



17 / 53

they would be all uniform, we want to do this, but there won’t be anyone with different opinion to challenge 
that,

F: Ok that you very much for this interview.
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INTERVIEW TRANSCRIPT: (FORMER) CTO

F: Hello and thank you for being part of this interview. I am having an interview with Alex Ribin, the former 
CTO of Shopbox. So, hi Alex! Thank you again. Can you shortly introduce yourself and describe your 
position in Shopbox?

A: So, my name is Alex Ribin. In Shopbox I used To b e the CTO, which means I was in charge of the 
product on the technical level. 

F: Ok, for how long have you been working at Shopbox?

A: A year.

F: And, can you maybe state more specifically you responsibilities in Shopbox?

A: Well, so I guess, again the best way to summit it is to say that I was in charge of the entire product, 
which means in charge of the developers, which means in charge of the QA as well or the one who has 
the last world in those things, or at least supposed to have. And also in charge of connecting the product 
with the business, to some extend, right? That is probably, actually the main point.

F: So, as a head of a tech department, how did your department looked like in terms of a distributed 
development. Like, as I described, or as we know, the Shopbox employees are located differently. Can you 
just shortly introduce, what was the structure?

A: Yeah, so when I just joined, we had one back-end developer in Copenhagen actually, we had what six 
guys in Cairo, if I remember right. We had, which were all developers, some front-end, some back-end. 
Then we had Anastasia in Ukraine. Later on, Filip moved to Croatia, back home and he was working 
from there for some months. We hired another couple of guys in Cairo and Elena, I think she not in my 
department to begin with and then she joined us later on. 

F: So there were few people working in your department with you in Copenhagen and the rest of them 
were co-located around the world. So, how did your regular day at Shopbox look like?

A: So, I would say that the only fixed thing in my day at Shopbox would be the stand-up meetings. That I 
would insist to have always at the same time, every day. Apart of that, my days would actually look quite 
different, I would say from week to week, from month to month, because my approach was always to 
gradually improve different aspects of the process of the product, so sometimes I would just be working 
on the specifications of different things, sometimes I would dive into some code, sometimes I would 
spend a week just sorting some stuff on Jira. So it would be very, very different from week to week. 

F: How would you get your tasks, or how would you know, like, what sort of tasks you should work on at 
Shopbox?

A: So, I would say I wouldn’t get the task, its rather I would decide on, as I just said now, what’s the thing 
that is going to me the most, the best contribution to the product and that’s what I would focus on.

F: Ok, so according to the time planning or prioritization, prioritizing your tasks, you would be the one who 
would do it for yourself?

A: Yeah, of course.

F. Ok. Now I have few questions in regards to the fact that Shopbox was like using this distributed 
development principles or locations and some issues related to that. So, what were the main challenges 
caused by the fact that the employees or your team were located in Cairo and Shopbox office in 
Copenhagen or in Ukraine, or in Croatia, as you said?
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A: Yeah. Challenges. So, I think there was a few. Ehm, I would say that the main one, probably is the 
disconnection of the team from the actual reality or the context in which the product is being used. And it’s 
actually not as much about team being distributed, as much as it is about the team not being in the same 
place where the product is used. Because, I think there is a huge difference when one of the developers 
goes and gets the opportunity to stand behind the cash register and feel how it actually feels to sue the 
product, versus sitting in some different country. But again, that is less about the distribution of the team, 
it’s more about being far from the actual customers. About the distribution of the team, there is, well one 
thing specifically with the Cairo, we had, I think, we spend some many hours if not days, I don’t know, on 
just some connection issues, so the idea was to keep everyone aligned and informed. So, I would have, we 
would have planning meetings and stand-up with entire team and we would spend so much time on just 
making the technical setup work, which I think was to some extend frustration and time consuming. And 
another thing is, that it is quite challenging to build proper team spirit, when you are so much distributed 
around different places.  

F: Ok, Those were, or could be maybe marked as kind of negative aspects of the facts that it is distributed 
development. Are there any positive aspects, in your opinion, of such a setup? 

A: Of course, the most obvious one is the financial aspect, right? We all know, that the price of, or a salary 
of one developer in Copenhagen - for that you can have entire team in Cairo. 

F: Can you think about other, besides the economic?

A: Yeah, I am trying. In theory, if you have people, who are very engaged in the product, they all come 
from different perspectives, which might actually increase the innovation, but I would argue, that we did 
not see it happening much and that is one of the previous reason that I just said, that I think, that people 
in the team were too disconnected from the product. So you can’t expect them to use their different 
backgrounds to innovate as much. 

F: Ok, what is your personal oppinion or maybe even just feeling about working for a company, which has 
this remote / distributed team?
A: What is my feeling?

F: Yeah, or opinion or … how did you perceived? Yeah what is your opinion on working in such environment 
or how you perceived it, what was your feeling about it?

A: Yeah. So personally, I have really good opinion on remote work. Or distributed work. I think that, actually 
I think that it was done quite good at Shopbox, I think that, that was the setup, but would we have the team 
in a place when you don’t have the internet issues it could be so much nicer. I think that we could bring the 
team bit more often to Copenhagen, but in general I really love culture that promotes distributed work or 
like working from home as well, rather then when you force people to be in the same office. 

F: So you mentioned, that you brought people to Copenhagen. So you were in touch, in personal touch 
with the guys in other countries?

A: Yeah

F: And, how often? Or how would you evaluate? Because, obviously there is difference, maybe in 
relationship between the colleges having, sitting next to you and having distributed development. So, 
maybe if you have any opinion on that, or on that personal relationships between colleges. How that 
works in distributed development?

A: Well, I would say definitely they are not as strong as strong as with colleagues, that you have, that you 
share the same office space, that you have lunch together with, that you go to have beer afterwards, 
right? I mean, if you look at the facts, I am now friends with some of the guys that used to be on my team 
back that from Copenhagen, I am not as much in touch with the guys from Cairo or from Croatia or from 
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Ukraine. And I think, that’s good way to say that, obviously the relationship is not as strong. 

F: Do you think, that anyhow influences the working, maybe, the productivity, the capability to innovate in 
a sense, or in general like, let’s say the efficiency of the development processes.  

A: I think it does. I think it does, because eventually one of the most important things in a good work 
environment is trust. I mean not the same level of like “I believe you”, but also on the level of, you know 
if I am doing something I am doing it for the right reason, there is less reason of arguing about things 
because you are more less on the same page where am I, once this kind of trust is created, right? And the 
trust is much stronger there, when there is stronger personal relationship. So, I would say that it definitely 
influences the work. Yes. But, I would not be able to say to what extend. Which I think is more interesting 
question, right?

F: Ok, so to continue. I have few questions about communication, which naturally bring, the distributed 
team naturally brings the question of communication. So, how would you evaluate from your perspective 
the communication between Copenhagen, Cairo, Odessa, Croatia for that matter. 

A: How would you like me to evaluate it, there is any kind of scale or like how?

F: Just, what comes to your mind, when I say communication in Shopbox between these teams. Or to help 
you, do you see any positive / negative aspects when it comes to this communication?

A: Yeah, ok. So, I would try to give you one positive and one negative thing. Because I know, that usually we 
speak only about the negative things when we speak about the remove work and about communication, 
right? So again, obviously there are all the negative things about dont meet for lunch, you don’t talk as 
much casual stuff, it creates further away communication or further away relationships. Also, its less 
obvious to approach someone, when maybe need help from someone in Copenhagen, right? Or if you sit 
in Cairo in this case, maybe you are not hesitate to approach someone or not really know who to approach. 
So, of course you have all those issues. On the other hand, and my idea might be bit controversial to what 
people believe nowadays. I think that, to be able to sit and code you need to be able to sit down and focus, 
right? And that is one think, that I actually I had with one of the developers, while he was in Copenhagen, 
that he would, personally when I was trying to write the code, when would just come to me every half 
and hour with some kind of questions. Which, which I would feel would reduce my productivity a lot. And 
that’s something you actually dont have when you have remote work, because that means that someone 
would usually write you on some kind of online channel, in a send of would be email, or Hipchat, or Slack 
or whatever channel you use, which means that I can choose when I want to be distracted and answer. 
Which means that actually as an individual I can work, I can code in that sense much more efficiently. 
And I think that’s something, which is quite important and usually would be neglected when talking about 
remote work.

F: So, you would argues that this kind of setup naturally kind of brings different practices in a way how you 
communicate between your team, or how often you communicate and maybe how efficiently?

A: Exactly. And again, the obvious way is to say: it is less efficient, because you can not just talk to each 
other, because you can not just, you know, tap on someones shoulder, but I think it is also positive, because 
of the same things, because you have less interruptions and less distractions, which are the most harmful 
thing for proper developer to sit and work. 

F: Ok, and if we would go bit deeper into it, what kind of tools, language, hardware, for that matter, did you 
use for communication between Cairo and Copenhagen? 

A: So, finally enough, the only channel, that, the only video channel that is not blocked in Cairo is Hangouts, 
so that’s why we probably used Google Hangout for all our online meetings. And then we used Hipchat 
for instant messages, at some point we experimented with installing a screen with a camera in both Cairo 
office and Copenhagen office. And the idea was exactly to improve the communication, or to create a 
better feeling of togetherness, so we could always can see them and they could always see us. I think that, 
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that set up never actually was done properly and have to actually, I mean I would argue that, when I get to 
the next place when something like that would make sense I would definitely try to do it again. 

F: Ok

A: Did we used anything else? I don’t think so.

F: Well, email. 

A: Yeah, well emails. Well actually to be honest, also at some point, when we really had to reach someone 
from Cairo, for instance Ramy, I would just write him on Facebook, which is the weirdest way to work but. 

F: Ok, So you were basically using many different online channels. And these were inherited? You as a head 
of the tech team, I guess you would have the right, or would be also thinking and would be responsible for 
this efficiency, effectiveness of these kind of tools. So, was there some… Did you actually evaluate the all 
available kind of tools for communication in regards, what is the best in this kind of setup? 

A: Actually, the one I did not mentioned, which is super important is Jira. Which is not direct communication, 
but it is communication. No, I never evaluated the tools and that’s for the simple reason, that.. Yes, I was 
the head of the department at Shopbox, but I always had this kind of feeling of that there is some things 
that we should just not be changing or should not be evaluating in a way. And tools or also actually 
employees. I never felt like, if we have a developer who is better, or less good I could just say, lets not have 
him, let’s have someone else. Those things were supposed to be in my control, but they were not really in 
my control. So it would make much sense to actually re-evaluate those things.

F: Ok. But, back ‘to those tools for communication. Would you say that, they were good enough, not to b 
e questioned.

A: Yeah, they were good enough. I mean the only thing that I would maybe question is Hipchat, right? Just 
because many times you would not receive notification for it. But that’s not, has nothing to do with remove 
work, its just crappy tool. 

F: Ok. How would you evaluate.. You said that you met the guys personally also sitting in Cairo?

A: Yeah

F: I know you have not been like permanently working from the office in Cairo, but if you have any thought, 
how would you evaluate the communication between the Cairo team internally? Do you have any thought 
on that, or? Was it different from the communication between Copenhagen and Cairo?  

A: Yes, of course, very different. I mean I think the same as you know in Copenhagen inside of the office, 
we would have our own jokes and our own little things and having lunch together and office atmosphere. 
They would have the same thing within the Cairo office, we just wouldn’t have that kind of thing between 
the two offices. Or we would, but very little. Actually, we had more of it after the trip to Morocco, and we 
had more of it after Elena and I went to Cairo once, right? So everytime you would meet the people, you 
would create more those connections, but it’s less obvious. Or its almost impossible to create this kind of 
atmosphere without meeting the people. I guess that is the biggest one. 

F: Do you have any opinion on kind of professional / working communication between them? Do you know 
how do they communicate? Or, whether there was some problem between them or something? 

A: Professionally. First, they would much rather talk, rather then text to each other, right? It was the 
different practice between. In terms of the problems, I know for instance that in some point, but I don’t 
know if its relevant, at some point there was one developer, that the other guys kind of saw as a bit more 
new or more weak in a way, so they would make a lots of jokes about him. Jokes in a sense of, whatever 
you do it probably not enough. Not a personal jokes, but more about how he works. But maybe you want 
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to explain me your question?

F: I mean if you see any problems.. Your communication within the team was also personal but also like 
using digital tools even though you were sitting next to each other. Do you know if the guys are also like 
that, or did they experiences, maybe some hardware, software, language problems within communication 
between them. I mean you might not know, so that is fair answer, since you have not been sitting there 
permanently.

A: No, but again to my understanding they would usually prefer to not to realy, or not to use any tools to 
communicate between themselves. They would mostly get up from the chair and and go the the next 
chair and they would just talk to each other, right? It’s a fairly small office. Hold on, another funny thing 
that, also when I was there, when they would communicate to each other they would speak in Arabic, 
unless I needed to understand. So, sitting there I wouldnt understand much of communication between 
the guys unless it was relevant for me. 

F: Ok. So maybe just to confirm, perhaps was is like normal practise in Shopbox, that the employees, who 
would share the same language, not necessarily english that they would communicate in their language? 
So for example, danish speaking people in Denmark. 

A: I think its is different. I thin, also the guys in Cairo would usually speak to each other in Arabic, unless 
they communicate with Copenhagen, right, then they would speak English. But, for example, You and 
Roman, I never heard you speaking Slovak to each other, even though you could. And me and Elena, 
we never spoke Russian to each other, even though we could. I think the danes in particular are bit less 
respectful about that sometimes. 

F: The only reason I am asking this one, is actually to explore whether there might be some 
misunderstandings caused by the fact, that maybe the people were not understanding each other in 
some point. That due to the language, not shared language and communication in different language 
there would be some misunderstandings in communication. 

A: I would say that there is a lots of social implication to that. But I dont think there is anything professional 
to that, because whenever we would do any written communication, it would always be English. It would 
be very seldom to receive an email in Danish from someone, or in Arabic, I have never seen one in Arabic,. 

F: How would you evaluate the communication between the management team in Copenhagen?

A: You mean within the management team?

F: Yeah. Was it anyhow different compare to communication with your team? Internally with the developers.

A: Again, communication mean, what do you mean by communication?

F: We can start just by the nature of the communication and then you can move to the channels. 
Again, like something what maybe comes to your mind at first, as most important difference between 
communication within the management team and communication within the team you were responsible 
for. Was it anyhow different? 

A: Sounds like you are looking for some fundamental difference, which I can’t really...

F: No, not really. Did you use for example the same channels?

A: Yeah. Hipchat, email. We would just use Jira, obviously. But I would say that the interaction with my 
team was much more often, right. Cause, I mean I would always communicate with my team about 
everything. The management team - if I remember right we would meet every two weeks, sometimes not 
even that for one meeting where we were discussing things. That was the main communication between 
management team. So, there wouldn’t be as much, I would say ongoing communication. 
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F: The reason, why I am asking this question is, whether the nature or the type of the communication you 
used within different teams could somehow affect the misunderstandings, the ability to be very innovative, 
the ability to react to the changes, within lets say product or any internal changes. So, if you say it was very 
much similar, it means that there were not probably these side effects. 

A: I mean, again that I would say that within management team and that’s again … I think that we did not 
communicate that often and that would create issues, because we wouldn’t always be as aligned as 
necessary. 

F: Maybe, why didn’t you communicate that often? 

A: There was more that kind of felleng of - we are not really a team and I am doing what I believe is right 
and the head of sales doing what he believes is right and finance doing what she believes is right. So, 
it wouldn’t be as much feeling of the team to be honest. Why? That is a good question. I would guess 
that was the leadership style of the company. Which is the person who is supposed to be leading the 
management team, right. Because, in my own team I am the one who decides to define how the team 
should work. In the management team I want to be the team player, right. And I know that me, and some 
other team members, we were trying to push and actually meet more often and communicate more 
frequently and respond to emails more frequently and those kind of things that must be happening. But 
there is, there was a limit to how much we could do without the top management doing some changes. 

F: Ok. But then, you would argue that this different kind of practise in this different team would have the 
implications on the ability to be innovative at Shopbox?

A: Yes, of course.

F: Ok. Back to your team. Was there anything, when looking back, you would want to improve in terms of 
the communication within your team?

26:21

A: Again, the best thing to do would be to invest in proper internet connection in Cairo office. And I am 
laughing when I am saying it but actually I am not, because apart of the time spent, it is a lot of frustration 
and you are not as much willing to take a call with someone who sits there, just because you know how 
much effort it’s going to be. Which decreases the amount of communication.

F: Now I have few more specific questions about different practices, so I would like to start with planning. Or 
planning meetings, in general the planning tasks. So how does the planning process look like in Shopbox? 

A: Hm, that was a while ago. How did we do that. So we were running two weeks sprints. And before the 
planning meeting we would usually make a long excel file of all the tickets, of all the things that we would 
like to achieve within the sprint, put time estimates and priorities. And then at the planning meeting where 
we would actually mostly assign tickets to people. 

F: What do you think about these planning meetings? How would you evaluate them?

A: I think they were quite good. I mean I think, that when we would be properly ready for them, then they 
were quite good. Many times we wouldn’t be properly ready and then they would last forever or would be 
way too long. But once we did the homework before, they would be quite good. 

F: So you were actually an active part of the planning process, right? Within the team.

A: In different stages. Last few months, I pretty much delegated that to Elena, before that I was, yes. 

F: What were usually the outputs of the planning meetings?
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A: So, the perfect planning meeting at Shopbox would end with having a Jira board for the sprint that start, 
when each team member has tickets assigned to him for the full capacity of the sprint. And prioritized, so 
if something is not done, thats the last priority this is not done.

F: How did you communicated these outputs to everyone involved?

A: Jira.

F: So there was a planned process everyone new about?

A: Yes.

F: Within your team?

A: I hope that they knew about. 

F: Would you say that this planning meeting could help Shopbox with the ability to be innovative? With the 
ability to create a progress.

A: Yes. Of course.

F: And would these planning meetings be the environment to, for example, discuss new ideas or brainstorm?

A: So, I would say that, it would not be the right platform to discuss new idea, it would be maybe the right 
platform to mention it, I guess and then to take them on separate meeting. That’s what I would usually try 
to push forward. The same about stand-ups by the way.

F: Now, I would like to move to the standups. What do you think about hte stand-up meetings in Shopbox?

A: Way too long. Way too long, but again mostly because of the communication issues I would assume, 
technical issues I would say. I mean I can remember some meeting that took what half an hour or hour, 
just because we tried to reconnect so many times. But, when the connection did work, I think that we were 
doing them relatively well, we could have do them bit faster, but we were doing them alright. 

F: So how did the usual daily stand-up looked like, just briefly?

A: So basically, just going person by person within the team, saying what did you do yesterday and what 
are you planning to do today. 
F: And you were active member of these meetings also?

A: Yes. I would usually be the one leading the meeting, but I would not have my tasks in Jira. 

F: Do you think that the daily stand-ups were beneficial for you or for the rest of the team?

A: Yes. I think that it’s always good, but especially before the releases, when you get to the place, where it 
might be that even a few people are working on quite similar things, it is really good to know what the guy 
next to you, or the guy in Copenhagen, or the guy in Ukraine is actually doing for the sake of coordination. 
Because as the developer you might be working on something that I already did on another platform. Or 
that, I know that, waiting for them to finish, so I can start, so all those kind of coordination things are being 
pretty much summed with the proper stand-up meeting. 

F: Considering this distributed development, do you think that there is a difference in the nature of the 
stand-up meeting in companies, or between them, who are colocated and between distributed setups? Or 
does it have different benefits, for example?
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A: I cant think about much. I would say maybe if you are working in distributed way, but that’s more if 
someone is working from home. That usually would be a better structure of the day right? So you know 
that you start the day with a stand-up for instance, but apart of that I cannot see much of a difference.

F: Do you think that the daily stand-ups are from their nature, like from the practise in Shopbox where the 
place, or the environment which was helping the company to be innovative?

A: Well if you say, that the innovation is just to move forward with the product, right. Definitely. I think that 
they would just prevent a lots of misunderstandings. 

F: Could it be also the tool to, maybe, come up with the new ideas, to inspire each other with the solutions 
for new ideas?

A: So, as I said about the planning meeting. I would strongly argue against doing it at the stand-up. I think 
that the stand-up is the good place to mention issues you are stumble upon, or mention your ideas, or 
mention anything but never to discuss those things. It could be the good place to say, hej I have a really 
good idea let’s talk about it after the stand-up. 

F: Next question is about specifications and documentation. So, how does the process of creating, 
maintaining, changing specification and documentation looked like in Shopbox from your point of view.

A: So, when I just joined Shopbox, maybe there was some specification, maybe there was some 
documentation but I don’t think that I ever found out. For the product, that was existing back then. Ideally, 
my personal belief is that before you develop anything you need to have it properly specified in detail. But 
on the other hand I also could not stop all the development work for few months to just write proper specs 
for everything and to make it very good. So, what we decided doing is, was to write it for the new features. 
So the idea was that every new feature has to be specified properly before actually starting developing it. 

F: So, the lack of. You mentioned, maybe the lack of proper documentation in some cases. And they would 
be caused by the lack of resources for doing so, or?

A: I don’t know, because I was not there, right. That was something I inherited like that, but my guess is 
that it would be caused by wrong working process.

F: So, in your opinion, like having this specific documentation in short term is slowing down the development 
process?

A: No, I think ..

F: Even though, when you have the same amount of resources? In both cases of doing the specifications 
and not doing the specifications.

A: So, usually it’s gonna be two different people, that would do the specification and actually write the 
code, it wouldn’t be the same person, so you don’t take resources from developers, right? But also many 
times it would feel like, as if, if you first spend time on planning something and only then coding, it feels 
like you have less time to code it, but actually many time, when you know what you code you gonna code 
it so much faster, that it would actually not slow, but it would speed up the development process.

F: Ok. 

A: So, that’s why I would always assume, that for the new features you would actually go for the proper 
specifications.

F: Who was responsible for creating, maintaining, editing the specifications, under you?

A: We started doing, only what, few month before I left, I guess. And it was quite distributed. I think small 
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part of it was me, big part of it was you and big part of it was Elena. So, at the end we did not really have 
only one person, who would be the only one person responsible for this.

F: Ok. And those people, who did those (specifications), they were kind of divided according to their role, 
or? To the best of your recollection.

A: I think, it was not necessarily cause of the role, it was more, lets say different features, or different parts 
were just done by…

F: Can you maybe in this regards elaborate on the tools, language, platform, its accessibility and maybe 
the hardware even, which were used in order to create these specifications and documentation. Do you 
remember?
A: Yeah, I still remember something from Shopbox, luckily. So, first Confluence, it was the major place for 
just writing all the written documentation. And then we were doing this process about the product, which 
was done by you, I guess in InVision, Photoshop, one of those graphic tools with all those nice screens.

F: Ok. 

A: And of course a lots of drawing on boards and .. , but that is not to document, its just to …

F: Ok. All the tools you mentioned are digital tools and accessible basically for everybody. Whs there a 
reason to use these tools?

A: No the reason, why we used those tools was, because its easier to modify it. Because if we would draw 
it on the paper it would be harder to actually make changes and adaptations, right? I would say that is the 
main reason for that.

F: So, the ability to maintain those?

A: Yeah

F: Do you think that having specifications and proper documentation again contributes towards the ability 
of Shopbox to innovate the product?

A: Of course.

F: So, in a positive way, right?

A: Yes. Because I think, that the main part about writing, or having specification in not actually having it 
but written it, right? ITs when you would sit and you would think it to the details and try to understand what 
are you trying to achieve. Because many times, and I think we saw it in few features in Shopbox, that were 
done without actually thinking about it properly. In advance to it we would in the middle realize, that we 
have something but it’s not useful. So, definitely thinking about what to do before doing it, which is what 
you do when you writing specification brings you much ……..

F: Ok. Looking back, is there anything you would change in relation to the specification and documentation, 
its maintenance and creating?

A: Looking back, I think that I would start creating them earlier, then when we actually did. 

F: Can you recall the reason, why you back then did not start earlier?

A: Because we were busy with other things, right?

F: So it was the problem of resources? 
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A: Yes, but also priorities,

F: Ok

A: And I think that resources and priorities are always those two things that challenge each other, right?

F: So, the next topic I would like to move to is the tickets, which is basically the primary way how to receive 
tasks as a developer. So, to the best of your recollection again, how did the usual ticket in Shopbox look 
like?

A: I can’t remember. Cause we are using the Jira so much now, that its overlapping.

F: Ok.

A: If I remember right, and maybe you actually remember much better, we would not have much of the 
description, it would be always just a headline and that is it. We wouldn’t have them too descriptive or 
descriptive at all, unless those are bugs and then they would come with a description from Anastasia (QA).

F: To make sure. Your tasks were no how, you were not using tickets for your own tasks. 

A: No, but I would work a lot with tickets, to prioritize them, to make sure of data measurement, all those 
kind of things.

F: You said, that they were looking differently from Anastasia (QA), why is that?

A: Because she would create a bug reports.

F: Ok.

A: And usually those would have much more content. In therms of: how to recreate a bug, what is expected 
result and all those kind of things. If i remember right, most of the developer tickets would be way less 
documented, like the description would be much more weak, and that was somehow affected by the 
fact, that they were usually created by developers. Which means, that they know what they mean by that. 
Sometimes.

F: So, you would say that the QA tickets, if I interpret it correctly were bit more complex or descriptive, then 
the tickets for example for the new features.

A: Yes, that is right.

F: Ok. Were you also the one who was creating the tickets?

A: Sometimes, yes, 

F. Was it for the new features, or bug fixing or?

A: I got to create everything.

F: Ok. Did you follow some specific structure, when creating tickets?

A: I don’t think we ever had any guideline, to how to create tickets. When we would create a tickets we 
would just follow the common sense, right? What happens, what do you expect to happen, what are 
the steps to recreate (bug). When it comes to developers tickets, depends on how much the task is 
coordinated with the developer, sometimes if I did not get to speak to the developer before it, it would be 
quite descriptive.I know, users functions to do that and all kinds of stuff. In a sense, that I know that we …. 
So they would be less descriptive sometimes. 
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F: So, mayne advocates of the Scrum methodology argue that like Scrum is very beneficial because it 
provides some kind of freedom to the developer to decide how he or she will actually solve the described 
problem. According to this theory, stepping back from Shopbox, from maybe your personal experience in 
Shopbox and elsewhere, is there some - the best structure or best practise to create tickets in order to get 
most innovative? In a sense, the best result out of the development. 

A: So, that is something probably I wouldn’t say a year ago in Shopbox, but lets say i realized maybe now, 
I dont think its much about the structure of the ticket, I dont think it has much of an influence on the 
innovation of the development. But I think its more about how do they do the grooming tickets, that has 
a big difference. How do you prepare the tickets. Because in proper Scrum process you have not only a 
planning meeting as in Shopbox, but you also have a grooming meeting, which is something we never 
did, right?

F: Can you explain?

A: Yes. so grooming is the idea of preparing the tickets to be put into the backlog. Because, I knew that 
someone has a ticket. Let’s say found a bug and you just said: there is a problem on this page. Now, you 
need someone to look into these tickets and say is that actually good enough, can I understand what does 
it mean? Maybe I need to give it back to you to ask you to put a screenshot, explain it bit further. If its a 
development ticket, maybe it needs to be broken down into smaller tasks, right, or maybe rethought a bit. 
That process is called grooming. MAybe you also put a time estimates on those tickets. Mostly in general, 
thinking if its specific enough, trying to understand what it means, think about how you maybe, you know, 
how would you do it. Put in some time estimates - that’s the grooming process. The way it was in Shopbox 
would be, well we wouldn’t really do it. We would just ask our developers to do the time estimates before 
the planning meeting and they would just sit on their own and do the time estimates, But we wouldn’t do 
any kind of grooming process. 

F: In this ideal case, how would that meeting look like?

A: So in the ideal case, the meeting would be let by the Scrum master and would sit in the room with the 
as the team sits in the room with the projector, looking on all the tickets, going through them one by one, 
asking the team: Hej, is that clear enough?

F: So everyone in the team receiving at least one ticket would be present on this such a meetings:

A: Yes. Actually that’s is another thing, we would do in Shopbox, which is not really Scrum-ish properly. 
Actually two things: one we would work with hours rather than story points. So, I guess you know the 
difference between.

F: No.

A: So, the vanilla scrum doesn’t talk about the hours, it talks about the story points, when the idea is that 
you don’t again do the time estimates, you do the story points estimates. So, you say this tickets is 2 
points, this ticket is 5 points, this ticket is 10 points.

F:Ok

A: And then you have a parameter called velocity, when you measure per developper how many points 
on average this developer can sketch in a month, or in a sprint. You can also measure it per team, but 
the idea is, the thing is that two hours for me, as someone who has whatever years of experience and 
two hours of junior developer, and two hours of RAmy as a super star “king of Cairo” developer are very 
different two hours, right. So actually doing a time estimates in hours doesnt make much sense when you 
have developers on different levels. And the advantage of story points is that you dont, you are not bound 
to hours, its how hard the ticket is. And then we know that I do 10 story points per day and he does only 2 
and that’s fine, we know that in total we do 12 per day. So, that is a bit of a different idea on how to count 
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time estimates.

F: So, since you did not use this in Shopbox, you were not maybe. What was the reason, why you didn’t or 
your team didn’t use this in Shopbox?

A: I think that if you take Vanilla Scrum and you just put it on top of the team and you just say: that is what 
you have to do, it won’t be really successful. I think it’s a gradual process that you need to move into. And I 
think as far as we got was .. I guess where we are still now, which is, because again we never reached this 
point when we actually did the Vanilla Scrum. I am also not saying it’s necessarily right.

F: But would you think this would be applicable for Shopbox?

A: Yeah.

F: And do you think that the nature of not estimating the hours, but rather the story points would help the 
productivity eventually of the team? OR what would be the desired outcome of such a change?
A: Reason, why you would do it is to have better predictability about what you actually can achieve.

F: Ok, so not necessarily increase the productivity but to get a better overview and then you could plan 
better, which could contribute towards better productivity.

A: Exactly

F: Ok, so, the nature of the ticket obviously is to plan tasks, give tasks and communicate the tasks, right? 
So it’s very kind of technical in that sense. 

A: And also to document changes, right?

F: Ok.

A: IT might be that you have a ticket that says something, but not really agree with that or you think that 
it should be done in other way, so you write a comment, right. So, you also end up with some kind of 
documentation of what eventually happened with this feature. I am not sure if we were actually doing it a 
lot in Shopbox, or maybe I am mixing that now with Unwire.

F: Ok. But, that is the capability of those. Would you say that these ticket could be by maybe used for other 
.. or maybe let me reformulate. Do you think that, these, the structure of the tickets or their, the practise the 
company is using to create tickets, communicate tickets can also be influencing the motivation maybe or 
the ability to innovate?

A: What do you mean?

F: Well, do those thickets have some kind of emotional sentiment? For example. Can they be a tool to 
motivate or on the other hand to decrease the motivation of the developer? The structure of the ticket.

A: I guess, it’s a written communication tool, right. It is not about the language you use. I mean if you 
use language …. Like to it now, probably it could decrease the motivation, I think at Shopbox we always 
were doing the tickets very neutral, so I don’t think that would anyhow increase or decrease. I know there 
are tools, like Asana for instance, I think that you got to use at some points. There is for instance, if you 
finish few tasks in a row you get those unicorns and rainbows jumping of the screen. It that increase 
productivity and make you happy, I don’t know. 

F: I am just trying to explore, whether maybe a slight change,or building lets say an uniform structure 
of those tickets, could potentially lead to the better agility of the team, or better ability to innovate the 
products, be more efficient or?
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A: How do you do it?

F. That is my question, whether you think that having lets say uniform structure tickets would anyhow 
influence the development output.

A: I men they do have in some extend an uniform structure. I mean all tickets have headline, description 
and tickets attached to them and whatever else. I mean there is some structure, but I am not really sure, 
what do you mean by having a structure?

F: So, for example, from my previous interview, we were talking about having user stories. Elena  mentioned 
that its one of the good practices to provide a user story for developers in order for them to have a 
business understanding. Is this user store, for example, should that be a part of every ticket?

A: Yeah, so I think there is two. The reason why I did not mentioned it, because in my view usually, you 
would have a feature description or solution description (whatever you call that file) that describes the 
entire feature you would like to build and then you would have a bunch of tickets that all referring to the 
same description and the user story would be a part of this solution description. Because many times you 
have a user story that requires to create few different tickets, few different parts of the story, so in my view 
you could have a user  story in the ticket but actually it could make more sense just to have a link to the 
solution description, that is the part of the ticket.

F: Ok, I have few last questions about testing and the release strategy. Let’s start with testing. What do you 
think about the testing process in Shopbox?

A: I think it was super unstructured when I started, I think it was also not that structured when I left. As far 
as I can recall.

F: Who was doing the testing?

A: Well, mostly Anastasia (QA), but also who would step in when we had not enough time to test. I think 
pretty much everyone from Elbek (CEO) to Elena (Product owner) to you sometimes. I mean whoever.

F: So under the normal condition it would be only the QA department?

A: Only one QA person, yes.

F: Ok, one QA person and if, due to the lack of resources or or like time problems, stress, whatever it would 
be multiple people, right?

A: Yes.

F: What are the challenges when testing from your perspective? You can relate to the distributed 
development for example.

A: I wouldnt say its.. First think, because in Shopbox we did worked with a lot of hardware, which is quite 
specific, I mean usually software companie do not have to as many physical devices as we needed  to 
have. I think it’s only, in some later point I realized that, the QA person in Ukraine did not have all the 
necessary devices to actually test it properly (on different hardware). So, that is the one challenge. You 
need to make sure, that you always have all the equipments. The other thing, its is not really within the 
testing itself, its more about how is being communicated further, because many times the QA person 
would be able to, sometimes, find something that she wouldn’t be able to explain to how to reproduce it 
to the other guys, to the developers in Cairo for instance. And very good example of it, very specific one, 
would be that: On some screen it was a button that Anastasia would say: I can not press this button. And 
the developer would get a ticket and would say: I can press this button and close the ticket. And then she 
would reopen it again and then close again. And the customers would as well complain, but the developer 
would keep saying: there is no problem. And it was actually the same week when I was in Cairo and I come 
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to, it think it was Ahmed, and I asked: Can you show me, because I could not press on it. So apparently 
there was a really thin area, i think in the bottom of the button, that would be clickable and the rest wasnt. 
But he got so used to click on the specific area and that’s what he always did. He never realized that the 
rest of the button was not clickable. Now, would the QA person be in the same office, she could just come 
to his desk and tell him: look it does not work and he would say: look it does. Ah, that is the issue, right?

F: So, this was in your opinion caused by the fact, that the team was distributed?

A: Of course. Because it they would sit in the same office, it would be an issue of - I am really saying it took 
us a couple of weeks to realize.

F: Is there any way how to prevent such a things when you have this kind of setup? In your opinion? Or 
did you find eventually some practise to do it better? Or just the fact that you been aware of this helped?

A: I think being aware of it really helped. I think that this specific issue eventually, I think that we asked 
the developers to just check, to go through all the clickable areas in the app and make sure they are big 
enough. Because it was not only that button but other as well.But I don’t think we found any other solution 
to that.

F: Do you think that testing process helped Shopbox in order to be innovative?

A: I don’t think it helps to be innovative but I think it helps to exists. Because, wouldn’t we have a QA person, 
we would be probably releasing a very bad app, but that’s true to any software company. 

F: Does the thestng also provides some kind of outputs above?

A: Yes, yes, yes. Actually in this case, I would say that was with this specific QA person we had, she was 
actually quite good with coming up with new ideas, saying?? Hej maybe this thing should be bit different, 
maybe should move this a bit, maybe should add another option in here, this does not make sense, I think 
she was actually quite good with that.

F: Ok. Was there some process of how to get these ideas and implement them in the future?

A: No I think if I remember it right, I think that you would sometimes create tickets for suggestion for 
improvement, unfortunately, im my time, e did not reach the point, where we are free enough, or have 
enough resources to actually look into the suggestions for improvement. Because, I think, that first halo of 
my time in Shopbox was spent on unifying the code base and make sure the system works and the other 
half of the time would spend on adding new features, that we sold way before that. So, we did not have 
actually the capacity to look into innovation and do some cool features. 

F: What do you think about the release strategy in Shopbox? Or how did that look?

A: So, when I just joined Shopbox, actually, interestingly, one of the first experiences, I remember I asked, 
so when is the next release? And I was told, yeah it’s in, I don’t know let’s say a week from now, its next 
wednesday. And then next Wednesday comes and I can’t see anything  being released and noone was 
talking about anything and I was bit amazed about, so where are we, what happens? And then I would 
ask around, and I was told: yeah, it was postponed to the next week or was postponed to some time else, 
but the amazing thing is no one was running around and feeling anyhow accountable for the fact that 
we didn’t actually released as we promised. So, when I joined the team the previous release before that, 
was around half a year before that. So, Shopbox had this kind of legacy or history of doing very random 
releases and not really planning them in advance. So, customers would get promised, that we would 
release something at some point of time, or maybe next week, but that would actually never happen. So, 
I think that that was quite bad for the image of the company in terms of how reliable we are and how fast 
we move forward, because it was slow and would know when it’s gonna happen. So, the process that we 
implemented when I was there, was to start releasing every second week. So, basically at the end of sprint 
aor week after that, there would always be a release, so everyone can know then there would be a release. 
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Obviously, the first think to take into the next release would be the most critical bugs, so you know if there 
is something really be happening to your system, it’s gonna be fixed in probably two weeks and then we 
would obviously add features, as much as possible. 

F: Ok, what was the reason again to have this often release:

A: Again, two reasons: One it is to show much better commitment, so all the customers know that every 
second week there is a release, that there are new features coming or at least there is some bug fixes. So, 
to show that we are moving forward, we not, we did not forget our customers, just you know right way. So 
it shows kind of reliability and trust. Second, its actually to solve the issues faster, because if you are one 
of those guys, that are suffering from the fact that your bluetooth terminal doesn’t  work properly, even 
though there are only three of them, it still needs to be fixed. And you dont wanna be waiting half a year 
until it’s gonna be fixed. Because, that was the previous strategy, just to promise it’s gonna be in the next 
release, but never to say when is gonna be the next release, and you as a customer need to know when 
it’s gonna happen. And there was one more reason, which I can not remember.

F: Those two you mentioned, are kind of external reasons towards the customers of the company. Did it 
have internal implications on your team, the way how they work, for example, did it change after you made 
this change of releasing every two weeks.

A: I think that one obvious change is that you have to think in such a way that whatever is done in sprint 
has to be released, right. So you think in a more complete features. So, you better finis hone feature, 
then start three. Because if you finish one, you can actually push it into the next release if you start three 
you can not do, and you need to wait for the next release. That is one thing. Another thing is also about 
how do you take the feedback from the QA, how do you bugs in, right, because one approach is to take 
them ongoing, always push them into the sprint, always postpone other things and another way is when 
you have such a frequent releases you can actually afford yourself to say, if it’s not blocker, if it’s not 
something super crucial, it can wait until the next sprint. So, the work becomes more structured and more 
predictable. So, you as a developer know that, those are your tasks for the sprint and unless something 
really bad happens, that is what you have to do, you are not gonna be asked to get rid of the half of your 
tasks and take 15 bugs in there.

F: How does that work, in a way, let’s say the feature requires the development of two months? Would you 
release the app if you are working on the feature, which requires the work of two months? 

A: Well, I can’t really remember how we did that, to be honest, but logically, I would say that right solution 
to do is to keep solving the bugs or do the small improvements on the master branch, and then just to 
have a feature branch separatlelly.In that case you can develop something for the two months and then 
just merge it whenever it’s ready. So you might have, on those two months you might have few releases, 
that’s gonna be very small, with two bug fixes there and there and then the fourth release, that’s gonna 
include the entire feature.

F: Ok. Maybe, for a non involved person, this can kind of sounds that it brings more complexity into the 
process.

A: Nom because when you are an experienced developer and you are used to use Git properly, Git is the 
tool that we used to maintain the code repository, branching out to the feature branch and then merging 
back in is really obvious a feature, its very natural thing to do.

F: On the personal level of the developers, being used to release one every half a year lets say amd moving 
towards releasing every two weeks, did it not created like kind of an atmosphere of pressure or stress or?

A: That is a good question. To be completely honest I would say that half, every half a year would create 
an atmosphere of way too little pressure and releasing every two weeks would create a right amount of 
pressure, because you still have the first week of the sprint, or beginning of the sprint where you don’t 
really have to do much, or you have to do your work, but the pressure is usually only the last day, or last 
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two days. Also, it depends how committed the developer you are. Because, sometimes few developers 
would just say, yeah, I finished half of my tasks. I don’t care that’s the way it is. So actually the part of what 
I was trying to do, is to educate developers to be more committed, right. So the idea was to eventually to 
come to the place, when we know that if we plan something for the sprint we know it’s going to be done. 
That’s if you remember, I tried it few times, both to have some kind of competition, not competition, but 
how do you call it: like prices if we actually finish something on time, right. Also, we had this idea, that if 
you finish your tasks for the sprint you don’t have to come to the office on the last day, just to motivate 
people to realize, that it goes both ways. You have to finish your tasks, that’s what is required, so it means, 
that if you didnt you are expected to stay there longer for the last two days and actually have a bit more 
of pressure.

F: So, this kind of system, for Shopbox, you would argue, that it is long-term sustainable?

A: Yes. And I would argue that it is also very, very necessary. Another option, and that’s the thing, there are 
two things major things the, right. One is the frequency and the other one is the predictability, or the pre 
definition. Frequency can change, we also could say, lets not do it every two weeks, lets do it every month, 
or every month and half or every three months. But what should not change is the predictability. The fact, 
that if you decide that you gonna make the release on, let’s say we decide we will release on 1st of june, 
it has to be the 1st of June. You can not just say, I mean on the 1st of June, you can’t just say let’s gonna 
do it next week, an next week, and next month again. That is that kind of culture, that we were missing in 
Shopbox, I think.

F: So, this kind of setup, you would argue that, it is improving the ability of Shopbox to be innovative, or 
not? Having these regular planned releases. 

A: Yes of course, because you can deliver new things so much faster.

F: Last questions are about the managerial decision making processes. So, what are the factors to take 
into consideration when making decisions about the product? 

A: So, which features should be done first, what to be prioritized?

F: Yes.

A: Well, two main ways: One is to ask ourselves, what we already promised and to how many people, 
because we had too many situations, or too many change of priorities just because there is something 
what we already sold and promised: hej we would have it. Ten different customers we know, that they 
would quit unless we actually do it soon, So that’s one way to prioritize, very easy. The other way, which 
is bit more smart and intelligent is to say: What is gonna increase our sales? What is the next feature we 
need to add for our sales people to be able to sell the product easier?

F: But both these ways are very customer centered, so the customer would be the factor to take into 
consideration?

A: Well, in a fact we would never go and ask the customer. We would internally in the company, we would 
do it based on the feedback from the sales people, which we trust to represent the customer reliably. 

F: But, eventually the idea was that its the customer who is kind of deciding on what features to build. It 
wouldn’t be your vision of the product?

A: So, let’s split it in two parts. Me, as a CTO, I had a very clear technical vision of where I would like to take 
the product, but not functional vision. So, the functional vision was coming, usually it would be a common 
discussion between myself, the CEO and the head of sales. And the idea was again, to see, how or what 
can contribute the best to the sales. Its not necessarily the same thing as asking the current customer, 
of course. Besauce it might be that for the current customer we need feature X, versus to be able to sell 
better we need feature Y and we would choose feature Y, definitely.
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F: So, those decision making processes you were part of, while in Shopbox, did the provide enough room 
for innovation of the product?

A: We did not have the luxury to innovate, because I think that my entire time in there, again, the first half 
of the time was spent on making the product stable and working and not talking at all bout the features, 
adding anything new, just making sure this thing works. And the second half was about covering debt in 
a sense, what we already promised months ago, years ago, I don’t know. Si there was not much room to 
actually to sit down and see: hej what cool features can we add?

F: But for the end user that would be anyway perceived as an innovation of the product, right? Because 
they would get new features.

A: Yeah, true. Again, it’s not the innovation in the common sense of innovations: let’s be the first POS to 
accept the cryptocurrency, it would be innovation in a sense of - let’s take these features which are already 
on the market, other POSes, because we could get to be complete POS, right. That is why I don’t call it 
innovation as much.

F: But for the product, it would be a new progressive feature, lets say? Upgrade?

A: Yeah.

F: But you would say, that it would be mostly what is expected out of the product, rather than being 
something unexpected - very innovative. 

A: Exactly.

F: Ok, the last question is: What would you change / improve in decision making processes in Shopbox?

A: About the product?

F: Let’s say you are back in your position, given the responsibilities you had, given what you were responsible 
for, what would you change in the decision making processes?

A: Yeah, so actually I wouldn’t change much, until the point when we reached a place, that we don’t have 
this gap anymore. Which means that, if you are already there guys right now, that’s already the time to 
say, lets do it a bit differently, lets actually go down to the shops, lets go to the customers and ask them 
what features they need and try to prioritize them, based on the needs of the customers, rather than, you 
know… because to some extend, I was actually asking myself, was it the right thing to sit in the office, not 
ever going to see customers and take those decisions, but I think to some extend it is the right things, if 
you already sold those features and you can not just tell someone who you did sold something: I will not 
do it for you, because I have better idea. Does not work in real life. I think that definitely, there should be 
feedback taken from the customers and not just from salespeople.

F: Ok, thank you.

A: You are welcome. 
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INTERVIEW TRANSCRIPT: PRODUCT OWNER

F: So, Hello Roman. Thank you for having interview with me. Can you introduce yourself and describe your 
position in Shopbox?

R: Sure, thanks for having me. Som, my official name of the position is product owner, which means that I 
am responsible, the product owner is the name from agile software development, namely SCRUM, which 
means that I am responsible for coming information from the business and customers to the developer, 
so I am responsible for defining the criteria, the acceptance criteria and so on for developers to develop 
the proper product, that we need.

F: For how long have you been working at Shopbox?

R: Haha, I dont even know. A year, I guess.

F: And what are your responsibilities in Shopbox, can you sum it up?

R: Yes. If I can say it in one sentence, is to make sure that we develop what the customer wants. 

F: Ok. So, how does the regular day at Shopbox look like for you?

R: For me, I don’t have a regular day, Because for product management, where I am, it differs based on 
the stage of the development of feature or project we are doing at the moment. So, sometimes it might 
be talking to customers and trying to find out what is the best thing to develop for them and sometimes it 
is writing down the specifications or the acceptance criteria, discussing with developers and with testers 
what needs to be developed and how it needs to be done properly. So, it is not that everyday would be the 
same, I think it’s more like stages, depends on the project we are doing at the moment,

F: How do you get your tasks at Shopbox?

R: So, for me it comes from the business need. So, at first there is the business need you can compare 
it to, or imagine it as a business driven development, so we have a business need where the customer is 
willing to pay for something so we make the analysis or we talk to customers, this is not just in informal 
sense but of course, the customer tells us, ok we want something and we want to pay for this, which 
is a business need, and then it get to me as certain, ets say feature, that need to be done and I will, and 
that comes from either sales if its something, some new feature that or how can I call this, customer 
satisfaction department, I think that’s how it should be called properly, but other then this it might also be 
like customer service, when they have like certain complains, that something could be done better in the 
application then I look into that and we figure out the ROI, that we would get for developing this particular 
feature and that’s, and from there I move to tasks onwards.

F: In that sense, it means that the innovation of the product at Shopbox always comes from the customer?

R: Yes, definitely. 

F: Ok: I think I would like to get deeper into that also bit later, but now. Shopbox is using, or is having 
developers in distributed development setup because they are located in Cairo, one QA member is located 
in Odessa, Ukraine and this, of course brings some kind of questions or natively might cause some issues, 
within the processes, so first of all I would like to ask: What are the main challenges caused by the fact, 
from your point of view, that you are located in Copenhagen and the rest of the development team is 
located in Cairo?

R: Where to start? I don’t even know, because there has been so many researches and so many people have 
been thinking about these challenges that are made by having globally distributed or globally dispersed 
team and I think for us it’s being exactly the same as what these other people have been talking about, 
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which is communication for example. We are using these tools for communication, which are , which is 
for example the online global collaboration service, but for agile, but, these tools are obviously not perfect 
because you can’t just use the software to replace the face to face communication. Or at least if you can 
its really difficult. And I think that we have been trying to overcome this, or everybody who is doing, who 
is having globally distributed team and everybody has been trying to overcome as good as possible. But 
you can never do it completely, you can never achieve such a good collaboration as having everybody 
in one office. So, as I said, you know, part of my tasks is convey the information from the customer to 
development team. But, lot of times, that’s difficult or more difficult to convey this information in text, let’s 
say certain, screenshot or videos instead of just talking to people in person or explaining something in 
person. I mean we get, later we can get deeper in what kind of software  management technique we use 
and this is also getting more difficult as you getting to globally distributed teams, because it has not been 
build for globally distributed teams. This technique that we use, they were originally built for people, for 
small group of people that are being in one place. And to try to adjust it, using these various softwares for 
global distributed or dispersed team is not a efficient as it could be, so that has been definitely a challenge 
since the beginning. But as I said it’s not only a challenge for us but it’s a challenge for everybody. 

F: Ok. you said that technique, software or framework, etc was built for teams which are collocated in one 
place, so what is the difference from your point of view as a product owner, between the teams which are 
collocated an teams which are using this platform or techniques. 

R: So, for example. I don’t know it this is what you going towards, but, these, so we are using Scrum, right? 
What is the method from agile methodology and yet it was originally developed to be used on, with post-it 
notes and with whiteboard so you could, you have these physical notes that you can move around on the 
whiteboards an try the development of certain product or feature. So, you would have I don’t know if you, 
I guess you has somme research in Kanban methodology as well, and Kanban is based on moving, or the 
flow of the tasks from one stage to another. So you have: to do, something thats has not started already, 
then it might be progress ,then it might be QA and so on, so that is based on this KAnban methodology. 
And then it was originally intended to be done on a, with physical artefacts, so it was, you would have 
a white board, you would have post it notes on white boar and you would have these columns and you 
would move these physical post-it notes from one column to another and that’s, I mean we have that as 
well replicated in the software. But I think, it’s much more difficult to replicate it authentically. And then, 
for example if you have thee post-it notes, you can take it off the whiteboard, you can take it to your table, 
you can stick it to the monitor and you can look at it at all times, and you know what you doing and it’s 
probably better for you to focus on that. And these, what I think it helps you to focus on one thing and to 
get this thing done, And we have this software, that we are using instead, it is much easier to get messy, 
because it’s not like, it does not endure you, because you just close it. But, if you have a lot of post-it notes 
on the table, you probably, somebody probably might notice that, so your post might come over and be 
like, you know, what’s going on there, you are supposed to be working on one tasks. But it is also difficult 
to keep an overview on tasks for you as well for other people, what is somebody working on and so on. If 
it’s just virtual and if it’s on the computer, then other then, on, in physical space, so thats been a problem 
with using, when trying to replace these real world things with software:

F: ok so the nature of this kind of distributed setup influence the practices, this physical collaborations 
between the member of team. But what is the end result, or what in your opinion, in Shopbox what is 
the end impact of not being able to collaborate physically together. IS it slowing down something or is is 
prohibition something or what is in your opinion the end result of such a setup.

R: Yeah definitely in some way it is slowing down development, I mean it’s not just, you would take longer 
time to explain something in text, but it’s also, as I said in the beginning the communication right, So 
something might get miscommunicated and it’s probably easier to miscommunicate something if you 
have, if you have this online tool, which get messy easily. I think that that is the biggest thing.

F: IS there any other way, then just trying to ..

R: Yeah, what you are probably referring to is, that is it ok, so at the end, its slowing down the delivery, 
right? OF the features and of the product. And yes, probably it is but, from my point of view, I can’t say, I 
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mean I have worked in the collocated space only for small amount of time, so far I don’t really know how 
much better it could be if the team is collocated. So, this is one thing, right? And I am not sure if it would 
be so much faster. On the other side, as, what I was saying before, it’s easier to be messy when you don’t 
have physical thing, when you have this piece of software, and that might be also impacting quality of 
software, right. Because as, I mean, generally if you have messy working environment, your software, or 
your code that you programming also get messy and then it’s hard to keep track of the things.

F: S you would say, that the software is messier then having this physical?

R: Well I am not saying that the software is because, because we are using some online tool, I am just 
saying that, when we are using it, the software might tend to be more messy than it otherwise would be. 
I don’t know i I explained myself properly but yeah.

F: Ok. That was kind of a negative aspect of this colocated, of not being located in the same office. Do you 
see any positive aspects?

R: Yeah, I mean because, look we always think in the company, we always have to think about return of 
investment and, you know, you always take some sacrifices and I think that, well, I dont explain the whole 
history here, but i think that before we were more globally dispersed, rather than globally distributed and 
now it is, we are, first of all I wanna mention, I mean definitely the price is why we are globally distributed. 
Because, obviously having office somewhere else, cheap labour and if there is a good internet connection, 
I mean why … every company does it because of money, of course. I don’t know any other company doing 
it because of something else, but i can’t imagine any other reason, so obviously we do it to save money 
and to not say everything negative, I think when we start having globally distributed team as teams not 
having you now individual team member on different places but the whole team on one place, it started 
being much better, so right now we are in the stage where we are having only necessary team members 
in the expensive part, which is Copenhagen and then we have the team members that aren’t, that done 
necessary need to be in the palace where the customers are - elsewhere.

F: One of the people I was interviewing before mentioned also that there is, in her opinion very slight, or 
maybe not that much perceived positive aspect, from here experience and that is when actually people 
are not colocated together - they might not have the tendency to disturb each other that much and that 
they would communicate together only in cases when its really needed and therefore they might focus 
better. IS that the case for you, this is pretty personal experience,

R: I don’t think so, because, even though it might be from some specific scenario, in some company it 
might be true, that people don’t disturb each other, but I mean, it really depends, because also, ok. If you 
have really one person in each location, working alone, maybe, you know people work with freelancers, 
so it probably has something to it but I thin that you know, the amount of time that people would lose by 
being distracted by something is nothing compare to the advantage that they would actually get by being 
able to communicate promptly and be able to fix issues at hand if someone rises and to communicate on 
an ad hoc basis, because that’s sometimes it’s difficult to figure something out immediately, if it needs to 
be figured out immediately. Else you have to wait for somebody to reply, of course you can make a call 
or something but I think if you make a call, then you disturb the person even more than when he is in the 
office and you see them sitting with, you know, sitting. I think it has two sides to it and I think for us, for 
us, it works at the moment but I don’t think it would be such a huge benefit, or it is huge benefit as you are 
saying that people don’t disturb each other.

F: Ok. So moving bit down to communication, I have a question like, what’s your personal opinion on, or 
how would you evaluate the communication between the Copenhagen Cairo and Odessa? How does that 
work? Can you elaborate on that?

R: Yeah, so you, do you want to hear only about my experience in communication or my tools, or the whole 
office, with the other office?

F: well, let’s start from your point of view and then you can elaborate.
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R: So, we have a number of communication channels that we use and to name them: we use obviously 
the email as the whole company, but also we use, for just regular messaging the chatting app and then 
other tools, I mentioned, the platform for online meetings or video meetings and then these, global, or 
collaboration software - Jira. So, those are three, four channels that we use. And yeah I think, they are just 
trying to mimic the communication that we would normally have in the office if we would be collocated. 

F: Now, back to the tools you mentioned. There are several tools, right? Is it a part of your job to evaluate 
the efficiency or effectiveness of such a tools?

R: No, I wouldn’t say so. I mean, I am probably in that position where I could evaluate that and I could take 
an action if some of these tools were ineffective, but its well, for me it’s not first priority, of course if I see 
any problem I am gonna raise it and I am gonna try to solve it. But I don’t actively evaluate the efficiency 
of these tools. 

F: Ok, the reason I asked you, or where I am aiming with this questions is basically: whether the tools you are 
using, as you said the tools which are supplementing somehow the real, or face to face communication, if 
the team would be collocated. So, whether these tools are the best you could have, the best to supplement 
this kind of communication or from this other side, whether you might have an feeling or prove, from 
your experience, that these tools might be actually somehow slowing down the processes or creating 
misunderstandings by their nature.

R: Yeah I understand, But from my point of view, if I saw that the tool is inefficient I would take the action, 
And I think the tool that we are using at the moment, if used properly are the best to be used for such a 
purpose.

F: Do you think that the design of these kind of tools and I don’t mean the visual, bit the design of how do 
they work, how they are accessible and so on. Does that affect the ability to communicate?

R: Yeah, yeah, yeah. 100%. I mean there is no question about it.

F: Does that affect the ability to innovate in Shopbox?

R: To innovate? Yes, it does. Yes and I haven’t thought about it actually, but yes it does. 

F: So is it the best one, you are using now in order to be innovative? In you opinion?

R: Hard to say. Because you, ok, you are saying: innovation, but I dont, I wouldn’t say that innovation is 
necessary induces by using these tools, or these particular tools. So, it’s hard to say, I mean, you can, it 
does not suppress the innovation but I think it doesn’t help it either, it does not encourage it. And I don’t 
know what you mean by innovation in particular, so.

F: Well in this case, I think, what I mean, by the innovation is that ability of the company or lets focus on the 
development or product team, the ability to come up with new solutions for problems, which the company 
is facing, right? 

R:Yeah, definitely. Because you see, it’s not only about the tools, right? I mean it’s not about the tools that we 
are using, its about having to use any tools for communicating, because so many of these conversations 
that are part of these innovative talks that people have in such a companies are happening outside of the 
meeting or outside of chatting in some application. They are happening over the water dispenser or over 
lunch and I think that just using these tools is limiting the ability to figure out some innovative things, that 
people might talk about in the company just on day to day basis.

F: ok, so can I understand it that the nature of the distributed development team naturally, kind of, stops 
the ad hoc moments of creating idea?

R: Exactly. The distributed development is, as I see it, is less suitable for innovation or for creating 
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innovative ideas. And people who would be working in distributed team, because they don’t have this 
collocated space, especially because they don’t have these conversations, they don’t engage together, 
they don’t talk about the product outside what they have to when they make a meeting.

F: Ok. So, if let’s say, we will take some example of a case. There is a customer coming to you, or coming 
to management with an idea, with a need for innovation of the product, with the need for new feature. How 
does the process of actually, from the very simple idea, until the solution is implemented in the app, how 
does it look like? From your point of view.

R: from my point of view. So I get the request from the customer, or from the prospective customer in 
some cases and.. You what to know what are the exact steps that we take? I think i mentioned some of 
them in the beginning. 

F: How the idea is flowing?

R: So, if you are asking if I personally or if we encourage people in the company, you know, or everybody 
in the company to have a voice when we are developing something new? I would say, probably not. But 
probably not intentionally, but because it’s difficult and its is difficult because of the globally distributed 
team.

F: Ok. So, how does that normally work. If you get the requirement for a new feature, what would happen 
afterwards?

R: So I get requirement for new feature, and then I get to talk to major stakeholders, that are closest to 
the feature - so it might be customer, it might be partner, it might be salespeople and I, or the customer 
service, depends who is gonna use the feature. So it depends if its feature that we are gonna use internally 
in the company or the feature that the customer will use, so let’s say, that I talk to the stakeholders. So, 
I have a talk with them and then I try to formulate the requirements, that needs to be done in order to 
develop this feature. And, so this process is I write it down, I get it thought my head, and the nI try to have 
a talk with these stakeholders again (if there is something not clear), just to clear everything out. So main 
part of my job - I move the requirements for the features to development, right? Because the information 
is put down, developer has everything or in ideal scenario, developer has everything that he or she needs 
to product the feature and for that, I like to also have talk with developers and with testers to be able to 
formulate the feature as they think it is best to develop it. Because obviously they know the code well they 
might have some good ideas about how to implement particular feature. And I forgot designers. 

F: So when creating new features, or let’s say specification for new feature. Is is a double side communication 
or one side communication from you to developers or? 

R: Yeah, it is also from them to me. And I like to encourage it personally. And I have to admit it is difficult, 
when we are not in, together, in one space, with some developers, and I think it also depends on the nature 
of the developer. I try to also encourage developers to communicate back and then, if they have any ideas 
about how to improve something, that is definitely welcomed. 

F: Why would you, why do you want to encourage developers to communicate?

R: Because, they might have better insight into what they are doing then me. At the end of the day, I did not 
developed the product and they might see something that I don’t see. And I mean, for me its only good to 
have more people having look at what we are doing and trying to make it as good as possible instead of 
just blindly follow the orders. 

F: Now, I would like to move towards the planning processes in Shopbox. You as the product owner, part 
of your job is to overlook these planning processes, right? So, how does the planning process look like in 
Shopbox?

R: Ok, so we are using one framework which is a combination of Scrum and Kanban, its called Scrumban 
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and it’s about the main thing is to keep the task flowing in this columns, that I have talked about from left 
to right. So, the task need to be in one position for the shortest time possible and I don’t want to go again 
into all the details here, but there are, how can I explain this? So, it’s a combination of Kanban and Scrum 
and what we have taken from Scrum is for example: sprint planning. We don’t do, I mean, we sometimes, 
all the time dont do, sprint planning, which is a meeting from Scrum framework, on a periodical basis, but 
we have taken the most useful part of this meeting from Scrum and we take it when it’s most needed. 
We are trying to prepare everything that needs to be done, that I have found out, from for example from 
stakeholders, so customers beforehand and trying to prepare, or distribute the work that I have put down 
into the tasks to the developers. And thats, I mean that’s mainly my role, and there are some other roles, 
like Scrum master and development team. But, for the planning as you asked, for the planning mainly we 
use method of having tasks that I prepare and distribute them to developers.

F: So you said, specifically there is something like planning meeting, right?

R: Yeah, but that’s only small part of it, because then we have, you know this is short term planning so its 
approximately every two weeks, but then we have also long term planning, which is when we plan releases 
for example. When we planning the long term strategy, that the company is gonna take, but that’s not the 
main part of my job. But I just wanted to say that the company is doing that as well. 

F: So, back to those planning meetings. Can you briefly describe how does that planning meeting look like 
at Shopbox?

R: Yes. So, the Scrum master is taking the meeting sometimes, it’s basically bit different from Scrum 
methodology, sometimes I facilitate the meeting as a product owner and it usually starts with defining the 
goals for the upcoming time, that we spend on the development, which is usually the feature that we are 
going to develop or some part of the system that we will fix and so on. So then I read through those, and 
then we together with the team we go through the tasks that we need to do in order to accomplish those 
goals. And everybody can have a say, and if something is wrong with these tasks, if they see something is 
missing, if they have too much workload in, if they have too few and all in all, we are trying to, obviously we 
are also estimating the tasks, but I don’t like with the Scrum methodology, we don’t have set time, that we 
need to have for this tasks, so we don’t have specific time, lets sat two weeks, so there has to be certain 
amount of tasks for two weeks, and then we cannot add anything, we cannot take away anything. So what 
we are focusing more on is keeping the focus on one thing and keeping focus on accomplishing this goal 
and what we are doing during the planning is to, trying to make sure that the work is properly distributed 
and properly estimated, so we are sure that we can have this particular feature done in given time. So that 
is, yeah, so we go through this tasks and everybord figures out what they want to do, obviously everybody, 
at the end of the meeting everybody needs to be satisfied with what they should do in this upcoming time, 
otherwise they would say something, right?

F: Ok. so just to confirm, everyone within the tech team in Shopbox is present at the meeting, right?

R: Yeah, within the tech team, so the development team, Scrum master and product owner, which is me.

F: Ok. So, at the end of these meetings, how do you, or what are the outputs of these meetings? What 
is the tool or the material thing, the output that you make sure that you actually accomplish during the 
meeting the planning. Hoe des that look?

R: its set of these tasks, that they are assigned to developers.

F: Ok, how do you make sure, that these outputs are communicated with everyone within the team?

R: As I said, I read the tasks in the meeting and we go through all the tasks, that need to be done. Therefore 
everybody know about it, if everybody is paying the attention and that’s also maybe one of the things that 
is a problem in globally distributed team. If you are in a call, you don’t see the person, how can you be sure 
that everybody is paying attention, right?
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F: Ok, to move on. Another kind of practise in Scrum framework, its daily stand-up. What do you think 
about daily stand-ups in Shopbox?
R: I think we have some work to do there, but they are very useful. So, they are very useful. Developers in 
general (not only in Shopbox) they usually don’t like them for some reason, but I think as also from my 
personal experiences from development, I also thought that they are very useful, just to get everybody 
on the same page of what is going on. And especially, daily stand-ups are for the people that are having 
problem with something to say that: Yes, I have a problem with something and I need somebody to help 
me with that, and if I am not able to do something, or I don’t wanna do something, let’s say, or I have 
some idea about this task could be done better or maybe it could be done, let’s say another day, and I 
want to change something, I can be sure that everybody is present and I can say: yes, I have a  problem 
with this and therefore I need to indicate let’s say some conversation, which is gonna take place after the 
stand-up, which is gonna fixed this particular issue and that’s what we have, that’s what we might also in 
particular in Shopbox to improve in the future is that, I am not sure everybody sees stand up as a way to 
communicate the problems they are having. Because, I think in the past, it used to be that stand-up was 
more about giving a status or update to the managers, which is first stand up lecture, that its not to give 
an update to managers. It is to say if you as a developer need help with something, you need to say it out 
loud and solve the problem, solve something that is blocking your work. 

F: ok, to zoom in on Shopbox, how does the daily stand-up at Shopbox look like? Can you describe it from 
practical point of view? How does that work?

R: Classic stand-up, that’s also one of the things that we brought from Scrum and it’s a classic stand-
up when the scrum master is facilitating the meeting, obviously the team is self organizing, so there is 
not particular order in which the people are speaking but everyone from the team speaks, or from the 
development team speaks. There are three questions that each person needs to answer: What have I 
been doing yesterday? What am I gonna do today? And is there anything that is blocking my work, that 
I need to fix? These questions are probably in the reversed order, because right now they are from least 
important to most important, and I think, just to say my personal opinion about it, they should be the 
other way around,  they should be in other way around, which is the most important questions beginning, 
because that’s what we are behind with. 

F: Ok, just to confirm, you think that the daily standups at Shopbox are beneficial for the team? 

R: Yeah, 100%.

F: Ok. Do you think they could, or they do facilitate innovation?

R: Yes. Definitely, they help to initiate conversation about particular feature, Especially if somebody thinks 
that all this should be done better, they can say it at standup, so yeah it helps.

F: Ok, so you mentioned something about how would you do it in better way. Is there something else you 
would change?

R: no, just to encourage everybody to say, to pay more attention, to say the problems they are having 
instead of just giving the update to the people they are working with. So maybe that’s also part of the 
innovation you have been talking about, that if I think that something is blocking my work, or something 
could be done better, I say it and if this you know, if this question is answered at the end its very signification, 
so maybe if we answer the question in the beginning it could facilitate the innovation better in a way that 
people would be paying more attention to maybe these things that can be improved, I think. But this is just 
me thinking, I think for now its working quite fine, yeah.

F: So, I know that the stanups are, you are using the video conference software, Google Hangouts, right, 
which allows the video and audio. In your opinion again and I am just brainstorming now here. Is there any 
better way how to do the stand ups?

R: Yeah, in person. And actually stand up. Because funny things is, that actually those standups, everybody 
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sits down at their computer.

F: But given the circumstance, given the distributed team, could there be a better way, then having audio, 
video conference?

R: No, I don’t think so, what should we write letters? I can’t imagine any other way how to do stand ups, 
because that’s the nature of the meeting. What we could do probably better is to be actually standing up 
at one place, because that’s what the standup is about, so people stand up and they go to the middle of 
the office, so nobody needs to go far, but I guess that’s just difficult to do, if you are distributed. There 
might be a microphone in the office, so everybody would go around one microphone, but I don’t think that 
it would make such a difference so, nol

F: So, you don’t think that the physical setup of this meeting could influence the output of such a meetings.

R: If you are talking about physical setup as standing up - probably, but I think it would be very insignificant. 

F: Ok, now I have few questions about specifications and documentation. Can you describe, how does the 
process of creating, maintaining, changing specification and documentation look like from your point of 
view at Shopbox?

R: Ok, so, well as agile manifesto states, we are focusing on working software, rather than extremely 
comprehensive documentation, but its still, we are trying to maintain the documentation as good as 
possible and trying to have these reviews and lately we have been implementing a lot of static testing, 
because we are trying to improve the quality of the code as well and I think the static testing is very 
important to that. 

F: Can you explain static testing?

R: its the testing when you don’t run the code. So it might be just reading the code, but what I am referring 
to here is - looking through the specification before the code is developed. So, dynamic would be when 
you ride the code and static would be when you just reading what the code is supposed to do, but you are 
not running it. 

F: Ok.

R: So when you read these specifications and you find bugs already there, because then the bugs are 
the cheapest. And obviously if you take the price of bugs into account, if you discover bugs in the first 
phase, when it’s in the specification its extremely cheap, maybe like 100 dollars and then its increase, 
when you discover in code or in production it might be 100 000 dollars or 1 000 000 dollars, so there 
is a huge difference, so we are also focusing on that and the specifications. When we are talking about 
maintaining these specifications, that’s also important for us especially because we do a lot of manual 
regression testing and its important that if we for example - onboard the new testers, we have this source 
of specifications that the testers can go to and they can refer to and they can test according to the 
specification they are written and they can be sure that it is correct. Now, I mean, I am not sure if it could 
be done better, especially because it takes a lot of time to maintain the specification and, but I think that 
the benefits are quite significant. 

F: Ok, who is responsible for these things at Shopbox?

R: At the moment, it’s me.

F: Then, can you explain what kind of tools, language, platform accessibility, hardware yo use?

R: Yeah, so for the specification we have just the documentation software or the documentation platform 
that can work, that is part of Jira, I think we pay for it separately, it’s probably a separate tools but it is 
called Confluence and its a place where you can have set of documents about the product or it can be 
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basically any documentation about the company or similar things, but what I use it for is mainly the 
documentation of the product or features of the product and having some place to write down the user 
stories and to write down the acceptance criteria, so the testers have something to refer to when testing 
the product.

F: So from what you said, it seems, that this documentation at Shopbox, right now, it’s rather kind of 
passive documentation, than active, like, used in order to refer to it, if I need something, but not this kind 
of proactive tool, that you can use before the development process?

R: No, it’s hard to say, because when I came to the company, to be honest, the documentation was really 
incomplete, and I still did not catch up with that and I am afraid I don’t have enough power to actually 
catch up with everything that needs to be done for that. So, yeah I still did not catch up with that and I 
dont, right now, when I am writing the documentation, it is proactive. So, every change in the software its 
going through the documentation, because it needs to be, as I said, it’s easier to discover bugs, or cheaper 
to discover bugs when you trying to make some changes in the documentation, then discover them when 
they are already implemented, so they always try to run it, to put it in the documentation, figure out what 
everything needs to be changed in order to make this new feature or change work and then move from 
there to development. Its for the new, newest pieces of features, that we have been doing development, 
new pieces of software its been working fine and we have, I think, we have been proactive enough, I mean 
of course we are learning all the time and especially because we want to find this balance between not 
having too much documentation so it becomes cumbersome, but having enough documentation to have 
good software. 

F: To zoom in on the documentation, can you name what kind of artifacts are used there? Or what kind of 
forms does this documentation come in?

R: Form?

F: I don’t want to give you precise answers, but.

R: I mean it’s a classic product documentation, so we have the main goal, so thats the heart of the product 
documentation that we have. Product owner or stakeholders in the features or development of the feature 
that we are doing, so product owner, developers, testers and so on and that is part of the overall goal 
of why we are doing this, why we are implementing, developing this feature and then there is some 
background on this feature and then we are trying to, or I am trying to formulate the user stories, which is 
also part of the scrum framework. And the user stories are referring to why the user would use, why they 
would need this feature and it’s formulated as user I would like to have this feature, because bla bla bla. 
So, and then, next to the user story, so user story is important to everybody to understand, why the user 
needs this feature and then the point of view of the user and then the company acceptance or verification 
criteria, which are more specific about how the system should behave. That how the product specification 
document is structured. 

F: So to confirm, this documentation includes the business logic, but also the technical logic and technical 
documentation of certain features?

R: Hm, depends, depends. Probably form the, depends from which point of view, because I can’t tell 
the developers exactly line by line what they should write, depends, what you define as technical, right? 
Because you could do test driven development and then you would do tests at first, does it count as the 
documentation? PRobably not because test, as the same time, the people that are coding according to 
that it’s the same as they would be coding according to the documentation. 

F: So the weight is put on the business logic rather than on the technical logic of the documentation?

R: So the thing is that there needs to be certain balance, because I can’t tell developer exactly, because that 
would be just too much for me, first of all, and then second of all because I don’t know all the things that 
are done in development and in coding. So, I can’t tell them, here you should exactly make the field, I don’t 
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know how many pixels exactly wide or whatever. But, I try to also keep the balance between the amount 
of the documentation we have and the clearness of how I define the documentation, so, that’s why we 
also have this planning, because everybody needs to be sure what they need to do. So, the documentation 
is not extremely technical, but it is technical enough, so that developers know what to do, but it’s also, its 
also, understandable for me and for not technical people and I try to cover the main corner cases. 

F: Last question about specification. Do you think this documentation is the place where the innovation 
can be born? 

R: Hm, I don’t know.

F: Can the documentation as a tool facilitate the innovation?

R: Yeah, but I think in my opinion, the innovation happens outside the documentation. I think the innovation, 
when it get conceived, it happens not in the document, it happens somewhere else, let’s say in discussion.

F: As a tool, can it affect the ability to innovate?

R: Yes. 

F: In a positive way?

R: Yes.

F: Next topic or next questions are related to the tickets. So, tickets are the basic, or again the tickets are 
the tool, how the developers at Shopbox get their tasks. Just to clarify, Shopbox is using Jira software. 
So you as a product owner you are working with the prioritizing these tickets, I think also creating those 
tickets, can you just shortly describe how the avery ticket looks like?

R: Average ticket from me?

F: Average ticket in Shopbox.

R: Average ticket in Shopbox would be, it would be probably something, probably, everything a bug. It’s 
not funny, but that’s at the moment, how it is. Now unfortunately, we don’t have enough power to remove 
those. So close to 50 % of tickets in Shopbox are still bug tickets. But To talk about the tickets, that I would 
define.. It’s, so there is number of types of the tickets, that we can do. As I mentioned, there are bugs, but 
there are also epics, right. So epic is bigger ticket, or task that needs to be done and that tasks contains 
multiple smaller tasks, so that’s what you probably referring to as tickets. And when we have this epic it 
might be for example: Implement login feature. And inside this big tasks to implement login feature there 
are these smaller tasks, so: Create a field for user name or what ever, so that’s how it looks. And how the 
tickets look, its very similar to what I have mentioned before with specifications. So, we write the point 
of view of the user, which is user story and then we write specific things, things that need to be done in 
order to satisfy the user story. So, I write for example, in case of the, this login feature, lets say the ticket is 
to, as a user: I need the field for logging in, so I am able to use, to access the home screen of application, 
right? And then, I would say verification criteria would be: User can login only with email, email is supposed 
to contain these and these many characters. And of course, I don’t want to make it too advanced or too 
much, so this is like very simple example and also, for example, after confirming the login user should be 
transferred to home screen, or whatever, right. So, these more specific things should also be in the ticket. 
Also, it might be, for example the design for the feature, we are developing and so on. And that’s the ticket, 
that I would make and of course, when we talking about average ticket. The big ticket, if there is a problem 
which we did not find in specification, but in the development, or staging environment and that looks bit 
different. So it mentions the steps that they are leading to certain problem, the result of the steps and the 
expected scenario what should happen. 

F: Ok, who in Shopbox and try to name every role, who is creating the tickets?
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R: So, it not just me, I define the main tickets, but it’s also important to mention ,that during the planning 
the developer might estimate ticket to be extremely long and then we try to break it down into small 
tickets, small subtasks, lets say. OR if its a work for, if two people want to do the work, they also break 
down the ticket into small tasks, so easily consumable tasks and they obviously create those themselves. 
The initial feature request ticket, however you would call it, comes from me, but obviously developers 
are not restricted to creating new ticket, if its related to what needs to be done, if its related to the goal 
we are trying to accomplish. And of course, as I was talking about the bug tickets, and then, thats, or 
improvement whatever that’s created by testers (QA), and thas classic tester things. 

F: Som you mentioned that that they look like, there is some connection with the structure with the 
specification or documentation. So, do you have established practise how to do the tickets? So, they are 
all uniform in their category?

R: Yes, so we have this documentation in Confluence, that I have already mentioned and we have exact 
guidelines on how to create the tickets. I can’t see that everybody is following that a word by word, but 
we are trying to get people to follow it as closely as possible, because just to make sure, that everybody 
understands what the ticket is saying, because sometimes people don’t have time or they think they don’t 
have time, but they just create more problems for themselves, by making the ticket, which is two world 
description and nobody knows what the ticket means, people are confused. So, we are trying to create 
these guidelines, to make sure that everybody creates understandable ticket, and there are other ways 
how to make it, other then these guidelines but at least, I mean, just to standardize things, I think its most 
efficient way. So, if you are onboarding the new employees, they would know how to create the tickets 
properly. So, this is what we are trying to do and we are trying to encourage people to actually do it like 
that.

F: One of the reasons, why I am asking this is that the advocates of the Scrum framework, often argue that 
sCrum is good because it offers certain possibility or opportunity for developer to find his or her solution 
towards the problem, this develop a feature in the best of his/her abilities. Therefore my question is kind 
of related to the balance, how you make sure that the ticket is not descriptive too much, giving too direct 
or too structured solution for the problem and in the same time it it’s not too simple, to make sure that the 
developer understands. You know what I mean?

R: Yeah, You are right it is hard to find this balance. We are trying to do that, and I think for, I mean, for 
Shopbox, it’s hard to, I mean in everything it’s hard to say where is the balance. And Do we have, it’s not 
about, you know picking the right way of defining the task from the beginning but its about picking some 
and then move, you know, step by step toward something that might be better. So, who knows, maybe 
now, how we do it it’s not a best way, but its the best we have and we are trying to stick also to the 
guidelines of the Scrum methodology to have freedom for developers but have also, from experience, 
maybe some particular people in the company. Some people maybe need more freedom, when they 
are developing something, because we know that they work better if they have this freedom, and they 
actually deliver good working software and some people need more specific guidelines, because we 
know that they get distracted very easily by not having more specific guidelines. And I know that, that, 
Scrum advocates this, but I mean, it’s little bit contradictory, because Scrum also advocates adjusting 
the methodology according to what the team’s needs. Because, Scrum puts people forward, and it also 
encourages adjusting the work practices according to the people, that you havin in the company. And if 
we have, you know the ticket in different form, then I think we might need to do the step towards them and 
yeah, just improve the communication, improve the quality of the code.

F: Ok. so do you think, from your opinion at Shopbox, can the structure of the ticket influence the motivation 
of the developer working on that specific task?

R: I don’t know about the motivation, because the motivation comes a lot from the task, not the way how 
you receive the task, but actually the task that you receive. So, I think that the motivation comes from the 
particular thing, that you need to do.

F: Let’s say, that the ticket is too descriptive or too long, can that influence the motivation?
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R: Yeah, I think so. Not speaking from my product owner experience but from my development experience. 
It is difficult to make a feature when the description is badly structured and then for example, something 
that you need to think in the beginning is mentioned at the end of specification and so on. And when 
you look at the description of the task, its difficult sometimes to have an overview of the task and that 
influences how you do the job because sometimes you start from the beginning of the description, you 
develop something and then you find out, oh iI should have done something different from the beginning 
and then you have to rewrite half of the code, and it takes a lot of time. You would not have to do that if 
you, or maybe if you have read the whole thing, but it it was written better and in the lear manner.

F: Can the structure of the ticket, in your opinion affect the ability to innovate the product?

R: Yes, yes and no. Depends, what you define as innovation. When the ticket is put down, to innovate it 
sounds to me like doing something you are not supposed to do, because you were not, because it is not 
necessary. And innovate if, if developer did something that he or she wasn’t supposed to do and they 
would tell me, oh I was just trying to innovate, I mean that wouldn’t sound good to me.

F: Let me then re-formulate the question. So, can the structure of the two tickets having the same 
sentiment, same meaning, same core idea, through different structures affect the ability of developer to 
find the solution for the given problem?

R: Yes, yes it can. 

F: Did you have any experience with that?

R: I can’t think of any specific case, but I am sure, that, because of course, I dont, I am not in the office 
with developers. So I don’t know exactly how they work, but I am sure that, when they don’t have 100% 
description, they find their own ways how to fix things in the best manner and that’s also, that’s why they 
sometimes have a problem with something, so we have this daily standup and sometimes they contact 
me about something, some ticket, that if the description is not clear and hate think that something might 
be done differently. They contact me outside of the meeting and that’s obviously better, you know, it 
introduces their own thinking when they are solving the problem.

F: Depending on this, it seems like, there are actually good or bad tickets, or there can be, Did you actually 
maybe try to test it? Like, creating different ticket, sort to sa A/B or multi testing, so creating different 
structure of thickets and lets see when you get less questions or …?

R: I don’t think that it would be worthed, because there is a lot of sources or materials, on how the tickets 
should be structured and I am sure, that somebody out that might  have done something like that, but 
fist of all we do not have resources for that, we don’t have time resources for that, we don’t have budget 
resources for testing something like that. So, I don’t think it would be efficient for us, specially if somebody 
already did that presumably in the past and they wrote down the most efficient way to do it. There is a 
number of efficient ways to do that, and I think that I have gone through some of them, because in the 
previous company I was doing a little bit of process improvements, so I have also established the right 
ways of, the ways I thought that is fitting the team best and we don’t have time to o such a testing, 

F: Ok, my few last question are about testing and release strategy in Shopbox. So, how would you describe 
the testing in Shopbox? Testing phase of development in Shopbox.

R: Right, all right. As every Scrum team, we have, we are trying to have as much multifunctional team as 
possible, so, but obviously we have sort of, you know, people have different abilities, so have testers and 
developers. So, the testing phase as part of the testers tasks, we have been actually trying to figure out 
how to do this properly for a long time. The core part of it is, that testers, they need they are very particular 
people, so they need to know exactly how the software should be working, so that’s why I need to define 
the verification criteria properly, that’s why I also need developers help when defining that. And they go 
through the software and we have a number of, ways how we test, so as I mentioned this is static test and 
then we have also for backend, for example we have uni test. But I think you are refining to more like to 
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the stage when the software is developer already and it is moved to the test. So part of the uni test, we are 
doing the manual testing, so we don’t have the automated tests yet, but our testers are doing the manual 
testing, so they get explanation of, how the system should be working properly and they try to, then they 
run the application to do the dynamic testing, so they see if the result of running the application is as it’s 
described in the specification, And, yeah the stage, when it moves to testing, when the finished feature 
moves to testing, I think it’s also the way of of when the piece of code should be tested, because, there are 
also things like development environment where developers push the code, push the features right after 
they are developed, but thats full of bugs and then staging environment, which is basically the equivalent 
of production environment and that’s where there should not be presumably any bugs, but some bugs 
can escape and therefore we have this environment to catch those last bugs and not have any significant 
bugs in the production environment, and I think for us we are really just in the beginning of this big, 
big improvement regarding to the testing phase. Or how i actually do quality assurance of the software, 
because it’s difficult to figure it out, especially if you have different team of people and tight deadlines 
and developers need to finish the code in order to be able to run in the app and then move it to testers. 
And then, testers will maybe discover some problem, that is blocking some other part of the software 
or some other testing so, they need to move it back and so on, and they sometimes, you know, piece of 
the software or bug is moving back and forth. Adn testers can’t do anything about that, because it’s just 
implemented in a wrong way and developers, they don’t, well sometimes they fix one thing and other thing 
might get broken, right. So, it is difficult to nail it down with also the time. So, when we have some tight 
deadlines to move the whole software to different team and run, make for example the regression testing 
for the whole application before the release, if we have some things that are blocking some parts of the 
tests, it’s just difficult in general. 

F: So, I understand that the testing is important in order to assure the quality of the product, right? From 
the other point, do you think that the testing as a process can be the source of the product innovation?

R: Yes.

F: is it in Shopbox?

R: Probably. I haven’t read any definition of innovation to be honest. 

F: Ok. idea generation, new features…

R: Yeah, definitely. A lot of times I get suggestions from testers on some new innovative things, that can 
be done in the software. I don’t know if the way of doing it is able to support it, hard to say. But yes it can 
be the source of some innovation. But, I can’t think of any specific example, but they might at least, you 
know, initiate the conversation, that will lead to innovation, so that’s also important. 

F: Ok, so there is like, as during the other phases, there is like comprehensive communication going on 
during the testing phase?

R: Yeah and in general I think, that anybody who is involved in the process of delivering the software can 
have an idea on how to improve the software, you consider that as an innovation, yes, We do that and 
anybody can do that and it’s encouraged. 

F: So, there comes a question like: Few minutes ago you stated that obviously further in the process you 
are, any idea, improvement, bug or whatever it’s more costly that in the beginning of the process, so if 
having ideas or lets say, innovation of the product features or product, is coming at the end of the testing 
phase, is that more expensive to implement, then it that would come in the beginning?

R: No, I don’t see the innovation as something that is supposed to change the part of the software that 
we have already developer, and I think that, or to necessarily change the part of the software that we are 
already developing. I thinks it more about ideas on what to do in the future, in order to improve the software 
further on and it’s not like, somebody has an idea about improving some feature that we are going to do 
right away and we are not going to think about consequences. Of course we are and we are, so what we 
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do is to note down these good ideas and work on ROI if we developed this, and also ask customers about 
this and everybody is encouraged to say their opinion, to take part in innovation.

F: What I was aiming to is that, in the beginning we were talking that actually most of the innovation in 
product sense comes from the customer need. You also mentioned that there are QA people oftenly 
coming with the nw ideas for the product or logic of the product, that’s my interpretation anyway. My 
question is, in the best possible setup in your opinion, is the QA person someone who should be in the 
first stage, when creating the ideas of brainstorming about the ides or lets say creating the new feature 
description involved?

R: I don’t wanna offend any QA person, but its not necessary, I dont think its necessary but it also depends 
individually on the QA person. IT might help, but it is not necessary.

F: Do you think it could increase the potential of creating better product, or better solution?

R: Yes.

F: Where do you think the innovation of the production Shopbox, where it happens? I don’t mean physical 
space but where can you locate the source of the new ideas for the product in Shopbox, what is the best 
practise, process in shopbox which brings the innovative ideas and solutions to the problems?

R: Yes. So, we at the SHopbox are trying to firstly look at the customer, take the customers as prime 
example where the innovation should be coming from because at the end of the day, even though we 
are developing the software, they are using it, they are using it every single day and they are dependent 
on itl Their business is depending on it, they income is depending on it and their revenue. So, its bigger 
part of their life, than it might be some of us. So I think its a proper practise to take these ideas of an 
innovation from them and to listen to them as much as possible, because at the end of the day, they are 
companie who will take these, and who will implement the blockchain, I don’t know, facial recognition, 
data gathering, analysis, I don’t know, but if none of the customer is asking about the blockchain, we are 
not gonna implement this things, so this is not the type of the innovation we want to do. What we want to 
do is to listen closely to the customers, to put the customers in one room and listen, and talk to them and 
let them discuss the product, discuss what could be done better, what could be done differently, listen 
to them closely and we can also learn maybe something new about their product So this is where the 
innovation is coming from.

F: Ok, that you for the interview. 
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INTERVIEW TRANSCRIPT: LEAD DEVELOPER

Note: Due to the technical problems with recording this interview and due to the quality of the recorded 
audio file, the second part of this interview is summarised by the researchers. All the quoted used in the 
thesis are however nohow changes or modified.

F: Hi, and thank you for taking the interview. Can you shortly introduce yourself and describe your position 
in Shopbox?

R: So, my name is Ramy and I am the lead developer at Shopbox, have been working with them for the 
past five years. So, right know my main responsibilities is making sure that the server, like the whole 
environment, that all the codes it’s always stable, so we have 100% uptime or at least 97%, also I am 
doing the code reviewing, so I make sure all the … get merged to the master branch, which is of course 
the branch used by the customers, its rewired to make sure there is not like some code that would break 
the system and also making the estimations for the tasks, with the help from other developers and finally 
hiring people and interviewing the developers.

F: How does a regular day at Shopbox look like for you?

R: For me right now, because of course, like team is not that huge, like, I think I have, I mean probably 40% 
of all the time I do the development, the other 60% is checking the new stuff, like of course like if we have 
the new task that need specification, I do that, reviewing the code and checking the board to make sure 
that everybody is doing the right tickets and meeting the deadlines.

F: So, how do you get your tasks at Shopbox?

R: I dont get like tasks from somebody, I just have the plan and then I make sure that we follow the plan 
somehow. I don’t have concrete tasks, except of course of the 40% of the development time and then I 
get the tasks from the planning, that take 40% so that’s what I get from the planning but other is not like 
concrete tasks is more of like, like reviews its not a task by itself, like something doesn’t have like ticket or 
something you know concrete but that’s another part of the responsibility. 

F: And for the development work you get the tasks from Copenhagen office? 

R: Exactly.

F: So Shopbox is using this agile development framework - Scrum, which means that the company should 
be able to react to the changes way easier and so on, for you, for your personal work, does it happen 
oftenly that you need to change from one task to another, or?

R: For me its most of the time and thats was ….. Like all .. then I integrated with a new hardware, I integrated 
with the new system, usually I would take this kind of task, so it changes a lot and it’s always unexpected. 
So, I mean when we have a new partner that’s called Picasso, I have to go there, read about them, make 
sure we have everything that we need and so on, so I have to sometimes stop what I am doing an check 
that.

F: Approximately for how long you can really like plan the future, like strategy wise? Is it like weeks or 
months?

R: I think one month, you can plan one month but inside this month, sometimes it happens that you would 
change the plan that often, so sometimes if it goes well with a month and then we finish something, for 
example, it happens, but not all the time. It’s not like a rule that we always follow. So, sometimes after 
like we have full month planned with lot of problem, sometime when there is a new partner and so on, we 
have to change the plan. So its, I think it’s around, I don’t know 50 to 50%. Usually the plan, I think the most 
realistic one is one month. More then that is gonna be changed for sure. 
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F: So, part of the thesis I am working on is that I am exploring how the distributed development setup 
is kind of helping or maybe not helping actually the development processes in Shopbox. So, in you view, 
what are the main challenges caused by the fact, that you are located in Cairo and the main Shopbox 
office is located in Copenhagen. 

R: I think it’s harder the communication wise. Especially, when we have the different time zone, this is 
number one and of course sometimes we have, in Cairo and in Copenhagen we have different holidays 
so, we have for example Friday and Saturday and you guys have, we work Sunday and you don’t. So there 
is one big gap. Also, its not like, I feel like sometimes, so we are far from the customers, so we are not 
always, you know, updated with the customer problems and so on. Like, for example, let’s say, I know that 
customer had this problem, but it was like two weeks later we got this news and so on. So it’s not like we 
are living in the time of action. 

F: So, this is kind of negative thing, which in your view is kind of slowing down the process of the 
development, or?

R: Yeah, and it’s not only slowing down the development but also it makes the team bit far, the whole, 
like sometimes when you know the action you feel like you more involved somehow. ………. Like when 
we come to the Copenhagen office we feel like you know, more energetic sometimes, so it’s nice to 
eveyonce a while to go to the main headquarters, you know, act with the people there, know more about 
the customers an so on. Or at least we need to make some customer survey and publish it for everybody, 
you know, every week or something. 

F: Is there any positive aspect you see of such a distributed development?

R: Of course, in the financial level, its there is a positive aspect there, and we are also, I mean, the Cairo 
office is only the development, so we don’t get much of a distraction from other people, you know what I 
mean. Sometimes, when I am in Copenhagen, people come from for example different teams and come 
to our desk and so on, and they give us something completely unrelated to what I am doing, so it takes for 
cus sometimes form developers, so. Having the team with just developers in the office by itself, they have 
more focus. So people don’t get interrupted as much. So the only interruptions now is from the Stride, but 
it is like of course, when you are with other team it’s more physical. 

F: Yeah, so, what is your personal just opinion of feeling about working remotely?

R: I think it has both pros and cons, as I said. I mean for the company its on the financial level, its cheaper, 
you have the team in one place, one focus, less distractions but also the cons is that you are far from the 
action, maybe you don’t feel like the ownership, like it’s different from the main office, you know what I 
mean, if you a part of the action, so, 

F: Ok, so you said that one negative aspect is like the harder communication, so can you evaluate somehow 
or describe the communication between Copenhagen and Cairo? And how that works? 

R: Lets, for example, when we do the planning we don’t have like, let’s say, when we have this update on 
everything or when we have some kind of meeting and you guys show something with the screen we 
can’t see it or there is like harder internet connectivity, the internet connectivity is not best, so we don’t 
hear everything and then you have to just like go with it, and then at the end of the meeting you feel like 
you missed some part of the meeting. So it’s not like optimal, of course, if we are in the same room, then 
there is gonna be more actions, more less questions, but if you are just talking from Hangouts and so 
on, you don’t have that much of questions, I know, I feel like, this way like when we are in the same room 
I have more involvement in the conversation. But when I am far, just talking from Hangouts, it’s not the 
same  attitude.

F: How does the communication work in your team, in Cairo? Like between the members.

R: I of course it’s much easier, I mean everybody is sitting in the same room, so for example if the backend 

Appendix / 4. Interview / Lead Developer



51 / 53

team needs something from the frontend they go talk directly: we need that, that…. Describe, explain 
before doing the task, so it’s much easier to communicate inside the team. 

F: And between you guys, do you talk rather personally or you also use like Hipchat, or other digital tools?

R: No, we do it personally,

F: Ok. So there is very much difference like between the communication between your team and then like 
with the Copenhagen?

R: Yeah, definitely. 

F: And in terms of innovation, or the ability to fastly solve the problems or come up with the new ideas, 
which one is better?

R: I dont think innovation has anything to do with being in the, remotely or in the same place if we talking 
about development wise. You know, coming with ideas because it doesn’t really matter, if you have 
like. What happens, lets say, ok we have we gonna integrate with that partner and so on, and then as 
a development team we sit together and then we talk about it. So , doesn’t really matter if we are in the 
same office or in remotely. I dont think its related. We take the user stories, as the development team, we 
take the user stories, so before it comes to us, we get the specifications already written and all that in the 
Copenhagen office. But, when you say problems or new ideas in the development itself it doesn’t really 
matter because we are the same team. So, …. . 

F: and is there something  you would like to, from your point of view, to improve in communication between 
Copenhagen and Cairo. 

R: Yeah, I said, customers surveys would be really nice to have, like that is the customer feeling all the time, 
of course, what they really don’t like and what do they like every week. What else? 

F: Just to make sure, how is that knowing what customers what, their satisfaction or like their opinion on 
the product, how would that help you?

R: It’s just give you more motivation somehow, when you work on the product and then you know.. Everything 
is attitude, I think that the development is more formed of attitude. You know, when you not motivated 
you would want to give more. It’s just like you know psychological thing. You have more motivation you 
gonna work more, you gonna make better staff. When you are not motivated, the productivity is not the 
same. So, when you feel like, when you hear the customers, you know so for example customer is lacking 
something, so you trying to improve it, because if you know that they are lacking something you would 
feel better about yourself and then you are going to try to make the staff always good.

F: Would you like to be somehow, just hypothetically also in touch with the customer personally, or involved 
in what form?

R: For me just like customer surveys or final result is more than enough. I met with the customer multiple 
times, it’s helpful to see like how they use the system and so on, but this is not like what we usually want. 
Like, I just find the stories and its more than enough, every once in awhile.

F: So some types of user stories would be helpful. 

R: Yes. Something else in the communication would be nice, like for example when we have a new feature 
or module it would be nice to talk about the module in general, like who asked for it, how this would 
improve our sales, how this would improve the software, in what terms and so on. This is before we start 
the development. To get the idea, because when you have an idea on how this is gonna improve, on how 
this is gonna be used and so on - it’s good - it change the development, how we gonna develop. Like, for 
example, let’s say I give you example - this custom payments, when I came Ahmed is like - every time 
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he opened the popup it loads the custom limit, which is not good, like if he knows that this customer 
limit would need to be as a part of the system it would be used also offline and so on, he would make it 
when the system loads. So, it could affect like how we develop the staff and of course it would make the 
software - have a better quality. 

F: Ok. But that is entirely up to the them in Copenhagen to provide you this one, so you can’t really or can 
you from your opinion do something in regards to that?

R: No, it should come from the headquarters of course, because usually the ideas come from their side, 
we have the roadmap and of course the customers asking for stuff, then we prioritize it as a part of the 
roadmap, but we don’t talk to the customer I think it’s the Sales. So usually, the sales people know, …… so 
they could talk to us like why do we need that and how this is gonna help, like how much this will help the 
company and so on. 

F: Ok, so from the interviews I had with the guys before you, it seems, that like all the, or most of the 
new features and like ideas for the product come from the customers. Not even the tech team, like in 
Copenhagen, but the it mostly comes from sales, customer satisfaction and so on. So, once the tech gets 
this kind of ideas or requests for the features, how does the planning process look like from your point of 
view. 

R: After the module comes? How the planning goes?

F: Yeah, like once we got some requirement for the feature in tech, how does the planning process from 
that point of time look from your point of view?

R: So, once we take the module, I think we need to ask our customer everything, like how they want this 
to look like, or what would be the best way to have this module. Of course, you need to make, try to make 
it more very nice, and can make multiple customers to test and then you write concrete specification, 
everything, like validations, everything about it, like every user story: how this will affect the reports, 
everything in the specifications and then we should me a design for every aspect. And then we should 
start developing. But, I feel like our problem here, sometimes at Shopbox is that sometimes we want to 
start the module too early so we don’t take as much time to write specifications for don’t think about it 
as much so. Of course, during the development we have questions and then you have to turn back and 
update the specifications and so on. 

F: So, in what kind of form do you get the description of the idea?

R: Its just written document.

F: Ok. And that’s being communicated from Copenhagen to the Cairo, and then are there some meetings 
to discuss that?

R: Sometimes we have meetings, of course to discuss overall design, not the specifications itself, and for 
me I read the specifications, me an the QA team have any questions, that’s it. I read it and then the QA 
team read it and then, sometimes you have questions and so on and we update it. Usually we do meetings 
ver designs and that’s it. OF course, that is before we start developing. During the developing we have 
meetings of course every, like before we start that module

Planning:

- Does not feel it is too important in terms of innovation, because it serves more as an platform to prioritize 
the tickets and plan short term strategy
- Ad hoc meetings, which are not structured, except the planning meeting teseft, which however serves as 
a platform to prioritize tasks.
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Daily standup meeting:
- Very important or most important activity every day 
- Shows how is every developer performing
- Platform to discuss problems
- Every team member answers what he / she did last day, what is the plan for today and if he / she has 
any problems with current tasks 
- People are not paying attention to other team members between the back-end and front-end team
- He argues that without Standup meetings the development process would be much longer

Specification and documentation:
- Team should dedicate more time to creating documentation and specifications
- Team should provide more in depth insights in these documents
- He argues that this would prevent a lot of bugs and provide better understanding of the business 
requirements, increase the quality of the product and make the development faster.
- These documents should be part of the tickets and linked to the tickets

Tickets:
- The structure of the tickets depends on the person creating it
- Tickets should have the same structure but they do not and it has an negative impacts
- The structure of the ticket can influence the motivation of the developer and development speed. 
- Tickets should include business logic, validation criteria, design
- Developers should be involved in the planning and once the features are defined tickets should be very 
clear in business logic. 

Testing:
- QA process is very similar as in other companies
- The QA team is understaffed
- There are ongoing improvements in the QA process and the QA process is not the most optimal
- The Lead Developer is only rarely involved in the testing process. 
- The developers should not be in his opinion part of the testing process, because the developers have 
naturally different perspective on testing
- Developers do test the product but not in a was as the QA and the mindsets are different
- Testing process in his opinion does not influence the ability to innovate
- Planning should be better so the testings is easier
- The QA people should be more involved in planning processes
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