Notes from 12 June 2006 Business of Usability Workshop

Themes: 

· Importance of partnering with your marketing / business / finance stakeholders

· Understand your organization’s business strategy

· Adopt the mindset of the business

· Management’s job is to perform for all the stakeholders (not JUST the users)

· Solving business problems via design

· Focus on the business stakeholders not the developers

Steps to becoming more effective:

1. Identify what matters to your company

2. Figure out how you fit into that strategy

3. measure / report things that are important to the business

4. Take the ‘program’ approach.  Take measurements over time so that your results have predictive value.

Examples of techniques:

· Usability guarantee – ‘if you use our methods I guarantee you usability success.’
· Rate the usability of your products against your competition

· Relate your usability score to business case numbers for example:
· Increasing your customers

· Increasing usage of your product
· Reducing the number of customers leaving

· Reducing support cost

· Spend a lot of time on good personas

· Be results driven

· Survey our internal customers on how well we have supported their efforts.

· Try to resolve the top 10 customer support calls

· Own a metric that no one else owns – a metric that shows business value

· Most business partners assume usability when they write their business plans.  Assume a baseline usability score.  Take credit for anything above that baseline.

· Focus on delivery

· Tell management when the competition is hiring
Interesting anecdotes:

· The ISO definition of usability is easy for business stakeholders to relate to.

· Don’t waste your time doing detailed ROI analysis – it appears as a ‘hard sell’ to upper management and makes your UCD methods appear to be ‘optional’.
· It is easier to prove cost reduction exercises

· ‘Ease of doing business’ is a method used in insurance industries.  It is easy to map UCD process to this philosophy.

· We are moving into a ‘experience’ economy.  People will pay for a good experience.  UCD can play a big role in this new economy.

Challenges:
· Added features and functions and how this area can impact the broader ‘user experience’ score of your product.

· Getting the appropriate UCD resources for the type/amount of projects the business would like us to support.  This is also a good thing b/c it indicates that we are considered valuable.

· Justifying the cost of summative usability testing.
· Communicating results from testing samples that are not statistically significant to a skeptical audience.
