Position Paper Questions for “The Business of Usability:  Developing Metrics to Justify our Existence and Budgets”
This document shares the questions you will be asked to submit responses for as part of the submission for the workshop.  If you would like, you can submit this information directly to Rich Gunther, the workshop facilitator, at rich@ovostudios.com, or you can input it on the submission website, located at www.ovostudios.com/upa_2006/call_for_participation_step1.asp
Section 1: Basic Information
Email Address:  ben.hoffman@thehartford.com

Password:

Confirm Password:

First Name:  Ben 
Last Name:  Hoffman
Phone Number:  860-547-6087
Company:  The Hartford
Currently a UPA Member? (Yes/No) – Not currently
Section 2: Experience

Question 1: Length of Tenure: 

Please select the length of time you've held a management position on a user-centered design or usability team (can be combined across companies):

8 years
Question 2: Sharing Information: 

Are you permitted, legally and contractually, to speak about the majority of your work experiences, including budget information, team composition, metrics used, and overall team performance? (Yes/No)

Yes
Question 3:  Work Experience

Please share with us the management titles you have held, and in what industries the companies you worked for operated in. If you are a consultant, please list the different types of products and industries you have done work on.

· Director, User Centered Design 

· The Hartford – insurance/financial services

· Director, User Experience

· Axiom8 – telecommunications startup

· Sr. Project Manager of Usability and Web Analytics

· Dell Computer – computer manufacturer

· Usability Consultant

· IBM – consulting

· Clients:

· USAA – insurance/financial services

· Boeing – aerospace

· Union Pacific – railroad

· Prudential – insurance/financial services

· MetLife - insurance/financial services

· Kodak – imaging and photography

· The New England – insurance/financial services

Question 4: Current Role: 

Please tell us some specifics about your current role. How many team members do you currently have? Does your organization have a dedicated usability lab, either portable or fixed? How many clients (internal or external) does your group have? How to your accomplish organizational outreach, in terms of PR, Training, etc., for your team?

You may also want to discuss the following topics:

· How is usability current positioned within your company?

· How is usability currently "sold" in your company?

· What are the differences you have seen between organizations you have worked for, in relation to the two questions above?

· Currently, we have 13 UCD staff member that are full time and two contractors.  Roughly half are considered designers and the other half are considered end user researchers (usability engineers).  We also have two staff members that are “agency advocates” – they are former insurance agency staff that maintain user profiles and workflows as well as competitor data for our insurance agency end users.
· We do not have a fixed lab and do not use a portable lab.  Our end users are all remote (well, mostly) and recording is a privacy concern.

· We are currently supporting roughly 39 projects

· Our UCD team is currently situated within the Enterprise Architecture organization that reports to the company CTO

· UCD is “sold” in The Hartford in three primary ways:

· UCD staff doing formal and informal presentations to business and IT staff

· Enlightened business and IT staff and leadership pushing for UCD involvement in projects

· Adding value on a daily basis – especially on projects.  Drives repeat business

Section 2: Perspectives

Question 1: Thesis Statement:  

Please write a 200-400 word thesis statement summarizing your perspectives on "The Business of Usability".  Include insights on metrics, impact tracking, methodologies, justifying budgets and headcount, etc.  This should include an overview of the metrics, tools, and methods you use to track the positive effects of your team's efforts to the business, the bottom line, and the corporate culture in which you work.  

As I reflect on the question of the business of usability and specifically “justifying our existence” (which is what we’re all constantly dealing with) I see three areas of focus that I’ve used in my current and prior roles:
1. “Grass Roots” - Drive the UCD (i.e., usability) team to add value and demonstrate value on a daily basis.  Drive for repeat business because project teams (particularly project managers) can’t imagine doing a project without a UCD staff member.  I’ve also begin the focus with a new department on delivering something needed on projects – in most cases, people realize the need for a UI prototype.  Once you’ve got a foot in the door, then you can more easily bring in usability staff.
2. “Top Down” – meet with senior executives to ensure they understand UCD and the value it can bring.  But focus on the BUSINESS VALUE – not just “users will be more satisfied”.  What will more satisfied and efficient end users do for the company?

3. Finances and SDLC – ensure that UCD activities are part of a company’s system development lifecycle.  Also, ensure that during budget planning, meetings are held to ensure proper budgeting is in place to support UCD activities on new development efforts, but also from a maintenance/enhancement perspective.

By focusing on these three areas, I’ve seen successful startup of UCD-type groups in a variety of companies and organizational structures.  The philosophy underlying these areas is that it’s easier to convince senior executives and the project team staff to “get” the value of UCd than it is middle management, whose primary focus is meeting deadlines and budgets.  Once you have the top and bottom, you can “squeeze” the middle.
Question 2: Impact Tracking: 

How do you currently track the impact of your team's efforts?  How do you measure the success of usability within your company?  How do you measure a change in business culture?  What quantitative metrics do you use?  What qualitative ones?  How often do you take measurements of these metrics?

Right now, our primary focus has been on expanding the depth and breadth of our involvement in projects.  So, in effect, one of our measures of success is the number of projects we’re supporting.  The intent is to establish a baseline of involvement in all appropriate projects and then drive that involvement deeper.  I’ve attached a UCD “maturity model” that I’ve been evolving that I could discuss during the session if appropriate.  Here again, my philosophy is “just get on projects and then we’ll drive for deeper impact”.
Question 3: Documenting Impact: 

How do you document and/or share your team's impact?  Are there UCD or Usability methodologies that are easier to document than others?  Harder to document?  
One of the biggest challenges we have is “selling” the value of conducting the less obviously valuable UCD activities (e.g., user profiling, task analysis, etc.).  I’m actually looking for ideas on this (  Prototyping and UI design specification development along with user research results tend to be the easiest to show value – in fact, they pretty much stand on their own.
Question 4: Current Work or Interest: 

Please share with us any current research efforts or interests that pertain to the topic of "The Business of Usability".  Are you constantly iterating on or researching ways to better track your team's business metrics?

Two primary areas of interest:

· UCD or usability organization maturity models

· User Experience – not just user interface, but TRUE user experience

Question 5: Relevant Links or Materials: 

List relevant articles, web sites or other resources that you would like to make available to the other participants. We will add them to the collection of background materials for the workshop, when appropriate.

See attached maturity model I’ve been playing with.  Also includes some “competencies” needed at each point in the maturity scale.
Question 6: Critical Issues for the Workshop: 

Please share with us any critical issues that you would like to see discussed during the workshop.

None
Question 7: Issues To Avoid: 

Please share with us any issues or topics you think should be avoided during the workshop.

None – everything should be fair game as it relates to setting up a usability-type organization and proving value.
Question 8: Perspective on Workshop Goals: 

Please share your thoughts on if you think it is possible to create a standardized set of metrics for measuring the impact of usability processes on business performance, to be used for industry benchmarking, increasing public awareness of the benefits of usability, and other uses. What do you think is the best way to go about creating such a set of metrics?
My first reaction is that defining and getting a group of people to agree to a specific set of metrics will be very difficult (if not impossible).  I do believe however that there is value in getting to a set of “principles” that we can all use.  For example the ISO definition of usability mentions three key tenets:  satisfaction, efficiency and effectiveness.  These three things are “easy” to measure and really help non-usability staff to understand what usability is.  The next step is for us to hit that user experience space – VERY hard…
