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:  zoe.pappas-cipriano@lmco.com
Password: 
Confirm Password:

First Name:  Zoe
Last Name:  Pappas-Cipriano
Phone Number:  610-524-1866
Company: Lockheed Martin
Currently a UPA Member? (Yes/No)  Yes
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):

Nine Years or More
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.

I have 15 years of experience in the field of Human Factors Engineering/Usability/User-Centered Design.  I have a MS in Applied Psychology/HFE from Stevens Institute of Technology (1991).  In 1988 while working at IBM as a telecommunications technician, I was exposed to the IBM’s common user access guidelines and became interested in HFE. After talking to HFEs in IBM (Walter Baker, Mark Ominsky) I decided to pursue an HFE degree at night while working for IBM fulltime during the day.  After obtaining my MS degree, I joined one of IBM’s HFE/Usability groups where I planned and conducting usability test, analyzed and reported test data; participated in Joint Application Design and Joint Application Requirements sessions as the end-user advocate, designed user interfaces based on IBMs Common User Access user interface guidelines, and consulted with external IBM clients such as Union Pacific.  The experience I received at IBM was invalueable and helped me to see how usability could be incorporated throughout the software engineering lifecycle.  

Since leaving IBM in 1993 (due to organizational restructuring), I have continued to apply human factors/usability principals and techniques in a variety of industries to increasing product efficiency, effectiveness, and user satisfaction.   Below is a brief summary of my experience:

· Information Technology: Senior Staff Human Factors System Engineer for Lockheed Martin (Dec. 2004 – Present).  I am responsible for establishing a Human Factors Engineering practice that will be integrated within the Standard Engineering Process for internal product development.  
· Telecommunications industry:  Lead Human Factors Engineer/Usability Engineer for AT&T, Bellcore (Telecordia Technologies), and U S WEST (QWEST). As lead, I was responsible for managing deliverables and working with clients to ensure that products met their needs.  

· Office Products:  Principal Human Factors Engineer on Pitney Bowes’s mail creation/mail finishing product lines which included PC software, machine hardware (ergonomics), and embedded software. As Principal HFE, I represented management at various meetings and lead an initiative to incorporate user-centered design in to the product lifecycle.  I also identified the need to incorporate usage scenarios into the requirements process and was successful in having upper management pay for Larry Constantine to conduct “Software For Use” workshops with System Engineers, Developers, Human Factors Engineers, Quality Assurance/System Testers, and Product Managers.

· Commercial software products: Lead Usability Engineer reporting directly to Product Directors for ServiceWare’s knowledge management and self-service internet products (now Knova Software), and Meca Sofware’s Managing Your Money (which was later sold to Bank of America for online banking). 

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, I am the only Human Factors Engineer providing usability support to my organization as well as trying to market the benefits of performing usability-related activities. Over the last year, I have educated stakeholders and clients on the user-centered design (UCD) approach have successfully obtained funding for user-centered design activities on key projects.  As a result we are hiring 2 additional HFE staff.  My objective for 2006 is to establish methods for gathering metrics on a corporate-wide basis that will help us benchmark the usability of deployed systems.  Metrics that are being investigated include help desk calls, the amount of training materials produced, and the frequency of product enhancements.   In order to convince clients as well as other staff that usability activities should be included as part of the project proposal process, I need to show the value of building these cost/time factors for UCD activities to the product lifecycle.  I am hoping that by gathering metrics on existing systems and comparing this data to usability metrics gather from projects that have included UCD activities, that I can demonstrate the corporate Usability Return-On-Investment (ROI).  Since all activity must be charged to a project number, it is difficult to do any work without convincing someone that they should fund it.  At a corporate level, I am hoping that I can find a champion who is willing to provide the funding necessary to get out of the “we can’t give you funding until you prove that UCD adds value” debate that I find myself in with project managers. This workshop is very timely for me and I look forward to discussing the “Business of Building Usability” with other practitioners.

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.  

See above
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?

Since the HFE group is new in my organization, I am still working on formalizing a way to track the impact on business performance.  The metrics we are interested in are: helpdesk calls, the amount of training materials produced, and the frequency of product enhancements.  When I worked on commercial products, it was easier to track the usability of products and the impact to the business because we had established usability testing and UCD activities as part of the collaborative product development lifecycle.

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?  

The key is to find out what the business is interested in, which may vary depending on the type of product and industry. For example: for internal software development it may be whether the product met 100% of client needs/expectations and whether rework was required to incorporate missing functionality or address usability problems.

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?

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.

Question 6: Critical Issues for the Workshop: 

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

Question 7: Issues To Avoid: 

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

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?
I believe that it is possible to develop a set of metrics based on business goal(s).   From this standardize set, practitioners could select those that applied to them.  One method for creating the standard set is to see what differences exist between internal vs. external software products.  There is also an ISO standard (ISO/TR 16982) that provides guidance on selecting UCD methods based on project contraints, environment constraints, etc. Maybe this type of analysis/decision matrix could be applied to the larger standardized set. In the end, the key to any metric is our ability to measure it.  I am working on identifying metrics that could be used and then seeing how the raw data is collected. I can see that our current method for tracking help desk calls needs to be improved so that when we do the analysis on the call volumes we are measuring what we thing we are measuring (example: usability problem classifications as opposed to closing out a call as ‘operator error’).

