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: jeremy.ashley@oracle.com
Password:

Confirm Password:

First Name: Jeremy
Last Name: Ashley
Phone Number: 6505063584
Company: Oracle
Currently a UPA Member? (Yes/No) No
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.

* Vice President, Applications User Experience, Oracle

* Director, Business Intelligence User Experience, Oracle

* Manager, UI and Usability, Taligent Inc (Appe/IBM company)
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?

* My team has just over 100 people spread across the US, Canada, and India.

* My org runs a large lab facility consisting of two locations in California, and satellite labs in Boston, the UK, and India. I have dedicated staff to running all the labs. We also have facilities for remote testing, and mobile labs for site visits.

* My org supports a development org of 8000, and has to support over 800 products.
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.  

*The first and most important impact is whether we helped / hindered in shipping our product.  We define “helped” as:  

· Helping to define whatever processes intersect with the UI, from documentation strategy to business requirements documents to performance.  If our group touches it / needs it we work proactively to make sure it’s being well defined and that our requirements are fed into it—even if it means we have to own it / influence it heavily.
* Another way we have impact is to communicate through visual representations of concepts, wherever we can “show what we mean” we try to.  Be is a proof-of-concept UI, or a new visual look, or an internal business process.  We try to find a way to tell the story with pictures, it’s much more easily understood.
* We provide design guidelines, and using the above notion of “helping” we proactively push for componentization of UI elements to ensure design consistency.
* On justifying budgets and headcount.  With regard to headcount, we simply paint a high level picture of what products are at risk (ie from a Quality) perspective with current resources.  We show the current person-years of worked requested, the current person-years of work we can deliver, and the gap. We also try to be responsive to industry trends in cost cutting, ie by hiring human factors and design professionals in India.  

For contractor budgets, this is pretty straightforward, we use industry standard ballparks for the cost of usability and UI design activities for contractors.
* On the usability engineering front we measure impact more formally by measuring basic performance of ‘showcase’ prototypes before coding (ie task success / failure, errors, assists).  We also benchmark these same ‘showcase’ products when they’ve been fully coded with the same measures, and we add a few more including time on task (using the ANSI CIF reporting format), SUMI, and some other satisfaction measures.   
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?

* With regard to metrics, we track the above mentioned usability metrics.  We also look at attrition to gauge employee satisfaction.

* Qualitatively, we gauge impact by assessing how many times our concepts / buzz words / dates start showing up in other VPs slide decks; and how much our processes start to drive other organizations processes. 

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?  

*We proactively “sell” the work our team does with other VPs as well as our SVP. That’s Jeremy’s job. We show via powerpoints / visuals / etc. the processes we are following and what the impact is (ie what products, etc we are covering).
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?

* We are always looking for better ways to communicate impact.  Not all research is quantitative, we are as interested in quantitative methods as the “softer” techniques that have proven successful.
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.

* None available at this time. 
Question 6: Critical Issues for the Workshop: 

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

* While measuring usability impact is pretty straightforward, would like to see some discussion around measuring or assessing design impact.  Whether this is through more quantitative or qualitative techniques.  Also would like to see some conversations around selling the importance of “user friendliness” to customers to generate buzz. 
Question 7: Issues To Avoid: 

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

* Would rather not spend time on the “What strategies can I use to be effective in evangelizing UCD in my organization?”.  There is already lots of stuff in the field on this. 
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?
* Beyond the ANSI CIF reporting format, I don’t see a lot of traction around this topic and am most interested in using this opportunity to brainstorm. 

