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: carl.myhill@litsl.com
First Name: Carl
Last Name: Myhill
Phone Number: +1 775 790 3757
Company: General Electric
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):

Three to Five 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.

Head of User Experience for GE Network Reliability Products and Services (NRPS) an $800m GE business. UXD team of 22 spanning 6 countries.

Products: Large-scale Operations and Engineering applications from Geographic Information Systems (Smallworld) to machinery and diagnostic systems, to telecomms
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?

Team 22; no dedicated lab (we have clipboards!); internal clients, wow, 300+; external users: 1000s.

Not sure what you mean by organizational outreach. We have regular reporting rhythms, routine dashboards to report progress, a consistent process (Goal-Directed Design). PR has been something of an issue.

Usability is currently within the development organization but often is the first to get hold of the requirements from the Product LIne Leaders/Product Marketing. Often we stand between them and developers, but organizationally we are more aligned with developers.

Usability is sold and understood poorly, despite considerable success.

I have seen more similarities than differences in these areas across parts of GE.
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.  

Mine is a tale of success and woe. We reached the stage of having a consistent process (Goal-Directed Design) working well across development centers in 6 countries. And were getting some external recognition: an ISO auditor said, ""this is way beyond any best practice I have ever seen""; other companies wanted to come and see how we did this; one of our groups had their most successful year ever selling large scale products we radically redesigned. All signs were good.

Senior management refused to acknowledge any of this. Nobody said ""great job"" following the ISO audit. When we have done user panels and some users have enthused about progress and how the company should hire more people like us - the minutes failed to note these comments.

It's like a conspiracy. My only explanation is that the latest new senior manager on the block wants to take all the credit for new success from there presence. It seems to hurt if they suggest it is something else.

Ultimately, despite considerable success - I just got laid off! (that's the woe part).

From the perspective of an internal department, I started measuring and reporting on several things, project-by-project (not easy across 10s of projects):

- user contact at design time;

- write-up of user research (personas scenarios)

- wireframe design vision (early)

- detailed UI spec

Where a big project had failed to get any user contact at design time, this got marked RED in a Dashboard and a RISK entered into internal systems used for project control. It may have been them chickens coming home to roost that was the end of me!

My thesis statement is therefore one of being highly successful even visibily so outside our organization, even making the business millions (I have some helpful anecdotes on that) and yet, a spectacular failure of PR and of upper management understanding what we've done. Even more perplexing is a strong reluctance of upper management to say, ""great job"" even when it is starring them in the face (such as users at a conference saying to us, publically, ""great job"" and managers at the end quipping, ""they must be tired"")
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?

Consistent process followed by all. High level view of the process project by project, dashboard style, reported up. Risks identified and mitigation put forward.

If a team has visited a sample of users during the early research and design steps - that is a step ahead of where we were. More projects doing this, more inherent success.

I find external success recognition a helpful anecdote.

One measure of change in business culture is when they decide to eventually dedicate an individual to be a full time designer, leaving their old job behind.

Quantitatively, we use Six Sigma to measure things, which can be helpful. On one product, our aim was to improve the Windows look and feel of the product. We measured against that goal, 'perceived look and feel' old product versus new product (pre/post test). Not perfect science but gave us an idea.

More recently we have been using the Net Promoter Score to give us some indication of how we are doing.
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?  

I find it quite easy to report out on the steps in Goal-Directed Design, at a coarse grained level.

User contact? (was sampling done right?)

User research written up helpfully (personas and scenarios and needs identified)

Design wireframes sketches (before coding)

UI design spec done?

A few simple concepts like this would give me an idea, across 40 projects, which were going ok and which were not.
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?

I'm mainly just perplexed at my getting laid off and rejection of our success. However, I'm always looking to learn and improve on this. Six Sigma has provided some tools, and certainly a need to focus on goals, whatever projects we do, and that helps.

One challenge is how to cope with 200 projects and a team of 22, when I know that it needs 2 designers per project to do it right. Those compromises are a daily headache to me.
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
Question 6: Critical Issues for the Workshop: 

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

Why is there such a spectacular failure of businesses to recognize successful UXD even when staring at it in the face? Is successful design, or any kind of visible success, some kind of threat to senior managers? As someone who loves to tell the world when a team member has made a great contribution, it is disheartening to find this perplexing reluctance higher up the ladder.
Question 7: Issues To Avoid: 

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

None
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 think this may be different for web style versus in-house projects but I do think we could define some general metrics - did you sample users? How many did you talk to? Time and time again I evaluate software and my first question to the developer is, ""tell me about the user"" and the second question is, ""tell me about what the user does in their work"". I STILL often get people unable to answer these questions, still the majority too. This is unacceptable. If each could tell me they talked to 4 typical users and could tell me what they did, and what they needed, that would be a metric of value to me.

NOTE - I understand this submission is odd. I'm actually not bitter about losing my job. I am genuinely perplexed and disheartened but am looking forward to my next job. I would genuinely like to discuss the experience openly and see what people think. However, this may not fit the feel of the workshop you are planning so please dont worry about rejecting this submission!
