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: robert.r.moritz@sprint.com
First Name: Robert
Last Name: Moritz
Phone Number: 9137627699
Company: Sprint/Nextel
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)

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.

Note, we would like to send two represenatives from Sprint-Nextel -- they are Robert Moritz and Clyde Heppner.  Robert is the Director of Design and Clyde is the Director of our Human Sciences Research group.

Robert Moritz

Director, Design - Wireless/Telecommunications - 5 years

Sprint, Assistant Vice President, Product Design  & Usability, Wireless - 3 years

Exxon Biomedical Sciences, Manager, Human Factors, Petrochemical - 3 years

Bell Communications Research, Member Technical Staff, Telecommunications/Operator Services - 5 years (non-management)

Clyde Heppner

Sprint-Nextel, Director, Human Sciences Research - Wireless/Telecommunications - 2 years

Sprint - Senior Manager, Product Research - Wireless/Telecommuncations 7 years - 

Researcher, Hallmark, 1 year - Social Expressions
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 at Sprint, we have about 78 headcount (about 70 filled) across a centralized User Experience Design Team.  The team reports to a Vice President of User Experience Design.  We have 4 teams within this structure, Human Sciences Research, Design, Communications Design & Prototyping, User Requirements & Project Management.  I'm the Director of the Design team which includes the design of user interfaces across all ""customer facing"" products, services and devices and ""internal facing"" applications that support our ""sales and customer care associates"".  We seperate our usability testing resources from our design resources and we have about a 10,000 square foot usability lab. 

Clyde manages a team of 15.  These include, anthropologists, psychologists, and statisticians.  They conduct field research, lab testing and iterative product design research.

Clients -- Note, we DO NOT have clients!!!  That is, we do not run the organization as a ""services/consulting"" team, we run the organization as a ""peer"" organization to product management, product marketing and product development.  We believe this is a fundamental shift in the maturity of our organization versus acting as an ""internal consultant"".

Outreach -- Our history is that we started in the product development organization about 10 years ago with about 12 people within the team. Clearly, the organization has grown and the success has been based on ""moving the needle for the business"".  Our mission statement helps us ""sell"" usability reads:  UXD Mission - To have a maniacal focus on creating the perfect customer experience.  Also, we are one of the few organizations that can ""guarantee"" a result, if we use user-centered design methodologies.  So we sell on a ""guarantee"" of improving product ""adoption, usage and customer satisfaction.""

Also, within our organization usability is built into the enterprise wide development process, so we don't ""sell"" it because the process doesn't allow, without conscious decision, for the usability organization to be skipped.

Differences that we have seen are pretty simple:  Those organizations that act like and behave like consultants get treated as ""consultants"".  Consultants, no matter how expert, provide opinions and those opinions are easily disregarded.

When you are a ""peer organization"" you have a formal mechanism to make business decisions based on customer experience as an ""input"" that sits at the table along with product management and marketing.
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.  

Our thesis is really build on a chapter that we have within the 2nd edition of cost justifying usability.  The thesis is very simple:  1)  Speak the language of the business 2) Metrics are a must -- if you cannot ""measure usability"" you cannot claim any business benefit 3) Build user-centered design into the product development process (aka., not consultants).

Currently at Sprint-Nextel, the usability organization delivers on two key business metrics:  product usability and product satisfaction.  The tools for measuring usability are based on laboratory usability testing and large scale field research, that includes the usability metric as a measure to ""life-cycle"" manage a product, service or device.  In addition, the product satisfaction is a measured via the post product launch as part of the large scale field research.

Our usability metric is based on the SUS and is norm referenced against other telecommunications products.  In this way we create a ""usability"" score so that we can compare our products against one another and our products to competitors products (e.g., Verizon versus Sprint or a handset versus voicemail).

Also, we've conducted research that has allowed us to identify ""what increases in usability produce for the business"" across our product set.  For example a product that is below customer expectations in usability returns less value to the company than a product that meets or exceeds expectations.  Lastly, our research program tied this back to NPV which is the KEY metric that most business decisions are made.
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?

Tracking is done in several different ways.  The main method is the large scale ""post launch"" field research that measures customer perception of product usability and product satisfaction.

We also, have set ""usability targets"" for new product launches where 100% of projects of user-interfaces that we provide will have a usability score (as measured in the lab) of meets expectations.

Measurements are made ""pre-launch"" and ""post-launch"".  In addition, because many of our products are tied directly to a ""sale"" (e.g., increasing the number of ringer downloads based on the changes in a UI) or cost savings (e.g., deflecting a call to self service from a care representative) our organization is constantly measuring the business impact of ""changes"" and in many cases that changes are exclusive to a user interface.

Overall, about 50 to 70 products/user-interfaces are being tracked through the large scale field research program and the usability lab testing will likely have 50 or so products evaluated (our products and competitor products) within the lab environment.
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?  

All research is documented and we have created a ""joint"" document between the research team and the design team which is the ""Design Impact"" document.  The design impact document identifies what action is being taken based on the research findings.

We also have projects that go down a ""user-centered design"" path and we've identified that UCD is a methodology for the most ""strategic business initiatives"" that our enterprise will engage in.  Our capacity to run UCD projects (note, this our marketing lingo to the rest of the enterprise since we internal use UCD methods everyday) is limited and we will only engage in 2 simultaneous UCD projects and we advise that this process will include ""primary research"".

From a design perspectives we document ""future state"" user interfaces via a ""blueprint"" document that identifies the ""target user experience"".  We then work with the business owners to initiate projects that are on the ""path"" to achieving the target state experience.

Expert reviews run the gamut of documentation from email to very analytic ""power point"" decks depending on the audience.
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?

Our organization uses ""strategy maps"" as a method to map strategy (well documented in the Harvard Business Review as a method).

As part of the strategy mapping process we have an organizational initiative to track our value that we return to the business. This is reported on monthly in our operations review process.  The linkage in the Strategy Map to company objectives are as follow:  (s) Grow Shareholder Value (this objective is held at the COO level); (s1) Drive product line revenue and margin growth (this objective is held at the chief officer level for Product Development); (s1.1) Drive revenue growth and cost savings via differentiated user experiences (this objective is held at the VP level for 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.

The most relevant published article appears in Bia and Mayhew 2nd Edition, Cost Justifying Usabiilty -- Chapter 21, At Sprint, Understanding the Language of Business Gives Uability a Positive Net Present Value.  Heppner, Kates, Lynch & Moritz.
Question 6: Critical Issues for the Workshop: 

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

Key items would include:  1. Staying focused on the few big things versus making everything a ""usabilty issue"" 2. Managing limited resources in a fortune 1,000 business environement 3. Partnering with suppliers and vendors to build continuously drive ""needle moving"" usability improvements that drive value share holder value.
Question 7: Issues To Avoid: 

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

We would like to avoid the discussion of ""whining usability folks that continue to complain that they are ignored"" because business doesn't recognize their value.  I'd turn this around into the case study of ""Why you shouldn't become one of those ""whiney"" usability folks that claim we are being ignored"".
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?
Simple -- a norm based usability reference -- Jurek Kurawski (forgot his spelling) understands this with WAMMI -- we've simply replicated with SUS based on the early work in telecom that Arnie Lund started at Ameritech.
