Usability Perspectives Panel:  Building a Usable Organization
Usability is a team effort, including engineers, developers, managers, marketers and more.  In some organizations, usability is just getting started while in others they are integral to the product or software development process.

Today we will explore the maturity, success and challenges organizations are facing today.  I will ask lead off by asking each of our panelists at least one question and I will also turn to the audience to add to or challenge the ideas presenters.

Facilitator:

Delight ‘DeeDee’ DeMulling

Owner, Prodex Consulting

UPA 2005 and 2006 Co-Chair
Our brave panelists are:

Carol Barnum (CB)
Co-Director, Usability Center at Southern Polytechnic 
and Professor of Information Design
UPA Track Title:  Cross-Talk: Communication Strategies for the Global Village

Lyle Kantrovich (LK)
User Experience Director at Cargill

UPA Track Title: "Bridging Consultancy and Client Cultures: A Case Study for Strategic Usability Success".

Jon Innes (JI)
Director of User Experience at SAP
UPA Track Title: Re-Position user experience as a strategic Process

QUESTION to CB:  How are you teaching your students or colleagues to champion usability in a corporate setting?
· U testing Gospel 

· Show –n- Tell

· Involvement 

· Create Internal/External Teams

· Pin Points area of changes that will make the most difference

· Create a value of those changes

· Get buy in 

· Do it sooner

QUESTION to LK:  How do you approach working relationships so that usability really can make a difference? 
· Be a user Advocate not a user lunatic

· Find a champion
· Peer communication – Styles
· Find a way to communicate at many levels

· Make peers of everyone
· Teaming
· don’t attempt to own it

· let the team own the project
QUESTION to JI:  How do you sell the idea that usability can lead to better products? 

· A good product not always the most important goal but often just want a specific result

· Each role in the team has a specific goal or result they are trying to achieve

· You need to figure out where their pain is
· Find that role’s goal then meet that result

· Metrics

· Prove it in small chunks 
· Understand the politics

· Who is the Power?

· Who can help me (usability)?

· Who can create influence?

· Development effort vs User benefit
Input from panelists and audiences:
· Priority- what am I willing to cave on

· Make it their idea

· Give them a slice of the cake

· Show – n – tell

· Ah-hah moments

· Movie clips at U testing
QUESTION from audience: Where do I concentrate my effort?  My usability team is me!
· Find out which organization will create the most direct usability benefit, such as Engineering   
· Visibility
· Select a project that proves your company needs to be doing more of this

· The company then needs more of you!
· U Testing 

· You can do a lot of projects

· You can reach a lot of people
· A project that you can feel successful
· Right sized project that you can help create a truly usable experience
· Requirements    
· Get in early on a project
· PICK ONE
· Don’t try to do it all

· Turn down work if you have too
QUESTION from audience: Why is this so hard?
· Usability is fairly new

· The software industry is new

· You need pain before any thing changes
· You are the pioneer!
· Chart your own course, based on sound principles
· Get others to believe in where you are going

· Prove to them that you know what you are doing
· Get 2 Champion types

· HL CXO
· Project Level Director or Manager
· Choose want you work on based on best value and impact
· Get user involvement
· Turn Users into SME

· Turn SME’s into Usability Advocates

· Turn Usability Advocates into your team!

QUESTION from audience: What about an ERP with a custom front end?
· See all above, but remember that someone made the purchase decision

· Help that person be successful
QUESTION from audience: How do you get more help?
· Until you can justify more headcount
· descope work
· Start turning work down until they understand you need more HELP

· First, justify need for more resources rather than headcount
· Define project

· # of hours per task estimates = How many people?

· Make it clear what that resource will do
· Ensure that you will make sure the resource meets usability standards
· While waiting for headcount or resources consider:

· Intern
· Usability like role to help: business analyst, technical writer, GUI developer
Closing thoughts from panelists and audience:
· Get involved in design AND testing

· Have an impact to the business, not just the product or the user
· Usability is a secondary benefit of a good design and development process
· Usability testing can create product ideas

· Usability can help to create a feature request list 

· Do X Here!  Always do, elicit, understand something you didn’t yesterday.  Stay in action.

· Hire to improve product usability.  Hire someone as good or better than yourself.

· Improve the process, continue to experiment and grow with the profession.
· Only then will we achieve Usability, Usability will be everchanging
· DON’T JUST TELL THEM WHAT IS WRONG, give recommendations and ask them how you can help fix what is wrong.

· Ask HOW CAN I HELP Instead!
