Ken Becker: Boeing is like.  20 years at Boeing, in various IT roles.  Regular monthly meetings, this is how much it cost us.  We saved this much money in terms of cost.  Always very conservative.  How long did a user get taken off track for the primary task?  We’d extrapolate that.  Units of wasted time.  What were the consequences of this error?  I talked with the VP of IT when I left, and we talked about usability.  VP said that IT underperforms as an industry (because of poor reqs).  Still needed to justify the cost of the usability people.  Ken believes that the benefits are intangible benefits, reduce frustration, etc.  
Zoe Pappas Cipriano:  It is a different world…it’s a specialty.  It’s easier to measure because it’s part of the defense contract.  It depends on how much accountability the company has.  We were able to get the UCD process approved instantly, all the directors are afraid that the VPs are talking about this.  There’s a lot of confounds in this.  For those people who think their success is going to be dependent on an HFE, they don’t want someone else to have that much interference.

Russell Wilson:  Building software is still like building houses without an architect.  The software interface isn’t really being designed.  

Ken Becker:  Doesn’t agree that developer get it.

Rich: Talks about CMM and UMM…does having a higher level of usability maturity directly correlate with more budget, more resource, etc.?
Ken Becker:  Focused for three years on the intranet and portal:  finally got a chance to do a full fledged study, set some goals….failed to meet nearly every one of them.  You hand the results to the manager, but you really don’t want to tell anyone about it.  When I was putting together the measures, I presented to the managers how we were going to measure stuff.  They got very defensive, because they wanted to succeed.  

Zoe:  Maybe there is a global metric that you can put in under a quality category?

Arnie:  You could take the usability bugs and feed them into a bug tracker.  The biggest thing to get in with developers is how do you define how severe a bug is from an experiential perspective.  If people use a thing more frequently, then it’s a good thing, maybe.  

Rich:  Have you tweaked your methods, your toolbox?

Arnie:  We’ve firmed up our lifecycles…we’ll tell them what we’ve been trying to do.

Russell:  A lot of the developers I’ve worked with like recognition…the problem is, a lot of recognition comes from visual things.  If one of my team members does that, it reflects badly on them.
Zoe:  I think that when you’re starting new, people have been doing this work before.  This came to light because people were saying that there were too many re-releases right after a release.  

Arnie:  The hardest thing that we have to defend in terms of methods, is the discount usability, cheap stuff, because it’s in contrast to marketing, who were talking to 1000 people.  It’s always about trying to educate and put the right qualifications around the data.

Ken:  One of the things that I never felt really worked well was the productivity and efficiency thing.  

Arnie:  We’ve seen productivity improvements that did nothing.  Organizations have antibodies in them that prevent them from changing their culture. 

Ken:  My response, it finally occurred to me, that if you’re people aren’t doing something at all times, than it’s a management issue.  

Ken:  Efficiency was always the easiest one to calculate and defend (to Rich talking about accuracy being more important at RA).

Rich:  is there a GOOD way to measure satisfaction?
Arnie:  the MIS systems have a good way of predicting actual satisfaction.

Zoe:  I was doing a little bit of research on usefulness.  Person I was working for had a brainstorm of a project.  Her VP wants to measure the usefulness of this thing, because they never had a good business case for the project in the first place.  

Rich:  What are the correlaries between usability and userfulness?

Arnie:  The items that they put in to assess usefulness are “I’m accomplishing my goals”, “I’m going to get promoted because I can use this system”.  

Rich:  I usually start off a project with an MRD that developers think is a UI spec.
Arnie:  The best was when we would get the MRD at the same time as Systems Engineering.

Russell:  I see design as being important, but our CEO doesn’t see the place for a VP of design.  At the end of the day, what’s going to drive our revenue?

Arnie:  a lot of executives are quarter by quarter driven.  
Ken:  do you want to own the market, or do you just want to play in it?

Arnie:  The test town site.  We had all the data for a town.  We could make changes to the UI and see what the effects are.  
It’s all trying to get some sort of normative spread.  

Notes from Working Session 2
Ken:  It seems that within the HCI industry that we can’t even agree amongst ourselves…example:  can’t agree on a satisfaction survey.

Arnie:  Yes, we haven’t been able to agree and we should.  They have this think called the Institute in HFES.  Basically a standards organization.  If we had some standardized definitions, it would be a huge deal.

Rich:  I like the idea of focusing on usefulness.  

Ken:  Arnie had talked about usefulness really being effectiveness.

Arnie:  We’ve operationalized it by the number of minutes you use Windows a day.  If you’re finding more minutes per day to use it, you might say you are finding it more useful.

Rich: anecdote about flight attendants about.  Anecdote about Auto Audit.

Arnies:  there’s three stages of adoption:  becoming aware that this thing is going to bring you value.  Then, you might want to try it out…do I find the core value right away?  Does it have sufficient value?  I know that it’s going to cost me a lot to integrate this into my life.  I better

Rich:  could number of early adopters be quantifiable?  Ease of fully integrating it into your life.  There’s going to be some drop in satisfaction before you get full integration.

Zoe:  Could it be perceived value vs. eventual value?  The client I’m working with is going to measure usefulness.  Item on the portal.  “Do you know about it?”, “Do you use it?”

Russell:  We have people who evaluate the product, buy it, and then rarely use it.  

Ken:  If I take the people who use our handheld computers, they use it a lot.  This is like their credit card transaction screen.  They use it 100s and 1000s of times a day.  

Arnie:  There does seem to be a difference between mandated products vs. optional things.  The way I was thinking about it…you can measure usefulness as you make improvements as an outcome.  

Ken:  It was related to automobile’s.  If you took in feedback about the various requirements, you could predict how well the product would be received.  If we could apply that to software:


If we make it this effective, this efficient, and this satisfying, then we can project this level of adoption.

Zoe:  Internally, it gets down to re-use.

Arnie:  if you can operationalize the independent measures (this is what effective is).  For a consumer “does it express my personality”.  For an internal system, the metrics are different.

Russell:  What about Nigel said about mitigating risk?

Ken:  Mandated, optional, or free.  Confound:  the MRD can’t be fundamentally flawed.  

Arnie:  I guess risk in a sense is confirming…it’s risk around your prediction.

Arnie:  I wonder if it’s possible to 

Assumptions:  MRD reasonable approximates the actual requirements for a product.

Efficiency = Ease To Use

Effectiveness = Usefulness

Satisfaction

Adoption Rate

Arnie: Experience Trees

Usefulness is a predictor of adoption rate.  Usability is a correlary for usefulness.  The other component of usefulness is the confidence level assigned to the initial MRD.  How can we calculate a confidence level for how strong the correlation is between usability and usefulness?

(Cost of improving A) + (Cost of improving B) + (Cost of improving C) = (% of usefulness attributed to usability improvement) = adoption rate

