June 12, 2006 (UPA Conference)

Workshop Business Usability Notes (by Cindy Lu)
Agenda:

1. Expert presentations
2. Group discussions

3. Group presentations

1. Expert Presentations
Arnie Lund

- UX must deliver business values
- The business has different focus in different time period. For example, quality, productivity, branding, innovation, total cost ownership (TOC), etc.  

- MS Mobile – Invent the future

- Usability matrix: 

*improved satisfaction

*Reduce support cost

*innovation 

…

Aron Marcus

- Innovation = The New Black

- User experience space opportunities in business magazines

- Need to communicate to business communities 

-Move forward with business leader. Form partnership.

Randolph

- Benefits

*To the development team – increasing development efficiency

*To the development company

*To the customer/user

- Two joys

*Quantify the benefits

*Have good results

- Measure usability – Usability is 6. We will make it 7.

Kaaren Hanson 

– Social Sociologist - Intuit

- Leader of the Functional Group

1) Whenever you measure something, you will get a better result. People are motivated to do a better job if you measure their performance.

2) Measuring the wrong thing

- Message lost

- Great innovations don’t come from metrics

3) Making a few measurements

- What’s most important?

- Don’t be seduced by easy-to-measure dimensions

- Solid ground – be careful about your measures

- What people say is different than they do

- Consider combining measure into a single score

- Simple measure – successful + pleased

- Message up – focus on GM/CEO

Nigle Bevan – What sells usability?
- Why ignored?

*Add risk to project

*Outside area of experience

*Program not exist

- Measurement – one number for usability
- Tailor the message for the audience

*Increasing revenue

*Decrease cost

*Decrease risk
2. Group Discussions
Randolph, Clyde, Colin Bay, Paige, Cindy, Harshit
2.1 Introductions
	Name
	Introduction

	Colin Bay
	12 years at Intel. Sell business internally.  

Focus on business needs/goals.

Measure project results based on the business goals.

	Clyde
	Sprint; Director of Research

79 people.

Predict the success using longitudinal data.

	Handshit
	Selling usability in India.

Using the result from high profile customers to sell usability.

	Paige
	Solo usability analyst

IT department – conduct survey and maintain the web site.

	Randolph
	Did training to software developers – 90% got it the first day; 10% got it the next day.

	Cindy
	Consultant

Goal - Meeting customer and business needs.

Measurement: 

· Results meeting the business requirements/goals

· Customer satisfactory

· User satisfactory


2.2 Discussions

- Quantitative measurements must be supplemented by stories. 

- Use stories trigger the emotional side. Use dashboard/data support stories.

2.3 Conclusion

- Support business value with operational matrix and stories

1) Usability activities can support business value

2) When a project is done, how much impact do you have on your team? 

3) Help support the team delivery/implementation
4) Accumulate stories that can trigger emotional side of emotions

5) How satisfied your users are?

6) Relationship is almost the key and emotional reactions can impact the relationship

3. Group Presentations
Group 1:

Find pain points to developers, managers and customers
Group 3:

1) Meta approach – marry stories and metrics to sell usability + ongoing relationship

2) Fundamental benefits

Group 2:  

Group 4:

Single usability score

UXI – UX Index

SUM – Single Usability Metrics – effectiveness, efficiency and satisfaction

Group 5
Measures (weighted)

· Effectiveness & usefulness

· Efficiency & ease of use

· Satisfaction

· Risk (related to the prediction)

· Poor ease of use gets in the way of usefulness

· Usefulness is the key for adoption

CONCLUSION 
· It is possible to develop a simple measurement to inform the executives about the effectiveness of usability

· The measurement may be a single score or multifaceted scores
· Single score 

· UXI = Efficiency + Effectiveness + Satisfactory

· Multifaceted

· Quantitative measurements (efficiency, effectiveness, satisfactory)
· Qualitative measures such as effectiveness/efficiency of working with the development team
· The measurement must link to business objectives

· The measure must be simple, valid and universal

· The measurement is for communicating usability values that support business 

· The measurement should consist of quantitative scores and stories

· New stories should be collected through the project

· Relationship is important to sell usability/make usability program sustainable

· Stories trigger emotions which can impact decisions

