Justifying Usability notes – Larry Marine
Problem definition:

Managers are, for various reasons, more interested in functionality than in usability. One thing to note is that they typically don’t budget for usability nor do they receive budgets for usability. They need a simple means to understand usability and how poor usability can influence the loss of sales.

Common usability reports tend to highlight the negatives. Mangers don’t always want to hear the negatives. We need to find ways to provide positive results.

Solution direction:

Different large organizations have found some measure of success by providing simple report card type of usability measures to their boss’ bosses. These bosses tend to have very little time to devote to understanding complex factors, such as typical detailed usability metrics. They need a simple, single index that is normalized across products, valid over time, and tracks changes to the objectives or metrics.
Need to find a usability goal at the outset, then report on how well the design met that usability objective. Validate the results by collecting the right metrics. Different objectives suggest different metrics.

Begin by identifying critical tasks or work flows and measuring those. Identify what’s most important to the business.
Solution discussion:

Need to find a simple understandable score that works for 4 to 40 products.

It should connote information without reading it.

Should have value in that single number.

The score should somehow encompass process, possibly using process metrics.

What are managers asking for?

Problem comparing different products, apples to oranges problem.

Need something that is predictive instead of reactive. Most usability tests are performed after a design is created and little is done to get input prior to starting a project.
A single user experience number could be useful to compare competitive products.

Need performance based quantifiable metrics as well as subjective, qualitative metrics.

Most metrics focus on the features and functionality not the overall UX, which is more than just the UI.

The bigger the organization or product mix the more useful a normalized single score will be. It makes it easier to back up the UX value.
This depends on a portfolio or set of UX design themes where there is a standard starting point for the various usability metrics within each dimension of the UXi. These can help business understand how their objectives can be supported using different usability metrics.

A UXi helps expose the rigorousness of the effort to come up with the number.

An index helps us better define UX since the index score is so dependent on that definition.

A goal is to avoid making the UX team subservient to other departments..
Make the number fairly simple for new folks to calculate effectively and accurately. Sets defined for specific types of business objectives can give the new user a reliable starting point and they can adjust the metrics as necessary.
Key indices of the formula can change their definition over time or the business can change their objectives in subsequent releases of the product. This number can help identify the effect of those changes to the UXi of the product.
Key question: How to manage the perception of stability or validity if the definition or objectives change.
Use ISO definition of usability provided by ISO, but present it in terms of the business language (effectiveness, efficiency, satisfaction)

Key point

The score needs to be simple enough to understand, that someone outside of the usability team can explain up the management structure, must be simple to calculate, and must be stable and reliable over time. Others have to be able to promote this message up the chain.
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Change the variables under each dimension and provide a binary success fail score to each metric, then roll up to each dimension. Compare the results to the goal.

Presentation question notes:

Team 1

Identify the specific metrics that support the corporate goals. These are different for each group in an org.

Team 2

Provide a toolbox of tools. How to get usability folks to learn business speak? Add business savvy members ot the team. Get PMs to help articulate metric definitions in terms of the business persepctive.

Team 3

Business goal driven metrics. Business benefits, not just usability benefits. Need ot be more business integrated. Described the what, but not the how.

Team 4

Do CEO’s care about the UXi? Need ot better indicate what it means.

Team 5

Every business case assumes a level of usability built into the product.

