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: leb@pfa.dk
Password:

Confirm Password:

First Name: Lene
Last Name: Byskov
Phone Number: +45 2488 0442
Company: FA Pension A/S
Currently a UPA Member? (Yes/No) Yes
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):

Three to Five Years
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)

Yes
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.

2003 – Today: Creative Director, PFA Pension, pensions and insurance

2000 - 2002: Usability consultant, DialogDesign. Customers primarily comprised: Financial sector, public sector, and medical sector

1997 - 2000: User Education Team Manager, Damgaard Development A/S (Now Microsoft Business solution), Enterprise resource planning.

1991 - 1996: Product specialist, Apple Computer Denmark
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?

In my current role I am overall responsible for the usability and design of the technological solutions developed for PFA employees and customers. I have no established team, but am provided with business specialists who are assigned from the business to the development organization for the individual projects, and who may or may not at the same time have other responsabilities (e.g. test) on the project team. My challenge primarily lies in bestowing on this group of people the necessary knowledge to perform the task and to ensure that the necessary number of people are assigned.

All 'sales' of usability in my current position is result-driven. We generate results for a given project and afterwards exploit them severely to generate more 'sales'.

At DialogDesign I worked as a consultant. I was only to a limited degree involved in the usability business decisions of the companies but always worked with the teams affected by them.

At MBS I was responsible for establishing and managing the User Education team. Usability was an integrated and natural part of their work.
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.  

In my work with HCI, usability and/or user-centered design, I have always found that what is most compelling about what we do are the results we generate. In the two organizations I have worked in and in my job as a consultant to companies of varying sizes, I have witnessed again and again how the objective results presented in the right way and to the right people can catch the attention of executives to an extent, where they turn around projects, cause restructuring of parts of organizations and generally make the right things happen.

At the same time, I find that finding time in the calendars and busy schedules of the right executives can be very challenging. A fair presentation of central findings and results can rarely be done in less than 30 minutes, and even when I am allotted the necessary 30 minutes to present to the right people, I cannot help but think that …

“This is all very well, but somehow I would rather be given this presentation to the people on the project, and in this forum be reduced to a set of figures or a graph that is regularly updated, considered a vital part of the business, and that is a standard part of all management meetings. – I imagine top management going over the agenda on their Tuesday morning meeting: “And usability, how are we doing on that? Well it went down by a few notches, so we should probably adjust the resource flow slightly this month.”

This is the tool I strive to produce in the actions I have documented below. This is the tool I would so much like to produce with the help of people in the same situation.
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?

A questionnaire at the end of each project containing questions about the work of the user architect(s) on the team: Timing of assistance, quality of assistance, Importance to the project etc. etc. 

The results are collected across projects and used when determining future goals etc.

Results from all interviews, investigations, observations, tests etc. etc. are written into reports or PowerPoints at very different levels. One type for project team participants, one for middle management, one for top management and maybe yet another for anyone who cares. At the same time presentations are given to any group who could be remotely interested in the topic, solution or target group from marketing to core developers. Personas are updates and distributed. In short, we aim to make user knowledge our business and to justify our existence and money spent by making the most of all pieces of the work we do.
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?  

After each project the project managers are asked to fill in a questionnaire in which they are asked to rate questions pertaining to usability. 

The questions cover timing and quality of the work of the user architect and the effect of the work performed.

These questionnaires are filled in after every project and the results are collected and compared. The score from the questionnaires reflect directly on the bonus payments made to the individual employees. 

One thing we are starting now is to document difference in types of calls and/or questions handled in the Call Center. We hear that the types of questions received by the help desk employees are very different from solutions which have prioritized usability and HCI and those who have not. Our hope is to be able to generate figures and statistics, but we don’t know, what we will find.
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?

The newest action on our behalf is the ’fulfilment list’. The thought is: Whenever we present the results from one or more of our activities, we make sure that it is accompanied by a list of selected issues which must be addressed in the project.
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.

None
Question 6: Critical Issues for the Workshop: 

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

Developing concrete tools that we all can go home and use in our continued work.
Question 7: Issues To Avoid: 

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

None
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?
I certainly think it is possible to create standard metrics usable by all of us. Furthermore, I believe it is necessary, as we cannot expect our peers to accept standards that are followed by no one else but ourselves. 

My suggestion is that we start out by hearing what we all have found to be most effective, select a handful and work on those together. 

After the workshop, maybe members of the group would be willing to continue the work until we have tools that are really useful. I know I would be interested in that.
