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: tom.mccann@staples.com
Password:

Confirm Password:

First Name: Tom 
Last Name: McCann
Phone Number: (+1) 508 253 4355 
Company: Staples Inc (www.staples.com)
Currently a UPA Member?  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):

9 years or more
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.

1. Australian Army –Psychologist – 1980 – 1990 (approx 3 years working in a Human Factors role, the remainder working in testing and selection roles 

2. Westpac Banking Corporation - Manager Quality Assurance – 1990-1993

3. Usability Consultant 1993-2000 – worked on mainframe (green screen) system, Windows client server applications, early web applications utilizing Netscape V1.0, interactive web applications for finance industry, multi-media educational applications, Defence systems, CRM applications for Energy Companies.

4. Staples Inc – Senior Usability Manager - 2000 – present 

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?
Staples Inc.  The Usability group in Staples was started in 1999 with one person hired to provide in-house usability support for Staples.com (launched in late 1998).  Currently there are 14 fulltime associates in the usability group which is split into the following sections:

1. Web and Print Usability – responsible for the usability of 6 ecommerce web sites (b2B and B2C) as well as the usability of our various sales catalogs and marketing flyers.

2. Corporate Systems Usability  - responsible for the usability of internal facing systems in our Corporate Office (Finance systems, Pricing System, etc), Warehouse systems,  Supply Chain systems  and Customer Service systems.

3. Retail Usability – responsible for the usability of Associate and Customer facing computer systems used in stores, usability of store design, internal store signs and research of store customer behavior.  Also responsible for usability research for the Staples Brands Group including discovery and definition research on new product concepts and designs, product packaging and customer product selection processes.

4. Information Architects - a group of three IA's that work across each of the other Usability sections.

To support our research and testing projects we have a modern usability lab as well as access to a Planogram Lab (mock store).  We also conduct research in context, in operational stores and in customer homes and offices.

The Director of Usability reports to the VP Customer Research, who in turn reports to the EVP Marketing.  The senior members of the group are responsible for internal business development which is focused on ensuring that application of Usability processes eventually come to be accepted as the ‘way we do things’ in Staples.  

I am the Senior Manager Usability responsible for our Retail and Staple Brands businesses which results in my group participating in projects ranging from traditional application development activities to less traditional design and testing of items such as furniture assembly instructions, product packaging, and store shelf tag designs. 

Many of the senior management at Staples Inc are relatively young (the CEO is 50 years old) and much more attuned to issues around usability than were senior management at other organizations I have worked for.  While there are still large areas of Staples in which Usability is not involved, we do have a significant support base among senior management in our web and retail businesses.  Interestingly, while senior management in our IS organization is very supportive of Usability we still face some resistance among middle level IS managers.
 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.  

There are only two ways to really measure the impact of usability on a business.  The first is to conduct a traditional A / B type experiment and measure customer and business impact for each version of the product.  The second is to measure the performance of a product after usability sponsored changes have been made and compare these to the same measures for the product prior to the changes being made.  From a business perspective, conducting A/B experiments is an expensive activity and very rarely sanctioned.  Whereas the comparison of pre and post change measures is a relatively common business activity but generally doesn’t allow for the exclusion of other factors that could account for any change in performance or behavior so the attribution of the actual impact of usability is generally very tenuous. 
In the end however the quantification of the impact of usability on business is a distraction from the ultimate objective of all Usability Managers which is to integrate usability processes into the businesses operating procedures so that application of usability processes becomes the standard way things are done.
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?

We track the Usability team’s impact via monitoring end user behavior changes on our web properties, monitoring customer satisfaction and ‘easy’ scores on surveys and polling business owners on their perception of the value added by their usability support team.
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?  

We create documents identifying ‘Principles’ relevant for each business area.  The Principles are based on research and test findings.  
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?

Working with broad areas of the business to identify opportunities for integrating usability practices into their processes.
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.

The future of usability in organizations – is it just another department, or is it a way of doing business?
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?
N/A
