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A  u s ab ility  s u cces s  s tory

1. Nobody talks about usability
2. Everybody talks about usability
3. Nobody talks about usability
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S tep  1 : N ob od y  talk s  

ab ou t u s ab ility  

» A startup, typically technology-driven  company
» A marketing agency
» A cutting-edge company
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S tep  2 : E very b od y  talk s  ab ou t u s ab ility

»Internet e-commerce, community and other .com 
companies

»Mature and organized companies
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S tep  3 : N ob od y  talk s  ab ou t u s ab ility

»Almost no company right now.
»Usability is simply there and being done.
»No need for further promotion.
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U s ab ility  is  ab ou t Bu s in es s

Having a vision is nice, but show me the money…

»Find some business cases to present.
»Analyze your stakeholders. What they are interested in? 

What are their concerns?
»Immediate advantages are often not immediately perceived.
»Saving time for the users may not bring the company any 

money.
»Calculating actual numbers is difficult.
»Support centers are profit makers, usability is a cost center.
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P rob lem s  w ith  S oftw are D evelop m en t

»63% of software projects overrun  their estimates.
»Frequent requests for changes by users.
»Overlooked tasks.
»User’s lack of understanding of their own 
requirements.

»Insufficient user-analysis, communication and 
understanding.
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S p eak  th e L an gu age of Y ou r C om p an y

»Everyone talking engineering? Talk engineering.
»Everyone talking requirements? Talk requirements.
»Everyone talking quality assurance? Talk quality 
assurance.

»Everyone talking client satisfaction? Talk client 
satisfaction.

»Everyone talking usability? Talk user experience.
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U s ab ility  

an d  th e Bottom -L in e

»Investigate the cost calculation structure in the 
company.

»Align with the controller and process development 
people.

»Consider profit vs. cost centers.
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S am p le S ales  A p p roach

»Small R&D centric company, one usability advocate
»Conduct a usability test and determine problems.
»Talk to customer support. How much time do they 
spend on calls?

»Calculate the savings based on a comparative 
calculation.
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S am p le S ales  A p p roach

»Point out benefits of reduced customer frustration.
»Find some industrial reviews of your product.
»Check with sales whether an account has been lost 
due to bad reviews or usability issues.

»Put all this in a report and present it to executives 
one at a time.
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T h e P ow er of a U s ab ility  L ab

»Not necessary for integration of usability practices.
»Brings visible attention to activities.
»Allows for the creation of promotional material.
»Is rather expensive.
»Works better with departmentalized organizations 
instead of project oriented ones.
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P res en tin g th e R es u lts

»Create executive summaries highlighting the 
findings.

»Create video tapes with interesting findings.
»Present a written report, as well as an oral 
presentation of the findings to the team.

»Integrate the findings with quality control.
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T y p ical D is cu s s ion s

»Usability is expensive.
»Usability errors versus quality errors.
»We need something out quickly, but we’ll refine it in 
the next release. 

»We DO practice iterative development.
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O rgan iz ation  of R es p on s ib ilities

Who is responsible for:
»Software usability?
»Requirements analysis?
»Auditing?
»Interface design?
»Visual design?
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H ow  is  th e C om p an y  S tru ctu red ?

»Is there a software testing unit or are testers part of 
a development team?

»Is marketing part of the development team?
»Is customer support an independent unit?
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H avin g U s ab ility  in  P rojects

»Usability is considered throughout the project.
»Early involvement gives more influence.
»Possibilities to train developers.
»Hard to have objective opinion.
»Not a lot of company learning outside the project.
»Limited professional support and development 
opportunities.
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H avin g U s ab ility  in  a D ep artm en t

»More objective views.
»Less possibility to infuence the project at all stages.
»Less possibility to train developers.
»More professional knowledge sharing.
»More development and training opportunities.
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P rep arin g for A ction

»Become a usability champion

»Understand your working culture
»Where are undiscovered capabilities and good 
practices? 

»Where are the current practices grounded?
»Who are the influential groups and individuals?
»What are the common organizational 
communication channels?

»What quality initiatives are going on in the company 
(CMM, TQM, TickIT, SixSigma)?
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P rep arin g for A ction

Understand the  current development process: 
»Formality of the process.
»How strictly the process is used.
»Tools being used.
»Skills people have.

»Work closely with people owning the current 
process.
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In tegrate U s ab ility E n gin eerin g A ctivities w ith th e P rod u ct

D evelop m en t P roces s
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H irin g a C on s u ltan t

»An external consultant may easily convince your 
management.

»A process consultant may be able to influence a 
development process.

»On projects, the work done by the external 
consultant leads to less organizational learning.
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H irin g a U s ab ility  E x p ert

»Work with a consultant beforehand to define the job 
opportunity and possibility.

»Together with management, define the objectives 
for the person.

»Hire an experienced person, possibly one working 
in several different environments.
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W h ere to S tart?

»Your job is to be a change agent.
»Make the usability visible. Without a commitment 
from top management and lead technical staff you 
will not succeed.

»Provide appropriate training to the development 
staff.

»Start performing usability inspections
»Try to alter the existing practices.
»Develop internal design guidelines.
»Try to establish some measurements.
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T h e M os t P rom is in g A ctivities

»Interface redesign recommendations
»Design principles and guidelines
»Use case modeling
»Abstract prototyping
»Iterative development
»Usability inspections
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F orm in g a W ork in g G rou p

»Usability standards group
»Usability testing group
»Usability assurance
»Usability consultancy group
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C ollab oration  w ith  M ark etin g

»They may be your most important partner or an 
enemy!

»Who “owns” users?
»Who “knows” users?
»Who is a user and who is a customer?
»Design for use, refine for sale.
»The customer may be wrong.
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A b ou t M eas u rem en ts

Only measure what makes sense.
»Focus on measurements that affect the business 
value.

»In a company where nothing is measured, don’t 
attempt to measure at all.

»Align usability measurements with other quality 
control measurements.
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S tan d ard s  an d  M eth od s  to C on s id er

»User interface standards: ISO 9241, ISO 11581
»Quality standards: ISO 9126-1, 
ISO 14598-1

»Capability Maturity Model (CMM)
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T h an k s !

Bogo Vatovec C on s u ltin g
O ffice

G ab riel-M ax -S tr. 2 0  / 1 0 2 4 5  Berlin
T  + 4 9  3 0  2 0 0 7 8 6 6 6  / F  + 4 9  3 0  2 0 0 7 8 6 6 1
office@ b ovacon .com / w w w .b ovacon .com

© Bogo Vatovec C on s u ltin g


