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A Game Changer for UX Work

I'd like to personally give you a report on a very different way of doing user
experience (UX) work. It improves your efficiency and will make your UX team
an essential part of your organization’s valuation. The days when the UX team is
first to be laid off are past.

A Serious UX Twelve years ago | started working on the question of institutionalizing usability.
Workstation I askeq Yvhat would happen if ygu had .a workstation that s.upported uXx work?
What if it worked on an enterprise basis? What would be different?

We started putting methods and standards into a repository (Usability Central—
Best Practices™). We sold a lot of those. And we had reports of cutting the OVER-
ALL time and cost of development by over 10%. It was a nice step.

Of course we needed to manage project documents. We started using a com-
mercial service that held documents and provided an extranet. It was useful and
our clients loved being able to easily get documents. But we needed offline
access that handled revisions, that just uploaded the changes and not the whole
document. And we wanted to start with standard UX projects, and tag projects as
using specific methods. So we built our own “project space.”

Then one day | found, within HFI, there were FOUR different groups each building
their own “persona builder.” They had made progress. But of course a “Persona
Builder” makes no sense. Unless you are still in the last millennium you need to
design based on ecosystems. We need to understand multiple Users, Scenarios,
Environments, Artifacts, and User Needs. So we built an ecosystem modeler.

Oh, and then we realized that the things we design sometimes involve many proj-
ects during the design process. And sometimes a single project requires several
designs. So we needed a “UX Specification” that was separate.

But all these parts are not really useful until they are pulled together in an inte-
grated enterprise facility. Sure you can build an accounts payable system and a
separate vendor file. But any sane organization has an enterprise solution. It’s
the same with UX. What if all these parts were combined synergistically?
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The Dawn of We realized that we had something really different. It was like in the 1980s when
. . t serious about object-oriented programming (yeah, | know the
Object-Oriented UX  Prosrammers o
] idea dates back to the 19505s). Instead of mixing up screen calls, data, and algo-
rithms in a single flat programming file (like a stack of punch cards), they broke
out parts that could be reused.

In UX work our “single, flat programming file” analog is usually a slide deck or

a word processing document. It works. Everyone applauds. But afterwards it is
really hard to reuse stuff because the stuff you need is spread out over dozens
of these flat files. Sure your document manager can pull all 30 decks that refer
to the “middle market” user. But you have to dig through those decks to consoli-
date an understanding after picking through all the redundant and irrelevant
stuff. It is often easier to just go and re-research the middle market.

But what if a good part of what you did as a UX specialist was to build a shared,
enterprise-wide model? What if the objects that you created and refined could
be used again and again? An individual practitioner working on UX design can
not compete with an enterprise approach. Is the resulting model of the ecosys-
tems, projects, designs, methods, and standards valuable? | think so. It becomes
core intellectual property for your organization. The UX team becomes core to
the organization.

Marketing teams are essential because they soon hold a powerful model of
customer wants. They understand what people are likely to buy. But think of the
value of a UX model of customer characteristics, sufficient to guide the actual
design of new offerings!

The Problem of Programmers that create objects must work hard. But they know that each object
Effort is leveraged many times, so it is worthwhile.

| remember staying up nights trying to figure out how UX staff might not have to
work so hard. Then | realized how we do things. When | am first told | am design-
ing for an insurance underwriter in Johannesburg, | don’'t ask to be told all about
those underwriters. | say, “I've designed for underwriters in New York. How are
South African Underwriters different?” This saves time. | might even say, “I also
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The Problem of
Linkage

know South African cultural characteristics already.” I start with what | know.
So in our enterprise approach to UX we made everything work that way. You
never build anything from scratch. You copy something close and just tweak it.

Now it's obvious, especially when an organization is new, that there might not
be a big library of things that are close to what you need. You might not have a
good generic South African. You might not have an Underwriter. So we built a
library of generic objects, including user types, methods, environments, and
artifacts.

We also realized that sometimes there is not time to pull everything about a user
together by hand—even with a good starting point. So we built an automated
system where we can send out a survey (we use UserZzoom™ as our research
tool) and programmatically build a user profile based on the responses. Now it’s
a snap to get a user profile based on actual data.

| spent even more nights worrying about how to link up the different UX objects.
If you have to link each object to every related object, you won't do much else.
But it is IMPORTANT. We realized it needs to be in a relational database. For
example, you might need to know...

\%

What tasks does a doctor do in an x-ray room?
(Given User and Environment, which Scenarios)

> What high-level design work have we done for high-net worth customers?
(Given Method, which Users and Projects?)

> If you change the wizard screen standard, which users will be impacted?
(Given Wizard, which Users?)

> Or from a recent project, given a user (or set of users), which seducible
moments are there during their everyday banking?
(Given User and the seducible moment Need, which Scenarios?)
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So how can you link everything without having a full time librarian? We made it
easy. Just dropping a small linking stamp into a project links everything automat-
ically (because the project tool scans for the stamp barcode).

Entrepreneur

Individual with
agagressively growing
small to medium
business

DEMO-LZZ

U¥ Enterprise™ Stamp

But the serious interlinkages were only solved once we sorted out that every-
thing really links through scenarios (patient applied for this process). Once you
know you are calibrating an x-ray machine you know where it is (the x-ray room),
who else is there, what artifacts are used, etc.
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What Is It LIKE? Working with object-oriented UX is different. It is absolutely a game changer. It
takes some time and discipline to create the first objects. Then that gets easier.
And the work is way easier. A screener is two clicks. Knowing the scenarios a user
completes is one click.

N N: Selecting i N N: T: Personal Ir
L ur Banking

N
N " & banking featu
"

Knowing EVERYTHING in a user’é ééééyétem is one click!

I've found that synergies pop up as the project work organically builds up a
model. This often means you can skip the data gathering (saving maybe 35% of a
typical structural project). Or do data gathering, building on previous work and
answering interesting questions. | guess this is really the definition of mature UX
work. It’s not having hundreds of practitioners (although that can be good). It is
object-oriented UX design.

Can You Do It? In a decade we will look back with horror at the days when UX work just created
flat papers and slide shows. But now is the time for the more advanced organiza-
tions to step up and start that transition. You can do it. And we have that UX
workstation in place and ready.

For a year, we have used UX Enterprise™ 5.0—and now 6.0—among ourselves and

with some of our closest clients. Now, for a few grand to setup, and as little as a
grand a month, you can try it too.
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Learn More HFI website

> www.humanfactors.com/tools/UXE.asp

Drop us an email
> hfi@humanfactors.com

Call us
> USA
800 242 4480

> India
91 22 4017 0400

> Europe
+44 (0)207 290 3430
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About Dr. Schaffer

Eric Schaffer, Ph.D., CUA, CPE
Founder and CEO
Human Factors International

Dr. Eric Schaffer is the founder and CEO of Human Factors International, Inc. (HFI). In
the last quarter century, he has become known as the visionary who recognized that
usability would be the driving force in the "Third Wave of the Information Age," fol-
lowing both hardware and software as the previous key differentiators. Like Gordon
Moore's insight that processor power would double every 18 months, Dr. Schaffer
foresaw that the most profound impact on corporate computing would be a positive
online user experience—the ability for a user to get the job done efficiently, easily,
and without frustration.

Dr. Schaffer's book Institutionalization of Usability: A Step-by-Step Guide provides a
roadmap for companies to follow in order to make usability a systematic, routine
practice throughout their organization.

Dr. Schaffer also co-developed The HFI Framework™. This methodology, which is 1SO-
certifiable, is based on principles drawn from human-computer interaction, ergonom-
ics, psychology and marketing.

Dr. Schaffer has completed projects for more than 100 Fortune 500 clients, providing
user experience design consulting and training. He has extensive experience in the
financial, insurance, manufacturing, government, healthcare, and telecommunica-
tions industries.

Dr. Schaffer is a member of the Human Factors and Ergonomics Society and a
Certified Professional Ergonomist.
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