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Ran der relationship between that conference (which we

STUDIO

<.

"User Experience" Practice, Management, & Organizational Strategy

RIANDER BLOG

"Designing in hostile territory”

In this blog, I've repeatedly referenced the frustrations user experience
personnel often experience in their workplaces (see, for example,
"Borrowing from the field of child development").

The title of a BusinessWeek article by Roger Martin, Dean of the
Rotman School of Management at the University of Toronto, nicely

describes what this can feel like: "Designing in Hostile T

In that article and in other articles, Roger does a great job of explaining

why business is so hostile to design, and why that needs to change.

Roger spoke about aspects of this at the recent
CONNECTING 07 World Design Congress in
San Francisco. Jon Kolko and I refer to some of
what he said at that conference in “interactions
cafe," an article to appear next month that
presents some of our thoughts about the

both attended) and contents of our first issue of

nacazino Hora T ovtond that

Subscribe via I{,\\rj
Atom site f
Categ tR
Riander website
Linkedm profile
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Lants Crat
uextension
in Silicon Va

Managing User Experience Groups

6 consecutive Wednesday evenings
October 11 - November 15, 2006, 6:30-9:30pm
UCSC Extension Silicon Valley Campus, Cupertino CA

Moving User Experience into a Position of Greater Corporate Influence

Why is it that at a time when user experience (UX)
expertise is in high demand, countless UX

How would you rate this class topic?
(5 votes, average: 4.8 out of 5)

Sept
8
Saturday, September 8, 9am-2pm
With a one-hour break for lunch

Tuition: Special short notice price: $150
Register

University Settlement
273 Bowery @ Houston [map] [subway directions]

Who would benefit?
This warkshan is intended far anvane wha wants ta
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Richard I Anderson
Riander
San Rafael, CA USA

Jeremy Ashley
Oracle
Redwood Shores, CA USA

Justin Miller
eBay
Bern, Switzerland

Jim Nieters
Cisco
San Jose, CA USA

Moving UX into a Position of Corporate
Influence: Whose Advice Really Works?

Shauna Sampson Eves
Blue Shield of California
San Francisco, CA USA

Manfred Tscheligi
CURE

Wien, Austria
standing in for
Tobias Herrmann
mobilkom austria
Wien, Austria

Secil Tabli Watson
Wells Fargo
San Francisco, CA U

Abstract

Professionals working to move user experience (UX) into
a position of corporate influence are impeded by
conflicting recommendations, including those regarding
the roles of documenting and evangelizing UX work,
ownership of UX, organizational positioning, calculating
return on investment, and conducting "ethnographic”
research. In this interactive session, a group of senior
UX management personnel who have moved UX into
positions of rapidly increasing influence in their varied
places of work debate their different perspectives and
approaches to help resolve conflicting recommendations
and generate some new and improved guidance.

Keywords
User experience, management, organizations, user-
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UExtenslon
In Silicon Valldy

User Experience Managers and Executives Speak

7 consecutive Wednesday evenings
February 13 - March 26, 2008, 6:30-9:30pm

UCSC Extension Silicon Valley Campus, Cupertino CA

ram.
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...product management doesn't build or design products: their

Rander

and code quality, with a wide range of specialties (architecture,
code design, QA, and release management, to name a few).
Product marketers take clear ownership of marketing
communications and product campaigns, keeping the pulse of
the marketplace, and trying to detect what it will buy.
Therefore, it's only logical that human-computer interaction
professionals take ownership of the user experience. We are,
after all, user experience experts, despite the fact that we
depend on other development participants to meet user and
business needs."

Arnowitz, J. & Dykstra-Erickson, E., It’s
mine..., interactions, May+June 2005
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"...product management doesn't build or design products: their
job is to own product vision and strategy (naturally with the
other stakeholders' input). Engineers own code development
and code quallty with a wide range of specialties (architecture,

Product marketers take clear ownership of marketing
communications and product campaigns, keeping the pulse of
the marketplace and trylng to detect what it will buy.
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“Why should any particular organization own
it? The company should own it. ... | think a
successful company is one where everybody
owns the same mission. Out of necessity, we
divide ourselves up into discipline groups. But
the goal when you are actually doing the work
is to somehow forget what discipline group you
are in and come together. So in that sense,
nobody should own user experience;
everybody should own it.”

OPINION | THE WAY | SEE IT
interactions magazine st N MM B
Richard interviewing Don Norman,

Stanford University, October 2004
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The Business of Customer Experience:
Lessons Learned at Wells Fargo

Secll Watson
SVP, Channel Strategy | Secil. Watson@wellsfargo.com

“We want to make customer experience
everyone’s business by making the process of
creating experience intuitive and repeatable.”
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The Business of Customer Experience:
Lessons Learned at Wells Fargo

Secll Watson
SVP, Channel Strategy | Secil. Watson@wellsfargo.com

What Did it Take to Affect Change?

User-Centered Neaion (TTCND) meth-

adoloov w project by project, we dramatlcally
changed the culture and language g
our group. Now product managers
demand that we include the cus-
tomer in every step of our product managers lead and the project man-

We saw our role as that of

facilitator. Undeniably, in our

agers get things done. The value
proposition of our customer-expe-

rience team is to provide timely,
a2 hand in shanino our customers’ relevant insichts and exnertise for
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the first issue

E1 January, 1994
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Ed In This Issue:

Issue Features

A wimp no more: the maturing of user interface engineering
Bill Curtis, Bill Hefley

A conversation with Brenda Laurel
Karen Frenkel

A discipline of software architecture
Peter J. Denning, Pamela A. Dargan

Challenges of HCI design and implementation
Brad Myers

Making it Macintosh: designing the message when the message is

design
Lauralee Alben, Jim Faris, Harry Saddler

Metaphor mavhem: mismanaging expectation and surprise
Aaron Marcus

The world is not a desktop
Marc Weiser

Twenty-two tips for a happier. healthier prototype
James Rudd, Scott Isensee
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before the first issue
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STATUS REPORT ON THE USER INTERFACE MAGAZINE

BRAD A. MYERS

BEGINNINGS

T May 1985, he SIGCHT
Pubticasions

‘et e ccsaed a frml praposal ot ot he
ngzarice. Mhe 148 4oy w0 seat 2o ACM hewdgy Ters nnd re
ACM Publicacons Bz in May 1950. Toe ropost] salld o

1y 1992, zilh o el for

T SIGC] Fons Comai i :
-5, 1939 1], Te comanive recccamended the toundng of # 50

terfoos disign wid uplemuentaion,

< p e

. Also, he proyasal eelled ar 2 full-lue

el 2 asd an i, =
.

Twiok ta i s midely
ibaned by slscogic mil, ng apperded ia the SIGCHI
71 Tn eaperse 10 fhis, o oosinos o e of <cers of
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in News Vark inencet wth ACM e sl

anpa, i several Ip- A, socne:

Willam Gru e 3

peap
magizinz.

AL CAI'S canfercine i

Jeard,
T reanlts of <h moeting were highly praithvs: Towas sepected
Unt ACH ia va interesiec n roceedicg Wit s argaziue, and
st ACH o 225 cagerlenced peopse sespecaible tar
iy publat

% : b il s
5.coamétes 1o avtigate urther Ths cecam:es s iEnzins e to repime bdges ind
nrkesing pata b e on our iscissions- Afer 5 poioh, nc
Camsgie Mellan University 8 e agazine, v
Wyens, Cumegie Ml Uty W CouremaE on etz 4 ecsonable budge
QB 30w, ACM st Mars Massdlbeun,
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et Sheideanun, Veiverlty of arylanc
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perspectives

Looking for the Bright Side of User Interface Agents

Ben Shneiderman User interface agents offer exc

new opportunities, but progress would be gr

L HE

‘goals and terms were clari

INGREDIENTS OF CHIKIDS:

Education, Technology

and Fun Outside
the Classroom

- - e
X S e

7 Seprember + Octaber 1903 @ vivmeixs @

intera

A BOLTMAM AMD ALLISON DRUIN

in about CHikids. In past issues of interactions, we have highlightd the
that continue to make CHIkids exciting—the amazing kids, the untiring
| arge amount of don|
annual CHI conferer
v adutt faciitaters. TH
has meant to them. ||
" This year, many of
Ve o konger questiol
ow ask ourselves—|

2

User Interfaces

summartzes ey wiew on the relatianshitp
botweoen product, user/ownse and situs-
tan.

attractian, and eenctians are
insoparsble from particular sthustions.
Undarlying nwods are stble. A particulir
product can be peecatved as wable, that
15, good for mi ooy no matter
what the situation. Nevertheless,
whether usability 15 valued largely
depends cn the particularties of the sits-
attan. Potential fulélment of needs pro-
‘motes appeal and emotians. Accordingly,
destgnars ey focus oo signaling fulfll
‘ment of nosds rathar than “designing foc
emoticas.”

To favee a more untfied, Integrative
approsch to human-computer relation-

shups 15 a worthwhila endeavee So far,
this has been well ecetved by the HCT
commurity. But now, moee thearetical,
empirical, mothodological and practical

- im

bo tound. | franc s Ene
stabll, but thetr rokvance and (Ut 3 ovey . Comm & Caten ik T, SC0SEhING mow: Tn gentlar forms 1t can
emoticas are fuud and festing, igure ] memean e

s

Designing
for Fun: How
(an We Design

dy shows, listsning to usic perkrmanc-
@, ar watching movies. Foe ma, fun 15
clten sochl: attending partis, tradingsto-
rios, o mwsting compelling personalitios.

Al theso ecamplos could be ealled
fun-in-dotng. Another kind of fun 15
‘moars tranquil and calm. Itis about rolax.
Ing Ttis not tied 1o actian ar goals, but to
absance of acticn ar goals. W all nosd
oo mixture of these two kinds of fun,
but I'll focus on fun-tn-doing rather than
funtn-nct-doi

These descriptios of fun-tn-deing

User Inter”
to Be Mor,

By Ben Sheiderma
University of Maryla
ben@cs.umd.edu

Designing fo
Funfllod axpectances |
Mberating—they maks )
are a bruak from the ard
satisfying foslings of pl
and mind.

Joyful sensatices oft|
physical actvites such 3
recreation, or sparte—j
danang & fun, skiing
tiod to mental chullenge

Parersceions ¢ s

With and Without an Overview

By Kasper Hornbask, Benjamin B. Bederson, and Catherine Plaisant

-
orgipubsontortsjournalatochi

have shown that overviews can make users more cfficint

and necworks commonly corsist of thousands or mil-

liocs of objects. Graphically displaying such infoema-
tion spaces and developing efficent ways of keting wsers
ineract with them are the ensin challenges of information
vislization

Cocedinatad oreniens and zocenable wer incerfaces
(ZUTs) are two promineo coneepts in information visual-

In‘anmnan spaces such 1s maps, deskaops, hisrachics,

and satisied. A zocemable user intecface organices informna-
tion in space and scale and wses oceming and panning
as its main interaction techniques. The reader may
find cxuples of ZUls in the coolkit Jux
(wwwcs.umd edutheiljms). Both orerviews and ZUls
have been used w display vy lage information spaces:
however, we do nee know much sbour the of

ation. U
deails of an informatica_space coocdinaed with an
averview of the entice information space. Experiment

ZUL: or wheth in 3 ZU1. Will users
Jose their orientation in ZUI? Will users recall moce
information after using a ZU1 with an overview? How do

febranry 2103

A Plac

Somewhere aver rhe reindo,
In & Newer Never Land,

Back bebind the Fouse at Pooh Corner,
Wiere ke the Wild Thing are,
There i a place called childbood.
This is s plsce where you can ea Green

ymd Ham.
36w cim meer Bi Bind or Donald Duck.

e called childhood

Today, children can inceract with characeers in
ancicnt fibles cc new original poetny. With
computer tools they can wander through ani-
mated reference materials chat exphiin the sci-
cotific priociples behind a zipper or a nuckar
ractor. With computer games they can go out
in space, back in time, o across the world and
Jearn facts abou science, history, and geogra-

oo =r—

This i mov  place where adusroum frec.  phy. Chikren can abo be authors of their own
This i  place where fimsapy can be s realiy,  multimedia experiences. They can creace dide

[ oms Fa plant, music
Thir i place which mow includes compurers.  ideos that animate the pars of the bodks or

2550

Human-Computer Interaction Lab

jander Symposium



VOLUME XV.2 | MARCH + APRIL 2008

interactions

EXPER'SNCES | PEOPLE | TECHNOLOGY

A Primer in Hand-Generated Sketching

Assecaion bor
Corgatng Madivey
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FUTURISM 3

iander

vop 7

& N

Story by Hugt

VOLUME FE | JANGAAY + PRRRUARY 300

interactions

EXPEIUENCES | PEOMLE | TECHNOLOGY

TOWARD A
MODEL OF
INNOVATION

interactions

experiences « people « technology

About the Magazine Staff Get Involved
Vision Editors and Columnists Wirite for interactions
History Advisory Board Subscribe to interactions

Advertise in interactions

Optimistic Futurism
Richard Seymour

Richard Seymour, co-founder of the well known product design futurism company
Seymourpowell, offers and demands both a rallying cry and a challenge. His topic
is the future, and his optimism is for our ability to positvely affect the culture and
society in which we live. As Seymour explains, Design is about making things
better for the world, and his challenge is aimed explicitely at practicioners of
interaction: what matters most is not how hard we work, but what we choose to
work hard on.

Click here to continue exploring "Optimistic Futurism".

Read

Current Issue
Archives

£l Also In this Issue:

Dancing in the Streets
Scott Palmer, Sita Popat

Designing from the Inside/Out

Laura Seargeant Richardson

Into the Groove: Lessons from the

Desktop Music Revolution
Dave Cronin

Merging Design. Business. and
Sustainability: The Designers Accord
Allison Arieff, Valerie Casey

'Volnme XV.3 May & June, 2008 *
Vo i

»Richard Anderson

4
> Jon Kolko
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“Who reads interactions
now? The believers, the
already committed. We

preach to ourselves. No

wonder the field has
minimal impact.”

Don Norman, January 2008
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EDITOR
Allison Druin

allisond@umiacs.umd.edu

My Father’s Kitchen Table

Allison Druln

University of Maryland, Human-Computer Interaction Lab | allisond@umiacs.umd.edu

One late night, 1 sat at my father's kitchen table
swapping "work stories.” [ told him about my never-
ending lab meetings and emails, and he told me
about his frequent fights with his computer. At 65,
my father is an active consultant to the plastics
industry, with a Ph.D. in chemical engineering and
a wall of awards that chronicle his busy career. Yet
despite all his success, what seemed to consume
him on this late night was, of all things, a wireless
mouse. His computer support consultant insisted it
was "the thing to have,” yet in a few short months
my father had knocked it on the floor countless
times, misplaced it twice, and finally broke it. A
wireless mouse was not the thing for my father. In
fact, he was quite furious at "this wandering mouse.”
While [ was trying to be sympathetic and support-
ive of my father's mouse adventures, 1 couldn't help
but let my mind wander to the children in my lab
who had redesigned numerous computer mice over
the years. In my early days as an academic, 1 would
work with five- and six-year-olds using paper, clay,
pipe-cleaners, and old socks to make "mice of the
future." My young design partners suggested every-
thing from tying small pillows on mice to imagining
computer mice that sprout wings, all to "keep their
mice safe from falling on the floor and breaking[1].
Little did these young designers know they were
envisioning solutions to my father's challenging
interactions with a wireless mouse. That night at the
kitchen table, 1 was struck by how similar the con-
cerns are of users at the extremes of life. Those peo-
ple who are at the beginning of their lives or those
who have experienced a great deal of life can be con-
cerned about their physical abilities, memory recall,

and how robust the technology really is. When we
can support the interactions of users that may have
special challenges (they can't spell "elephant.” can't
remember what button to press, or can't find the
mouse), we can better support all users from age
seven to age 77.

That is why when [ was asked to jump aboard this

new forum, [ was quite excited. This will be a place
to investigate the relationship between children,
teenagers, and older adults, and technologies they

interact with—from screen-based worlds to tangible/

ubiquitous computing. These interactions may take

place at home, in school, at work, or in public places.

What will be a critical part of this forum, no mat-
ter what the subject matter, is the respact we nead
to have for users of any age or life experience with
diverse dreams and needs.

Randy Pausch, in his profound talk this past
September at Carnegie Mellon University, pointad
out that "enabling the dreams of others" is some-
thing perhaps as important as achieving your own
dreams [2]. As interaction professionals, there is
nothing more important we can all do than under-
stand users' lifelong interactions between pecple
and their technologies, and support the opportuni-
ties for new dreams and possibilities for the future.
By giving ourselves the "permission to dream,” as
Randy explained, we can create the technologies

needed to support people's diverse lives. In the com-

ing months I hope this forum can explore such top-
ics as:

* Is Less More? Should we be creating more-sim-
plified technologies for children and older adults?
Will these simplifications help users to focus on the

|1 Drun, A, “Ths.

role el chicren Inthe
dedgn of naw 1echncl-
gy, Bshawow and
Mfzemanon Tecnokegy,
21, P01 (2002125,

12) Pauzch, . *Realy
achioving your chikd-
Fcod dreams,” from
hiz s mk pressmad

For tha Wdea mp
viceo geegle.com/
viccophyidockd=35242
1840001825020a N =00
For a rarscript ofhe
ek b iwww.es.omu.
“Ou/~pavschRanoy
pauschiastecrrsuan.
scrpepdt.
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putting people first

ressions

Interactions Magazine - first im
18 January 2008 Comment :

This morning | received a print copy of Interactions Magazine with the mail.

Wow.

It looks, feels, and reads exactly like a magazine for our profession should be. Why
did no one think of this before? It contains a lot of in-depth articles by people |

respect or others | am curious about. It is the ideal magazine to take with you and

TOWARD .. read on the road or on a couch.
MODEL OF

e gpression is that Richard Anderson and Jon Kolkg

#rtors-in-chief,

TS ECtive on the profession:
from the British Ellzabeth Churchlll to the Austrian Telecommunications Research

Center, and from Stefana Broadbent and Valerie Bauwens of Swisscom Innovations, to
South African Gary Marsden and the Beijing-based Gabriel White. | applaud this
commitment very much, especially since many USA-based blogs and publications do

not take this global view, or assume - wrongly - that the American view equals the
global view.

So bravo to the two editors in chief for the direction taken, and bravo to ACM, the
publishers, of providing them with this opportunity.
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thank you
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