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Traditional Business Case...
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For every customer who bothers to complain, 26 other customers remain silent.

It takes 12 positive experiences to make up for one unresolved negative

Americans tell an average of 9 people about good experiences, and tell 16

(nearly two times more) people about poor experiences.
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But the C-Suite is Accountable for







2 You Must Prove ROI for ME!
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Why is UCD Critical to GEHC’s Success?

Traditional Approach

Technology driven

Component focus

Limited multidisciplinary cooperation
No specialization in user experience
Some competitive focus
Development prior to user validation

Product defect view of quality

UCD Approach

User driven

Solutions focus

Multidisciplinary teamwork
Specialization in user experience
Focus on competition

Develop only user validated designs

User view of quality

13/
Design for Usalility Workshop /
3/10/2005
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) Are You UX'd?

1, o What is UX Design?
o 2 * A brief history of user experience design ~ UX defined
1 A and demonstrated — why UX is mission-critical

The Chasm
* The mythical "user” - closing the chasm between what
people know and need to know to get results

Governing Dynamics
« A model of human-technology collaboration — designing
the “user component” in the system

Research
Start of class exercise: mapping the user experience of
reserving a conference room
Analysis
« Exercise continued: finding pain points, moments of
truth, and road blocks in the user experience

Design
» Conclusion of the exercise: redesigning the user
experience to ensure user success and delight
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Stop Usmg the "U" Word




Vision Prototypes

Ken Schneider

Profile
Deputy Superintendentfor Curriculum and Instrustion
Long career as a teacher, then curriculum director
Works in a major urban district

Leads a small staff of specialists

Primary Goals
Meeting district accountabiliy standards.
Connecting individual teachers, schools, and the district.
Making sense of a number of data sources.
Making good buying decisions for the district.

Showing administrators that the decisions I've made we smart.




Ision Prototypes

Administrator Ken Schneider

School starts next month. Time to set up the Edmentum
Outcomes Platform for the school year.
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Vision Prototypes

egdmentum Administrator

Sync complete!

> Schools
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Vision Prototypes




Vision Prototypes

Teacher ) Lisa Sandy

Profile

* Middle school math teacher
* Teaching for 8 years

e A large classroom: 34 Kids

* Comfortable with technology, but as a consumer, not an engineer.

Primary Goals
e Little daily victories: they are motivating.
* Meeting each students academic and emotional needs.
Getting my kids to pass those state assessments
Communicating progress and growth, to parents, kids, administration.

Truly engaging these kids




You Must Prove ROI for ME!
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The Wizard of OZ Challenge
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Teacher Page

Benchmarking

Teacher Toolkit

Custom Material

Before

y Builda T
, Create

y Custom Material

JOHN BOWIE TRIAL SCHOOL

Thursday, November 6, 2014

Contact Seehive

gnment

VI BRI EU I EPDOTLS () ITUESIDDUNESTIEPSTTOL

3rd Grade Math v
You currently do not have any emailed reports scheduled.

5 t 1ed " Alverez, Maria
0 set up your emailed reports: : !
Py ' Swint, Alexis
1. Go to School Reports.
2. Generate a report.

3. Click "Automatically Email Report”icon lf_J ).

FEQCTIETSISOUTIGE () ANNOUNCETENTS

or using Study Island

10 Swint, Alexis
1 Alverez, Maria




Track Standards Mastery with
Edmentum™ Sensei™ for Study Island

Edmentum Sensei is an unprecedented way for you to seamlessly access and interact with data
and it will be included with all Study Island subscnptions this coming winter. Through Edmentum
Sensei, data-rich analytics come to life via intuitive charts, graphs, and visual cues

Assignments

Program Mastery

Standards Mastery

Performance Trends
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...but it's not rocket science!”
(maybe it is)
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C rporate Ih'nmun System







| want to control
compiler behavior,
but | don’'t have
time to read the
*%%$! manual.

Zach Ephron
Software Engineer

Fortran SmartOptions
(1989)

[™ Fortran Smart Options

I Changing default type sizes.__.
I Changing structure and vanable alignments.__.

I Complying with standards. ..

I Debugging...

I Profiling performance. _.

$ £77 -ArMnSh prog.f

I Optimizing performance. ..

I Generating listings and cross-references. .

| Configuring compiler processes and tables. .

I Linking...

Compiler Command:

I Maintaining compatibility with other platforms._.









Myth: UX is a Separate Process
Owned by a Separate Team
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In-Product Sup

Step-by-Step Guidance
‘—" 6 A series of steps shown in interactive tip-balloons
/ overlaid on the screen to give simple and
0_, o straightforward directions to help users through a i
process. e

VT

On-Demand Resources

Centralized menu to easily access resources.
Users have all the necessary tools at their
fingertips.

Learn & Support
A portal to access resources, such as, videos,
PDFs, the User Guide, and Customer Support
contact information.

In-Product Alerts & Feedback

Featured text that draw attention to an important
message or announcement. Feedback from users
is collected to enhance/understand the customer
experience.




Applying the
Principles:
Pursue a

Breakthrough
Project...







Baseline UX Maturity

The UX-Maturity Model

The UX-maturity model provides a framework to assess each organization's UX-related strengths and weaknesses. We
can use that assessment to determine which of the 6 stages an organization currently occupies. Further, this model

provides insights about how an organization can increase its UX maturity.
The 6 stages of UX maturity are:

. Absent: UX is ignored or nonexistent.

. Limited: UX work is rare, done haphazardly, and lacking importance.

. Emergent: The UX work is functional and promising but done inconsistently and inefficiently,
Structured: The organization has semisystematic UX-related methodology that is widespread, but with varying
degrees of effectiveness and efficiency
Integrated: UX work is comprehensive, effective, and pervasive.

6. User-driven: Dedication to UX at all levels leads to deep insights and exceptional user-centered-design outcomes.

Stages of
UX Maturity 1)

. User-driven
..oo@.oi°°. Integl’atEd

Structured « Beloved
« Reproducible

Em ergent » Comprehensive « Habitual

» Pervasive
» Universal

0.......9°

Limited ————— Partly

systematic
Variably
effective

Absent « Functional and
promising

» Inconsistent

« Inefficient

» Uneven
« Haphazard

* Ignored
« Aspirational

* Nonexistent
* Undiscovered




After One Week of Training...

User-Driven Project

ll | have to choose ADMINISTRATION, choose CLASS, choose
STUDENT...

It just seems likes its longer and convoluted than it needs to be.

| just want to be able to click on a student and have a choice of things |
can do with that student.

>

| can edit the student,

| can delete the student.
| can manage the student’s hours or whatever.

That's just an idea.

She just told us just last week how to do this.

And then it comes time a few days later to actually do it and we're
both like: Phhhhttt! It's gone.

That's why we’re having this meeting to write some notes down. ”
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UX Analysis




John Bowie School District 25 [ Ascount Ot ¥

@ @ Welcome. John

Repor\s Communication t;aﬁon

7~ \\ /

0 unread notifications

e

0 unread messages




Give the Teacher What She Asked For

My World Design

Edmentum’s product suite must be
a reflection of the educator’s world!




Edmentum Sensei

. Edmentum: .

1

o} {gensel

Assigned Curriculum

All v

My Groups

None Selected v

B Locked In-Progress
Module Completed

A nactivity

@ Online Now

Sort b"y’

Edmentum Assessmenis

Grade Tracker

Plato Courseware

Students totar 15

Manage Groups

Ge

0
{(

Legend

A 'nactivity

= Message =

Mod. Complete B Locked In-Progress

John Bowie (jbowie)
Last login: August 22, 08:47am
Duration: 1 min

Last GCﬁVifY! Whot Is Biclo ay e

A

Kevin Lee (klee)
Last login: May 21, 09:03am
Duration: 1 min

Last activity: Supplemental Content

Jennifer Lanigan (jlani...

Last login: February 24, 07:3%am

n*ip

Durafion: Thr |
Last activity: Unit 3: Prosperniy and

Q
3
-
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T
Q
(8]
1]
f
(8]
18]
0
=

Maria Alverez (mailver...

Last login: November 3, 12:35pm
Duratfion: 3 min

Last activity: What Is Biclogy®

Kim Charles (kcharles)
Last login: August 14
Durafion: 19 min
Last activity: Adcing Like Fractions

10:15am

VN

Jacqueline Mead (jm...
Last login: May 21, C$:01am
Durafion: 1 min

Last activity: Subtracting Monomials

James Smith (jsmith)
Last login: February 25 12:10pm
Durafion: C min

gl Last activity: Graophing Linear

Rachael Albert (ralberf)

~r

Last login: August 25
Duration: O min

10:55am

-~
-

Last activity: What is Biclogy®

YN

Ramon Gonzales (rgo...
Last login: May 21, 09:06am

Duration: 1 min

= -~ T~
Chemic...

A

Daniel Lewis (dlewis)

Last login: May 21, 09:00am
Duration: O min
Last activity: What s Biclogy?®

Alexis Swint (aswint)

Last login: January 31, 05:13am

Q

r\-ip

Durafion: Thr 1

Last activity: Unit 1: Relafionships

Last QCﬁV“’YZ Physical Chor,ge—i \V
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Measure Success: Release Previews







UX Maturity after Breakthrough Project

The UX-Maturity Model

The UX-maturity model provides a framework to assess each organization's UX-related strengths and weaknesses. We
can use that assessment to determine which of the 6 stages an organization currently occupies. Further, this model
provides insights about how an organization can increase its UX maturity.

The 6 stages of UX maturity are:

. Absent: UX is ignored or nonexistent.
. Limited: UX work is rare, done haphazardly, and lacking importance.
3. Emergent: The UX work is functional and promising but done inconsistently and inefficiently.
Structured: The organization has semisystematic UX-related methodology that is widespread, but with varying
degrees of effectiveness and efficiency
Integrated: UX work is comprehensive, effective, and pervasive.

6. User-driven: Dedication to UX at all levels leads to deep insights and exceptional user-centered-design outcomes.

Stages of
UX Maturity

e L e User-driven

oo Integrated

2
4
g

.* \‘ . .
e.”.. Structured * Beloved
0 eoe*®’ « Reproducible
L J

Pl ase
)
LS

Emergent » Comprehensive
» Pervasive
+ Universal

A5Fere « Habitual
Limited ——— * Partly

' systematic

Abdaiit Fund_'O“"’""d Variably
promising ffective

» Inconsistent ¢

« Inefficient

» Uneven
« Haphazard
« Aspirational

* Ignored
* Nonexistent
* Undiscovered
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John Scott Bowie / JUL 4, 2022 / 1 comment

Accelerating UX Maturity With A Breakthrough

Project

©J1 17 min read ¥ UX, Design, Workflow, User Research

W Share on Twitter, LinkedIn

. In this article, John Scott Bowie shares the story of 40 years of

attempts to advance corporate UX maturity that — after numerous initiatives with
marginal results — culminated in a breakthrough project that accelerated a
company’s UX maturity from “Emergent” to “User-Driven” in less than a year.

You can incrementally advance corporate UX maturity by conducting user
research, designing new features, and repairing existing ones while
emphasizing how your work improves the user experience. Experts agree
this approach is effective, but it may take long before the company truly
groks and values UX. To accelerate culture change, you must find and solve a
big unmet user need. But an innovative solution is not enough; you must
also successfullv naviegate UX politics to see vour nroiect throueh to

ABOUT THE AUTHOR

John is the author of Navigating the
Politics of UX, a compendium of
strategies and stories from his 40 years'
experience in UX. He has served as a UX

engineer, ... Mor
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Another Resource

» Youlube 24 hours of ux X BEGY L

Dispelling the Seven Deadly Myths of UX Design - John Bowie

175 views + Jul 1, 2022 @y 4 GPDISUKE ) SHARE 3 CUP =+ SAVE

24 Hours of UX
@ 1 2K subscribers SUBSCRIBED Q

SHOW MORE



NAVIGATING THE

POLITICS
or JX

STRATEGIES AND STORIES FROM
40 YEARS IN THE TRENCHES

oo [ RECRUITING ALLIES
N L) DISPELLING MyTHS

VOLUM

ME 1: PEOPLE

JOHN ScoTT BOWIE

Another Resource

NAVIGATING THE

POLITICS
or X

STRATEGIES AND STORIES FROM
10 YEARS IN THE TRENCHES

VOLUME 1: PEOPLE

JOHN SCOTT BOWIE




And Coming This Fall...

NAVIGATING THE

OF

STRATEGIES AND STORIES FROM
40 YEARS IN THE TRENCHES

VOLUME 2: OPERATIONS




Intra preneur.com ABOUTUS  RESOURCES  SERVICES CONTACT

Innovation for Resilience

https:/ /intrapreneur.com/the-
intrapreneurs-ten-
commandments/

The Intrapreneur’s Ten Commandments

1. Build your team, intrapreneuring is not a solo activity.

2. Share credit widely.

3. Ask for advice before you ask for resources.

4. Underpromise and overdeliver — publicity triggers the corporate immune system.

5. Do any job needed to make your dream work, regardless of your job description.

©. Remember it is easier to ask for forgiveness than for permission.

/. Keep the best interests of the company and its customers in mind, especially when you have to bend the rules or circumvent the bureaucracy.
8. Come to work each day willing to be fired.

9. Be true to your goals, but be realistic about how to achieve them.

10. Honor and educate your sponsors. G]_ff()]:'d Pl]_’]_ChOt III S



https://intrapreneur.com/the-intrapreneurs-ten-commandments/




Thank you!
—ann

' | -john@johnscottbowie.c-om



