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From	
  the	
  program:	
  Intro	
  
•  The	
  role	
  of	
  CIOs	
  and	
  the	
  focus	
  for	
  IT	
  leaders	
  is	
  constantly	
  

evolving.	
  	
  
•  In	
  2006,	
  it	
  was	
  about	
  Innova3on,	
  in	
  2009	
  is	
  was	
  about	
  

Collabora3on,	
  in	
  2011	
  it	
  was	
  Intelligence,	
  in	
  2014	
  it	
  was	
  
Customers.	
  	
  

•  In	
  2015:	
  Digital	
  Transforma3on.	
  	
  
•  Now	
  in	
  2016,	
  CIO	
  priori3es	
  includes	
  User	
  Experience.	
  
•  As	
  the	
  corporate	
  IT	
  mindset	
  for	
  User	
  Experience	
  evolves	
  

from	
  “Don’t	
  care”	
  to	
  “Mission	
  cri3cal”,	
  there	
  are	
  many	
  
paths,	
  steps	
  and	
  op3ons	
  along	
  the	
  way.	
  	
  

•  Keith	
  will	
  share	
  stories	
  and	
  examples	
  of	
  how	
  companies	
  
have	
  made	
  progress	
  along	
  their	
  journey	
  to	
  mission	
  cri3cal	
  
user	
  experiences.	
  	
  



From	
  the	
  program:	
  The	
  journey	
  
•  User	
  interface	
  design:	
  from	
  “lips3ck	
  on	
  a	
  pig”	
  to	
  guidelines	
  and	
  standards	
  

that	
  improve	
  usability,	
  reduce	
  costs,	
  and	
  increase	
  business	
  value	
  
•  Requirements	
  processes:	
  from	
  spreadsheets	
  of	
  features	
  to	
  priori3es	
  based	
  

on	
  deep	
  user	
  insights	
  
•  Project	
  management:	
  from	
  waterfall	
  management	
  focused	
  on	
  cost-­‐savings	
  

to	
  agile	
  &	
  itera3ve	
  design	
  and	
  development	
  focused	
  on	
  quality,	
  
hypothesis-­‐tes3ng	
  and	
  user	
  sa3sfac3on	
  

•  Governance:	
  from	
  chaos	
  and	
  technology-­‐driven	
  decision	
  making	
  to	
  
porRolios	
  of	
  projects	
  based	
  on	
  user	
  experience	
  (and	
  business	
  value)	
  
benefits	
  

	
  
Paths	
  to	
  mission	
  cri3cal	
  user	
  experiences	
  are	
  different	
  for	
  each	
  company:	
  
•  ask	
  ques3ons	
  to	
  understand	
  what	
  other	
  companies	
  have	
  done	
  
•  discuss	
  what	
  might	
  work	
  for	
  your	
  companies,	
  based	
  on	
  where	
  you	
  are	
  at	
  

in	
  terms	
  of	
  UX	
  maturity	
  and	
  what	
  your	
  goals	
  are	
  



Pause:	
  About	
  you	
  

•  What	
  made	
  you	
  decide	
  to	
  come	
  to	
  this	
  session?	
  
•  What	
  does	
  your	
  company	
  do?	
  What	
  is	
  your	
  
role?	
  

•  What	
  are	
  your	
  key	
  pain	
  points?	
  
•  What	
  do	
  you	
  want	
  to	
  get	
  out	
  of	
  this	
  session?	
  



A	
  likle	
  about	
  me	
  



Some	
  distrac3ons	
  before	
  we	
  begin	
  



Agenda	
  

•  How	
  did	
  we	
  get	
  here,	
  as	
  an	
  industry?	
  
•  What	
  do	
  we	
  mean	
  by	
  UX?	
  
•  What	
  are	
  the	
  stages	
  of	
  evolu3on?	
  
•  What	
  aspects	
  could	
  we	
  talk	
  about?	
  
– User	
  interface	
  design:	
  How	
  it	
  behaves	
  
– Requirements	
  process:	
  What	
  to	
  build	
  
– Project	
  management:	
  How	
  to	
  build	
  
– Governance:	
  How	
  to	
  make	
  decisions	
  



User	
  Interface	
  Design	
  

Lips3ck	
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  Value	
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Business	
  Benefits	
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How	
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   What	
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  build	
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How	
  did	
  we	
  get	
  here	
  (as	
  an	
  industry)?	
  

•  Steps	
  along	
  the	
  path	
  to	
  User	
  Experience	
  being	
  
important	
  to	
  IT	
  leaders….	
  



2006:	
  Innova3on	
  

hkps://www.researchgate.net/publica3on/229049272_IBM
%27s_global_CEO_report_2006_Business_model_innova3on_makers	
  

IBM's	
  2006	
  CEO	
  study	
  interviewed	
  leaders	
  from	
  around	
  the	
  world	
  on	
  the	
  subject	
  of	
  
innova3on.	
  	
  
	
  
One	
  key	
  finding	
  was	
  that	
  compe33ve	
  pressures	
  have	
  pushed	
  business	
  model	
  innova.on	
  
much	
  higher	
  than	
  expected	
  on	
  CEOs'	
  priority	
  lists.	
  
	
  
Business	
  leaders	
  are	
  seeking	
  and	
  finding	
  new	
  ways	
  to	
  adapt	
  their	
  business	
  models	
  to	
  
remain	
  compe33ve	
  in	
  their	
  current	
  industry	
  –	
  or	
  to	
  seek	
  growth	
  by	
  entering	
  new	
  
industries.	
  



2009:	
  Collabora3on	
  

hkp://public.dhe.ibm.com/common/ssi/ecm/ci/
en/cie03063usen/CIE03063USEN.PDF?	
  

We	
  found	
  that	
  successful	
  CIOs	
  blend	
  three	
  pairs	
  of	
  roles:	
  	
  
	
  
InsighRul	
  Visionary	
  and	
  Able	
  Pragma3st	
  
	
  
Savvy	
  Value	
  Creator	
  and	
  Relentless	
  Cost	
  Cuker	
  
	
  
Collabora.ve	
  Business	
  Leader	
  and	
  Inspiring	
  IT	
  Manager	
  



2011:	
  Intelligence	
  

hkp://www-­‐935.ibm.com/services/uk/cio/pdf/
the_intelligent_cio_summary_report.pdf	
  

With	
  technology	
  a	
  cri3cal	
  enabler	
  of	
  business	
  success,	
  what	
  can	
  CIOs	
  do	
  to	
  capture	
  
insights	
  and	
  enable	
  integra3on	
  –	
  at	
  a	
  3me	
  when	
  they	
  must	
  also	
  balance	
  pressures	
  to	
  
cut	
  costs	
  against	
  demands	
  to	
  improve	
  delivery?	
  



2014:	
  Customers	
  

hkp://public.dhe.ibm.com/common/ssi/ecm/gb/en/gbe03580usen/GBE03580USEN.PDF?	
  

So	
  how	
  do	
  CIOs	
  propose	
  to	
  reposi3on	
  the	
  IT	
  func3on?	
  By	
  spending	
  more	
  3me	
  on	
  customer-­‐	
  
related	
  ac3vi3es.	
  
	
  
Nearly	
  two-­‐thirds	
  of	
  those	
  we	
  spoke	
  with	
  intend	
  to	
  focus	
  more	
  heavily	
  on	
  improving	
  the	
  
customer	
  experience.	
  
	
  
More	
  than	
  four-­‐fiths	
  of	
  CIOs	
  are	
  shiting	
  gears	
  –	
  from	
  the	
  back	
  office	
  to	
  the	
  front	
  office,	
  
where	
  marke3ng,	
  sales	
  and	
  customer	
  services	
  managers	
  work	
  to	
  find,	
  win	
  and	
  retain	
  
customers.	
  	
  



2015:	
  Digital	
  Transforma3on	
  

CIO	
  Relevance	
  in	
  a	
  Digital	
  Era	
  
hkp://www.slideshare.net/mkrigsman/cio-­‐relevance-­‐in-­‐a-­‐digital-­‐world	
  



2015:	
  Digital	
  Transforma3on	
  

CIO	
  Relevance	
  in	
  a	
  Digital	
  Era	
  
hkp://www.slideshare.net/mkrigsman/cio-­‐relevance-­‐in-­‐a-­‐digital-­‐world	
  



Among	
  [the	
  20	
  CIOs]	
  
priori3es:	
  
	
  
Improve	
  user	
  experience	
  for	
  
both	
  customers	
  and	
  IT.	
  	
  
	
  
“User	
  experience	
  is	
  the	
  
number	
  one	
  priority	
  for	
  the	
  
technology	
  side	
  of	
  [my	
  job].	
  
It	
  has	
  to	
  be	
  good,	
  if	
  not	
  
perfect,	
  to	
  make	
  sure	
  they	
  
don’t	
  have	
  a	
  bad	
  experience	
  
based	
  on	
  the	
  technology.”	
  	
  

hkp://blogs.wsj.com/cio/2015/12/21/user-­‐experience-­‐talent-­‐and-­‐analy3cs-­‐among-­‐cio-­‐priori3es-­‐for-­‐2016/	
  



2016:	
  Design	
  In	
  Tech	
  

hkp://www.kpcb.com/blog/design-­‐in-­‐tech-­‐report-­‐2016	
  



2016:	
  Design	
  In	
  Tech	
  

hkp://www.kpcb.com/blog/design-­‐in-­‐tech-­‐report-­‐2016	
  



cio-­‐tomorrow.com	
  



Recap:	
  The	
  path	
  to	
  Mission	
  Cri3cal	
  
User	
  Experiences	
  for	
  the	
  IT	
  Industry	
  

•  The	
  C-­‐level	
  mandates	
  
–  Innova3on	
  (not	
  just	
  cost	
  reduc3on)	
  
–  Collabora3on	
  (across	
  the	
  enterprise)	
  
–  Intelligence	
  (insights	
  based	
  on	
  data)	
  
–  Customers	
  (“front	
  office”	
  customer	
  experience)	
  
– Digital	
  Transforma3on	
  (consumeriza3on	
  of	
  tech)	
  
– User	
  Experience	
  (&	
  Talent	
  &	
  Analy3cs)	
  

•  The	
  Design-­‐in-­‐Tech	
  POV	
  
–  “Good	
  design	
  is	
  good	
  business”	
  
– Design	
  as	
  execu3ve	
  priority	
  



BTW,	
  What	
  is	
  UX?	
  
"User	
  experience"	
  encompasses	
  all	
  
aspects	
  of	
  the	
  end-­‐user's	
  interac3on	
  
with	
  the	
  company,	
  its	
  services,	
  and	
  
its	
  products.	
  -­‐	
  NNGroup	
  

Peter	
  Morville	
  

UXnet	
  



Pause:	
  Discussion	
  

•  What	
  do	
  you	
  think?	
  
•  What	
  keeps	
  you	
  up	
  at	
  night?	
  
•  What	
  trends	
  are	
  you	
  seeing?	
  Do	
  they	
  include	
  
User	
  Experience	
  and/or	
  Design?	
  

•  Where	
  does	
  User	
  Experience	
  fit	
  into	
  your	
  
budget,	
  planning,	
  project	
  management,	
  hiring,	
  
opera3ons,	
  etc.?	
  



Based	
  on	
  the	
  industry	
  trend	
  towards	
  
mission	
  cri3cal	
  user	
  experiences…	
  

•  How	
  is	
  your	
  company	
  dealing	
  with	
  it,	
  
changing,	
  evolving,	
  experimen3ng,	
  ….	
  



Don’t	
  Care	
  
	
  
Important,	
  But…	
  
	
  
Mission	
  Cri3cal	
  



UX	
  is	
  Important,	
  But…	
  
•  Delivering	
  on	
  3me	
  and	
  on	
  budget	
  are	
  s3ll	
  more	
  important	
  (than	
  

quality)	
  
•  We	
  are	
  not	
  going	
  to	
  change	
  our	
  culture,	
  process,	
  budgets,	
  decision-­‐

making	
  or	
  anything	
  else	
  that	
  makers	
  
•  Our	
  execu3ve	
  sponsor	
  s3ll	
  wants	
  it	
  her	
  way	
  no	
  maker	
  what	
  the	
  

user	
  research	
  says	
  
•  That	
  aspect	
  of	
  the	
  experience	
  is	
  owned	
  by	
  Marke3ng/

Communica3ons/etc.	
  (and	
  we	
  are	
  just	
  IT)	
  
•  That	
  aspect	
  of	
  the	
  experience	
  is	
  owned	
  by	
  IT	
  (and	
  we	
  are	
  just	
  

Marke3ng/Communica3ons/etc.)	
  
•  You	
  have	
  to	
  convince	
  the	
  project	
  manager	
  if	
  you	
  want	
  do	
  usability	
  

tes3ng	
  
•  We	
  can	
  just	
  copy	
  every	
  one	
  else	
  
•  We	
  have	
  no	
  idea	
  what	
  it	
  means	
  



Don’t	
  Care	
  
	
  
	
  
Important,	
  But…	
  
	
  
	
  
Mission	
  Cri3cal	
  

User	
  Interface	
  Design	
  

Lips3ck	
  on	
  a	
  Pig	
  

UI	
  Specs:	
  Usable,	
  
Cost-­‐effec3ve,	
  
Business	
  Value	
  



User	
  Interface	
  Design	
  

Lips3ck	
  on	
  a	
  Pig	
   Spreadsheets	
  of	
  
Features	
  

Waterfall:	
  Dates	
  &	
  
Costs	
   Tech-­‐driven	
  Decisions	
  

UI	
  Specs:	
  Usable,	
  Low	
  
Cost,	
  Biz	
  Value	
  

Priori3es:	
  Deep	
  User	
  
Insights	
  

Itera3ve:	
  Quality,	
  
Learning,	
  Sa3sfac3on	
  

PorRolios:	
  User	
  &	
  
Business	
  Benefits	
  

Requirements	
  
Process	
   Project	
  Management	
   Governance	
  

How	
  it	
  behaves	
   What	
  to	
  build	
   How	
  to	
  build	
   How	
  to	
  make	
  
decisions	
  



User	
  Interface	
  Design	
  (how	
  it	
  behaves)	
  

Mission	
  Cri3cal	
  

Important,	
  But…	
  
Don’t	
  Care	
  	
  Sotware	
  

Developer	
  

Front	
  End	
  
Developer	
  

Front	
  End	
  
Designer	
  

UI,	
  Interac3on	
  
Designer	
  

UX	
  Strategist	
  

UI	
  Roles	
  
“Just	
  make	
  it	
  

preky”	
  

(External)	
  
Agency	
  PDFs	
  

(Internal)	
  
Design	
  Zealot	
  

Outsourced	
  UI,	
  
marke3ng,	
  …	
  

Design-­‐lead	
  Role	
  
but	
  no	
  Authority	
  

Published	
  UI	
  Specs	
  
+	
  more	
  

Project	
  ROI	
  
UI	
  +	
  Branding	
  +	
  

Code	
  +	
  …	
  

Cross-­‐Channel	
  
Integra3on	
  

Collabora3on	
  &	
  
Community	
  

Pervasive	
  	
  
Business	
  Value	
  



Requirements	
  Process	
  (what	
  to	
  build)	
  

Mission	
  Cri3cal	
  

Important,	
  But…	
  
Don’t	
  Care	
  Spreadsheets	
  of	
  

Features	
  

User	
  Insights	
  =	
  
Priori3es	
  

Spreadsheets	
  +	
  
Design	
  Concepts	
  

Design	
  Concepts	
  as	
  
Default	
  Spec	
  

User	
  Research	
  
Program	
  

Project-­‐based	
  
User	
  Research	
  



Mission	
  Cri3cal	
  

Important,	
  But…	
  
Don’t	
  Care	
  

Project	
  Management	
  (how	
  to	
  build)	
  
Waterfall:	
  Dates	
  &	
  

Costs	
  

Iterate:	
  Quality,	
  
Learning,	
  User	
  Sat	
  

Waterfall:	
  Design	
  &	
  
Quality	
  

(True)	
  Agile	
  
Development	
  

Agile	
  User-­‐
Centered	
  Design	
  

Agile	
  Gone	
  Wrong	
  

Execu3ve	
  “Design	
  
Thinking”	
  

	
  UX	
  Implied	
  in	
  
Projects	
  

User	
  Interface	
  
Projects	
  

UX	
  
Projects	
  

UX	
  Explicit	
  in	
  
Projects	
  

Project	
  Types	
  



Governance	
  (decision	
  making)	
  

Mission	
  Cri3cal	
  

Important,	
  But…	
  
Don’t	
  Care	
  Chaos	
  

PorRolios:	
  UX	
  &	
  
Business	
  Benefits	
  

Cut-­‐throat	
  
Power	
  Plays	
  

Tech-­‐driven	
  
Decision	
  Making	
  

UX	
  Governance	
   Digital	
  Governance	
  

Research-­‐	
  &	
  Data-­‐
based	
  Governance	
  



Thanks!	
  Stay	
  in	
  touch!	
  

•  instone.org/ux-­‐mission-­‐cri3cal	
  
•  instone@trep.org	
  
•  @keithinstone	
  
•  Also,	
  check	
  out	
  Tech	
  Toledo	
  


