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O v e r v ie w  o f p r e s e n t a t io n

• W h a t ’s  th e  p r o b le m ?

• U s a b i l i t y  –  w h a t is  i t?

• H o w  to  a c h ie v e  i t

• A  s t a n d a r d  a p p r o a c h

• R o le s  a n d  r e s p o n s ib i l i t ie s
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W h a t is  th e  p r o b le m ?

Dear CEO,

I use an IT system to do my job. However 
this IT system is very inefficient; it’s 
almost unusable. I don’t perform as I should 
and the IT system is the main cause.

I ask a better IT system or another job.

Sincerely,
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T h e  e le p h a n t in  th e  l iv in g  r o o m

E v e r  h a d  a  le t t e r  l ik e  t h is  f r o m  y o u r  e m p lo y e e ?

E m p lo y e e s  h a v e  le a r n e d  to  d o  a s  to ld  t o  t h e  b e s t o f t h e i r  
a b i l i t ie s . T h e y  d o n ’t e x p r e s s  t h is  k in d  o f f e e l in g s . U s e r s  
r ig h t f u l ly  d e m a n d  b e t t e r  t o o ls  t o  d o  th e i r  jo b s , e x c e p t i f t h e s e  
to o ls  a r e  IT  s y s t e m s . T h is  is  n o t r ig h t a n d  d o e s  n o t h e lp  t h e  
b u s in e s s  t o  a c h ie v e  b e t t e r  r e s u l t s .

 M a n h a e v e  2 0 0 4



M a r in e  P r o d u c t D e v e lo p m e n t
© L L O Y D ’S  R E G IS T E R  

B u s in e s s  r is k s  o f u s in g  IT  s y s t e m s

• L o w  q u a l i t y  o f in f o rm a t io n  a n d  h e n c e  lo w  q u a l i t y  o f 
d e c is io n s  

• W a s t e  o f in v e s tm e n t

• L o s s  o f p r o d u c t iv i t y

• L o s s  o f c o n t r o l (o f b u s in e s s /o r g a n is a t io n )

• L o s s  o f e f f e c t iv e n e s s

• W a s t e  o f o p e r a t io n a l c o s t s

• W a s t e  o f t r a in in g  a n d  s u p p o r t c o s t s

• H e a l t h  a n d  s a fe t y  e n d a n g e r e d

• U n h a p p y  u s e r s

• L o w  im a g e  o f IT .
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A  H u m a n -C e n t r e d  A p p r o a c h

• C o n t r ib u t e s  t o  b u s in e s s  s u c c e s s  in  a  n u m b e r  o f s e c t o r s  
o f in d u s t r y

• S t r u c t u r e  fo r  t h e  c o n s id e r a t io n  o f H u m a n  E le m e n t 
is s u e s

• F i t s  s y s te m s  a n d  s o f tw a r e  to  p e o p le  a n d  ta s k s
• D e s ig n  a n d  o p e r a t io n  o f e f f e c t iv e  s y s t e m s  o f w o r k
• Im p r o v e s  jo b  s a t is f a c t io n , s t a f f r e c r u i tm e n t a n d  r e t e n t io n
• S u p p o r t s  th e  d e v e lo p m e n t o f a  s a f e t y  c u l t u r e  - h e lp s  t h e  

c r e w  to  a c t a s  a  “s a f e t y  b a r r ie r ” (r a th e r  th a n  s e e n  a s  a  
s o u r c e  o f e r r o r).  
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U s a b i l i t y  –  a  m e a s u r e  o f s u c c e s s

T h e  c a p a b i l i t y  o f a  s y s t e m  to  e n a b le  

s p e c i f ie d  u s e r s

t o  a c h ie v e  s p e c i f ie d  g o a ls  

w i t h : 

• e f f e c t iv e n e s s , 

• e f f ic ie n c y  a n d  

• s a t is f a c t io n  

in  s p e c i f ie d  c o n te x t s  o f u s e .
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C o n te x t o f U s e

U s e r s , 

t a s k s , 

e q u ip m e n t (h a r d w a r e , s o f tw a r e  a n d  
m a te r ia ls ), 

a n d  th e  p h y s ic a l 

a n d  s o c ia l e n v i r o n m e n t s  

in  w h ic h  a  p r o d u c t 

is  u s e d .
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I S O  1 3 4 0 7  Human-centred design processes for 
interactive systems

P r in c ip le s :

• A c t iv e  in v o lv e m e n t o f u s e r s  &  c le a r  
u n d e r s ta n d in g  o f u s e r  a n d  o r g a n is a t io n a l 
r e q u i r e m e n t s

• A p p r o p r ia t e  a l lo c a t io n  o f f u n c t io n  b e tw e e n  
u s e r  a n d  te c h n o lo g y

• I t e r a t io n  o f d e s ig n  s o lu t io n s

• M u l t i-d is c ip l in a r y  d e s ig n
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Plan and manage  
the HCD process

Produce design 
solutions

Evaluate designs
against requirements

Understand and 
specify the 

context of use

Specify stakeholder
and organisational 

requirements

Introduce and
operate the 

system

Ensure HCD
content in

systems strategy

H u m a n  C e n t r e d  D e s ig n  (H C D ) A c t iv i t ie s
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K e y  p o in t s  a b o u t H C D  fo r  p u r c h a s e r s  o f IT

• I t e r a t io n  –  c h e c k in g  i t ’s  t h e  r ig h t t h in g  a n d  c o n t in u in g  to  c h e c k

• P la n  to  th r o w  th e  f i r s t o n e  a w a y  –  y o u  w i l l a n y w a y

• N e e d  to  m a n a g e  u s a b i l i t y  –  a n d  in t e g r a t e  th is  in t o  th e  p r o je c t

• D e f in e  u s e , u s a b i l i t y  a n d  s u p p o r t r e q u i r e m e n t s

• S p e c i f y , c o m m u n ic a te  a n d  u s e  th e  c o n te x t o f u s e

• E v a lu a t io n  w i t h  u s e r s  a s  a p p r o p r ia t e  a t a l l s t a g e s .
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U s a b i l i t y  m e th o d s

• L is t e n in g  a n d  w a t c h in g

• S h o w in g  

• T r y in g  o u t

• U n d e r s ta n d in g

• M e a s u r in g

• S im u la t in g

• C o m m u n ic a t in g  th e  r e s u l t s

• U n d e r s ta n d in g  th a t p r o g r a m m e r s  
a r e  n o t u s e r s

• n e i t h e r  a r e  m a n a g e r s

• o r  p u r c h a s in g  s t a f f .
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U s e fu l s t a n d a r d s

I S O  1 3 4 0 7  Human-centred design process for 
interactive systems

I S O  9 2 4 1 -1 1  Guidance on Usability
I S O /IE C  2 5 0 6 2  Common industry format for usability 

reports (C IF )

IS O  9 2 4 1 -1 1 0  &  1 2  c o l le c t iv e ly  Principles of 
software ergonomics

I S O  T R  1 6 9 8 2  Usability methods supporting human 
centred design

I S O  T R  1 9 5 2 8  Human-centred lifecycle descriptions
IS O/IEC 20000 S ervice management
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Who has the risk?

W h a t to  lo o k  fo r  in  a  s u p p l ie r

• W i l l in g n e s s  to  l is t e n  a n d  a c t

• U n d e r s t a n d in g  o f th e  IS O  s t a n d a r d s

• K n o w le d g e  o f t h e  c o n t e x t o f u s e

• P la n n in g  fo r  h u m a n -c e n t r e d  a c t iv i t ie s

• U n d e r s t a n d in g  o f i t e r a t io n

• A b i l i t y  t o  p r o v id e  t r a in in g

• A b i l i t y  t o  m a n a g e  IT  s e r v ic e s .



M a r in e  P r o d u c t D e v e lo p m e n t
© L L O Y D ’S  R E G IS T E R  

W h a t in f o rm e d  p u r c h a s e r s  n e e d  to  d o

• S t a r t e a r ly

• D e f in e  b u s in e s s  g o a ls  fo r  t h e  p r o je c t a n d  r e q u ir e m e n t s  fo r  t h e  
s e r v ic e  th r o u g h  l i f e

• P u t v a lu e s  o n  d a ta  a n d  a v a i la b i l i t y

• A c k n o w le d g e  t r a in in g  a n d  s u p p o r t c o s t s

• M a k e  th e  b e s t u s e r s  a v a i la b le  “o f f t h e  p r o d u c t io n  l in e ”

• T r y  to  in v o lv e  a l l s t a f f

• T e s t a n d  r e v ie w , a n d  k e e p  o n  te s t in g

• O w n  th e  r e s u l t

• I n t e g r a t e  th e  s e r v ic e  w i t h  p r o c e d u r e s .
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P o s s ib i l i t ie s  fo r  c o n t r o l

• T e s t in g  a n d  q u a l i t y  o f r e p o r t 
–  u s e  o f t h e  C IF

• F e e d b a c k  o f c o n te x t o f u s e
• C la r i t y  a n d  p r e c is io n  o f 

r e q u i r e m e n t s
• U s e  o f r e c o g n is e d  m e th o d s
• B u t r e a l ly  n e e d  le a d  

in d ic a t o r s , i.e . p r o c e s s  a n d  
s e r v ic e  q u a l i t y  m a n a g e m e n t

• P u t IS O s  in  th e  c o n t r a c t?
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C o n c lu s io n s

• B u s in e s s e s  h a v e  in f o rm a t io n  n e e d s , b u t 

• P e o p le  d o  th e  w o r k

• D e f in e  th e  u s e r s , t h e  jo b  a n d  th e  r e s u l t in g  
n e e d s  a n d  

• P la n  to  s u p p o r t t h e  u s e r s  in  th e i r  w o r k

• I f n o t t h e :
• T r a in in g  c o s t s  w i l l b e  u n d e f in e d

• T h e  s u p p o r t c o s ts  w i l l b e  g r e a te r  th a n  
e x p e c te d

• T h e r e  w i l l b e  e r r o r s  a n d  in e f f i c ie n c ie s  in  u s e

• T h e  s y s te m  m a y  n o t b e  u s e d  a t a l l .
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A n y  
Q u e s t io n s ?


