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� Who we are
� Who you are
� Our story is about:

� Roles 
� Collaboration
� Tactics for making UX more strategic 

within your company
� Corporate Web Redesign
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� Key take-away’s:
� Collaboration is key to success on large 

projects
� UCD is well suited toward multiple UX roles
� UX partners can help you spread UCD 

internally

� We HOPE TO convince you to:
� Delegate / increase UX roles
� Improve the ways you collaborate with 

others
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� International: in over 60 countries, with trading 
relationships in another 40

� Diverse: 80+ businesses – food, agricultural & 
risk management products & services

� Customers: in crop, livestock, food, health, 
pharmaceutical, industrial & financial industries

� Size: largest privately-owned U.S. company. 
More than 100,000 employees. > $60 billion in 
revenue

� Usability & UCD are new…evangelizing
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� Corporate site created in 1995
� A redesign occurred in 1999
� Lots of organic growth
� Site was “portal-ish”
� 2000+ pages with no content 

management system
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� 2001 - customer complained that site 
wasn’t “user friendly” – which kicked off 
a corporate site planning effort

� Internal UX involved
� Heuristic evaluation
� Comparative analysis of other corporate 

sites
� Internal business requirements gathering

� Identified many issues that needed to 
be addressed
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� Results of 2001 project
� A plan to create a better user experience 

for corporate web visitors
� Shared understanding of key issues

� Spurred redesign project which we’ll 
cover in our case study
� A big focus was on creating a better 

customer experience
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� Request for Proposal
� Discovery / User Research 
� Design 
� Evaluation 
� Implementation
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Planning Discovery Design ImplementationRFP

Internal UX Group

Design Firm

Usability Firm

Eval
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� Cargill went through an RFP process to 
select an external design agency for the 
redesign

� Internal UX involved in creating RFP, 
reviewing responses and selection 
process

� RFP outlined UX requirements and 
separation of roles for User Research, 
Design and Evaluation phases
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Planning Discovery Design ImplementationRFP

Internal UX Group

Design Firm

Usability Firm

Eval

Project Plan 
Revision

Paper Prototype 
Test

Hi-Fi 
Test

Design 
Details
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� Created a better design than if only one 
or two UX roles were involved

� User Centered Design gained more 
recognition & credibility at Cargill
� Site revision / improvement continues 

using UCD methods
� Test observers had stories to tell 
� Demand for UCD consulting has increased
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� Next, we’ll discuss the design and 
evaluation phases in more detail, since 
this is where a lot of key collaboration 
occurred.
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� Vendor Selection Process
� About JWT
� Agency Approach

� Design needs to be Relevant, Usable, Desirable
� Collaboration, working side by side

� Jennifer’s Initial Activities:
� Brought into estimate and vendor selection 

process,
� Mini workshop and minimal research to enter the 

redesign, 
� How do you define collaboration? 
� How do you make it happen?
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� Project Plan Refinement
� Client Collaboration
� Information Architecture
� Paper Prototype Testing
� Hi-Fi Prototype Creation
� Vendor Collaboration
� Usability Testing: 

� Observing
� Analyzing
� Participating

� Design Refinement
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� Be Involved Early, Identify Opportunities
� Allow design to be refined by users
� Designers should be involved in early 

testing
� Designers should be involved in 

creating artifacts for hi-fi testing
� Collaborate during the testing phase 

and incorporate learnings into the 
design
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� Being part of the conversation first and 
then having the opportunity to lead.

� Pleasing stakeholders.
� Improving company brand image.
� Fulfilling business goals which proves 

the need for strong User Experience.
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� User-centered design
� Usability (lab & field)
� Ethnography
� Design consultation

� Since 1993
� ~60 clients
� Tend to work on large, complex projects
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How does design address its 
fundamental challenges?

Test “typical” tasksFocus of 
evaluation

Provide guidance towards 
solutions that take usability, 
technology, and business 
issues into account

Evaluation, critiqueOutput, Goal

Iterative, integratedAdd on, often lateIntegration into 
larger process

Immediate benefit, longer 
range product planning, & 
building UCD culture

Immediate benefit to 
product

Goal(s)

Relatively involved Relatively peripheralRole

StrategicTactical
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Strategic Usability does not happen 
without deep collaboration
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� Familiarization with: 
� Corporate structure and businesses
� History of Web presence and issues
� Current site

� Analysis of competitive and analogous sites
� Review paper prototype evaluation findings
� Review draft site map and visual designs

� Identification of key design decisions
� Recommendations for changes to hi-fi prototype
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� Prioritization of design issues for testing
� Scenarios

� Construction of multiple scenarios likely to 
tap issues for testing

� Development of specific content for 
scenarios

� Multiple meetings to revise and select 
scenarios 

� Planning what had to be implemented to 
support scenarios
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� Collaborative approach to evaluation
� Collaborative decision-making re: 

� Integrating findings
� Identifying design implications
� Weighing tradeoffs
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� What are the business purposes, audiences?
� What is key to success of the site for the 

business purpose?
� What are the key, inherent design 

challenges? 
� What are the underlying design decisions that 

constrain other decisions? (e.g., Core design 
concepts, top level information architecture, 
navigation model)

� What design elements are innovative?
� What design elements have been politically 

or organizationally controversial?
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� Logical structure & content had to fit extreme 
diversity of Cargill’s business

� Heterogeneous universe of users
� Need for a consistent approach for linking the 

corporate site to the BU sites
� Information architecture to accommodate 

complex product and services catalogue
� How best to convey image of Cargill as a 

partner
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� Services and Products: How to deal with 
distinction and logical overlaps between
� Services = Support or value-add for products
� Services = “Stand alone”

� Messaging re: Cargill as a “partner”
� How granular does this messaging have to be in 

relation to the IA of products and services?
� How and where does this message get conveyed 

in the overall IA, both implicitly and explicitly?

� How to handle relationship between Corp and 
BU sites
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� Style of probing – Open, Exploratory
� Use of two-person team
� “Bug in the ear”
� Real-time selection and modification of 

scenarios
� Group debriefing
� Group process to integrate findings, pull 

out design implications, make tradeoff 
decisions.
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� Learning team dynamics along the way
� Rocky start for collaboration, stronger 

presence of creative team from agency
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� Open, honest communication
� Frequent meetings

� face to face
� phone
� Instant messaging

� Design discussions involving usability
� Client collaboration internally
� Vendor-Client-Vendor
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� Set expectations early – no surprises
� Discuss often & provide feedback
� Work on key concepts and deliverables 

together – don’t just pass on 
requirements or reviews 
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� Having more UCD folks allows you to 
“stack the deck” (i.e. mitigate marketing)

� Be involved in the vendor selection and 
planning process if possible

� Work at collaboration – it can be 
challenging
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� Ask now…
� Ask later:

� Lyle Kantrovich
Lyle_Kantrovich@Cargill.com

� Jennifer Bohmbach
jennifer.bohmbach@gmail.com

� Susan Dray & David Siegel
Dray@acm.org


