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Maturity Initial Tactical Strategical 

Usability of 
products 

Poor Measured Predictable 

Usability 
awareness 

Misunderstood Underestimated 
Fully understood 

at any level 

Usability staff 
External  

consultant 
Poor ratio  

designer-developer 
Key usability  

functions filled 

Usability  
resources 

None to limited 
Allocated to a few  

projects only 
Allocated to any  
ongoing project 

Usability 
processes 

Ad hoc  
(reactive, amateur) 

“Discount usability”  
(fragmented) 

Integrated with current  
development model 

Attitude toward 
usability 

Not a concerned 
Lack of support from 

decision makers 
Perceived as competitive 

advantage 

Attitude toward 
users 

I-know-the-user 
syndrome 

Difficult and sporadic 
access to users 

User research 

Company Product-driven User-centered User-driven 

Item Scope Level 

Awareness 
 

1.1 
1.2-5 
1.6-7 
1.8-11 

Disregard for users  
Misunderstanding of usability  

Underestimation of obvious effects  
Underestimation of other effects  

Initial 
Initial 

Tactical 
Strategical 

Expertise 2.1-14 
2.15 

Usability techniques and methods  
Other techniques 

Resources 3.1 
3.2 
3.3 
3.4 

Usability staff 
Usability lab 

Usability rooms  
Usability tools  

Processes 4.1 
4.2-3 
4.4-5 
4.6 
4.7-9 

Unrecognized usability 
Ad hoc usability  

Proactive usability 
Continuous usability 

Usability culture 

Initial 
Initial 

Tactical 
Strategical 
Strategical 

Culture 5.1 
5.2-4 
5.5-6 
5.7-9 
5.10 

Unrecognized usability 
General statements 

Organizational problems 
Behavioral problems  

Other problems 

Initial 
Initial 
Initial 

Tactical 
 

1 

3 

2 

4 

Misunderstanding  
Underestimation 
obvious benefits 

Underestimation  
downstream effects 

Unrecognized Organizational Behavioral Unrecognized Initial Tactical Strategical 

Analysis Design Prototyping Testing 


