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From features-first to user-first

Phil Gilbert discusses an evolution in process at IBM Design

1956:

2012:

IBM launches its Corporate Design Program. World-renowned
designers and architects such as Eliot Noyes, Charles and Ray
Eames, Eero Saarinen and Ludwig Mies van der Rohe leave their
creative imprints on IBM graphics, products and architecture.

IBM Design emerges as the new standard-setter for user
experience. Hundreds of designers and interface developers start to
transform the development process through deeper understanding

of the people who use IBM products and how they use them.

What do you love about IBM software?

Whatever you think when you read that question, be assured that
Phil Gilbert is working to change your answer—for the better.
Because you are the focus of his plans.

As the general manager of design for IBM Software Group and
chief evangelist for the design-development renaissance, he
already knows what you do and don't love about IBM products,
and what you'll appreciate about them going forward. He
understands your frustration with products built to satisfy a feature
list at the expense of usability. And he's well aware of the
resistance that comes with any kind of change, even for the
positive.

“Design goes
much deeper
than the visual
aspect. It starts
with developing
a real empathy
for real users.”

— Phil Gilbert

Share this story
il f - Rin U

Videos

The story of the IBM
Design Studio Austin

o \Vatch the video
(00:02:20)

Birth of a product: an
IBM Design team talks
about BlueMix

® \Vatch the video
(00:02:12)

CONNECTING THE ECOSYSTEM
Converaations tram THM Cannect 2014
with Sandy Carles

The evolution of IBM's
design discipline, from
designers' POV

® \Vatch the video
(00:12:01)

Forward Thinker

</

Phil Gilbert
GM - IBM Design


http://www.youtube.com/watch?v=tz9or_CNxPk
http://www.stumbleupon.com/submit?url=http%3A%2F%2Fwww.ibm.com%2Fsmarterplanet%2Fus%2Fen%2Finnovation_explanations%2Farticle%2Fphil_gilbert.html&title=Innovation%20Explanations%3A%20From%20features-first%20to%20user-first
http://digg.com/submit?phase=2&url=http%3A%2F%2Fwww.ibm.com%2Fsmarterplanet%2Fus%2Fen%2Finnovation_explanations%2Farticle%2Fphil_gilbert.html&title=Innovation%20Explanations%3A%20From%20features-first%20to%20user-first
http://www.youtube.com/watch?v=J6PPszabJI0
http://www.ibm.com/smarterplanet/us/en/
http://www.youtube.com/watch?v=FzUrfi-GWeI
http://www.youtube.com/watch?v=tz9or_CNxPk
http://www.ibm.com/smarterplanet/us/en/innovation_explanations/overview/
http://www.linkedin.com/profile/view?id=372348
https://twitter.com/philgilbertsr
http://www.youtube.com/watch?v=FzUrfi-GWeI
http://www.ibm.com/smarterplanet/us/en/innovation_explanations/overview/
http://delicious.com/post?url=http%3A%2F%2Fwww.ibm.com%2Fsmarterplanet%2Fus%2Fen%2Finnovation_explanations%2Farticle%2Fphil_gilbert.html&title=Innovation%20Explanations%3A%20From%20features-first%20to%20user-first
http://www.linkedin.com/shareArticle?mini=true&url=http%3A%2F%2Fwww.ibm.com%2Fsmarterplanet%2Fus%2Fen%2Finnovation_explanations%2Farticle%2Fphil_gilbert.html&title=Innovation%20Explanations%3A%20From%20features-first%20to%20user-first
http://www.ibm.com/smarterplanet/us/en/
http://twitter.com/intent/tweet?text=Making%20software%20you%27ll%20love%3A%20%40PhilGilbertSr%20of%20%23IBMdesign%20says%20the%20user%20comes%20first.%20%23IBMinnovator%20http%3A%2F%2Fbit.ly%2F1qoMO3Y
http://www.facebook.com/sharer.php?u=http%3A%2F%2Fwww.ibm.com%2Fsmarterplanet%2Fus%2Fen%2Finnovation_explanations%2Farticle%2Fphil_gilbert.html&t=Innovation%20Explanations%3A%20From%20features-first%20to%20user-first
http://www.youtube.com/watch?v=J6PPszabJI0

' IBM Design and IBM About
Corpposnte Fodioy Phil Gilbert...

Before IBM, Gilbert was president of * Read more
Lombardi Software (yes, in tribute to Coach ;s

Humter 123
Decombar 20, 1865

SUBIECT  The Deskm Program Vince), and two other startups. Over the

Terms

years, his expertise in software and

Good desiqn L good buslness,  lmaglallve uss of dealqn halpa o

a=ll

wflehenl work arvas conbriiute

Stiar mprale A productivity. Drumets ety n peiated cis- strategy grew, as did his patent portfolio1.

torial bcroased Iks message Lnpact.

Tha Vice

Ly

tor coor- He arrived at IBM in 2010 with a strong

mmmmm:m. interiars,
diaplays, prodocis, packaging and printed material . .
e e sense of design—not just the fonts-and-

business, you
abuuald make cortaln i all your people are aware of it importance,

colors type, but user-oriented design. The

3 wd’: kind that involves a person's interaction

T. 7. Watson, I5. with a product and, when done right, turns
a user into a fan.

mmediately
Suporsedes President's Lattor Moo 39, dated Jauary 24, 1681

DHstribetion Lists "A® and "B*

= View larger

“Design must
reflect the
practical and
aesthetic in
business but
above dll ... good
design must
primarily serve
people.”

— Thomas J. Watson

By now you're probably thinking "iPhone"
and that's a reasonable comparison, but
the iPhone didn't come first.

"IBM has a phenomenal design heritage,
and we've drawn on that heritage as a big
inspiration for our efforts today," Gilbert
explains. "Starting in 1956, when Thomas
J. Watson Jr. asked renowned New York
architect Eliot Noyes to become the first
head of design at IBM. Noyes gathered an
unparalleled group of designers—Charles
and Ray Eames, Eero Saarinen, Paul
Rand—who worked at IBM in the 1950s
and '60s through the '80s."

The IBM Selectric: that was Noyes. Rand
created the IBM logo that's in use today
and inspired a young Steve Jobs. The
Eames influence is too extensive to list in a
paragraph.

The software revolution

As IBM was acquiring Lombardi in 2010, a shift was occurring in
the software world: "People were expecting their tools at work to
be more like their personal tech experience," says Gilbert.

"Users were maturing in their understanding and use of
technology. Consumers' technology savviness and these
incredible user experiences that are almost 100 percent software-
driven were taking us leaps and bounds over even a few years
before."

In early 2012, incoming President and CEO Ginni Rometty saw
the need for the company's products and solutions to have greater


http://www.ibm.com/ibm/history/ibm100/us/en/icons/gooddesign/

emphasis on the client experience. "Robert LeBlanc (Senior Vice
President, Software and Cloud Solutions Group) knew about the
importance of user-experience design in Lombardi's business
process management products, and that | thought this approach
to design could be applied at IBM. We started working on the
model that we would announce in August 2012. And we call this

scalable set of practices 'IBM Design Thinking'.

IBM Design Thinking: users first

The simplest description of this
development metamorphosis: from
features-first to user-first.

Or, as stated in a Forbes? profile, "from a
process-orientated engineering mindset to
more creative design-oriented model."
Gilbert believes that in a world of software-
driven user experiences, starting with good

design and empathy for users "can make a & view larger
product connect to peoples' lives in a way
we've never been able to do before."

When software acquisition and
development took off in the early 1990s,
most notably with the acquisition of Lotus
in 1995, "Scale and security were the core
principles of IBM software design. While
those capabilities remain essential, we're
now putting the user at the center of our
design practice."

The teams go to camp

Now, the week-long Designcamp for IBM
product teams and the one-day
Designcamp for Executives drive home
Gilbert's message that "design is
everyone's job. Not everyone is a designer,
but everybody has to have the user as their
north star. Day-to day collaboration
between engineering and design is the only
way to get designs into final release and in
an agile fashion."

= View larger

So when three to six multidisciplinary
product teams gather at a Designcamp at
the IBM Design Studio in Austin, Texas,



each executive-supported team of
engineers, project managers and designers
finds its own unique way to combine talents
and play off their skills to create change for
the better.

"This is a liberating capability to bring into
your project, no matter what role you play.
Once they understand their role in the

* View larger collaboration, people who came in not
wanting to lose any aspect of their job find
that they can give up some of the things
that they don't like and go deeper on the
things they're more capable and desirous
of doing. This makes everyone more
valuable to the team, and the teams that
get it are almost always higher performing,
with happier people."

Designing for the future

Now, hundreds of designers and product teams are working together to create solutions
that are engaging, with a recognizable style and personality. Solutions developed with
you, the user, as the ever-present inspiration. One example: the Connect2014
conference in January offered a glimpse of IBM Mail Next, a collaboration software that is
being called the "first social email solution,"® which generated major buzz on Twitter and
with tech bloggers.

"A lot of our competitors offer compelling experiences. The reason for design is more
than feeling good aesthetically," says Gilbert. "It's so we can be more involved in and
essential to our clients' businesses.

"We all have a great responsibility. But in the short time I've been here, I've come to
really appreciate the responsibility that we have as IBMers. The capabilities that we've
been handed are not here to be sheparded, they're here to be driven.

"Every one of us has to honor the heritage of the shoulders we're standing on, by driving
them even faster into the world. If we don't, who will?"
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