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Abstract 

With the diverse range of products in the market place and the advent of route to market improve-
ments that come with web based applications, the customer experience has become more critical 
than ever. It is all too easy for a customer to switch to a competitor’s product, which these days may 
be as simple as going to another website. To meet and even exceed customer expectations, soft-
ware designers and developers need to listen to, and observe their customers, using both their prod-
ucts and their competitors’ products. In short, software designers and developers need software us-
ability testing to evaluate and measure the customer experience. 

Software usability testing has traditionally been conducted through one to one user based tests 
where a facilitator observes a user’s interactions with the software and discusses their experience. 
Although this gave great insight into usability problems, it often missed meaningful details. This is 
where Eye-tracking fills the gap. Eye tracking allows us to get into the head of the user in ways not 
previously possible. We can see exactly what they look at, and for how long. This is critical, because 
often users don’t realise what they are looking at, so probing them with questions may not yield an 
accurate response. 

This detailed insight is invaluable in testing intuitiveness of a product where a first time user will not 
be familiar enough with a product to understand why they can’t complete a task. Eye-tracking data 
shows exactly where the users are NOT looking and thus illustrates the hurdles a user needs to 
make to reach their goals. 
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Further to this, Eye-tracking is invaluable for test observers and design teams. Traditionally, observ-
ers of a test or video replay see what the user is doing but may not see why the user is failing to 
complete a task. With Eye-tracking, observers can watch in real time exactly what the test partici-
pants are looking at and what parts of the interface are being ignored. 

In the field, Eye-tracking brings greater depth to studies of users in their own environments. In field 
studies, typically observation is key. But Eye-tracking can add another dimension to software usage 
in the field. Subtleties such as use of post-it notes and other prompts can be recorded that may not 
show up during regular observations. 

This session will open your eyes to new techniques and methodologies for software testing that 
could prove invaluable for your next product release and make your users (or as we like to call them, 
your customers) stick with you and not make the switch to your competitors. 
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