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Who am I?

• Opinion, evidence and 
confirmation bias

• As a consultant, I see problems

• So my hypotheses assume 
problems

• So I see the evidence that 
supports my opinions…

Help!

STOP!!

This Photo by Unknown Author is licensed under CC BY
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Finding your way…

Why this topic?

So far…

UX methods to help

Next steps…
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Problems with using tools…?

“testers … inexperienced in testing [did not see] what 
the tool did NOT cover”

“..testing stakeholders relying too heavily on 
automated testing…”

“…tool vendor’s marketing information … was overly 
optimistic…”



29/08/2018

3Be happy - do good - leave the world a better place than you found it

Isabel 
Evans

Be happy - do good - leave the world a better place than you found it
Isabel 
Evans

Problems with infrastructure…?

“…national annual costs of an 

inadequate infrastructure for 
software testing 

is estimated to range 

from $22.2 to $59.5 billion…”
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Problems with SW development tools in general…?

“Programming is so hard that only highly talented, trained, and 
dedicated individuals can do it passably well. The inescapable 
conclusion is that programming as we know it is just unnatural 
for humans. The solution is to

reinvent programming to suit

human cognitive skills
to program the way we think. This is a matter of usability. The 
sad fact is that modern programming languages are usability 
disasters, full of design mistakes inherited from earlier eras.” 

http://alarmingdevelopment.org/
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The test tool marked all the tests as passed 
except 1, but in fact none of the tests 
marked “passed” had actually run…

so now I wanna know why raising a string exception is bad. 
Like what should I be doing instead? Since it thinks it’s a 

problem. And so none of these [messages] really help me

I spend 50% of my time wrestling with the 
technology instead of solving the problem I 

am working on

Complaints about tools…?

Why would I want to use a 
tool called Github?

it is like working with something designed to be used 
by a 12-year-old boy in his bedroom in the 1980’s

a lack of consideration for how people work and think 
… basically it’s still the mindset that the human 

adapts to the computer, not vice-versa

Too many geeks are making Automation Script 
piles for other geeks, and [calling it] a tool!

I think the UX tool set is better than the 
testing tool set, because we [UXD’ers] 

wouldn’t put up with it
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Back to school…

TX: Improving software by 

enhancing the testers’ 

user experience (UX) 

of their test tool set

UNIVERSITY OF MALTA, FACULTY OF ICT, DEPARTMENT OF COMPUTER INFORMATION SYSTEMS

Supervisors: Dr. Chris Porter and Dr. Mark Micallef

This Photo by Unknown Author is licensed 
under CC BY-SA
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Picking that apart

• TX: Test Experience

– TX as a type of UX

• Improving software

– If the tools are better will the resulting software be better???

– If the tools are different, maybe different people will join IT 
projects???

– If different people join IT projects, maybe software will end up 
being different???

–Maybe increasing UX of software development (testing) tools 
could contribute to a diversity of personalities and thinking in 
the industry???
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Who are we building software for?

https://www.nngroup.com/articles/computer-skill-levels/

level 0, 26%

below level 1, 
14%

level 1, 29%

level 2, 26%

level 3, 5%

Level of skills with computers
working people 18-65, 33 richest countries

More complex tasks

Unable to use computer

Simple tasks only
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So far I have… and next…

Decide PhD
Apply for PhD 

course
Start course

Start research 
design

Take quantitative 
methods module

Change research 
design

Start literature 
review

Take qualitative 
methods module

Change research 
design…

Make plan

Continue literature 
review

Change my plan…
Started…gathering 

data to help 
research design

Interviews, 
workshops and 
surveys tools 

vendors

Literature review

Report back
Redesign 

research…
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What am I finding so far?

Reading: Literature review

• Started reviewing what else has been 
researched in these areas:

– SW development tools

– Test tools

– Selection & Use of test tools

Listening: to gather new data

• Interviews

• Workshops

• Focus group

• Conversations

• Surveys

Are they useful?

What’s been particularly easy or difficult about those experiences?

Why?

Why?
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Reading: How do we choose tools…?

Choosing the right test automation tool: a grey literature review of practitioner sources (2017) 
Raulamo-Jurvanen, Mantyla, Garousi

“trial use would often 
lead to wrong decisions” 

“tendency for cognitive 
overload is likely to 
increase the prevalence 
of shortcut decision 
making proportionately”

“social proof as a weapon 
of influence is claimed to 
be most influential under 
2 conditions: uncertainty 
and similarity”
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Factors mentioned for tool selection

Factors mentioned for tool selection 
(based on: Choosing the right test automation tool: a grey 
literature review of practitioner sources (2017) Raulamo-

Jurvanen, Mantyla, Garousi)
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Reading: What do we ask for help with…?

Impediments for automated testing – an empirical analysis of a user support board  (2014) (part 
of Kristian Wiklund PhD Thesis) other authors for the paper – Sundmark, Eldh, Lundqvist

““the main problem with 
the framework is that it is 
hard to use” (a user 
quoted)

“have not realised one is 
building and using a 
complex system when 
automating”

“the largest group (of 
problems) were related 
to “user behaviours”, that 
is, things caused by 
mistakes by the users 
themselves”
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IT Environment

user configuration

implementation error

global configuration
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SCM usage

test script editor
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wrong forum
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documentation error

other tools
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Based on: Reasons for posting on a tool discussion board
IMPEDIMENTS FOR AUTOMATED SOFTWARE TEST EXECUTION Kristian Wiklund, 
2015, School of Innovation, Design and Engineering, Mälardalen University Press 

Dissertations No. 180

“neither the researchers nor practitioners should be surprised by the findings”
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Listening…
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The illusion of usability…?

Adopting?

Usability of 
what…?

running the tests is quite 
easy. The difficult part is 
maintaining the tests when 
it grows massively

90% of the 
functionality we 
will never use.

We wanted a lean tool with simple set up, low overhead and short learning curve. What we 
got was a tool with too many options and hard to use. We needed a "Vauxhall Astra" but 
ended up with a quick but hard to drive Ferrari
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ROAD MAP

Finding your way…

Why this topic?

So far…

UX methods to 
help

Next steps…
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X: 
Ignorance

A: 
Uncertainty

B: 
Awakening

C: Enlightenment

D: Wisdom

E: 
Certainty 

We know why we 
do not have UX  

problems

It’s the stupid users!

Why are our users having a problem? Do they 
need to be more technical?

Do they always have to have a problem?

We are identifying and resolving 
UX problems so our users don’t 

experience them

We do UX defect 
prevention 

UX Maturity
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Start to think TX (UX for testers)

Identify WHO uses your tool

Identify WHY they use it

Identify WHAT they want to do

Identify their EMOTIONS and EMPATHISE!

Score UX, Quality in Use (QiU) and Internal Quality (IQ) attributes

Write RICH STORIES

Do a USABILITY REVIEW
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TX: Who? Why?

WHO

WHY

WHAT

EMOTIONS

UX, QiU, IQ

RICH STORIES

USABILITY REVIEW

Be happy - do good - leave the world a better place than you found it
Isabel 
Evans

TX: What tasks?

WHO

WHY

WHAT

EMOTIONS

UX, QiU, IQ

RICH STORIES

USABILITY REVIEW
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TX: What emotions?

WHO

WHY

WHAT

EMOTIONS

UX, QiU, IQ

RICH STORIES

USABILITY REVIEW
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Functionality
Performance

Reliability
Security

Maintainability
Interoperability

Portability
Compatibility

Etc.

Usability
Flexibility

Safety
Accessibility

Etc.

valuable   useful   
credible findable   

usable   accessible 
meaningful   

flowing 
playful  immersive 

seductive 
pleasurable 

desirable, etc.

Product
quality

Quality 
in Use

UX-D

TX: Which attributes?
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TX Attributes: 
Different automation users have different needs

Desirability

Flow

TrustValuable

Useful

test manager

automation
specialist

senior
stakeholder

Example only – needs to be assessed for each stakeholder

Be happy - do good - leave the world a better place than you found it
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Therefore they have different QiU scores

Effectiveness

Efficiency

Satisfaction

Conformity

Extendibility

Accessibility

Commercial

Health & Safety

test manager

automation
specialist

senior
stakeholder

Example only – needs to be assessed for each stakeholder
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Therefore they have different PQ scores

learnability

performance

operability

suitability

interoperability

security

test manager

automation
specialist

senior
stakeholder

Example only – needs to be assessed for each stakeholder
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Test automation user: Rich User Story

As a domain specialist tester
I want to use software dev/test tools that provide me with 
information in my domain language 

That don’t force me to engage with technical issues
That provide information for the developers that they & I can trust

And don’t make me feel stupid
So that we make decisions we both trust 

Without interrupting our flow of work.

Functional Suitability
Usability

Effectiveness
Conformance 

Flow, 
credibility, 

trust
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Check your tools interfaces today…
Easy usability testing - Heuristic Evaluation

Visibility of system 
status

Match between 
system and the real 

world

User control and 
freedom

Consistency and 
standards

Error prevention
Recognition rather 

than recall

Flexibility and 
efficiency of use

Aesthetic and 
minimalist design

Help users 
recognize, diagnose, 

and recover from 
errors

Help and 
documentation

https://www.nngroup.com/articles/ten-usability-heuristics/

WHO

WHY

WHAT

EMOTIONS

UX, QiU, IQ

RICH STORIES

USABILITY REVIEW
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Possible way to assess tools: NASA TLX

• https://humansystems.arc.nasa.gov/groups/tlx/

• https://humansystems.arc.nasa.gov/groups/tlx/tlxapp.php

• The current NASA link is: on the itunes store: 
https://itunes.apple.com/us/app/nasa-tlx/id1168110608

• NASA TLX software for assessing subjective mental workload  
(2009) Cao, Chintamani, Pandya, Ellis (older) 
ece.eng.wayne.edu/~apandya/Software/NASA_TLX 

• http://isellsoap.github.io/nasa-tlx/

• https://www.keithv.com/software/nasatlx/
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Iterative approach to research and delivery…
Ask

Listen

Record

Code

Refine

Test

Publish

Feedback

Literature

Experts

Non-experts

Iterate for the 
next 6-8 years
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SUMMARY

Finding your way…

Why this topic?

So far…

UX methods to help

Next steps…
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