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METHOD

Heuristic evaluation against

established usability principles

ABOUT THIS AUDIT

This audit is self-initiated. Nobody at Geckoboard asked for it. I ran it on a standard

free trial with sample data, without access to your analytics or users. Read the

findings as an outside evaluator’s view, to be checked against your own data.

Heuristic
Evaluation

FLOW AUDIT SELF- IN ITIATED AUDIT

7 OCTOBER 2026

From
Signup to
First Widget
Six usability findings in the first-run experience,

and how to fix each one

mailto:abhinavdhankar88@gmail.com
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Findings at a glance

Sign up

User is trying to get into

the product quickly and

start a trial.

Setup questions

User is trying to get past

setup and reach the

product.

Landing on “Connect
your data”

User is trying to work out

where they are and what

to do next.

Finding the data
source

User is trying to find the

option for their

spreadsheet.

Connecting the
spreadsheet by link

User is trying to connect

their Google Sheet by

pasting its link.

1 2 3 4 5

Finding 1 · Minor

The questions don’t say

why the data is needed or

how it will be used, so the

user skips.

Finding 2 · Minor

Nothing explains why

they’re here or what

comes next.

Finding 3 · Minor

No way to narrow 90+

data sources by type.

Finding 4 · Minor

The error “Could not find

spreadsheet file” doesn’t

say why it failed or what

to try next.

High

Low

USER EMOTION  AT EACH STEP Evaluator’s read of the session, not user research data.

Confident

Hesitant

Disoriented Searching

Stuck

Major Minor Continues on page 3
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Continued from page 2

Connecting through Google
Drive

User is trying to give access and

select their support tickets

sheet.

Selecting the data

User is trying to pick the Ticket

ID and Status columns.

Configuring the widget

User is trying to show only the

IDs of tickets with the status

Open.

Widget on the dashboard

User is trying to see the full list,

or at least the open tickets.

6 7 8 9

Finding 5 · Major

No way to tell the widget which

rows to show. Text view shows

only the last ticket ID. Table view

shows every ticket, open and

solved together.

Finding 6 · Major

The widget shows 42 rows, all

“Solved”, and gives no sign that

the other 133 rows are hidden.

High

Low

USER EMOTION  AT EACH STEP

Relieved Focused

Frustrated Misled

Major Minor
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Scope

USER ROLE Head of Support, not a dashboard specialist

GOAL Create an account and build a dashboard to see open tickets, response time and satisfaction

START P OIN T Signup form

EN D P OIN T A first widget showing correct data from the team’s spreadsheet

DATA USED A Google Sheet of 175 support tickets over 60 days

Date Ticket ID Agent Channel Status First response (mins) Resolution time (hrs) CSAT (1 to 5)

2026-08-01 T-1001 Marcus Email Solved 179 17.8 5

2026-08-01 T-1002 Marcus Email Solved 90 16.1 4

2026-08-02 T-1003 Marcus Chat Solved 6 2.0 2

2026-08-03 T-1004 Priya Chat Solved 8 5.6 5

2026-08-03 T-1005 Marcus Email Solved 80 14.2 5

2026-08-03 T-1006 Priya Chat Solved 3 2.6

2026-08-04 T-1007 Tom Email Solved 124 21.5

2026-08-04 T-1008 Priya Chat Solved 1 1.2

2026-08-04 T-1009 Elena Chat Solved 8 4.2 4

2026-08-04 T-1010 Tom Email Solved 143 17.7 5

2026-08-04 T-1011 Elena Chat Solved 3 0.2 5

2026-08-05 T-1012 Tom Chat Solved 12 6.6 5

View all 175 rows in Google Sheets

https://docs.google.com/spreadsheets/d/13ROXjAz6dKBIJtKQo594tNNZOKnMU3OvhcxCl20MHgw/edit?usp=sharing
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FIN DIN GS IN  DETAIL ·  FIN DIN G 01

Setup questions 2 Minor

4 Catastrophic 3 Major 2 Minor 1 Cosmetic 0 Not a problem
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FIN DIN GS IN  DETAIL ·  FIN DIN G 02

Straight into “Connect your data” 2 Minor

4 Catastrophic 3 Major 2 Minor 1 Cosmetic 0 Not a problem
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FIN DIN GS IN  DETAIL ·  FIN DIN G 03

Data source list 2 Minor

4 Catastrophic 3 Major 2 Minor 1 Cosmetic 0 Not a problem
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FIN DIN GS IN  DETAIL ·  FIN DIN G 04

Spreadsheet link error 2 Minor

4 Catastrophic 3 Major 2 Minor 1 Cosmetic 0 Not a problem
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FIN DIN GS IN  DETAIL ·  FIN DIN G 05

First widget can’t show what the user asked for 3 Major

4 Catastrophic 3 Major 2 Minor 1 Cosmetic 0 Not a problem
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FIN DIN GS IN  DETAIL ·  FIN DIN G 06

Table widget hides rows 3 Major

4 Catastrophic 3 Major 2 Minor 1 Cosmetic 0 Not a problem
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What works well

SHORT SIGNUP

Four fields, phone number optional, and no card needed to

start the trial. Getting in takes under a minute.

CLEAR LOCATION IN THE WIDGET EDITOR

The breadcrumb (Company Dashboard › Add widget › Select

spreadsheet › Select data › Configure widget) always shows

where you are and offers an easy way back.

SUPPORT OFFERED WHEN A SOURCE ISN’T LISTED

The “Connect your data” screen invites users to contact

customer support if their data source isn’t in the list, so they

know who to ask.

Next step

VALIDATE WITH REAL DATA

Check the findings against product analytics: how many trial

users who connect a spreadsheet go on to save a working

widget, and where between those two points they drop off.

USER DROP - OFF AT EACH STEP Illustrative. Your analytics supply the numbers.

Happy to walk your team through these findings in 15 minutes.

USABILITY P RIN CIP LES REFEREN CED

Jakob Nielsen’s 10 Usability Heuristics for User Interface Design, Nielsen Norman Group nngroup.com/articles/ten-usability-heuristics

EMAIL

abhinavdhankar88@gmail.com

LIN KEDIN

www.linkedin.com/in/abhinavdhankar

Spreadsheet connected 100%

Data selected ?%

Widget configured ?%

Working widget saved ?%

? lost

? lost · Finding 5

? lost · Finding 6

https://www.nngroup.com/articles/ten-usability-heuristics/
mailto:abhinavdhankar88@gmail.com
https://www.linkedin.com/in/abhinavdhankar

