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mean that, each client would have to be dealt with differently depending on their expertise. 
By educating novice customers about eye-tracking benefits and delivering effective 
solutions, Realeyes will not only gain the trust but can also look to build long-term relations 
with them. 

4.1.5 Value-based pricing 
Selling solutions gives Realeyes the option of value-based pricing rather than cost-plus 
pricing. It can result in fatter margins and as mentioned above into more lucrative customer 
contracts (Johansson et al, 2003). Also, by solving problems, one is satisfying their 
customers which are critical to success of any business (Brady et al, 2005). 

In the following section we will take a look at how Realeyes can add value through 
solutioons. 

 

4.2 How can Realeyes look to add value through solutions? 
 

Sharma et al (2001) suggest that businesses must use superior customer selection and 
differentiated offerings in their marketing and sales strategy. By allocating their resources 
carefully to selective customer segments, businesses can look to create value through their 
technology delivery, product delivery and customer delivery propose. They propose a 
framework that comprises of management decision and value creation processes.  

 

Figure 3 - Value creation framework proposed by Sharma et al (2001) 
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4.2.1 Management decision 
In the management decision process, businesses are becoming selective about their clients 
and are looking to cater to a limited set of customers. The variations in location, type and 
size of clients has resulted in diversity in needs and wants. This was explained in the 
previous section when the needs of different segments of Realeyes in web usability and 
market research were highlighted. Firms are using specialist teams to cater to the needs of 
their key accounts. Also, with latest developments in information technology, it has become 
easier to analyse information about clients and identify the most profitable ones or the ones 
that provide business on a regular basis. 

4.2.2 Value creation 
In the Technology delivery process, Realeyes must continue to build on its knowledge and 
find new and innovative ways of using eye-tracking to solve customer problems. It might 
have to consider integrating its service with the supplier (Tobii) or even bundle its services 
with intermediaries like usability service providers in order to offer the clients a complete 
package. At the same time it must continue to maintain its cost-effective approach by 
possibly looking at semi-automation through trade-off between standardisation and 
customisation. 

In the product delivery process, Realeyes has to ensure that customer requirements are met 
and commitments with regards to number of samples, sample demographics, scheduled 
date of delivery, benchmarking is fulfilled. Realeyes can also look to optimise its data 
collection and analysis procedures without compromising on the quality of their service. 

In the customer delivery process, Realeyes has to ensure that customer expectations are 
met (preferably exceeded).  This includes the delivery of output reports generated after 
analysing the data collected in the eye-tracking study. It can be in the form of a standard 
report to regular clients or even a personal presentation to the clients who are using eye-
tracking for the first time. Even after the delivery of reports, Realeyes needs to be equipped 
to handle queries from clients so that they can use the data in their reports in the best 
possible manner. 

4.2.3 Value based approach 
Lastly, Realeyes needs to do alter its present costs based (fixed + variable) pricing approach 
and adopt a value-based pricing approach. For example, % increase in number of online 
clicks, online sales, off-the-shelf purchases, or even % increase in number of software 
downloads after an eye-tracking study of the same. It must communicate this to its 
prospective customers through pre-sales activities, online presentations and case studies. 

To sum it up, Sharma et al (2002) suggest with their framework that Realeyes must provide 
value by developing customer expertise. The following section discusses that in order to  
develop customer expertise, Realeyes will need to become customer-centric in its 
processes. 
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important as their ability to take initiative and come up with effective solutions in critical 
projects will be responsible for long-term success of the firm.  

4.4.2.4 Rewards 
In order to align the interests with the organisation, performance related pay structure will 
have to be employees. Rewards based on stock options, customer satisfaction, revenues 
generated are examples for rewarding employees. 

Please refer to the following figure for a graphical summary of the Star Model. 

 

Figure 7 - Solutions Star Model (Galbraith, 2002) 
 

To sum it up, becoming a solutions provider is not just about cross-selling and bundling of 
products and services but it also about the senior management grooming their organisation 
and managing it effectively.  

The benefits and challenges in becoming a solutions provider were highlighted in this 
section. In the following section, the report will look at different ways in which Realeyes can 
provide a wide range of products and services in a cost effective manner with quick 
response time to become a successful eye-tracking solutions provider.  
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find creative ways to bundle their services, thereby generating additional revenues 
through innovative packaging, cross-selling and up-selling. 

5. Deciding on the number of options: 
The key to successful customerisation is offering just the right amount of variety so 
that the customers are presented with the right choices without being overwhelmed 
The level of customerisation depends on customer preferences and expertise to 
handle choices along with technological capabilities and competitor product lines. A 
firm can limit options by offering standardised options packages.  

Please refer to following graph indicating the benefits of customerisation. 

 

Figure 12 �± Customerisation (Wind and Rangaswamy, 2001) 
 

5.3 Why should Realeyes customerise its services? 
If one considers the nature of eye-tracking services provided by Realeyes then the level of 
marketing customization is high. This is because different marketing strategies have to be 
applied for each of usability services, market research and academic research. If one 
considers the operational aspects in designing an eye-tracking study then it too varies from 
one study to other. Designing a gaming study is highly different from an outdoor adverts 
study. If one looks at the data collection process then depending on the nature of study and 
target participants (kids, moms, youngsters), the data collection process and choice of data 
collection site (supermarkets, arcade, airport) also varies. When we move to the analysis 
section, then again the eye-tracking parameters of interest (fixation, heatmaps) vary from 
one study to other depending on the purpose of the study (improve usability, increase 
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Once the client has listed the specifications, Realeyes can accordingly price their offering 
based on the choices made by the client and the value being added by their eye-tracking 
study. However, in case Realeyes feels that the client has made certain choices which will 
not fulfil the desired objectives of their study then Realeyes should guide the customer and 
help him find the best solution for his problem. In this way, Realeyes can maintain cost 
effective operations but at the same time meet all of customer requirements. It also helps 
build client loyalty and trust towards Realeyes. 

5.4.3 Customised option packages for first timers 
Most of the clients opting for this will probably have limited knowledge about the 
specifications of an eye-tracking project. It is the responsibility of the Realeyes sales team to 
engage them in detailed dialogue so as to determine their objectives of conducting their 
eye-tracking study (articulated and unarticulated), required delivery date (express, regular), 
target countries, segments, and so on. Then based on their findings Realeyes should offer 
these clients customised packages in the form of Platinum, Gold, Silver, and Classic. 
Platinum would mean charging the clients a premium and offering the complete basket of 
services while Classic will be the most economical solution for their problem with the most 
basic features. It can use various combinations of the above mentioned deciding factors 
depending on nature of eye-tracking project. During the course of the project, Realeyes 
should look to educate and train their customers so that they are able to create their own 
package for their future eye-tracking projects. This will also give Realeyes an opportunity to 
build stronger relations with their clients. 

In order to successfully implement customerisation, Realeyes will need an effective 
integration of inter and intra firm processes (Wind and Rangaswamy, 2001). 
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ii. Software: This will mainly include User Interface analysis of 
applications based on operating systems like Windows and Mac. 

iii. Games: This will include analysing user interface of games to be run 
on PCs and gaming consoles like Xbox, Wii, Playstation, etc. 

b. Portable: This will cover handheld devices like mobile phones, media players, 
gaming devices and other such devices. 

i. Website: This will include website versions to be run on mobiles and 
media players. 

ii. Software: This will cover applications specifically built to run on 
mobile phones and media players. 

iii. Games: This will include analysing user interface of games to be run 
on gaming consoles like PSP, Game boy, Zune, etc. 

 

2. Market Research 
a. Static 

i. Packaging: This includes consumer products like cereals, soft drinks, 
packaged food and other products where packaging plays an 
important role in attracting customer attention. 

ii. In-store Display: This includes eye-tracking analysis of layout of 
products in shelves of super markets, departmental stores, malls, etc. 

iii. Outdoor: This will cover poster advertisements on bill boards, roads, 
cinema halls, airports, malls, etc. 

iv. Print media: This includes newspaper and magazine layout and 
advertisements. 

v. Product design: This can cover eye-tracking analysis using 
photographs of prototype or newly launched products like mobile-
phones, laptops, digital cameras, cars, bikes, etc. 

b. Dynamic 
i. Television Commercials: This is self explanatory including all types of 

advertisements, movie trailers, etc. 
ii. Digital Advertisement: This includes electronic mail, online 

advertising, search advertising. 
 

3. Academic Research 
a. Psychology:  

i. Reading and Tracking: This includes tracking the eye-movement of 
children with reading disability or studying child behaviour while 
solving problems in relation to their eye-movements. 

ii. Film and Arts: Academics are also looking to use eye-tracking for 
analysing human perception of films scenes and art objects like 
paintings. 

b. Medical Research: 
i. Neurology: There is growing interest in mapping the movements of 

the eye with the study of the brain and other emotions of the nervous 
system. 

ii. Ophthalmology: For studying vision deficiencies. 
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undertake the eye-tracking test.  
 
Average sample size is 6 people per project. 

requirements. 
Recommendations for 
improving usability may 
take slightly longer 

Tony Biddle Recruit participants, put together discussion 
guide for focus groups. Analyse results and 
prepare presentations and reports for clients. 

2 to 3 weeks to start a 
project. Average time of 6 
weeks from start to finish. 

Kate Caldwell Design the research and analysis strategy 
before the field plan. Provide a field plan. 
Collect data and provide the analysis. 
 
If the web is not dynamic then you can do 
some pre-determined tests depending on 
level of required cost-effectiveness.  
 
If you are doing a dynamic test with lot of 
interactivity then it may not be cost-effective. 
You will be in control of stimulus and look to 
quant them at that level. Or run a short 
attractive sequence through and try and pull 
the data and come up with the results. 
Depending on the parameters, requirements, 
you will have to adopt the strategy. 

A 100 person eye-tracking 
study may require 200 
hours of pulling data. 

Tommy 
Strandvall 

It depends on the expected output of the 
study. If the end result needs to be 
quantitative analysis involving correlations 
then one needs a larger sample size like 25 
and up for the statistical methods to work. It 
might go up to 50. However, for a qualitative 
approach the sample size required is much 
smaller say around 5 to 10. For packaging, 
one may require around 100 users. 
 
One also needs to take into account the 
amount of risk involved. 

It depends on how long the 
client is willing to wait. 
Generally, for the clients 
the sooner the better. 
However, you must take 
into account the volume of 
data to be collected, type 
of users required to take 
the survey and nature of 
output. 

Again, like pricing there is no standard or fixed time for completing projects. It depends 
upon factors such as complexity of project and size and type of samples. Also, if the project 
includes multiple research tools like focus groups, online surveys along with eye-tracking 
then the duration of project increasing. 

9.2.5 Need for total solutions 
There was consensus between all interviewees that clients need a full-service approach with 
recommendations, analysis, benchmarking against similar campaigns. If it was a research 
company, they might opt for partial services. But most of them would be interested in 
detailed analysis. Presently, most eye-tracking companies provide data collection, analysis 
and recommendations. 
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