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IN THEIR SHOES: UNDERSTANDING YOUR 
MOBILE USERS’ POV

Dave Bolton | Digital Experience Analyst | www.applause.com
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ABOUT ME
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• London Born, Stateside Since 2009

• East and West Coast Experience

• Tech Journalist and Digital Experience 

Analyst 

• Enthusiastic but Rubbish Gamer

• Soccer Fan … 

• Science Fiction Geek
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LEADING BRANDS DELIVER 

FLAWLESS DIGITAL EXPERIENCES, 

POWERED BY THE WORLD’S 

LARGEST EXPERT COMMUNITY
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POW ER HAS SW IT CHED TO  T HE USER
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W HY?  SW IT CHING CO ST S ARE AT O R NEAR Z ERO
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APPS ARE G AT EWAY TO  YO UR BRAND &  BUSI NESS
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SO…

7

T HEY MUST DO  MO RE T HAN MERELY “W ORK”

7
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T HE NEW  NO RMAL I S  TO  DEL IGHT USERS
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AND 
BRANDS 
ARE 
FAILING
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16%

the % of people who would retry an 

app after two perceived failures

WHAT’S IN A 
NUMBER? 
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USERS ARE MORE VOCAL THAN EVER

11
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MANY 
BRANDS 
ARE NOT 
LISTENING
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Among consumers in the U.S. and UK … 

• 68% expect the information they give an organization in one 

place to be available in another

• 17% said organizations make it easy to switch between 

different channels

Source: BT and Avaya, “The Autonomous Customer”
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MOBILE CONNECTS US WHEREVER WE ARE
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YO UR USERS ARE EVERYW HERE
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WARNING: CHALLENGES AHEAD
Most brands don’t measure up to customers’ mobile expectations

Many brands don’t understand what customers value most

What follows is based on real user sentiment (scored 1-100)
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RANKING USA APPAREL RETAILERS
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BANANA 
REPUBLIC 
APP IN 
GOOGLE 
PLAY
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BANANA REPUBLIC APP IN ITUNES
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RANKING QUICK SERVICE RESTAURANTS
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DOMINOS 
PIZZA IN 
GOOGLE 
PLAY
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MCDONALDS 
APP IN 
GOOGLE 
PLAY
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• Retail

• Remember Me

• Promotion Notifications

• Entertainment

• Fast Thru the Check-out

• Quick Service Restaurants

• Closest Location & Directions

• Order Ahead / Skip the Line

• All

• Integrated Loyalty

• Integrated Coupons

• Integrated Gift Cards

• NOT JUST a Mini Version of the Website

WHAT USERS WANT – IT DEPENDS - THEY TELL YOU ALL THE TIME
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SO WHAT CAN WE DO ABOUT IT?
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THE ANSWER IS SIMPLE … 
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25
25
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W H AT A R E  U S E R S  D O I N G  I N  M Y A P P A N D  W H AT 

D O  T H E Y T H I N K  A B O U T I T ?
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THE NEED FOR RAPID FEEDBACK
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Tester End UsersDeveloperProduct/Marketer

User Feedback 
Crash logs 

BugsBugs & Crashes
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SESSION/CRASH/FEEDBACK SDKS
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• Real people, with real devices, under real world conditions 

• Device coverage, network conditions, interoperability

• Test cycles can be completed in days

IN-THE-WILD TESTING
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Put your apps and websites 

in the hands of real people 

who will use them the way 

your customers will
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BETA TESTING
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• Instrument app for session/crash/feedback reporting

• Use manual testing techniques that can fit into compressed timelines

• Test on real devices under real-world conditions

• Verify with your actual users in beta tests

• Review trends (problem devices, areas of the app that fail more often, etc.) and user sentiment

GET DATA, MAKE DECISIONS
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THE KEY TO BUILDING GREAT 
APPS IS HOW YOU USE THE TOOLS 

PROVIDED


