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IN THEIR SHOES: UNDERSTANDING YOUR
MOBILE USERS’ POV

Dave Bolton | Digital Experience Analyst | dbolton@applause.com | www.applause.com

APPLAUSE®

» London Born, Stateside Since 2009
» East and West Coast Experience

« Tech Journalist and Digital Experience

ABOUT ME Analyst
» Enthusiastic but Rubbish Gamer

» Soccer Fan ...

» Science Fiction Geek
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APPS ARE GATEWAY TO YOUR BRAND & BUSINESS
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THE¥Y MUST.BPO MORE THAN MERELY “WORK”
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AND
BRANDS
ARE
FAILING

o
APPLAUSE
Experienced a Type of Problem
Mobile App Problem Encountered

The mobile app o/
crashed/froze/displayed an error (S

The mobile app
was slow ta launch

The mobile app
would not launch

The mobile app didn't
function as expected

Nane of these ' 1%

WHAT’S IN A
NUMBER?

APPLAUSE®

16%

the % of people who would retry an
app after two perceived failures
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USERS ARE MORE VOCAL THAN EVER

Cheri Daniels @Historiana - Apr 4
by The Chant Ninja - Mar 19 4 Just gonna say the @weatherchannel app for the iPad is the WORST app |
| both love and hate this app. It does a pretty good job, I 1 have ever encountered...even after updates! #fall #crash

That said, the problems are numerous. Sometimes it tries -
connection is low quality. | wonder who could possibly we =

4 Reply t3% Retwest % Favorite =+= More
So i was loving the @Citibank mobile deposits feature but alas, there was an

2 out of 2 customers found this review helpful Was this pful?  Yem] No | I\P\grade and now the ¢
. Daniel Bishop
sand LI [
a L8 & & & | ﬁ v

Sue Pelletier h
‘fg Much as | love my Fitbit, this is dead on: Wearables Are Totally Failing the This app is great w:--& 100% of the time. It
People Who Need Them Most via @WIRED ow.ly/DWrk4d e has all the music you could ever want plus
1 lew summary local 5 ns. A+

S g e e = LU UV @I LS LS app. 1uvss a Bt good job, | like the WatL. we wine s v
izr\al'.. to pick up and can't add the That said, the problems are numerous. Sometimes it tries to stream audio-only rather than video and audio if your
s e o0 connection is low quality. | wonder who could possibly want this! Furthermore, sometimes the whole app will ... More ¥

Useless # 7w 2 out of 2 customers found this review helpful. s YW No | Report a Concern
by jmercmon — Jan 27, 2014
If | could give is app zero stars | would. It's pretty much use '~~~ * === e - 3T PHILLIP'S
to get flight info. |. Comparison to the competition u can do T g
rescheduling flights etc. this app allows none of this. Also w Chris Welch o | i
thing for minutes while it try’s to get data. L Why would anyone buy a Pebble, again?
o lice app that
1 iew |

Samsung user No matter if I'm using Wi-Fi or
my 4G it constantly just stops not sure if it's
buffering or wi o point in listening to this
app if | can't even listen to a full song without

it stopping fix bug asap

u Chris Harris @_ChrisHarris - Mar 24
C Love the design of the new Camera Plus icon. Notice how they've created
flat iOS7 look but with depth and shadow. appsto.re/gb/aEETt.|

[ View details

APPLAUSE®

APPLAUSE®

Among consumers in the U.S. and UK ...

MANY * 68% expect the information they give an organization in one

BRANDS place to be available in another
ARE NOT

LISTEN | NG * 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

Living room

~ Living room

School
Library

restaurant

Relative/
friend’s
house

In stores

\‘ﬁ Public transit

co
Public transit

APPLAUSE®
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YOUR USERS ARE EVERYWHERE
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Foot Locker
HauteLook

Bath & Body Works
Urban Qutfitters
Victoria's Secret
H&M

Express

Forever 21
Hollister
Abercrombie
American Eagle
Payless

GAP

Old Navy
Banana Republic

AVG.

79
69

61
57
45
43
41
40
39
34
30
28
26
25
16

N/A

N

RANKING USA APPAREL RETAILERS

ANDROID
POOR FAIR GOOD EXCELLENT WINNING REVIEWS
I I 1 s
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REVIEWS

APPLAUSE®
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REVIEWS

BANANA
REPUBLIC
APP IN |
GOOGLE B
PLAY

Ommar Rivas  #

spinning. It's

WHAT'S NEW

Minor fixes

Frustratingly Slow. Still. |

Could not open, keeps

APPLAUSE®

217

L 89

Eal

50

© 1135

Cathleen Partridge  #
The Worst App of the Nunch |

KahikinaR #

It doesn't work |

BANANA REPUBLIC APP IN ITUNES

" ~
\\\ .

Customer Reviews

Not great design %%

by brennivan

NO BACK BUTTON! When you view a single item you can't go back to the page before and have to start all over. Very

annoying that you end up just

Improvement still needed %%
y)

by Dyin201

not shopping, especially if you're looking at several items. Please fix it

The app was improved over the time, but it still seems a bit slow and some times goes back to the very first home

page. But it got a lot better now

APPLAUSE®
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RANKING QUICK SERVICE RESTAURANTS

ANDROID 10s
AVG GOOD EXCELLENT  WINNING REVIEWS REVIEWS
Domino's 853 20 0 163,961 1468
Casey's 78.0 (] 833
Starbucks 63.5 o - 105,877
Pizza Hut 59.6 -0: i 68,338
Taco Bell 558 -0. O 5955
Auntie Anne's 446 765
Chick-fil-A 437 - 541
Jamba Juice 39. 203
Hardee's 347 3,566
Carl's Jr. 347 3,566
McDonalds 31.7 10,535
Burger King 287 6,361
7-Eleven 284 -0 8466
Wawa 274 - 873
Krispy Kreme 238 - 1216
Sheetz 228 -2 325 2
Wendy's 225 -7. 1,108 26
Circle K 220 269
Panda Express 20.8 - 33
Dunkin' Donuts 20,6 - N7
Dairy Queen 20.0 389
White Castle 200 293
Little Caesars 200 132 2
Sonic 19.8 849
Tim Hortons 19.0 -3 1399
Papa Murphy's 15.0 189 92
Church's Chicken 12.0 224
60 70 80 90 100

(5

APPLAUSE®

4.4 -
DOMINOS KRAAR

PIZZA IN
GOOGLE
PLAY

tristan hann

Al Swan

LR S & &

1282
Veery easy 1o use - beware the

APPLAUSE®

31,048
3,301
2565

1154

Kais 4k % k&
As far as apps go, this is

Erilliant

20

10
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APPLAUSE®
34 iE
MCDONALDS . o
APP IN = e
GOOGLE \
P LAY % :;;;S jusffﬁf]k? to website i ;ja:hua o YD

WHAT USERS WANT - IT DEPENDS - THEY TELL YOU ALL THE TIME

* Retail
* Remember Me
* Promotion Notifications
* Entertainment
» Fast Thru the Check-out

* Quick Service Restaurants
* Closest Location & Directions
» Order Ahead / Skip the Line

o All
* Integrated Loyalty
* Integrated Coupons
* Integrated Gift Cards
+ NOT JUST a Mini Version of the Website

APPLAUSE®

11
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SO WHAT CAN WE DO ABOUT IT?

THE ANSWER IS SIMPLE ...

12
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4

_ :
WHAT ARE USERS DOING IN MY APP AND WHAT

DO THEY THINK ABOUT IT?

i

13
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THE NEED FOR RAPID FEEDBACK

— ) -
Product/Marketer Developer Tester

End Users

APPLAUSE®

TOOLS OF THE APP DEVELOPER TRADE

Tools let you do more with less, use them or be left behind

All of the 10 mest papular third party tools categories have options for a

M <5100 30%
deweloper bo get started for free
S100-500
Despite this fact. 26% of developers interested in making money do not .
use ary third party 10ois S500-5000 o 293%
Of those developers 79% make less than $500 per app per month 55-50K
The average dewveloper I.S—asiustz ools B S50H+

Successful developers use more tools

Numberofthird  +

party toals used

Wrong tool for the job?

2696 of Cross-Platsonmm Tool users only tanget 1 platform. By doing so they get
all the disadwantages without the main benefit. They are amongst the lowest
reverrue eamers of all kool users.
© vrisicl
et = S

Source: Developer Ecomomics: Stabe of Nation Q3 2014 | www.DeveloperEconomics.com/go | Licensed under OC BY NI | Copyright VisionMaobile

28
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SESSION/CRASH/FEEDBACK SDKS
==
Unfortunately, Earth has stopped.
APPLAUSE® .
IN-THE-WILD TESTING

* Real people, with real devices, under real world conditions
* Device coverage, network conditions, interoperability

» Test cycles can be completed in days

APPLAUSE®

15
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BETA TESTING

#F-3 - DEC 12, §
V1.0 (1)
XT1060, ANDR(

o

0 Jon Vinson
Email looks incorrect.
€) cabriel £
= Millard
[ I would love to k£
s most recent pos DETAILS
on 3.4.0 @.a.0
f I DETAILS

APPLAUSE®

GET DATA, MAKE DECISIONS

* 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

APPLAUSE®
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THE KEY TO BUILDING GREAT
APPS IS HOW YOU USE THE TOOLS
PROVIDED
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