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COMPANIES STRUGGLE WITH THE DESIGN AND
DEVELOPMENT OF MOBILE APPLICATIONS

Quality and
functionality 57% L] For the end customer,

it is not easy to get the
right orientation, look
and feel; usability is
the next thing. 52

Executive | Automobile company

Ensuring quality
mobile experience
/ usability

Development platform
/ infrastructure

Source: Institute for Business Value, Mobile Enterprise Study, Q11.
Please select the top challenges your organization faces today when developing or acquiring mobile applications. Select up to 5.
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THEY STRUGGLE WITH
AND DEVICES?
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THEY STRUGGLE CREATING THE BEST UX USING BEST
OF BREED OPEN FRAMEWORKS?
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THEY STRUGGLE WITH
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HOW DO WE
OVERCOME THESE
CHALLENGES?
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MULTI-PLATFORM DEVELOPMENT -
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CONNECTIVITY — STREAMLINED, TRANSPARENT &
MOBILE OPTIMISED

ERP Engine Cloud Service

| | —

WORKLIGHT ADAPTORS | WORKLIGHT SERVER
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INSTANT PREVIEW TESTING — MOBILE BROWSER

SIMULATOR
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Mobile Browser Simulator

The Wobile Browser Simulator displays mobile web pages in a variety of mobile browser sizes and shapes

Webpage: hitp:/128.141.143.195:10080/LocationScenariosDemo/apps/sen 40l Go / Refresh Add Device ¥ Scale All Devices:  100% Enable Useragent Switching Simulate

Cordova

Skin v é? E%E & Rotate | %
» Device

» Events

» Accelerometer

o Couponator
» Camera

» Capture

» Compass

» Contacts

» File

» Geolocation

» Network

» Scenario
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REGRESSION TESTING - MOBILE TEST WORKBENCH

App's
Transparent Overlay Original View

Integrated View
on Device
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ENFORCING SECURITY UPDATES

. ‘Worklight Starter
Worklight Starter

G makes Knock a standard feature, update

oming for L Set Il models

oogle, Audi to announce in-car Android
(E] Xt week, says WSJ

joogle, Audi to announce in-car Android
lans next week, says WSJ

leckers reverse enginesr v U Gamsraa

from PC

Remote i
disable %

INBer VWi U GaImerao

udge okays NSA spying and more!

"he best celiphone deals of the week:

Direct
an @ e D update
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OPERATIONAL ANALYTICS

All Applications all Versions for the last 30 days

Environments Devices Platfom summary

iPad2

iPhone 4s
iamsung Note2
Nokia X11
Galaxy Tab2
iPad Mini
Blackberry 210

iPhone

Daily usage (sessions/hits)

Server Logs




Mobile Application Development with Speed and Quality

MOBILE APPLICATION DEVELOPMENT PLATFORM
(MADP) ARCHITECTURE

Development Continuous Delivery

Application Scanning
Detect code security vulnerabilities
at the time of development

Quality Assurance
Collect beta test feedback, crashes
and analyze user sentiment

Foundation
Development, Runtime, Operations
Console & Private Store
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ROHDE & SCHWARZ CUTS MOBILE DEVELOPMENT
COSTS BY

‘ ‘ After lots of evaluations, we decided that
Worklight seems to fit best with our environment

and our needs. Now we are able to deliver
exceptional apps in weeks instead of months ’ ’

Manfred Metz | corporate mobility manager | Rohde & Schwarz
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ING VYSYA BANK INCREASES CUSTOMER
SATISFACTION BY

Funds
Transfers

A

Balance
Meter

—

(
14

One-click
shoppin

Balance
Meter

Branch /
ATM




So how important is the
end user experience?
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VISIBILITY INTO THE CUSTOMER MOBILE EXPERIENCE
TO IMPROVE CONVERSIONS AND GROW REVENUE

Industry-leading customer experience management solutions Native Apps Mobile Web
to mobile websites, native applications, and hybrid apps :
including support for HTML5.

Capture and high-fidelity replay of mobile gestures* for
mobile web sessions on iOS and Android-based devices
help optimize users’ experiences on mobile web
applications .

Analyze mobile user behaviors and quantify business
impact of user struggles with IBM Tealeaf integrated
solutions

Add-on Heatmap, Link Analytics, Form Analytics, and :
Attention Map analytics for mobile-web applications g o
Hybrid Apps HTML5
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Expectations vs. Realities

85% of adults who have completed a mobile
transaction in the past year expect the
experience to be better than using a laptop
or desktop computer

Yet 41% of comments about the
top mobile companies expressed
frustration

Source: Harris Interactive Survey of Mobile User Experience

PremEmet e



Mobile Application Development with Speed and Quality

CONSUMER MOBILE EXPECTATIONS ARE HIGH

w__Verizon & .,

Yahoo! Mail = Devil's To... | Amazon.c... San Fr... SuperBo... » | 4

i NFLCOM CUSTOMER SERVICE TRACK ORDER REQUEST CATALOG \/ CART (2 ilera)

T e seancy I
O W ESITEIAI  wew ARevaLs TEUSTBRRENEW coccae ouner

SHOP BY TEAM + JERSEYS+ MEN'Ss WOMEN'S+ KIDS's HATS T-SHIRTS COLLECTIBLES HOME & OFFICE TAILGATING DVDS

[ 11T | SPECIAL OFFERS, SAVINGS
GO INSIDE THE -:m- ALERTS, AND MORE.
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TOP CONSUMER STRUGGLES

1. Inability to complete a transaction
2. Search functionality

3. User interface

company via other purchase channels if they experlenced
a problem conducting a mobile transaction.
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How Lo you find out about bad
customer experiences?
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MOBILE COMMERCE: UTTER FRUSTRATION

2] s
A .

@bevan - mobile is down. Not letting me checkout. CS
says it's a known problem. On BlackFriday? | just missed two
deals!!

@gdomdom - @ Your app sucks for trying to shop!!!
Get your mobile act together

- W

@christenfolsen - Dear , please fix the mobile version
of your website or | am going to kill you.

-
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“The Companies That Focus on Customer
Experience Are The Ones That Will Win”
M&M Direct
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MOBILE COMMERCE: PURE DELIGHT

@beccbrown - Wow, just did half my #Christmas
shopping on the bus, using my #iPhone app.
#ihearttech #blackfridaybedamned

@LiveLovelLaugh88 - I'm like a fiend with these
deals... setting alarms on my phone and
checking app every 15 mins. #BlackFriday

@eclat521 - Well- that's my boy's Xmas presents
ordered, from my phone, thanks to app. Too
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MOBILE DASHBOARD

Automatic
detection of mobile
customer struggle

Cross channel
analytics: web, app,
mobile site

Mobile Deme_012511 [ 1a. CalAir Dashboard

0140372011
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W Destination Farm Yalidation Errors

In screen visibility

(orientation, swipe,
form entry, clicks) to
track usability issues

Percentage

120281201 0-01/03r2011
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Unhandled Exceptions (davs Error)
W Slow Page Performance (5+ sec)

W-Sloww Page Performance (10+ sec)
B Bad Status Codes 4XX (Client Error)
B Bad Status Codes SXX (Client Error)

12/30 Complete experience
D. .
o capture: user actions,

application, environmental
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MOBILE WEB

Browser Version: Safari 4.0  Browser Platform: i084  Screen Dir

Screen Action: Scroll Down J

Orientation-Specific Enhanced Mobile Replay

Start Replay || Previous || Wext  Request || Response
Gen Time: 0.7215

Model: Apple
Wed, 18 Jan, 2012

CTO— -
soec B

Froquent Fiyer Mrogram | bobblehead@gmail.com
00201511042 sexer

Remember me

Forg
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MOBILE DOM RENDERING

‘\.P Strnuss & Ploaser

Fambre  Bectnes  fppe

ot I
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Limited OMer 20% OFF

Buy Canon K£BEL

‘Session Fisk Use- 10/102012 14:17.00  Seasion Laok Use: 10/IQF2012 14.18:16 198 Commt: § Lask Upate: 10/10V2012 17.34.22
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RWD REPLAY

ABOUT RESPONSIVE DESIGN
GALLE

Evolve your
website - make
it responsive.

= Ul Events appear for changes, resize and scroll
= Screen size is displayed
» Replay view adjusts to match user’s experience
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MOBILE USABILITY

IBM Tealeaf CX Search Online Help Q  Admin -

Start Replay || Previeus

orm: Tablet OS

o -

Top Links

T Wateh jge T\ Mo

heap Prices Hindering
U.S. Economy?
Travel Wherever
- You Want... With
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NATIVE APPS

Request | | ["Repizy" | Annotations |
et Trip: 0.0235s Round Trip: 0.521s

5 Version: 2.3.4

App Version:

KSPIILB=U

4& Sorryl

The application Strauss & Plesser
(process com.tealeaf.sp) has stopped [RequestBody]
unexpectedly. Please try again. {"serialNumber
[{"offset":25479, {"description™:"divide by zero","stac]

java lang ArithmeticException: divid
“om tealeaf sp activities BaseActivity.crashTheApp(BaseActivity ]

61)\n'tat com tealeaf sp.activities BaseActivity. onOptionsltemSelected(B
android app. Activity.onMenultemSelected(Activity java:2264) n\tat com android interal policy.impl PhoneWindow.onMenultemSelected(Phon
-om android.internal view.menu MenultemImpl. invoke(MenultemImpl java:1

-om.android.internal view.menu IconMenuView.invokeltem(IconMenuView.

rom.android.internal view.menu. IconMenultemView
android os Handler. handleCallbac!

a
performClick(IconMenultemView java:122)n'tat android. view. ViewSPerformClick run(Vi
)'n'tat android.os. Handler.d

(Handler java:92)\n'tat android os Looper loop(l
06)\nitat java lang reflect Method invokeNative(Native Method) n'tat java lang reflect
“om android.internal s ZygoteInitSMethodAndArgsCaller.run(Zygote nit java:840)\n'tat com.android.intemal 0s Zygotelnit main(Zygotelnit ja
falvik sys e ¢ Method)'n","name""class “nvironment": {"mobileEnvironm

{EY! and”"verizon' v a_snvder? 3 A/6 5 1-167 DHD-14 M?2.5//111228+
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NATIVE REPLAY

IBM Tealeaf CX Session -  View -  Options -  Overlays - Admin

Navigation Start Replay || First || Previous || Mext || Last || Request || Response |[NREpEyY
Gen Time: 0 Net Trip: 0.001 Round Trip: 0.001 Response Size: 270b Status Code: 200

sandp.tlislab.ior

timsandp.ilislab.ibm

Narr
Last Name

Email

Phone
Company

Title
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THANK YOU
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