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Notice

The information and materials included in this presentation (collectively, the “Materials”) are the confidential
and proprietary information of AppDynamics LLC (the “Company”). No part of the Materials may be reproduced,
distributed, communicated or displayed in any form or by any means, or used to make any derivative work,
without prior written permission from the Company. © 2018 AppDynamics LLC. All rights reserved.

All third party trademarks, including names, logos and brands, referenced by the Company in this presentation are

property of their respective owners. All references to third party trademarks are for identification purposes only and shall
be considered nominative fair use under trademark law.
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The S Ke
y Demand for digital services continues to grow around the world, spurred by the rise of mobile and the

proliferation of applications that run nearly every aspect of our lives. From Uber and Amazon to

I re n d S Airbnb and beyond, brands have formed intimate bonds with consumers through outstanding digital
experiences. But in today’s on-demand world, those experiences are only as good as the applications
° that deliver them. That’s why, when performance issues strike, they don’t just pose a challenge to the
S h a p I n g IT department, but to the broader business as a whole.
. . As part of our ongoing analysis into the phenomena influencing modern application and business
A I I C a -t I O n performance, we’ve leveraged our annual App Attention Index research to synthesize five key trends
p p that should be top of mind for innovation leaders in the year ahead.
[ ]
and Business About the App Attention Index
The AppDynamics App Attention Index 2019 explores the latest trends in consumer attitudes,
behavior, and expectations with regard to digital services. The third in a series, this report benchmarks
against the previous report, produced in 2017, and examines how increased use of digital services is

altering the way consumers view brands and make purchasing decisions. It considers the implications
of these changes for businesses, both today and in the years ahead.

Performance

The research included interviews with more than 7,000 consumers, including 2,000 interviews in both
the United States and the United Kingdom, and 1,000 interviews within Germany, France and
Australia. The research was conducted by Insight Avenue in March 2019.

The information in the slides that follow are pulled directly from App Attention Index research.
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https://www.appdynamics.com/blog/news/app-attention-index-2019/

1. People use
digital services

The percentage of consumers that say

i Na I m OSt eve ry 61% they reach for their mobile phone

before talking to anyone else when

aspect of their they wake up.
lives.

On average, people are using 32 digital
services every day -- 4x more than they
| | realize.
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Actual daily usage by digital service type

In the context of an average day, we asked consumers how many of the following
types of digital services they might use.

()

Social Media (instant messaging, Facebook, Instagram, Snapchat, Twitter)
Entertainment (music, video streaming, gaming)

Productivity (email, docs, sheets, work expenses)

Connected devices at home (Alexa, smart meter/thermostat, doorbell, cameras) 3.11
Connected car services (Android auto, Apple carplay, remote access and control, Waze) 3.04
\Xearable applications (Fitbit)

News and information (Buzzfeed, news, weather)

Retail (food takeaway/delivery, groceries, fashion, ecommerce)
Utility (calculator, reminders, calendars, maps) 2.61

2.59
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Finance (banking, payment apps, stocks and shares)

Lifestyle (health, fitness, dating, food, travel)
MEAN TOTAL: 32 g‘

3

2.42
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2. Expectations

As our Digital Reflex grows stronger with each passing year, people’s
fo r th e expectations for app performance have evolved dramatically. What
does this mean for your business? It’s time to elevate the status of

Cu Sto mer performance monitoring from “IT issue” to core business health metric.

experience,
. 5 Over the last 2 years, consumers say their expectations
app||Cat|On for digital are rising.

2019 2017

716% 62%

of consumers say their expectations for of consumers say their expectations for
the performance of digital services are the performance of digital services are
increasing. increasing.

availability, and
performance
are growing.

I
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Almost half of all consumers want brands to recognize their loyalty.

And, when it comes to recognition via loyalty and reward programs, personalization, and other
elements of the customer experience, it's clear that attitudes are shifting as the Digital Reflex
becomes stronger.

DIGITAL SERVICE AND BRAND EXPECTATIONS o
Personalization

What do you expect from the digital services and brands you use?

‘ Yes, definitely . Yes, probably . No

To recognize my loyalty and reward me L4% 41% 15%

I expect digital services (and brands)...

L4 39%

To recognize and compensate when I have had

a poor digital experience 35% 43% 22%

To be even more personalized than fz?ce to fgce 35% 359 30%
e said they'd definitely said they'd expect a digital

expect digital services and interaction to be even more

brands to recognize their personalized than a face-to-

loyalty face one

To know who I am and what I like and deliver 31% L6% 239
relevant content

To learn my preferences and buying behavior/what I 30% 43% 27%
respond to and deliver a tailored experience ° v =

To know where I am and what I am doing and tailor 289 38% 349
content accordingly
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3. Half of all
consumers
would pay
more for
better digital

Percentage of respondents that
84% experienced problems with digital services
in the last year.

experiences.

50% of those surveyed would be willing
to pay more for an organization’s product
or service if its digital services were better

than a competitor’s.

]
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Frequency of performance problems

Consumers were asked how frequently they have problems and get frustrated with the following types of digital

services.
. Daily . Weekly . Monthly . Never
Social Media (instant messaging, Facebook, Instagram, Snapchat, Twitter)
Entertainment (music, video streaming, gaming) 16% 20% 31% 32%
Connected devices at home (Alexa, smart meter/thermostat, doorbell, cameras) 15% 19% 28% 38%
Productivity (email, docs, sheets, work expenses) 14% | 17% 31% 38%
Connected car services (Android auto, Apple carplay, remote access and control, Waze)
Retail (food takeaway/delivery, groceries, fashion, ecommerce) ERCIRELL 37% 40%
Wearable applications (Fitbit) 16% = 16% 27% 41%
Finance (banking, payment apps, stocks and shares) NEECERERS 31% 43%
News and information (Buzzfeed, news, weather) 15% | 15% 27% 44%
Lifestyle (health, fitness, dating, food, travel) ERECENPAL 30% 47%
Utility (calculator, reminders, calendars, maps) RISRCIRPAL 25% 55%
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4. Customers

h ave m O re When performance problems impact the customer experience, the
outcome can be disastrous for your company’s brand and online

reputation. That’s because today’s consumers have the ability to take
powe r to social media and review sites to share their dissatisfaction,

sometimes before they notify a company of an issue (if they do at all).
and more

ChOiceS - tha N AppDynamics research reveals that:

ever before.

83% 63%

of customers who experience problems of consumers actively try to discourage
with digital services never notify a brand others from using a service or brand if
or give them a chance to make things they have a bad digital experience.
right.

I
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S. More than
half of
consumers
place higher
value on

54% consumers we surveyed said that
they place higher value on the digital
interactions they have with brands.

digital
Interactions.

In the age of the Digital Reflex, most
brands will likely benefit from elevating
performance issues from mere “IT
headache” to business priority.
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So, how can
businesses
leverage these
trends to
inform their

application
performance
strategy?
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In our digital-first world, where application loyalty is brand loyalty, here
are three steps businesses can take to create amazing digital
experiences and, ultimately, drive better application and business
outcomes:

1. Focus on application performance.
To deliver better digital experiences, implement a robust
application performance monitoring (APM) solution to monitor
digital services.

2. Leverage an AlOps approach.
An AlOps approach leverages the power of artificial intelligence,
automation, and APM to help you get take care of performance
issues before they become customer-impacting problems.

3. Connect application performance to business outcomes.
Using technology that correlates application performance, user
experience and business outcomes allows organizations to
improve decision-making and take action based on real insight.
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https://www.appdynamics.com/blog/engineering/gartner-report-reveals-why-your-apm-strategy-needs-aiops/
https://www.appdynamics.com/app-iq-platform/business-iq/

Want more
insights on
consumer
trends and
digital
experience?
P Download the full

App Attention Index
2019
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