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Presenter
Presentation Notes
Quantify Digital CX
Helps you holistically (pre, run-time, post) quantify how digital users interact with your services (Digital Experience -DX or Digital Customer Experience-Digital CX)

Close Digital CX Visibility Gap
Closes the visibility gap by ingesting device, sentiment, analytics and infrastructure data into a single AI&ML powered analytics platform 

Real-time Digital CX  knowledge
Outside-in Digital CX approach by focusing on Real User Monitoring and Device End Point analysis enabling real-time Digital CX knowledge to be used for real-time customer service/support and infrastructure fine-tuning

Identify Symptoms, assess Root cause and recommend
Identifies any symptoms that contribute to performance issues, downtime or other disruptions to the Digital CX in real-time
Assesses the root cause of the issues that affect overall Digital CX and recommends solutions to support, development  and infrastructure teams

Digital CX Score and ratings/sentiment prediction 
Provides End-to-End Digital Experience visibility resumed in a configurable composite business KPI - Digital Customer Experience Score
Provides Digital CX insights early enough for proactive digital service improvements by predicting Ratings and Story Board Sentiment

AI/ML data correlation to Business Outcomes
AI/ML engine correlates data to Business Outcomes by providing business metrics - Customer Churn Prediction and Digital CX Benchmarking Peer Comparison


= . : . . :
Main Contributors to the Digital Experience

DIGITAL EXPERIENCE AREAS
* Factors Beyond
Omnichann Functionalit .
el Y Usability and
Accessibility 12

When mobile app issues arise, what do you think is the cause?

The app itself . . . o ssx

The maobile netwaork 22%
The phone or tablet operating system (i.e. i05, 18%
Android, Windows)
The phone or tablet 13%

Personalization I really don’t know : ] 29%
and Deliverability S

1) Dimensional Research: Failing to meet Mobile App User Expectations (Feb 2015) | 2) ISG Xperience Summit (Mar 2021)
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Presentation Notes
Functionality: The usability & accessibility provided in the digital interaction
Usability also referred as Simplicity and ease of use
Accessibility also referred as Reachability

Omnichannel: With an omnichannel approach, service & experience are cohesive across channels
Also referred as Omnichannel Experience

Convenience: Users are able to interact and seek support through digital means with little human interaction.
Also referred as Service Convenience

Personalization: how experiences are unique to the user’s behavior, preferences, and profile.

Deliverability: The amount of effort and enjoyment that users perceive when navigating through the experience
Deliverability also referred as Simplicity and ease of use




DStaying ahead of the Digital Experience curve
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Gathering insights before releasing
As customers are becoming more digital savvy, organizations are under pressure to continuously enhance digital products, services and related channels. When talking about digital channels, product teams need to carefully plan how to spend time and effort when working on the development of websites, mobile apps, chatbots and others. To justify any further investments it is essential to know the potential of your channels and how these are being utilized by your customers.

SHIFTING LEFT
Loop 2.5
Predicted Digital Experience by analyzing run time experience data and correlating with past feedback loop 3 data


Loop 1
Benchmarking 
There are plenty of existing apps out there and in most cases you will find similar apps in the same category that have very good ratings and a high adoption rate. You can use these apps as a benchmark and inspiration for your MVP. Most apps use common design patterns for i.e. registrations, integration with 3rd party apps and services. Next to that Google and Apple regularly promote apps with a successful implementation of platform specific design guidelines that app users are familiar with. Doing benchmark research doesn’t require much time and it is very useful to get inspired for improvement and innovation. Tools that can support with benchmarking research are Google Play and Appannie or Appfigures

Prototyping 
If you need to experiment with some concepts and ideas and share these with stakeholders and development teams, prototyping is a valuable activity. With the creation of a prototype you can easily collect feedback without having to spend your money on any development work yet. There are lots of tools available to create low- and high fidelity prototypes. Clickable prototypes can run in full screen mode so that users (to some extent) can experience the flow of a real mobile app. Examples of popular tools for prototyping are Invision, Framer, Proto.io, Marvelapp and Adobe XD.

Usability Testing 
Usability testing allows you to test your prototype by observing and interviewing users in a lab environment. Professional usability labs have equipment such as test devices, eye tracker camera’s and video recording tools. In general, the broader the target audience the more time needs to be spent on user research, prototyping and validating user interface designs. This is the case for i.e. consumer apps where a design has to be adopted to the needs of large amounts of users with different education- and adoption levels of digital media.


Loop 2
Beta testing
Beta testing offers you a way to test pre-releases of your mobile app in a controlled fashion. Apps can be installed on lots of different devices with different form factors. Both Google and Apple offer beta testing functionalities for a limited group of testers through their app store platforms. Most of your users already have an app store account which makes beta testing very accessible as no additional registration is needed.
Before publishing beta apps make sure that you have release management processes and tools in place. Your team should be able to deliver automated builds of your app, signed with the right certificates and stored with a logical version number in the app properties. A proper build management setup allows the team to quickly deliver different builds for testing, receiving feedback and fixing issues. Tools like i.e. Visual Studio App Center, Bamboo or Jenkins allows you to set up a continues delivery for the testing of (app) builds but also for continues (automated) deployments to the app stores.

Collecting In-App Feedback
During a beta testing period, you can offer user feedback options inside your app. Feedback options can be implemented in several ways. The most simple option would be to add a button in the main menu that allows users to send their feedback through email to a support email address using any existing email app on the device. Alternatives to adding a feedback option on all screens are to use movement sensors from the mobile device, like shaking. Interactions like this can keep your UI clean while giving the user an option to provide feedback on any screen. Of course, clear instructions are needed on how to trigger this. Also, there are third-party in-app feedback providers that could be considered to cut down on the development costs of a system for collecting and processing feedback if this is already in place.

Loop 3
Analyzing Appstore Analytics
The most accessible feedback would be the user reviews in the app store (readable by everyone). If you have a very active and engaged user population, users will rate your app and sometimes write reviews. Although ratings are definitely an important indicator of how users are appreciating your apps, these might not give you the complete picture. Reviews are usually shorter and more to the point, while in-app feedback (covered in the previous blog post) often includes more detailed input.
General app performance data and metrics can be obtained from the app stores but is mostly limited to high-level information such as app store views, app downloads, app sales and (high level) crash reporting. If this is good enough for your reports you are good to go and use this data. Be aware that there are differences between Apple and Google in this case. If you need to get insights on platform-specific analytics for e.g. your Android apps you can get tons of information from the Google Play Console. The same is more or less valid for iOS apps in Apple Appstore Connect, with the big difference that Apple is collecting data based on opt-ins. This means that only some users, with data sharing switched on, are contributing to app store analytics.

Analyzing In-App Analytics and Backend Logging
When you need to get more insights into the performance of your apps (independent of the platform used) switching to a more detailed analytics tool could be necessary.
In this case, metrics are collected in analytics tools such as i.e. Adobe-, Google Analytics or Firebase Crashlytics. Analytics tools require embedding of an SDK component in your app which has to be available cross-platform. With this, you are able to receive out of the box analytics data (like available in the App Store ) but on top of that, you can manually add events in your app that generate specific in-app metrics

Analyzing Online Research and Voice Of the Customer Surveys
Online research activities can range from data mining activities (i.e. social media analytics) to conducting surveys (NPS research).
Although online surveys could be intrusive these are still a powerful way to find to collect feedback from your customer. When done in a structured manner you should be able to find out how loyal your customers are with regards to your brand or product and how your organization deals with customer inquiries. Surveys can be sent by email but also be embedded in your app or website. The best moment for offering embedded surveys is after a transaction has been finished or a support request has been handled. Usually sending an email survey during a work week will give higher response rates. Avoid Fridays and the very end of the day.
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Talking points to get more info from customer while presenting this slide



@Solving the “Beyond Functionality” problem

e g
L]

What is contributing .
A to this low customer Incight
BUSINESS® Frontier FHierie

Communicator” eXpeI‘ience?

You have released the latest
App version (2.30.05) and
noticed a downward trend in
the ratings pointing to a low
customer experience

. s g
C|gn|t| www.cigniti.com | Distribution is Restricted. Copyright © 2021 Cigniti Technologies a


Presenter
Presentation Notes
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Incight in Action

o Connect

Data Sources: Google Play & App store,
Android Mobile apps, GA, CA

Correct e
Preemptive CX issue detection & User 9 Collect
action recommendation Realtime measures across
sources
Calibrate 9

Quantifies Customer Experience (CX) 9 Monitor & Alert
Realtime Monitoring of CX across layers
Intelligent & custom alerting

Correlate e

Pre, Post & Live user experience analysis
Automatic Device, Infrastructure - wide CX
Root cause diagnosis
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