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IN THE SOF TWARE BUSINESS,
EXPERIENCE IS EVERYTHING

EI\/Fact: EI\/Fact: E/Fact:

83% of U.S.

. 53% of large 53% of mobile site
consumers say having , g bandoned
a positive customer companies want to be visits are abandone
experience with a customer experience if pages take longer
brand is more leaders within three ;[hagsthree seconds to
important than the years? oa

product itself?
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Success Depends on Organizational Alignment

78% of organizations 0% of siloed digital

report having separate transformation initiatives

developer and application will ultimately fail due to
teams!? insufficient collaboration?

1 “Customer Experience: The New Frontier” 451 Research, February 2018
22016 IDC FutureScape CIO Agenda Prediction 4" Bill Keyworth, Jeff Rivkifl, November 2015 iDC#US40550115



Resolving App Experience Issues Today

App Owners & IT Operations Developers QA & UX Teams

Business Analysts

,—O
Multiple Marketing Analytics Tool APM Tool Crash Analytics Tool Design A
Analytics
Solutions — —_ R — - — - _

nalytics Tool

Customer Customers complain on
experience falters social media

I I

App issue are eventually resolved, but time is wasted,

customer experience suffers and revenue is lost.
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Resolving App Experience Issues with Analytics

App Owners &
Business Analysts

@)
&

IT Operations Developers QA & UX Teams

Real-User Insights Performance Data Code-level Visibility Design Visualizations

ention by 15-33% or more?

App analytics alerts Experience improves before more
DevOps team of an issue

customers abandon the app
Il t

App issues are resolved as a team with a single point of truth to

eliminate finger-pointing and improve mean time to resolution.

Copyright © 2018 CA. All rights reserved.
1: with CA App Experience Analytics, TechValidate. TVID: OE8-F21-49A


https://www.techvalidate.com/tvid/195-A1B-57A

Continuously Improving App Experience

CA ENABLES EACH STAGE OF CONTINUOUS DELIVERY

Copyright © 2018 CA. All rights reserved.




Creating a Shared View of Customer Experience

O Customer
Experience

Real-User Insights

Performance Data

Code-level Visibility

Design Visualizations

Usade And Performance across all Apps

22000 208 e
:(;iage User aewr;c; 7 N\
- : Are my users having a
Data Maps USAGE .
great experience?
+ J
™ 4 N
Is my app performing
well?
\, S
4 N
Is my code free of crashes
and errors?
\, J
4 N
Is my app flow & design
intuitive?
\, J
Problem Rates across all Apps
82 e | O R ani

Avg per Sessicn

50 142 o]}

Total Page Hits

Users for the month of February

0%
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@ eml

App
Owner

Dev

G
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CA App Experience Analytics

» Deliver 5 star app experiences for your customers

« Gain real-time insights into the customer experience

* Optimize the customer journey and track customer migration between devices
» Design for the experience and improve the flow of your applications

* Improve digital performance and quickly identify the root cause of application
issues

« SaaS and on-premise offerings

86% of surveyed users improved their star rating with CA App Experience Analytics?

CNN econocom  erruneo recknooe. 4 UROSPORT S’SOﬂV&I‘O

ftwara

1: TechValidate. TVID: 06E-376-F3D


https://www.techvalidate.com/product-research/ca-application-performance-management/facts/06E-376-F3D

Monitor Experience Across All Apps and Channels

m Digial Experient = = oXIUSER

alytics

e Usage And Performance across all Apps
=
. Bamm [2lolz]205/s]s 72lckasl

Total Sessions Total HTTP Requests Total Page Hits
4

erage User Retention
0% ’ 0% E,E ErEE
Users In Last 30 Days Users for the montn of January
Data Maps | @ PERFORMANCE ANALYTICS »
=
»
.

Problem Rates across all Apps

97 e I I : A 132ms AL | 0%

m

Achieve a unified view of customer experience & app performance

[&]

A———a\

Optimize
the
Customer
Journey
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Design with the Customer In Mind 1O

Design for
[ e 1l the

Experience

il
3 —E— = —0— —0— —0— : —0—
O O O O O O O
2 O @ O O O T O = o 2 o = o
TIXCHANGE Products Product Wiew Cart Login TIXCHANGE TIXCHANGE Products
O
DO o |

Products

Gain insights into the buyer’s journey and user experience
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Design with the Customer In Mind ) O,

Design for
the
- App Crashes HTTP Errors  JavaScript Errors .
TIXCHANGE Login EXpe rience
+o— -8— -0 -0 4 ustaoows v || evoar - O
®) O o) ®)
! . B0 BoO Do Bonm o
I v Product Viewcat ~ Login
Concerts
Cncarts
Conferences
Conterances
FFFFFFF is - -
Feut
Sports
Soor
Theater
.......
TIXCHAN
B2 5
73.9% 145440 ms Olos O o o ° o o
% of Interactions Aug Duratian °

Application flows, heat maps & insights into app crashes provide the data

you need to tailor your app to your customers’ needs.
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Improve Digital Performance & Availability

Sessions - SADABLAA-F793-40E5-BEEF-CTB33FE1D87A
g Media App ol&.l:};

1o2E3 o amouen = @ueE

HTTP Reguests

X eLano, TEXAS US

(I No feedback

Disk Usage

- a @«
& Screenshots l
Events e ® e @o e eo o e e o omoe - e oo e e
o e ] © ] © o e o © [ o
HTTP Response
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381 o S
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Memaory Usadge
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Insights into Operations and Performance

A1/

<>

T\
Improve
Digital
Performance
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Greater Insights into Digital Experience
Data Studio & Blueprints

« Based on Open Source
Analytics

1,025.89 896.147 5,565

e Customizable dashboards

* Quickly get started with
Blueprints, or out-of-the-box
templates that are easily
customizable to fit any
business need

G
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CA App Experience Analytics

One Platform for End-User Analytics

A1 ® ©>

A———\ /71 \
+ +
Optimize the Customer Design for the Improve Digital
Journey Experience Performance
Make data-driven decisions with Improve app flow and design based Know when and why customer
end-user journey visibility on real-user interactions experience falters with deep
visibility into app issues

S0e—/———
Jeom |,

MOBILE WEARABLES/IOT BROWSER technologies
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Why CA App Experience Analytics?

of surveyed customers feel they
Lack insight into their

Digital Experience

of surveyed customers believe

Improving the Digital

Experience will
Attract New
Customers

August 2016 Vanson Bourne Digital Experience Survey Report

LEADER

With CA App Experience Analytics More likely to...

_ Provide a

tSopI(\a/Ieacrlk-Qtrq‘gr 180% Seamless

Customer
Ere(;/\clI S\Cr;gs & L Experience

ACross

Platforms
lc_:%\:}?irr?l?oeus 0 Gain Analytic
Feedback from 190 Y0 Insight Across
Real User Channels
Experiences

:
: August 2016 Vanson Bourne Digital Experience Survey Report

“CA App Experience Analytics will provide us with the insights into buyer
behaviors, crashes and application performance that will enable us to
proactively solve any incidents that occur and improve the overall digital

eXpe rience our CUStomerS receive.” - Francisco Guirado, IT monitoring manager, Produban. ca

technologies

FORRESTER
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Introducing

DXI User

C E D . -t I @ Digital Experience Insights Logout

Experience
Insights

SaaS-Based Digital
Monitoring & Analytics

=  Omni-channel User
Experience

=  Application Performance
Management

= Infrastructure Health and
QoS
= NetOps (coming soon)

App Experience Analytics Application Performance
Management
Enables you to deliver an exceptional
digital experience for your customers Helps you to proactively improve app
across web, mobile, and wearables performance by providing:

channels by providing:

* End user experience monitoring
+ Crash analytics

s User session playback

s User behavior Insights

ufd

Automatic problem discovery
and Assisted triage workflows
Intuitive application topology
views with time based
correlation

App Performance drill-downs

into Docker, Node.js, PHP, Java,

\NET, and more

Copyright © 2017 CA. All Rights Reserved.

OIo1C,

Infrastructure Management

Provides deep, unified visibility
across modern infrastructures
spanning cloud or on premise

resources:

» Full stack monitoring spanning
cloud services, physical or
virtual systems, storage,
databases, networks and much
more

Intuitive visualization and event
correlation
« Intelligent and predictive alertin

9

G

technologies
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Unified, App-to-Infra Visibility and Insights

APPLICATIONS INFRASTRUCTURE NETWORKS
= C, FH B Y

technologies
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Full Visibility — App to Infrastructure

MGQ.‘ App Experience Analytics

Dl Administrator

o ;I'IIP Requests

HTTP Respanse — PRp—
24170

% CPU Usage
7%
Iy Disk Usage
o
Memory Usage "
19 & o —— ©
R L
e o e v e
e Find an Ever a
(=2 \
s \ n Shap - ooy (Y e— () worwmnn
Transactions > Events within Shop - View Praduct APMIE o ed Event Detals [ 1
o e " . = raestanan

TXNEVENTS Tiansaction Start

e View Did Disappe product n @ =
s View Did Appear procuct

Guide me

a o 3 Digial Exparience nights v X1 Admstrator
S aopiication Performance Management Infrastructure Management ip-172-31-4-20 a Logout
5
" a Aarms ANED
&
Y e
- W m /. s A
Y A Device Name Device Type Anrm Type. Alarm Messsge Durstion
= =
- — . A pnaen VrtuiMschre aws " >1) 19deps
=}
vty rdctis cochacktm
s llmmmmmmmllm
eepermeced Emes Messages. Rows per page: Auto Mefl < >
L o = =° [ —
B Ee B e s | | s m— a
] Aty A p17231-420
2 § wanion Mt »
(=B s e OVERVEW  DEVICE DETALS VETRIC
a 3 E fsriomeoriomgnd P ) rsoduritaerics & st rep e " o _
(& } & sty Ao TUCHANGE Webs UL ischange.webishen/ 55 e
s 4 Categery v ASMEP AWS CPU Utilization
- ey AFTECTID INFRASTRUCTURE COMPONENTS §2]
—————
- SURETSL R '
« Al '
AWS (1M ws probe) - -3
The ot CUL U tizstion s AWS-Tahange s cutside
o epectedimita (131> 1)
[ e e ——— ' A
L]
L Same it et Todey 247:U PM Same Por Metrcs Todey 40264 PM 2 4
° . 2 s @ s oA AN Ao wmin om0 e max

Copyright © 2018 CA. All rights reserved.



CA Agile Operations
Analytics Platform

BUSINESS OPERATIONAL
INSIGHTS INTELLIGENCE

Diagnose _ Prescribe
Predict

PREDICTIVE ANALYTICS
Search

a’@g}

-/
= Correlate

OPEN ELASTIC PLATFORM

Application Experience Machine Logs

T e |E F O

- Fa——a\




Try/Buy CA Digital Experience Insights Today!

AMI& S3aS ~

AWS Marketplace  Amaze

technologies

Customer Rating

Delivery Method  Software as a Service (S3aS) Contracts  Read more)

Product Options  AXA_Essentials-up to 5000 unique devices for 7 Days of

CA App Experience Analytics Essentials

Sold by: CA Technologies | See product video (7'

Built on an open, flexible Saas analytics foundation that uniq th operational , CA App
Experience Analytics provides intuitive reports to reveal a deeper understanding of customers' overall digital experience. Using
these insights to optimize the user journey helps you retain and attract new customers, increase revenue, achieve faster resolution
Kly by boosting productivity.

o d del

CA App Experience Analytics s available through Digital Experience Insights from CA, our SaaS-based digital operations.
monitoring and analytics platform.

#aw#n (v (0 Customer Reviews) |

and pricing detois for this product before subscribing

Pricing Information

Support  See detals below

alytics data retention

m Digital Experience Insights

990 days remaining in trigl

DXI Administrator

TRIAL EXTENSION REQUESTED

App Experience Analytics

Application Perfor

Management
Provides deep, unified visibility

EE WHAT INSIGHTS
A CAN PROVIDE
OUR ORGANIZATION

Enables you to deliver an exceptional
digital experience for your customers
across web, mobile, and wearables
channels by providing

« End user experience monitoring
« Crash analytics

« User session playback

« User behavior Insights

Helps you to proactively improve app
performance by providing

+ Automatic problem discovery
and Assisted triage workflows

« Intuitive application topology
views with time based
correlation

+ App Performance drill-downs
into Docker, Node js, PHP, Java,
NET, and more

apyright © 2017 CA. Al Rights Reserved.

across modern infrastructures
spanning cloud or on premise
resources:

Full stack monitoring spanning
cloud services, physical or
virtual systems, storage,
databases, networks and much
more

Intuitive visualization and event
correlation
Intelligent and predictive alerting

Free 30 day Hosted Trial
Quickly get started

http://ca.com/trydxi

technologies
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CNN Case Study




CNN Politics = Its First Curated Mobile

App Experience

politics

North Carolina's race coulld be tght

CLOSING THE GAP in 2016

GOP GAINS GROUND WITH
SWING-STATE VOTERS

Roglstarod votars

Glinton

Likely voters

GOP narrows voter registration
gap in Florida, North Carolina,
Pennsylvania

By NarshallCohon, CAN

Repul

Ca

technologies

Democrats gain voters In Arizona,
Colorado

| o]
reputation — of any unive!
— of student vism and of
) ple to und and

tance of

Democratic voters galned

O:

Colorado Arzona

G
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How Analytics Improve App Experience for CNN

Development Improvements e

» Detailed session reporting W
= Code-level crash analytics

Performance Analytics

= Deep visibility into performance

i ] - mimimy

= Visualizations of app issues f\ ] E E B D D D l Ll
= HTTP Errors EEE 0

> EEE (] "mTEE

eeeeeeeeeeee
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How Analytics Improve App Experience for CNN

Product Design Improvements

= Heat maps of app usage
= Top “tap events”

= Optimal user interfaces

Measuring User Engagement T

= User acquisition and retention

= Time spent in app -

= Geographic heat maps W “ »- -

technologies
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Three Key Lessons Learned for CNN

1. Upfront testing is ideal — but lacking that, go with your gut and iterate based
on consumer feedback and data insights.

2. The sources of customer usage are many — store reviews, Omniture®, CA
App Experience Analytics, etc.; have a strategy to convert data insights
into clear product plans.

3. Intruth, translating the data into actionable product decisions
involves supposition. What to do? Analyze the product’s performance —
and your assumptions — and be fearless and fast in making changes.

technologies
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Persona Deep Dives



Design the
Experience.

Crash Report SESSION
Crashes —» SIGABRT Q FAA764E2-24A3-4100-8F13-56FB4B4A7F46

.. ATT_DigitalLife 45 452ms . orLaNDO, FLORIDA US
= viel2 Jan 31, 2017 11:06:05am - 5:00:00pm (UTC -07:00) ’

E’}‘O’?e 6 © WIFL £ No feedback

Customer ID
795813

SIGABRT [ Export

unknown
63.06% 3.43% 0%
CPU Usage Memary Usage Disk Usage
Crashed
SIGABRT

Incident Identifier: ACA5B200-5BD1-4COF-8B4F-D24E253C6FET

Date/Time: 2017-01-31 18:06:09 +0000

Exception Type: SIGABRT

Application Specific Information

*** Terminating app due to uncaught exception ‘NSInternallnconsistencyException', reason: 'accessing _cachedSystemAnimationFence requires the main thread'

Last Exception Backtrace:
Thread O

#CAWORLD - #NOBARRIERS COPYRIGHT © 2017 CA. ALL RIGHTS RESERVED CQWorld 17




Developer Analytics g

Business
For Developers, CA App Experience Analytics captures app crashes and offers code-level “
visibility into root causes. This visibility is critical in providing best end-user experience.

Crash Repart

Qsste 1. CRLANDO, FLORIDA LS

oo - gun © o fedback

R «  Capture mobile app crashes and identify root causes

====== -+ Screen capture issues fix them faster, drive better UX

63.06% 3.43% 0%

— «  Gain code-level visibility into issues with symbolic stack traces and
detailed activity logs

«  View video session playback of user interaction prior to a crash
«  Prioritize issues by assessing impact on user experience and revenue

«  Analyze errors and network behavior to identify issues in code or
back-end servers

«  Capture device usage metrics: CPU, memory, frame rate

«  Tag a user, then understand how the app performed for that specific
user (crash, latency)

G

technologies
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INFRASTRUCTURE

[uy

Link the Outside In with = »”

the Inside Out Views g

Slow business transactions cause poor user experience. CA App CA App Experience Analytics integrates the Outside In view with
Experience Analytics Outside In perspective detects these and the CA APM monitored Inside-Out context to show inter-play of
connects you to the CA APM monitored Inside-Out view.

ransactions

96.2%

Transactions

& HAME

#CAWORLD #NOBARRIERS

1.2%

Customer Parchase, Bosk Flight

components with a perspective view to isolate performance
conditions.

Reduced MTTR: CA App Experience Analytics users gain insights
in-context to understand backend performance issues impacting
end-user experience.

& # CRASHED & @ INCOMPLETE

COPYRIGHT © 2017 CA. ALL RIGHTS RESERVED




Operations Analytics i

For Operations team, CA App Experience Analytics captures performance metrics of n
the mobile app infrastructure. These metrics help address issues before they hurt UX. -

g ren

° «  Segment app performance by version, carrier, geo, OS, device

+  Get real-time alerts on threshold violations impacting SLAs,

N N . . oy
- — user experience, or revenue; prioritize alerts
e «  Gain visibility into backend services affecting the app
performance
39.1% m 43% W\\_/_\
3 «  Analyze performance of networks and locations to correlate

with app performance

« |solate and rule out domain, network, data center issues

« ldentify mobile app hotspots: usage, performance, coverage,
issues

G

technologies

Copyright © 2018 CA. All rights reserved.



DESIGN

w
w

#CAWORLD #NOBARRIERS
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Business Analytics

For Business Analysts, CA App Experience Analytics is an analytics solution that captures Anayis “

usage and user experience metrics. These metrics help increase top-line revenue.

Gain visibility into performance of key business services

Identify popular business flows in the app; capture user flow
through your app

Insight into mobile app user engagement, activity, and
retention

Segment & analyze usage data by app version, carrier/WiFi,
location, platform, OS

Track and report stickiness based on users’ revisits
Get data to help make better OpEx and CapEx decisions

Tag a business event (e.g. Gold Customer, shopping cart > 100
items) and look at impact on the top line

G

technologies
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Optional Slides




CA Agile Operations Vision

UNIFIED VIEW

via a common
data-collection platform
for app, infra, and edge

USER EXPERIENCE

Is the measure of
IT and business success

1]
a2 HEA:
Pt l%! e <

0.°%

thidbiiitine

ANALYTICS

to augment humans
with data & machine
intelligence

G
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Align to the Customer Experience with Analytics

OPERATIONAL PERFORMANCE USER BEHAVIOR & EXPERIENCE
Inside-Out View Outside-In View

Optimize
customer journey

= Design
j for the experience

Improve
digital
performance

CA App Experience Analytics

G

technologies
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The App Economy Transforms Customer Experiences

MY TRIPS

IAD EWR

Orlando Washington Newark
Wed., Aug 13, 2014 Wed., Aug 13, 2014

TO THE AIRPORT

BOOK A FLIGHT

CHECK FLIGHT STATUS

MY DELTA

TRACK MY BAGS

technologies
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CA App Experience Analytics Key Capabilities

Data Studio :
& Blueprints Performance
Flexible Dynamic Analytics

Dashboards

= Crash Analytics
Mobile = User Session Playback
Analytics = App Flows
= Heat Maps (o |

Copyright © 2018 CA. AT Fights reserved.



CA App Experience Analytics

“Optimizing your Digital Transformations One User Experience at a Time”

For Application Owners responsible for Digital Transformations, who need to
deliver a five star customer experience across web, mobile and wearables, CA
App Experience Analytics provides Into real user
behavior, buyer trends, log analytics and omnichannel performance.

Built on an open, flexible SaaS analytics foundation that

CA App Experience Analytics provides
intuitive reports for a deeper understanding into your customers’ overall digital
experience. By you'll be better equipped to both

Sources:
1- Forrester Research, the Total Economic Impact of APM, April 2015
2- CA ROI business value estimates



Why CA App Experience Analytics?

OPERATIONAL PERFORMANCE USER BEHAVIOR & EXPERIENCE
Inside-Out View Outside-In View

Up to
Faster Resolution Times Faster development cycles

productivity

CA App Experience Analytics 4

technologies
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