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Speaker Intro: Richard Mendis

O)

“ Dd rmendis@anypresence.com
P ichard Mendis [ linkedin.com/in/rmendis
- Co-Founder and Chief
‘d Marketing Officer , @anypresence

@anypresence | CMO and Co-Founder, AnyPresence
VA-based company offering an enterprise mobile
platform-as-a-service for accelerating mobile app
development without platform lock-in

20+ years in enterprise software industry

= Speaker on enterprise mobility and SaaS topics
= VP of Solution Management at SAP

= CMO and Co-Founder, Clear Standards

= VP of Marketing at Current Analysis

= Product Line Manager, Siebel Systems

= BS Computer Science, University of Toronto



= Market Trends (consumers and employees)

= Mobility Ecosystem
= 5 Things IT Needs to Know

1. Strategy: prioritize your use cases around ROI

2. Design: poor design = poor adoption

3. Development: reduce TCO with mobile platforms
4. Testing: you've already underestimated this area

5. Deployment: use app mgmt. solutions when possible

= Summary



The Customer Experience “Engagement Gap”
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By the Numbers: Mobility in the Enterprise
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Mobile Web and Smartphone Adoption

Smartphone and tablet devices out-pacing PC
as primary means for accessing email and

85m
Internet' Mobile Internet
i Subscribers
By 2015, more U.S. Internet users will access
the Internet through mobile devices than o
through PCs or other wireline devices. ' Units Sold
<$200
> Smartphone
Unit Cost
~18m
Desktop
Internet
I . " Subscribers
——— s — -
2005 2010
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Smartphone Adoption Demographics

U.S. Fastest Growing Demographic Segments
Among Smartphone Users

Source: comScore Mobilens, 3 mon avg. ending Dec-2011 vs. Dec-2010, U.S.

HH SIZE: 6 PERSONS

HH INCOME: UNDER $25K 9

g

EMPLOYMENT: RETIRED

92%b

EDUCATION: ASSOC DEGREE

AGE: 55-64

GENDER: FEMALE

REGION: MIDWEST

7 = presence



Consumer Demand is Clear

What types of customer service mobile apps in the following industries would you find
most useful? Select all that apply.

Telecommunications 66%
ey e
Hentcoetaancs ax “OVER 30% OF
----------------------------------------------------------------------------------------- CONSUMERS
Wmtxld you use) [?::ile apps in p.lace ofdtradi.tit:nal customer §:ert\,/:c$ channels (e.g. calling WUULD REPLACE
customer care) if the same services and assistance were available?

SOME OR ALL

ey TRADITIONAL
| CUSTOMER

70%

SERVICE
o CHANNELS IF A
o | MOBILE APP WERE
AVAILABLE *

| would use for select companies | would replace all traditional customer
servicechannels with the app - CI.ICKFDX



Generation X “Millennials”

. 25%

50%
Born 1965-1976 Born 1977-1998
e - of 2010 of 2014
51 Million 75 Million Workforce Workforce

Reject Rules
Mistrust Institutions
PC
Use Technology
Multitask

Re-write the Rules
Institutions Irrelevant
Internet
Assume Technology
Multitask Fast

“One in five Millennials spend 50% of
their work week away from the office.
ClOs must do more to enable them.”

accenture

Millennials’ Perception of Technology (US 18-27 year olds)
Technology...

...will be vital in my

0,
employer selection o

...helps me improve the
quality of my work

8% 16%

77%

...helps me be more
successful in my career | 4

16%

76%

...makes it easier to
communicate with my
peers and supervisors

13% 14% 73%

B Disagree [} Partially Agree / Neutral [ Agree

= presence



Mobile HCM Drivers and Goals

Figure 2: Pressures Driving the Adoption of Mobile Tools in HCM
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0% A Figure 3: Most Important Goals for Mobile HCM Strategy
Needs and expectations of
multiple generations in the
w orkplace Improve time to productivity 3.76
Abe rdeen Grou P Improve interaction w ith field and remote 268
' w orkers '
Improve employee engagement 3.54
Reduce manual transactions 3.49
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Enterprise Mobility Ecosystem

End-Users Pro Services

Consumers Mobile Agencies
Employees Consultants

Device Mgmt App Building

Software Software

Device Security Platforms
App Mgmt Toolkits

Device

Carriers Manufacturers

Cellular

. Phones
WiFi Hotspots Tablets

1

Development Frameworks

“Full Stack” Mobile Platforms

Mobile “Back-end-as-a-Service”

= presence
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Top Challenges to Building a Mobile Strategy

Developing strategy |, 4%
Identifying/prioritizing business cases | NNGTTINGNGEGEGEGEEGEEEEEEEEEEEE 149
Choosing platform/technologies |GGG 11
Budget NG 1%
Security | 1 0%
Executive/business support |GGG ¢
Keeping up with change |GGG 70
Integration with back end |ENENEGEGEGEGEGEE 00
Time, resources, or skills | NNEGEGEGEGEGEE 00
Implementation/change management |GG 5%
Device management |G 3%
Ongoing support | 2%
Marketing and visibility N 2%
Managing expectations | 2%
Application design il 1%
Vendor support |l 1%

User adoption Il 1%

13 Source: Insider Research & Netcentric Strategies



Mobile Scenario Domain Areas

Financial Benefit Brand Value Benefit

v Mobile Commerce v" Customer Service
v Price comparison v Information
v Order Content
mers
Custome Management v Live Agent Chat
v Bill Payment v Wait Times
etc. etc.
v Employee and v" Collaboration
Manager self v BYOD support
Ermbl service v" HR process
mpiloyees v Approvals enablement
v Process-based etc.
apps

Productivity Engagement

14
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Mobile Scenario Prioritization — Example Method

Scenarios
in this
quadrant
Mobil : and
Pa (r)nbelnets Drug Refill { J
¥ Order Locator by Scan owaras
Tracking the middle
have dual
SMS Refil _ benefits
These will Message Reminder Prescrip-
likely be Center tion ID
lower

priority i Product
Support Health

scenarios
E Plan Info
O
q=, Customer
) (a1 Care

Take into .

account -g Doctor

both cost RS Locator

to build g

and cost '-l:

savings

Brand Value Benefit

15 = presence
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Usability is Critical to Mobile App Adoption

Usability and experience are more important to

mobile app users than brand name alone.
People download apps based on the following considerations:

74% think it should be easy  75% think it should do 57% think it should be well
to use exactly what they want it designed
todo

17 Sources: Smashing Magazine, EffectiveUl = presence



Positive Experience Drives More Customers

Experience is important — mobile app users look
to others for recommendations on mobile apps:

66%
66% have downloaded an 57% have recommended an
app based on a review or app because of a positive
recommendation experience

18 Sources: Smashing Magazine, EffectiveUl = presence
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Mobile Development Challenges

—

Mobile platform fragmentation

= New devices and operating system
versions released every year

Complexity of development

= Need specialized skill-sets for
each platform: difficult for non-
mobile developers to build apps Plaorn  Codename APILovel  Disuibution

Android 1.5 Cupcake 0.6%

Nuances of mobile design foad 16 | Dons

Eclar 7.6%

= Mobile apps require different o Froyo 21.8%
. . . Ir : Gingerbread 0.5%
design and interaction

58.1%

= Can’t have one app per system;

Honeycomb 0.1%

must consolidate functions : 14%

1.9%

Hidden costs of maintenance .| les Cream Sancuich 03%

0.7%

= Adding new features is costly
across multiple platforms

20



HTMLS5 Gains Momentum (but is not on par with native yet)

HITMLS: What Marketers
Need to Know

You've likely heard the term ‘HTML5’ a lot recently, but what does it
mean for marketers? HTMLS is a browser-based programming
language that can make your content more accessible and
interactive, with app-like usability and mobile-friendly delivery. The
growth of HTMLS is undeniable, and its benefits for marketers are
clear. Here’s more:

Key benefits for marketers -

0

Cross-platform
Searchable

0

of U.S. mobile users prefer to use

Cost-Effective
Accessible

of developers are already
using HTMLS

Sources: (1) IDC, (2) mobiThinking, (3) Keynote Services, (4) Content Marketing Institute

the browser vs. native apps !

HTML

Main features of HTMLS_ -

Rich Media
Geolocation

Native-like Behavior
Swipe and Touch



Mobile Application Types

22

T e i (LS| Hyoria

Best for

Benefits

apps that need to
perform quickly, work
well offline, and
access many phone
capabilities

looks like other
native apps

» fast response time
» works well offline

» can be found
through app stores

* access to all native
capabilities

» push notification
capable

apps that are always
connected to source
systems, and need to
run across many
device types

* single app for all
devices

» don’t need to learn
multiple mobile
development tools

« can make updates
available instantly
to all users

apps that need to
access some phone
capabilities, and are
mostly connected

* some benefits of
native apps

e can embed a web
page into a native
app view for faster
development across
platforms



Top Services Used by Mobile App Developers

Many app features driven by back-end services...

1. Push Notifications 67.8%

2. Social integration 60.0%

3. Users 48.6%

1)

4. Photos 38.6%

5. Status updates 37.2%

6. Ratings, reviews, likes 36.0%

7. Places 35.0%

pPOI
{

o Q@ DO ®H

23 Source: Appcelerator/IDC

= 0D &

8. Custom Objects 33.2%

1€\

9. Clients 32.4%

10. Photo collections 31.8%

11. Chat 30.3%

12. Check-ins 29.2%

13. Posts 28.5%

14. Email templates 22.7%

presence



Mobile Development Approaches

Approach Pros Cons

1. Build using native v Unlimited flexibility Highest TCO
tools from scratch Slowest to market
Difficult to maintain

2. Build using an full- v Lower TCO Ul limitations
stack mobile platform v Minimal coding Platform lock-in
v Multi-device support

3. Build using a mobile v Lower TCO Custom code for each
back-end platform v Unlimited Ul flexibility mobile Ul
v" Reusable APIs

70% of mobile apps created between
2008-2011 will become obsolete and
candidates for re-development by YE2012

By 2014 up to 40% of Fortune 1000
organizations will employ a mobile enterprise
application platform for app building

Source: MGI Research = presence




When Should | Consider a Mobile Platform?

Strategic Impact of Mobile Technology

Rich
Consider a A:
platform if you !
have several preale
projects or will C: soo sz Always
improve apps Defensive s afld consider a
quickly Profit — platform for
these two
quadrants
Functionality
B:
If you are only : Brand En-
building 1-2 ‘ hancing
apps, and don’t
see them as
strategic, may
not need a Basic
platform
Tactical Strategic
Opportunity

o5 Source: MGl Research = presence
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Mobile Architecture Best Practices

Use Use JQM+ Use Avoid

Moplle Common - Backbone  Prototyping Client-Side
Presentation Mobile - or Sencha = Tools for = Business
Layer Services  for HTML5 Native Apps  Logic
t FAVOR NATIVE CLIENT-SIDE CODE, LEVERAGE TOOL-
Mobile Push ~ App  AppTesting  patg
S . ~_ Notifications, User Roles Distribution - Source
ervices T T SMS ~and Access and Integration
Layer Messaging Control Analytics
' LEVERAGE MOBILE SERVICES, ENABLE “COMPOSITE” i

Data Sources ' Datap g
— - Enterprise : Web File
and Systems ¢ T Systems ~ BIDW Services ~ Servers
Systems ;

LEVERAGE EXISTING SYSTEMS VIA WEB SERV-
26
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Why Focus on Testing?

15% to 30% of negative comments based on performance, crashes or hangs

L] [l A
Insufficient
testing leads 40% 31% 16% M% 35% 2% 1%
to poor app Install Pricing Performance Crash Hang Ul Controls Security /
agm Privac
stability !
i / » w &7 | v :
...which leads Q o s} | s 2 03% | 7% 2%
to low
adoption and Install Pricing Performance Crash Hang Ul Controls Security /
= Privacy
ratings
.. .WhiCh, N Relative cost of defect, by time of discovery
the mobile S
world, is e
almost
. . 60 -
impossible to .
recover from
20 */
0 -

Specification Design Coding Unit Test Integration Release Test Post-Release
28 Source: uTest Test
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“Fragmentation” (why you are underestimating test effort)

KEY

Test Early, Test Often
Use Real Devices

Simulators are insufficient for
production readiness: they
produce inconsistent results
when compared with actual
devices

“Four-factor mobile testing”

v multiple devices (form
factors)

v multiple operating systems
v multiple connection types
v multiple carriers

Includes every iPhone & Android model

On current major version | |

| Actively for sale

released in the US before July 2010. 1 major version

behind - - —-— Getting support updates

ANDROID & IPHONE UPDATE HISTORY i

2 major versions behind

Data as of the end of October 2011.

3+ major versions behind

Prices are with 2 year contract

1stYear After Release | 2nd Year After Release

3rd Year After Release

Apple iPhone
6/29/07 AT&T 5459

Apple iPhone 3G
7711708 AT&T 5199

Apple iPhone 3GS
5/19/09 AT&T 5199
Apple iPhone 4

621710 AT&T 5199

2008 Android 1st Year After Release

2nd Year

Still soid
& possibly updated

Still soid
& possibly updated

After Release 3rd Year After Release

HTC G1
10/22/08 T-Mobile $180

2009 Android

1st Year After Release

2nd Year After Release

3rd Year After Release

picaotss o, BEB T =l ||| |
=  E=2i

HTC Hero
10/11/09  Sprint $180

Samsung Moment
11/1/09  Sprint $180

A=A LI

Motorola Cliq

11/2/09 T-Mobile $200
Motorola Droid

11/6/09  Verizon  $200*
HTC Droid Eris

11/6/09
Samsung Behold Il
11/18/09  T-Mobile $230

2010 Q1&2 Android

1st Year After Release 2nd Year

LAy BEsmE

After Release 3rd Year After Release

HTC Nexus One
1/5/10 T-Mobile $180

Motorola Devour
2/25/10 Verizon $150

Motorola Backflip
37710 AT&T $100*

Motorola Clig XT
Nn7no T-Mobile $130

HTC Droid Incredible
4/29/10

LG Ally l

5/20/10  Verizon $100" .'J1J1'+J1 J1J1'+'J1
HTC MyTouch 3G Slide ._ +

6210 T-Mobile $180

HTC Evo 4G
5/4/10 Sprint $200

[ [1]]
NN

Garmin Garminfone
5/9/10 T-Mobile $200

S50 suor [Ti- T | [ [ [[ ]

6/20/10 AT&T
* After $100 mail-in rebate ($50 on MyTouch 3G Slide & Garminfone)

Still being soid

Possibly still being updated

by Michael DeGusta
theunderstatement.com
Copyright © 2011
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Enterprise Mobility Management Ecosystem

Over-The-Air Inventory
Configuration Management

Mobile Device

Management Alerts and o
; FOREGHES Remote App Blackiist

(MDM) distribution

- Mobile App
Security Controlling Enterprise Sl Management

App Store dna
(MAM)

Configuration

App Analytics Performance

@ anypresence



MDM Provides Centralized Device Security and Control

| | b 71/ support,tolerate,or plan BYOD support

“in 2016 350 million employees .= 29, s BYOD s prkibited -’ »\
will use smartphones, 200m TR TR S :

NO CONSENSUS ON OPERATING SYSTEM

will bring their own device”
-Forrester APPLE 10S 29.59% g

MICROSOFT 27.21%
ANDROID 24.02%
BLACKBERRY 14.79%

v" Configure devices over the . SYMBIAN 228% —
i WEBOS 1.37% ‘ s
air for remote employees . ieteg iy

v" Secure data, and enable

remote wipe in case of loss S R T
_ 78/ of organizations identified mobile device
v" Remote troubleshooting management solutions as extremely or very important
part of their IT offerings in the next two years

v Manage telecom_related ..........................................
expenses BUT MDM IS NOT WIDELY IMPLEMENTED TODAY .
31 of organizations don't use BYOD enabling technology X
164 said they used desktop virtualization solutions & | -
15 said they used MDM solutions ) \”/

\ ° d
32 Source: Forrester, Matrix42 14 /° lse wehApllS G e

v Provide secure access to
sensitive corporate data




MAM Provides Benefits Across the App Lifecycle

Mobile devices
now critical
business too

“Private enterprise app stores will
be deployed by 60% of IT
organizations by 2014’

71% discussing -Gartner

custlgmtmobile

applications

66% Di i v . . s . )
acorporate 66% Eas_ler distribution during
app store’ testing phase

ot buaines v App configuration
applications management
v App performance analytics
It’s about agility and crash reporting
Efficency = v App usage analytics
ctractvemess v Easier deployment and control

for employee-facing apps
v Curated internal app store

33 Source: Symantec = presence

Reduce time to
accomplish tasks @



= Market Trends (consumers and employees)

= Mobility Ecosystem
= 5 Things IT Needs to Know...
1. Strategy: prioritize your use cases around ROI
2. Design: invest in design for user adoption
3. Development: reduce TCO with mobile platforms
4. Testing: fest early and test often
5. Deployment: use MAM during testing phase

34
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Thank You!
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Richard Mendis

rmendis@anygresence.com
1-800-817-5217 ext. 105

11800 Sunrise Valley Drive, Suite 420
Reston, VA 201 91

WWW.anypresence.com
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