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The 

Impact of 

Good and 

Bad  

Mobile 

Apps 

Base: 1048 Consumers in US, Canada, UK and India who use mobile apps 

Source: “IBM Mobile App Consumer Survey”, a commissioned study conducted by 

Forrester Consulting on behalf of IBM, September, 2014 
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Concerns that make Mobile App Quality different   

Tester End Users Developer LOB/Digital Marketer 

“When someone leaves a negative review in the app store, it scars your 
app for life, you can’t respond to it, and you can’t learn more about the 
problem in order to fix it quickly.” 

- Mobile Orchard 

• How effective our 

mobile app is at 

engaging customers?  

• How can I stay on top 

of current quality 

metrics, and turn them 

into an actionable 

strategy? 

 

• How could I get visibility 

to issues that customers 

experience in production 

so that I can address 

them quickly?  

• How can I get more 

people to test the apps so 

that we can cover 

different devices, network 

carriers, and OS 

versions? 

• How can I get the 

latest and greatest 

build without wasting 

my time to track that 

down? 

• How can I quickly 

submit bug reports 

with screenshots and 

device details right 

from the application? 

• How can I 

provide direct 

and constructive 

feedback? 
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Tester End Users Developer 

Over the air  

build distribution 
     1 In app bug 

reporting   

2 

Crash log  

reporting  

4 

In app user  

feedback  

3 

LOB/Digital Marketer 

User Sentiment 5 

Builds  

User Feedback  
Crash logs  

Bugs 
Bugs vs. Crashes 

Quality Dashboard   

with Sentiment Analysis  

Mobile Quality Assurance:  Continuously deliver 

high quality mobile apps 
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Over the air app distribution 

• Developer uploads new 

build 

 

• Identifies test devices 

 

• IBM MQA notifies testers 

 

• Testers download new 

version through the app 

or thru IBM MQA 

 

Enables developers to distribute new builds to test devices 
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In app bug reporting 

When bugs are identified, user 

simply shakes their device 

1. IBM MQA is activated 

2. Bug details are reported 

in structured manner to 

RTC 

 

Bug details include 

• Device maker & model 

• OS & version 

• Carrier & connection speed 

• Battery life & resolution 

• Repro steps & screenshot 

Enables developers to receive bug reports 
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Direct user feedback 

• Developers can customize the 

feedback workflow 

 

• When user has feedback, they 

trigger a feedback widget 

 

• IBM Mobile Quality Assurance 

is activated 

 

• Free-form feedback is shared 

directly to IBM MQA 

Enables developers to connect with users 



© 2015 IBM Corporation 11 

IBM Competitive Project Office 

Crash log reporting 

When your app crashes, IBM MQA 

logs the event 

 

IBM MQA captures the crash details 

• Device maker & model 

• OS version 

• Carrier & connectivity 

• Battery life 

• Stack trace 

• Logs 

 

IBM MQA aggregates all crashes 

into an easy-to-use reporting UI 

Enables developers to know when and why crashes occur 
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User Sentiment 

Mine app ratings and reviews to 

extract actionable feedback 

 

IBM MQA allows users to see 

• Review stats on their mobile 

apps 

• Detailed attribute scores 

• Cumulative sentiment score 

and trends 

 

Enables line of business to mine user sentiment 
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Evidence-based prioritization 

Collaborate on mobile 

strategy and end user 

experience 

 

IBM MQA delivers 

• Tracking of app 

installations  

• Cumulative usage 

sessions 

• Crash report tracking 

over time 

 

Enables prioritization of action on mobile app development 
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Mobile Quality Assurance Architecture 
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Bluemix and DevOps Services 

Continuous quality assessment and user 
feedback of applications 

 Mobile Quality Assurance 

provides a rapid feedback loop 

with customers 
– Instant feedback via interactive 

bug reporting 

– Screen captures to assist problem 

identification 

 Integrates directly with IBM 

DevOps Services Track and Plan 
– Automatically create a new defect 

in Track and Plan from feedback 

in MQA 

– Development team is always up-

to-date on latest issues 
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Tangerine – Improves customers’ mobile experience using 

automated app feedback  

“With the Bluemix solution, we can rapidly 

improve the customer experience.” 

—Charaka Kithulegoda, chief information officer, 

Tangerine 

The transformation: To respond to rapidly changing 

consumer expectations, Tangerine wanted to be able 

to get actionable insight  

based on customer feedback. Tangerine chose the 

IBM Mobile Quality Assurance for Bluemix service, one 

of several cloud-based IBM DevOps solutions, to 

improve the quality of its mobile banking app. 

Gathers more than 1,000 
items of feedback from customers in 

just a few weeks 

Simplifies quality assurance 
processes by consolidating customer 

issues and delivering them in a 

meaningful way 

95% reduction  
in implementation time, with the  

IBM® Bluemix™ solution taking days, 

rather than weeks, to install  

Solution component 
Software 

• IBM® Mobile Quality Assurance  

for Bluemix™ 
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DEMO 
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IBM Tealeaf provides continuing in-depth customer 
analytics of applications in production 

Tealeaf is 
complementary to 
Mobile Quality 
Assurance 

–MQA for early 
development and testing 

–Tealeaf for post-
production feedback and 
analytics 

Tealeaf ensures 
continuous feedback 
throughout lifecycle 

– Improvements can be 
made during and after 
development 

Bluemix and DevOps Services 



© 2015 IBM Corporation 19 

IBM Competitive Project Office 

Gain detailed visibility into the mobile experience with 
IBM Tealeaf 

Discover “why” customers succeed 
or fail when using your application 

Automatically detect customer 
struggles, obstacles or issues 

Drill down into actual user 
behavior, complete with gestures 

Translate customer feedback into 
actionable improvements 

Correlate customer behavior with 
network and application data 

Fraud detection and forensics 

Native 
Apps 

 Mobile 
Web 

 Hybrid 
Apps HTML5 

See the complete mobile experience 
through the eyes of your customers 

Bluemix and DevOps Services 
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