How to deliver high
quality user experiences
every time
A guide to how Software Intelligence gives you visibility
the actions that led to a software crash and more

As a software company, your business survival depends on how well you serve
the users of your applications.

While crash and error free software is certainly part of providing a great user
experience, users also expect seamless interactions and fast loading software
as standard. Front end performance issues like slow loading pages and clunky
navigation pose a genuine threat to how users perceive the quality and
usability of your software.

Since improving performance at code level can have such a positive impact on
business, (every dollar invested in UX returns $10 to $100) it is important to
take steps to prevent bad user experiences as much as possible.

So, what are the underlying causes of bad user experiences in your software?
There are many possibilities, but the top culprits are:

•

Software crashes and bugs are causing 500’s, missing pages, and areas
timing out unexpectedly

•

Your application is not optimized for your ideal customer

•

Lack of resources means seemingly minor performance problems like
un-minified code slip through the cracks

•

Updated versions of your application slow down performance

These problems can be challenging to measure by traditional means, usually
needing a plethora of tools and extra staff to interpret data. Fortunately,
performance problems caused by the above can be prevented.

In this guide, I’ll provide a background on the common causes of bad user
experience, and show you how you can use the Raygun Platform to gather and
present actionable data to prevent bad user experiences in your applications.
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REASON FOR BAD USER EXPERIENCES 1

Software crashes and errors cause 500’s,
missing pages and timeouts
Discovering bottlenecks in your software can make or break your bottom line.

It’s more common than you think to have an error causing your payment page
to break. Customers may not be able to process payments, and therefore,
you’ve lost sales. Crash Reporting is your early warning system and will give
you all the diagnostic details to fix the error quickly before more users
are affected.

But what about the customers that were affected by the error, and had a bad
user experience? Statistics on customer service show that if you are proactive
in reaching out to customers, the right way, you can recoup that lost sale. 76%
of consumers say they view customer service as the true test of how much a
company values them.

A common customer service recovery tactic after a software crash is to
blanket email an apology to an entire user base. But it’s not the best solution
as you are needlessly destroying brand reputation by apologizing to users that
weren’t affected. Offering a more personalized approach after a crash can
work wonders. Here are some best practices:

•

Use Crash Reporting’s Affected User page to email the people affected by
the software crash

•

Be quick to act. Users will be delighted you have recognized there is a
problem before they have had chance to report anything wrong
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How the Raygun Platform can help
A big step to understanding your software errors and how they are affecting
users is to get more visibility into who was affected, and why - even in
complex environments.

Using the data provided by Crash Reporting and Real User Monitoring, you
can get more context on a user’s session. This can help in two ways:

1. Understand the exact actions a user took to encounter an error, and
which environment they were in so your development team can replicate
errors faster
2. Identify users who are at a high risk of dissatisfaction with your service so
you can surprise and delight with excellent service recovery practices

Replicate errors faster
Each developer on your team, on average, spends around eight hours per
week replicating errors. You already know Crash Reporting drastically reduces
this time by pinpointing the diagnostic details needed to fix the error.

Real User Monitoring makes replicating errors even faster as you can isolate
the exact navigation path a user took to encounter an error, and pinpoint the
environment in which it occurred.

Better yet, you can prevent it from ever happening again.
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“Raygun tells a complete story about the user by linking the
information between Crash Reporting and Real User Monitoring,
striking a balance between of ease of use and depth of information.
So, if there is a particular sequence of actions that caused a crash, I can
reproduce it myself a lot easier. We can make more informed decisions.”
- Vidar Lovbrekke Somme, CTO, Vetserve.no

Here’s how you would discover the navigation path and unique user
environments in the Raygun Platform using the Real User Monitoring
Session View.

Inside the error details page in Crash Reporting, you can see that 1,158 users
have been affected by this error instance and that James Greenfield has
been affected.*

*Raygun is HIPPA compliant and you can strip sensitive information
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Inside the Users area, you can see that James has had a good user
experience overall. Therefore he is not at high risk of a poor user experience.

He did, however, experience the error “Unexpected token var” 12 times, and
you’d like to take a closer look at which actions led up to this error by clicking
into a particular session:
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Above, you can see the Session page inside Real User Monitoring showing us
the timeline of actions and the specific environment that resulted in the error
“Unexpected token var.”

The other benefit to this information is surfacing a string of bad experiences.
If James had experienced bandwidth challenges in one area of your application
and request timeouts on another, you might be facing a user with a high risk
of having a poor user experience and heading to a competitor.

If you recognize his email address as belonging to a valued customer of yours,
you may want to consider allocating resources to get the problems fixed
quickly and sending a personalized email. In our experience, this can both
surprise and delight your VIP users.

“If a customer is having problems with an application, between Crash
Reporting and Real User Monitoring, I can diagnose the issue before
customers start calling. I then use this information to notify customers
proactively and let them know the team is taking care of it already. The
customers appreciate this proactive approach. The Raygun Platform helps
me serve my clients better.”
- Jeb Baugh, Project Manager, Praeses.com
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REASON FOR BAD USER EXPERIENCES 2

Your application is not optimized for your
ideal customer
Most organizations know their ideal customer. You may have customer
personas outlining demographic information and job titles.

But do you know which browsers they use, which pages they spend the most
time on and which devices and platforms they use the most?

Often, if you haven’t surfaced and addressed performance problems for the
environments most frequented by your most valuable users, your VIPs may
not understand why they are experiencing a problem, and just assume your
website is broken.

Generally, you want to know:

•

Where exactly did a user encounter a slow loading page?

•

What caused the problem to happen to this user?

•

What was their journey path before encountering the problem?

•

Was their whole session poor or just a single page or view?

•

Was their device, connection speed or location a factor?

Surfacing this information has the added benefit of enabling informed
decisions about the removal of support and out of date technologies which
could free up hours of development time and save your customers a lot of
application load time.
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How the Raygun Platform can help
A big step to optimizing your application for your ideal customer is to
discover your core users and how they are interacting with your application.

Real User Monitoring provides detailed usage information which acts as an
important indicator as to how specific users are navigating and using pages
in your application.

Usage information, (like number of sessions, average health score, and
average load times) is also useful when serving users that are not good at
articulating which features they need, for example, non-technical clients like
doctors and lawyers.

Quantitative data from Real User Monitoring, plus qualitative data from your
NPS software can paint an excellent picture of the needs of your users so
you can make more informed decisions around feature builds and plugin
support.

“I want to understand more about my users so I can provide a better
service. I want to see how users are interacting with my application and
how features are being used. I love the easy UI and the session detail
timeline of the Raygun Platform.”
- Shane Sievers, Tech Lead at Rapid Parts

The first step to further understanding how users are using your application
is to load the Real User Monitoring page for an at-a-glance health check.
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Here’s what the live data looks like in Raygun:

Next, you may want to look at the Most Recent Requests page to understand
where these users have been spending time on your website, and if they
experienced any problems. (This information is never sampled and delivered
to you in real-time, unlike a synthetic monitoring tool like Google Analytics.)
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From here, navigate to the Sessions page to see an individual session
breakdown and dive into the duration of your individual user’s session.

After you’ve taken a look at their session durations, here’s what their overall
user experiences were like on those pages:
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It looks like their average session was “Average.” To find out why, and if you
should be worried, head to the Performance page, and take a look at the
Most Requested Pages:

A hover over reveals that this page’s Children are loading slowly:
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Luckily, this is a straightforward fix for your front-end development team.

Here are a two more ideas on how you can use this data sets to get valuable
insights into your users’ behavior.

IDEA ONE

Identifying how many people are using a browser and
encourage them to upgrade

Users using an out-of-date browser that you no longer wish to provide
support for is a drain on resources.

You may want to understand who is using out of date browsers so you can
either make sure it is supported. Or, if it is out-of-date, encourage people to
upgrade so you can remove support. We wrote a blog post about it here.

IDEA TWO

Maintain excellent page load times even during high traffic periods
You may want to make sure there is enough distribution across areas that
are most frequented by your VIPs so you can maintain excellent page load
times even in periods of high traffic volumes.

When you need to check this at a glance, you can navigate to the waterfall
view of the particular page you’d like to keep an eye on (maybe it’s your signup page for example).

Raygun.com

Benefits of upgrading to Platform

13

Here’s what that view would look like for a set of pages:
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REASON FOR POOR PERFORMANCE 3

Lack of resources means performance
problems slip through the cracks
No matter your role in your software team, a common goal is to ensure your
end users have the best experience possible in your web applications.

Slow loading scripts may seem insignificant, but thousands of people could
be experiencing poor loading pages, and even the best product in the world
will be dismissed after a poor loading time.

User experience is everyone’s responsibility. However, performance
monitoring may look very different across roles, and you can probably relate
that a clear picture of UX may get lost in translation between front end
developers, product managers, and technical leads.

Front end developers want to see individual resources causing issues,
fix issues across multiple pages and prioritize repairs.

Product managers want an accurate yet high-level picture of website
performance. Think performance trends over time, identifying
high-value pages and ranking issues. They also need to be able to
communicate these issues to a range of people from designers to
developers.

Technical leads want high-level information on how well the
application is performing at points in time - not lengthy updates on
performance issues.
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High-level charts don’t help developers fix problems, while code snippets
don’t help product managers understand how people are using new features.

Performance problems like un-minified scripts and large file sizes are
reasonably easy to fix and can be prevented by communicating problems to
the right team members.

How the Raygun Platform can help
If you have a clear workflow, fixing performance problems becomes part of
the company culture, and performance problems are spotted quickly.

Make performance problems accessible for everyone in your team
A big part of getting your team to take ownership is to make data available to
everyone. Here is where Real User Monitoring Insights comes into play.

See individual resources causing problems
When developers look to improve the performance of a page, knowing why
it is slow is half the battle. Insights crawls your website periodically (once a
week) and passes each individual page through a set of 22 rules. Insights will
then sort the pages into “Failed,” “Passed and “Ignored” categories:
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In the screenshot above, you can see that “Enable GZip Compression” is
affecting the performance of 35 pages.

There’s no need for the developer to worry about how to fix the issue across
multiple pages. After clicking into the problem, Insights will present several
suggestions to reduce the impact:

Developers can check in with Insights on a regular basis to speed up lags in
performance quickly. Raygun recently improved our page load time by eight
full seconds in a single afternoon using Insights.

Identify high-value pages that have poor performance
For a product manager, high-level trend graphs are valuable to help plan
product updates to the pages that matter most. Insights shows the rule
trend over the month.
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In the above screenshot, each page is assigned a score from 1 - 100%, then
organized by the number of page views.

Rank issues by difficulty
Being able to rank rules by their difficulty allows product managers to better
review, plan and prioritize improvements before going to the development
team to implement.

Each issue is given a difficulty rating out of three for a quick indication of
how complicated a fix will be.
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For example, minifying scripts is relatively easy since there are tools to
automate this process for you, whereas updating scripts to use the async
attribute requires manual work to ensure that any dependencies load and it
doesn’t break your existing website.

Using this ranking feature reduces the friction between the development
team and the manager since not all product managers have a development
background.

Weekly scans monitoring website performance
Within your team, many developers may have access to an application’s code
and also have the ability to deploy updates. Ensuring issues introduced from
these stages are fixed promptly is key - before they become legacy issues.

“We are always looking for insights on things we don’t know. With the
Raygun Platform, we get a sanity check that our users are having a good
experience, and are alerted to red flags in areas that are hard to test for,
like slow UI. I can then assign the issues to someone to fix as part of our
front end workflow.”
- Jay Francis, CTO of WZUK LTD

With Insights, your website is scanned every week providing you with a
weekly email showing any changes from the last scan.

Insights also integrates with Slack and HipChat, through which weekly
reports are sent in a digestible format. Easy access to custom, high-level
reports means Tech Leads don’t have to ask developers to run crawls for
website issues or analyze reams of data. Insights will do all that for you, plus
suggest easy fixes.
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And, if you want to keep performance issues front of mind, the Dashboards
feature allows you to drag and drop individual Insights tiles into your
dashboard alongside your crash reports and other key metrics.
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REASON FOR POOR USER EXPERIENCES 4

Updated versions and releases of your
software are negatively impacting
performance
Customers see a software product making regular feature updates and
performance upgrades as having longevity in the market. Regular version
releases are a sign of a professional and well-maintained product in a world
where some software is here today and gone tomorrow.

Regular changes allow you to expand internally, too. You might be rolling out
a significant change, like migrating your services to the cloud.

But are your changes making a positive impact on your performance, or did
your latest version roll-out cause hidden performance problems?

You may want to keep an eye on key metrics like:

•

Increased P99 load time

•

Customers taking to social media

•

Higher error rates in Crash Reporting

•

Shorter customer sessions

Performance problems caused by version updates can remain obscure in
your application if left unchecked. They are worth surfacing, however, as
they can have a significant affect on your user’s experience.
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How the Raygun Platform can help
If you can compare version releases side by side, you can see when
you made a change for the better, or if there are problems in isolated
environments.

“We use the Raygun Platform to monitor our website, as we have just
set up a scaling architecture in the cloud. We wanted to ensure that our
servers are scalable, and we keep the page speed low if there are more
users. I look at who is on-site, where they are, and where they are going.
I then cross reference this data with recent crashes to further diagnose
any problems our users are experiencing.”
- Josh Williams, Senior Developer, Praeses.com

Compare version performance side-by-side
Let’s say you have released a new version of your software. This new version
promises to better support for your users, and you want to be reassured
that the changes you have made have not affected performance and
therefore user experience. You would also like to check that the new feature
you have implemented is getting used.

With Raygun Real User Monitoring, you can compare both versions side by
side, get the median load times and an accurate average load time score.
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The Distribution graph then plots these load times into a time graph so you
can correlate data spikes with development activity, while our famous smiley
system will give you a quick snapshot of whether your users are happy
(or not):

The new feature you built is in the latest version, and you’d like to make sure
both new and returning users are happy.
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The User module inside the Compare feature is where Raygun collects and
compares the data on your user’s behavior:

For all your application’s requests, the smileys indicate your user’s average
level of satisfaction. Satisfaction is determined based on the average load
time of all your users for the specified time range.

Similar to the user satisfaction smileys, the user satisfaction chart further
breaks down the average load time of your users. On the chart, you can see
how many users are experiencing “poor,” “average” or “excellent” load times
on a given day.
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How Raygun Platform helps to deliver high
quality user experiences every time
The Raygun Platform helps you both prevent and resolve bad user experiences
by giving visibility into your software performance at code level.

Bring user experience front of mind, make data driven decisions and get
valuable insights into your users by adding Real User Monitoring to your Crash
Reporting account.

As a CTO, I would say that Crash Reporting is 20% of the solution. The
other 80% is ensuring your users have a good experience. Real User
Monitoring paired with Crash Reporting will pay you back many times
over by investing in insights into what your user is doing, and how your
software is working for them. All we had to do was flip a switch and add a
couple of lines of code to get all these additional insights. For us, it was a
no-brainer.”
- Chris Johnson, CTO of Hyperfish and host of the MS Cloud Show.

Next steps
Contact your account manager today to take a free trial of the
Raygun Platform. All it takes is a few lines of code to get the visibility
you need to prevent bad user experiences in your application.
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