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Worldwide 2015 Consumer 
Mobile Holiday Shopping Survey 
Taking a Page From the History Books with a Mobile Twist,  
2015 Holiday eCommerce Success Depends on Delivering High 
Quality Customer Experiences Across All Digital Channels
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Worldwide 2015 Consumer Mobile Holiday Shopping Survey

History is repeating itself 
in a bigger and even more 
startling way. Retailers must 
adapt or risk fading away. 
A new 2015 five-country consumer 
survey of smartphone and tablet users 
conducted by Harris Poll from October 
13 to 15, 2015 for Dynatrace has 
revealed that a new wave of customer 
demand for excellence is emerging, 
driven by Millennials age 18 to 34.

Just like their parents a generation ago, 
these avid mobile users are demanding 
exceptional customer experiences — but 
rather than in-store personal customer 
service, they are focused on the digital 
experiences they receive on their 
mobile devices.

Why is this important? Because digital 
shopping is continuing its climb —  
60% of Millennials (age 18-34) 
smartphone/tablet users in the U.S., 
U.K., Germany, France and Australia 
will be doing more shopping on their 
smartphones and/or tablets than last 
year — which was already a historic 
milestone.

This report reveals the facts and trends 
online retailers must address in order to 
maximize holiday shopping success:

 > Smartphone and tablet shopping will 
be a dominant factor across web, 
mobile web and mobile applications, 
with in-store use on the rise.

 > Performance problems are rampant 
and will have severe impacts on 
retailers who disappoint users.

 > Mobile applications are valued 
for their ability to deliver the best 
customer experiences.

 > Digital Performance Management 
must be a high priority for digital 
business owners, developers and  
IT operations teams.

Coming Back To The Digital Future
Data on Millennials unveils the future of digital retail, with demands for speed, 
reliability and high quality performance on mobile sites and mobile apps.

42% of all adults 
and 60% of 
Millennials
who use smartphones/tablets 
will be doing more shopping on 
their devices for  
the holidays

Countries Reporting: US, 
U.K., Germany, France 
and Australia
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Everyone talks about mobile, 
but how much is it really 
changing the landscape? 
Massively! 
Adoption continues to rise and 
mobile purchases and transactions 
are skyrocketing! For retailers, this 
means that mobile channels aren’t just 
supplemental channels anymore, they 
are essential to retail business strategy.

FACT: 42% of smartphone/tablet users 
combined across the US, UK, Germany, 
France and Australia are planning to 
use their smartphones and tablets 
to do more mobile shopping this 
year than last – and last year mobile 
reached historic proportions

The future is repeating itself, and this 
surge shows no signs of slowing down, 
as highlighted by Dynatrace’s 2014 study 
in the U.S., when 42% of smartphone/
tablet users also reported they would 
be doing more holiday shopping on their 
devices than the year before.1

FACT: Millennials who use 
smartphones/tablets appear to be 
driving this shift; and they are shifting 
into overdrive.

A full 50% of Millennials who use 
smartphones/tablets will do more 
shopping on their devices than they 
will by making in store purchases. And, 
if you are a retailer in the UK, watch 
out, because 60% of UK Millennial 
smartphone/tablet users will buy more 
using their devices than by going into 
brick and mortar stores.

The Rise of Mobile Shopping Continues UNABATED
Omnichannel strategies must feature mobile as a primary partner.

Worldwide 2015 Consumer Mobile Holiday Shopping Survey 1. Source: Dynatrace 2014 Mobile Holiday Shopping Report, tinyurl.com/p4q7gxb

Millennial (18 –34) smartphone/tablet users will 
do more holiday shopping this year on their devices 
than by making in-store purchases

ALL 5 COUNTRIES 50%
United States 53
United Kingdom 60
France 46
Germany 36
Australia 54

http://tinyurl.com/p4q7gxb
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Brick and mortar shopping 
is more integrated than 
ever in buyers’ omnichannel 
journeys. 
FACT: More than one in every four 
smartphone and tablet users (27%) 
and nearly four of every ten Millennials 
(37%) will use their devices to make 
purchases when they are in stores 
shopping for gifts. 

Mobile devices will continue to grow in 
use by a large majority of Millennials 
who use smartphones/tablets as they 
roam the aisles — and nearly 40% of 
them won’t even get in a physical line to 
make purchases — they’ll be using their 
smartphones and tablets to buy.

FACT: 62% of Millennials who use 
smartphones/tablets would use 
their devices when they are in 
physical stores to compare prices, 
read product reviews and download 
coupons.

For retailers, this means connecting 
in-store and digital experiences at peak 
performance is a prerequisite for holiday 
shopping success. Even when shoppers 
are within the four walls of a store, 
they will be actively using their mobile 
devices while on their buying journeys. 
Millennials in the U.S. are leading the 
charge here, with 71% marching into 
stores with their devices on and ready.

IN-STORE SHOPPING IS NOW DIGITAL SHOPPING
No matter where today’s shoppers are, mobile matters.  
And that includes standing in the aisles.

Worldwide 2015 Consumer Mobile Holiday Shopping Survey

ALL 5 COUNTRIES 62%
United States 71
United Kingdom 64
France 55
Germany 59
Australia 61

Millennial (18 –34) smartphone/tablet users say 
they would use their mobile devices when shopping 
in physical stores for holiday gifts
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Enabled by social, online 
personalization trends and 
of course mobile, Millennials 
have a higher expectation of 
customer experience quality 
than previous generations. 
This shift of purchasing power and high 
expectations puts pressure on retailers 
to deliver.

FACT: 75% of all smartphone/
tablet users and 81% of Millennial 
smartphone/tablet users report that 
if a mobile site or mobile app is buggy, 
slow or prone to crashes they would 
abandon it and shop elsewhere.

This is more than a red flag — it is a 
red alert. Digital performance will have 
immediate and lasting impacts. Losing 
four of every five Millennial shoppers 
because a site or app isn’t performing is 
a high price to pay.

While mobile users have some patience, 
it’s not very high. Mobile users know 
that performance problems exist; 
in fact the survey found that 54% 
of Millennial smartphone/tablet 
users encountered problems with an 
unresponsive mobile site or mobile app 
while shopping during the last three 
months. But they are not forgiving of 
poor digital performance.

Here are frustration points to take into 
consideration:

 > 68% of smartphone/tablet users say 
they would try a mobile site or app 
one more time if it did not work the 
first time. This indicates that a full 32% 
would not.

 > 49% of Millennial smartphone/tablet 
users and 47% of all adults using their 
smartphones and/or tablets say they 
would shop elsewhere if a mobile site 
or app fails to load in three seconds or 
less. “1-2-3” — you just lost almost half 
of your potential sales.

The Price of Poor Digital Performance… Substantial Revenue Losses 
Like years ago when retailers differentiated by delivering great in-store shopping experiences for their parents, 
Millennials expect immediacy in their digital experiences. Poor performance results in lost orders and revenue.

Worldwide 2015 Consumer Mobile Holiday Shopping Survey

       Adults 18+  Millennials

ALL 5 COUNTRIES 75% 81%
United States 80 82
United Kingdom 78 83
France 70 81
Germany 77 87
Australia 72 75All adults and Millennials reporting that if a mobile site  

or mobile app is buggy, slow or prone to crashes, they would abandon it and shop elsewhere

Poor Digital Performance = Abandoned Transactions
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Millions of Millennials stand 
ready to broadcast their 
disappointment to hundreds 
of millions of holiday shoppers. 
51% of Millennial smartphone/tablet 
users say they are likely to complain 
on social media about a poor online 
shopping experience

Australian Millennials are leading the 
charge here, with 59% likely to complain 
on social media about a poor online 
shopping experience. 

This is more than collateral damage; it is 
a major threat to retailers’ reputations. 
In today’s digital world, your apps are 
your brands — and if they deliver poor 
experiences the world will hear about 
it, and your brand and customer loyalty 
will suffer. 

Over half (51%) of Millennial smartphone/
tablet users and more than 2 of every 5 
(42%) smartphone/tablet users overall 
are ready to complain publicaly on social 
media. Expectations for good digital 
experiences are increasing, and so is  
the willingness to share their  
unhappiness with others. 

Retailer Reputations Will Be Damaged
More than abandoned carts and short-term losses are at stake when mobile shoppers 
air their frustrations on social media.

Worldwide 2015 Consumer Mobile Holiday Shopping Survey

Smartphone/tablet owners and Millennials 
are likely to complain on social media about a 
poor online shopping experience

 Adults (18+)  Millennials (18-34)

ALL 5 COUNTRIES 42% 51%
United Kingdom 44 52
France 48 55
Germany 35 41
Australia 46 59

MALL
Info

#techfail
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Not only should retailers 
include mobile apps in their 
omnichannel strategies, they 
must make sure they are 
fine-tuned to deliver seamless 
customer experiences. 
Why? Because apps are valued for the 
unique user experiences they deliver: 

FACT: 54% of Millennial smartphone/
tablet users prefer to use company-
specific mobile applications 
downloaded from an app store 
rather than company websites when 
shopping on smartphones and/or 
tablets. 

FACT: 62% of Millennial smartphone/
tablet users say that company-
specific mobile applications have 
better user experience and 
performance than a company website.

It is commonly understood that mobile 
app users are often a retailers’ most 
loyal customers. They have gone 
through the process of downloading 
and installing the app because they 
see value in it, but they also have 
expectations. Now, retailers must deliver 
on that promise and provide them with 
high-quality digital experiences. Not 
only are revenue, reputation and sales 
at stake, so is the ability to interact with 
them in personalized ways — through 
notifications, location-based services 
and coupons — that will increase their 
loyalty and purchasing levels in the 
months and years ahead.

Mobile Apps Now an Important Part of Omnichannel Strategies
Millennial habits lead the way into the future, as more than half prefer mobile apps 
to mobile web sites.

Worldwide 2015 Consumer Mobile Holiday Shopping Survey

Millennial smartphone/tablet users  
want to be treated like royalty when using 

native apps. 62% say that company-specific 
mobile applications have better user experience 

and performance.

ALL 5 COUNTRIES 62%
United States 61
United Kingdom 71
France 60
Germany 53
Australia 65
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As retailers’ needs to 
deliver exceptional digital 
experiences across all 
touchpoints continues to 
skyrocket, digital business, 
development and IT teams 
need to collaborate… now. 
As this survey report confirms, the 
digital revolution is changing customers’ 
behaviors and expectations. Each 
customer demands exceptional 
experiences at their time and place 
of need, so businesses must deliver 
outstanding digital experiences every 
time, at scale and in a multitude of user 
contexts — or suffer the consequences.

With digital performance management, 
dev, IT ops and business teams can get 
needed analytics and technical context to 
better collaborate and focus on business 
outcomes. With customer experience 
as the driver, they can focus efforts to 
maximize impact. This is the essence 
of digital performance — seamlessly 
tracking and analyzing every digital 
touch, for every customer and delivering 
actionable insights for business, 
operations and development based  
on unified analytics. 

For more information visit:  
www.dynatrace.com

Digital Performance Management is the Future
The future is here. Mobile has evolved from a primary engagement channel to  
a primary transactional channel and needs to be part of omnichannel strategies.

Survey Methodology
This survey was conducted online by Harris Poll on behalf of Dynatrace from 
October 13–15, 2015 among adults ages 18 and older within the United 
States (n=2009), United Kingdom (n=1,025), France (n=1,090), Germany 
(n=1,071) and Australia (n=1,135). This online survey is not based on a 
probability sample and therefore no estimate of theoretical sampling error 
can be calculated. For complete survey methodology, including weighting 
variables, please contact Kayla Siefker at kayla.siefker@dynatrace.com.

About The Harris Poll
Over the last five decades, Harris Polls have become media staples. With 
comprehensive experience and precise technique in public opinion polling, 
along with a proven track record of uncovering consumers’ motivations 
and behaviors, the Harris Poll has gained strong brand recognition around 
the world. The Harris Poll offers a diverse portfolio of proprietary client 
solutions to transform relevant insights into actionable foresight for a wide 
range of industries including health care, technology, public affairs, energy, 
telecommunications, financial services, insurance, media, retail, restaurant 
and consumer packaged goods.

Worldwide 2015 Consumer Mobile Holiday Shopping Survey
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Dynatrace is the innovator behind the industry’s premier Digital Performance Platform, making real-time information about digital performance visible and actionable for everyone across business and IT. We help customers of all sizes see their 
applications and digital channels through the lens of their end users. More than 7,500 organizations use these insights to master complexity, gain operational agility and grow revenue by delivering amazing customer experiences.

11.17.15 516_SS_HolidayShoppingReport_jg/jw

Learn more at dynatrace.com

http://dynatrace.com

