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Digital Experience Tales from the Field

2C O N F I D E N T I A L

• 5 minutes: Introductions & Visibility Recap

• 40 minutes: Digital Maturity Journey 

• 15 minutes: Quick Fire Anecdotes

Question? Feedback? Carl@dynatrace.com



Customer Experience is a Critical Competitive Advantage

38%
of consumers say that a 

consistently positive 
experience is sufficient 

motivation to pay a premium 
for a product or service

58%
of consumers say customer 

experience is one of the 
biggest influences when 

choosing one brand over 
another

73%
of consumers said they were 
prepared to sever ties with 
an organization following a 

single poor customer 
experience

IT isn’t a cost, IT IS THE BUSINESS
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End to End Visibility

C O N F I D E N T I A L
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Digital Experience Management with Insights

C O N F I D E N T I A L

Hands on DEM Management 
and Best Practice

Big Data Analytics Powering 
Extended Use Cases

Human Expertise Driving 
Digital Optimization

• Hands on DEM management allowing 
customer to focus on outcomes  

• Curated DEM experience for each 
customer’s unique vertical and use case

• Helping to spread the value of DT DEM 
wider and higher

• Forever data retention
• Extending and expanding the core 

Dynatrace use cases
• Executive and business reporting
• Compelling analytics driven by 

complex data science

• Answering the big questions with 
DEM data

• Detailed recommendations for 
optimization 

• Tying technical quality to business 
outcomes
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Unparalleled Value Across Stakeholders

greater operational 
efficiency - SAP60%
fewer support 
tickets - Kroger99%
faster issue 
resolution –
Porsche Informatik

80%

higher cart value -
Mitchells & Butlers 20%

increase in 
conversions – BT32%

lower  customer 
churn - Vitality65%

greater innovation 
throughput- AGII 4x
more hours/year  for 
innovation - TIAA42k
major errors in post-
production code –
Rack Room Shoes0

Deliver High Quality 
Software Faster

Simplify Cloud Complexity with 
end-to-end observability 

Optimize User Experience + 
Show and act on Business Impact

DEM w/Insights



Using Monitoring Data 
to Optimize Business Outcome

Digital Experience Management with Insights

9C O N F I D E N T I A L
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Using Monitoring Data to Optimize Business Outcome

C O N F I D E N T I A L

Dynatrace 
Deployment

Continuous 
Improvement
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Maximise Visibility – Integrate, Integrate, Integrate

C O N F I D E N T I A L

External
Business
Context

Context
Alignment

Functional 
Errors

• Payment processing 

error

• Invalid date format

• Unknown error

• Failed to place order

• Sorry, try again later

• Voice of Customer

• Chatbot session ID

• Recommendation 

engine 

• CRM systems

• Call center KPIs

Business 
KPIs

• Enrollments

• Conversions

• Revenue

• Payroll Distributions

• Cancellations

• Page identifiers

• Audience segments

• Paid/organic

• Adobe props and eVars

• Data layer properties



1. Out of the Box
§ Web Properties (UTM Properties & 

Referrer)
§ Marketing Tools (Google/Adobe)
§ Voice of Customer Tools

2. Custom Defined Properties 
(ask me about CLOVIS)

§ CSS Selector
§ JavaScript Variable
§ Meta Tag
§ Cookie Value 
§ Server Side Request Attribute
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Core Integrations & Web Properties

C O N F I D E N T I A L

Protip: Set Referrer as 
Action & Session Scope

https://dynatrace.sharepoint.com/sites/BusinessInsightsComms/SitePages/Clovis.aspx


1. Install Wappalyzer Chrome Plugins

2. Load the intended website (ideally 
something important e.g. Login, 
Product Page, Contact Us)

3. Accept any Cookie Popups 

4. Click the Wappalyzer Chrome Plugin 
Icon 

5. Note potential tools to integrate
§ Analytics
§ Tag Manager
§ A/B Testing
§ Live Chat
§ Development
§ CDN
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Sense check often with tools like Wappalyzer

C O N F I D E N T I A L



• Healthcare SaaS 
provider –
complaints from 
particular specific
Hospitals & 
General 
Practitioner 
locations

• Identify by 
Session Property 
& investigate 
before they 
complain

14

Segment to suit 
your user base

C O N F I D E N T I A L
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Start with what the visitor cares most about

C O N F I D E N T I A L

Dynatrace 
Deployment

Continuous 
Improvement

Operational
Focus 

Is it working?



• Most frequent Request error is “HTTP 400: 
/phx/vendor/lvtools/secured/earnings” 
occurring just under 153k times this period
• This error primarily occurs on Chrome 104 utilizing 

Windows 10 OS, most often impacting the ‘loading 
of page /etx/mkt/quotes’ action
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Don’t ignore HTTP & JS Errors 

C O N F I D E N T I A L



• When this request fails, the 
‘Earning Move Analysis’ 
view does not load
• Indicates this is user impacting 

and should be resolved
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Don’t ignore HTTP & JS Errors 

C O N F I D E N T I A L





• Alert popups & 
messages are often 
unrelated to HTTP 
& JS Errors 
(automatically 
captured by 
Dynatrace) but still 
impact visitor 
engagement/goal 
completion 

• Easy to configure & 
easy for 
stakeholders to 
understand 
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Going Beyond HTTP & JS Errors

C O N F I D E N T I A L



1. Recreate a site or 
input error

2. Right Click / 
Inspect the 
message

3. Right click the 
element in the 
Elements Tab & 
grab the CSS 
Selector 

4. Set as a new 
Action Property

20

Going Beyond HTTP & JS Errors

C O N F I D E N T I A L

Protip: Test & tweak the Selector in 
the Browser Console – the more 
generic but still specific to error 

messages the better



Graceful Error Pages
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Generic Error Message Capture

C O N F I D E N T I A L

Error Message # per Day

The Shipping Info address information must be filled in before shipping rates can be determined. 149

Adding coupon failed for the following reason: 123

There was an error processing your payment. Please check your information and try again. If the issu 85

We are sorry, we cannot retrieve your order right now, please try again later or call 1-888-696-6788 79

Adding coupon failed for the following reason: There was a problem with your access token when acces 74

Sorry, we are unable to process your order. Please check your information and try again. If the issu 70

Request failed, no response given. 55

Either CompanyOrOrganization or FirstName/LastNameOrSurname must be present 37

The system does not permit the attempted operation. User not authorized 22

Adding coupon failed for the following reason: Cannot read properties of undefined (reading 'indexOf 17

Adding coupon failed for the following reason: undefined is not an object (evaluating 'model.message 14

Une erreur est survenue lors du traitement de votre paiement. Veuillez vérifier les informations fou 14

Cannot create Order from an empty Cart 14
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US

Pride Petition Email Campaign links to missing pages

• Impacting ~31 visitors per week

• Typically leave immediately, contact support or 

unsubscribe from mailing list 

§ Campaign: US_210607_WK23_Q2_PridePetition

§ Medium: email

§ Source: SMC

§ Example URL: website.com/en-us/contact-us?sap-

outbound-

id=E5848D922E8F57B103D7A4567F9023DA08A45C8A&

utm_source=SMC&utm_medium=email&utm_campaig

n=US_210607_WK23_Q2_PridePetition&utm_term=9894

&utm_content=US_210607_WK23_Q2_PridePetition___8

514___EN

§ View example session in Dynatrace here

https://www.dynatrace.com/
https://www.dynatrace.com/
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Particularly Key for 

Marketing Landing Pages
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C O N F I D E N T I A L 28

• Browser click-paths provide 24/7 
operational availability for key 
online services

• Three types of journeys 
monitored:
• Requesting new insurance quotes
• User login and registration journeys
• Retrieving existing quotes

• Hands-off approach for 
operations; direct collaboration 
between Insights and Third Party

Synthetic for Third Party Provider SLOs TSB Hosted Domains

Third Party Hosted 
Domains

Users leave Client 
hosted domains to 
access Third Party 
insurance services

OneAgent

Synthetic

Real User Monitoring

Synthetic
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C O N F I D E N T I A L 29

• Outages & performance 
degradations alerted on and 
investigated

• Intelligent Synthetics recognize 
Portcullis wrapping during 
planned maintenance

• When needed, further meetings 
are set up to investigate, 
prioritize, and understand the 
impact of the issue

Reporting back
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Real World Live Chat Availability

C O N F I D E N T I A L
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Now we know it’s working – what will our visitors tolerate?

C O N F I D E N T I A L 33

Dynatrace 
Deployment

Continuous 
Improvement

Operational
Focus 

Is it working?

Thresholds, SLOs
& Competitive 
Benchmarking

What is our visitors 
expectation?
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Performance Impact on Behaviour (DEM w/Insights)

Performance is a key 
factor to visitor 

engagement across all 
device types

Visitors who have to
wait over 3 seconds for 
their page to be visually 
complete are 5-7% more 

likely to exit (~3600 
visitors per day)

DESKTOP

MOBILE

TABLET



v

• Announcement: In May 2020 Google 
announced page experience signals 
would be included in Google Search 
Ranking

• Rollout: Page Experience signals in 
ranking rolled out from mid-June 
2021

• New Page Experience signals 
combine Core Web Vitals with 
existing search signals including 
mobile-friendliness, safe-browsing, 
HTTPS – Security and intrusive 
interstitial guidelines 

C O N F I D E N T I A L 35

Core Web Vitals - Overview

Source Google Search Central

https://developers.google.com/search/blog/2020/05/evaluating-page-experience.html
https://web.dev/vitals/
https://developers.google.com/search/blog/2020/05/evaluating-page-experience.html
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• 75th Percentile of Page Loads 
segmented across Mobile & 
Desktop

• Page is considered passing if all 
three metrics meet 
recommended targets 
§ LCP: Meaningful rendering speed
§ FID: page freezing when clicking
§ CLS: unexpected visual instability 

(content shifting)

C O N F I D E N T I A L 36

Core Web Vitals - Key Metrics

Source Google Search Central

https://developers.google.com/search/blog/2020/05/evaluating-page-experience.html


Confidential 38

Extra £1.3M Marketing 
spend per year 

to maintain current click 
through volumes
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Core Web Vitals - Pre & Post Release Analysis

C O N F I D E N T I A L
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Put this on a screen 
= instant silo breaker
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Using Monitoring Data to Optimize Business Outcome

C O N F I D E N T I A L

Dynatrace 
Deployment

Continuous 
Improvement

Operational
Focus 

Is it working?

Thresholds, SLOs
& Competitive 
Benchmarking

What is our visitors 
expectation?

Performance 
Optimization

Removing 
bottlenecks
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Experience Distribution

C O N F I D E N T I A L



v
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Outlier Analysis

C O N F I D E N T I A L

Similar pattern to sitewide, visitors on non-Apple 
devices & during peak hours have poorer experience 
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• Chrome Mobile 91 connected to WiFi
(~8.45Mbit/s)

• Almost a second to retrieve the core document, 
nothing can be downloaded until this is 
complete, the visitor sees a completely white 
screen

C O N F I D E N T I A L 44

Typical Mobile Page Load

• High response 

download time 

indicates high 

latency/slow 

connection or a 

large request size

loading of page home
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Core HTML Size Bottleneck

• 210kB Core HTML File, the 
faster is is downloaded the 
faster content can be 
displayed
§ BBC UK Home 44kB
§ Bath & Bodyworks UK Home 66kB
§ Lush UK Home 75kB

• Verbose comments could be 
removed from Core HTML to 
reduce size 

• We also recommend 
confirming CSS Framework is 
being leveraged optimally
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Using Monitoring Data to Optimize Business Outcome

C O N F I D E N T I A L

Dynatrace 
Deployment

Continuous 
Improvement

Operational
Focus 

Is it working?

Thresholds, SLOs
& Competitive 
Benchmarking

What is our visitors 
expectation?

Performance 
Optimization

Removing 
bottlenecks

Where are performance & 
errors impacting behaviour?

Behavioral 
Impact
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How’s your Password Complexity?

C O N F I D E N T I A L

# of Failed Logins 
over a 3 day period 

(‘User password or login are incorrect. Please 
correct’ experienced by ~3000 reps per day) 

Opportunity for proactive support to help 
these Reps better manage their access e.g. 

leverage password managers?

SREBRNY

BRĄZOWY

DIAMENTOWY

PLATYNOWY

SREBRNY

SREBRNY

SREBRNY
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Business Data & Routing Errors

C O N F I D E N T I A L

Visitors are routed to the 
homepage after adding 

out of stock items to 
basket & attempting to 

checkout 
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Traffic to/from Support & Error Pages (+ Live Chat / Contact Us)

C O N F I D E N T I A L
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Connect Voice of Customer to IT

C O N F I D E N T I A L

Capture VoC
session ID as 

Dynatrace user 
session property

Generate VoC 
feedback 

report

List session IDs 
with negative 

feedback

Manually 
investigate in 

Dynatrace

repeat every n hours

Data layer 
integration

API 
integration

Performance Usability Sentiment Keyword “slow”
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App Store Reviews

C O N F I D E N T I A L
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Using Monitoring Data to Optimize Business Outcome

C O N F I D E N T I A L

Dynatrace 
Deployment

Continuous 
Improvement

Operational
Focus 

Is it working?

Thresholds, SLOs
& Competitive 
Benchmarking

What is our visitors 
expectation?

Performance 
Optimization

Removing 
bottlenecks

Where are performance & 
errors impacting behaviour?

Behavioral 
Impact

Business 
Outcomes

Where are our greatest drop outs? 
Is error, performance or content 

biggest factor?



• Revenue abandoned: €3,090.94

• Booking information:

• NCE - FDF

• 2 pax 

• Premium Economy

• Session not revisited after to 

complete the booking 
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Rage Clicks + Goal Achievement

C O N F I D E N T I A L

B
o

o
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 jo
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y

Exit action

1st party JS file

Error displayed ‘Something went wrong (payment)’ 



•~€52,721 of potential revenue loss was associated with the error message 
“Something went wrong (payment)”

• “Unknows Client Error” was a the most common error during the time period, 
contributing to 35.5% of all error descriptions captured

56

What should be optimized first?

C O N F I D E N T I A L

Error Description # Errors # Exits Potential Revenue Loss (€)**

Something went wrong (payment) 901 207 52,715

Unknown client error 1,022 344 20,672

Nous sommes désolés en raison d'un problème technique nous n'avons pas pu vous attribuer le siège 75 24 16,729

Unable to continue to Checkout flow: The Order was already finished 109 9 14,381

Something went wrong (ancillaries) 72 15 3,513

Something went wrong (passenger-details) 271 27 3,268

Required 157 11 2,933

Something went wrong (rebooking/contact-details) 58 16 1,599
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Proactive Servicing

Excellent Customer Experience & Outcome despite Service Disruption

Higher Value, Lower Cost

Lower Value, Higher Cost

Wait for opening hours… 
Sit on hold… Call Centre Engagement

Near Real Time Push 
Notification/Text

Fix/Online HelpCustomer encounters an 
issue within Digital Service

• Dynatrace Digital Experience Monitoring tracks 
visitors experience in real time across core 
application journeys – identifying visitors who 
encounter issues (technical and non-technical)

• High value visitors or those with high risk of 
churn are proactively engaged to meet their 
goal 



Quick Fire Anecdotes

Digital Experience Management with Insights

58C O N F I D E N T I A L



• Large Retail Customers monitoring in-store Zebra handheld devices used for in-
store inventory management

• Known performance challenges, enhancing out of the box instrumentation with 
custom reported SDK values include store &individual SKU context clearly 
highlighted the issue (infrastructure routing change improving median 
performance by 55% over a 2-month period)
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Internet of Things (IoT) – In-Store Devices

C O N F I D E N T I A L
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Point of Sale (PoS) 

C O N F I D E N T I A L

# of management 
overrides with 

reason/messages 



How is XYZ Feature Used?

C O N F I D E N T I A L 61

Specific Capability/Feature Teams 
benefit from their data in context 
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Share a top level, read 
only Dashboard for 
Executives & Other 

Teams



C O N F I D E N T I A L

How many 
people are 
using legacy
Enablement 
Platform?

Which 
Office & 
Topics?

MSP / SaaS providers:
Prove the migrated/your platform is better



C O N F I D E N T I A L
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Social Media Influencers

C O N F I D E N T I A L
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Contact ops@XXX.com with questions

Include Contact Details & Cross Link for Drill Down



• Major sporting goods store wanted 
the ability to track if images over 
100KB render on their page

• Solution
• Used a unique scripting solution in 

synthetic with custom JS to report if any 
image on a designated page reported a 
file size over 100KB

• A custom event for alerting is then used 
to send out an alert if an image file 
surpasses this size

• 100KB is a standard industry 
recommendation, and large image 
files are a primary factor in CWV 
slowness and render slowness—
especially for your slower 25% of 
traffic

Synthetic for Oversized Assets
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By analysing the behaviour of 
labelled robots, we can now 
flag robots which did not 
identify themselves!
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Align Business & IT through role based views from single source

Executive overview
& trends

Operational 
Quality & 
Reporting

Performance 
Optimization

Release 
Management

Conversion & 
Customer 

Engagement

Marketing & 
Customer 

Segmentation

Digital Optimization Journey
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By analysing millions of customers’ journeys, 
we can now identify central elements any 
application
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What would you like to explore? Carl@dynatrace.com

Use DEM to show environment & 
release health live and triage 
discovered issues quickly

Leverage Synthetic for baseline 
performance comparisons 
between pre-production 
environments

Application audits comparing 
against page construction best 
practices 

Role based training for business 
and technical teams

Leveraging Synthetic to compare 
performance against the industry 

Standardized application and 
service level reporting across the 
enterprise 

Detect and react to changes in 
user experience or behavior 

Understand how users traverse 
and experience the application in 
the real world

Deep analysis on where visitors 
experience performance 
bottlenecks during page load 

Live views & follow up analysis of 
real user experience and behavior 
across feature versions

Understand which areas visitors 
commonly drop out at during 
business critical flows

Analyze visitor demographics to 
ensure consistent, positive  
experience is being delivered and 
prioritize feature development

Standardized business impact 
incident follow up reports

Analyze VIP visitor behavior and 
proactively react to issues with 
their service 

Dive deeper on common real user 
exit patterns and examine 
contributing factors 

Examine contributing factors to 
abandonment during business 
critical flows 

Analyze robot crawler traffic 
patterns & block malicious bots

Integrate & analyze load test to 
determine bottleneck services 
and predict required 
infrastructure

Anomaly Detection Real User 
Experience Analysis

Page
Optimisation

A/B 
Testing

Conversion
Bottlenecks Visitor Profile

Bot Visitors App. Capacity

Industry Best 
Practices

Release 
Validation

Service 
Reporting

Competitor 
Analysis

Group 
EnablementDefect Impact

Top Exit Pages
Abandoned Carts

Pipeline Health

VIP Servicing



CLOUD DONE RIGHT


