
THE POST-APP ERA
The driving force, the technology and the business opportunities
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Introduction

Mobile has become an integral part 
of business strategy. As 2017 has 
progressed more businesses are 
embracing mobile-centric strategies 
marking this year as a tipping point 
where companies become serious 
about mobile. Initial adoptions have 
proved successful in achieving 
digitisation, customer engagement 
and workflow modernization, but with 
technology continually evolving and 
digital experiences becoming more 
complex, the journey to true digital 
transformation continues.

Being a digital business is imperative 
for all organisations that wish to remain 
key players in their field and deliver the 
next wave of revenue growth, service 
excellence and business efficiency. 
Today’s businesses need to create 
valuable experiences that support both 
consumer and employee engagement, 
and must adopt the changes coming to 
succeed in the future. 

Mobile apps have been a huge focus 
point for businesses over the past few 
years but as we enter the post-app 
era, what does it mean for your current 
mobile strategy?

For those who have spent time and 
money developing and launching apps, 
this could be a worrying development. 
But as this whitepaper will explain, apps 
continue to play a pivotal role in digital 
transformation and must remain at the 
core of a mobile-first strategy. 

Today we develop mobile solutions 
around devices and apps but tomorrow, 
in the post-app era we need to create 
direct interactions that go beyond the 
devices’ UI the app itself, encompassing 
a mix of connected technology. 

This whitepaper puts focus on the post-
app era and connected technology, 
reviewing user wants and needs, 
discussing what tomorrow brings and 
giving actionable insights for preparing 
your business for the next generation of 
mobile apps. With digital transformation 
front of mind, it’s important to 
understand and invest in the right 
technology at the right time. 
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Just as businesses adapted to the shift 
from desktop to laptop, and again from 
laptop to mobile, they will need to adapt 
once more to fully understand the post-
app experience. Businesses will need 
to gain a true understanding of how 
they can create apps that deliver their 
employees and customers a friction-less 
experience

It widens the scope of enterprise 
mobility significantly, allowing 
businesses the opportunity to improve 
processes even further and improve 
efficiencies all round. The increase of 
mobile devices means that phones, 
tablets, IoT and wearables are now 
omnipresent within the business 
environment, reinventing the way people 
interact and work. 

In order to prepare your business for 
the post-app era, it’s important that 
you understand where technology can 
impact your business the most. It’s 
about pinpointing the processes and 
procedures which could benefit from 
being streamlined or automated. 

As with all technologies discussed in this 
whitepaper, the first and most important 
action to take is to analyse your needs 
by talking to your employees and your 
consumers. Recognise how mobile is 
already supporting and improving their 
experiences and how they could benefit 
from it further.

What Is The Post-App Era?

The term ‘post-app era’ was coined by 
Gartner in 2016, and describes how the 
role of apps is changing. What Gartner 
meant by this term, isn’t that apps are 
disappearing or becoming less useful, 
but that they are evolving. 

Apps are becoming increasingly 
important as they continue to support 
the bigger picture of a connected 
ecosystem. Looking forward, they will 
remain at the core of both enterprise 
mobility and consumer engagement, 
but the way in which we interact with 
them will change. This includes the 
communication between multiple 
devices, use of artificial intelligence and 
allowing systems to take actions on our 
behalf. 

The post-app era encompasses a range 
of new technology, all with the simple 
premise of creating a more seamless 
experience for the end user. Whether 
that is from one device to the next, the 
convergence of physical and digital 
worlds, the automation of tasks in the 
background or the use of an apps’ 
features through the operating system.

Think of an app as a service as opposed 
to a destination. Where we used to 
physically open an app to use, we 
now use the app through a number 
of different mediums, through voice, a 
pop-up notification, intelligent sensors 
or a third-party app. 

As opposed to forcing people to stay in 
an app, and measure an apps success 
on the time spent in-app, companies 
need to think about how to deliver a 
mobile experience in which users can 
complete a task in as few interactions 
possible. This is where the post-app era 
is pointing to, an era where the majority 
of the experience takes place outside of 
an app not in-app. 

With more intelligent technology 
entering the market, apps produced 
today are smarter, more intuitive and 
more effective against business goals. 
They will continue to evolve to drive 
more immersive experiences and 
creating new business opportunities, 
forcing us to think about the use cases 
beyond just a mobile device and an app. 
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The cost of getting it wrong…

As we begin to explore the post-app 
era further, the importance of seamless 
experiences become ever more 
apparent. 

A disjointed experience, that is 
inconsistent and one-dimensional 
leads to disengagement, and either 
the loss of a customer or even a loss 
of an employee. The post-app era 
encompasses many forms of interaction, 
and therefore creating a consistent 
experience across all channels becomes 
vital in keeping the user engaged. 

Customers are one tap away from a 
competitor’s offering. Loyalty no longer 
solely depends on the quality of the 
product or service, but rather on the 
accuracy and ease of the customer 
experience. 

The connected customer expects 
brands and businesses to use 
technology that provides more 
proactive, intelligent exchanges, 
demonstrating that they understand 
them. 

Looking ahead…

By 2020, consumers foresee technology 
innovations as increasingly integrated 
with the customer journey. They believe 
that tech advancements will continue 
to positively impact their relationships 
with brands and therefore it’s crucial for 
businesses to evolve their offering. 

We’re witnessing an exciting change in 
how both consumer and employees are 
interacting with technology and their 
smartphones. 

Offering a consistent experience across 
all devices and platforms becomes key 
for customer retention and business 
growth.

As the post-app era evolves, consumers 
and employees will continue to 
drive change and create even more 
opportunities for businesses to engage 
and connect with them. 

 

The Driving Force

Immediacy drives mobile-first…

This perfectly summarises the 
connected customer, who’s 
smartphones sit and the centre of 
their ecosystem and are driving a 
culture of immediacy. As a whole, we 
expect things to happen as soon as 
we’ve initiated something. We expect 
deliveries to arrive next-day (or more 
increasingly same-day), retweets within 
seconds and businesses to respond to 
our enquiries instantaneously creating 
real time interactions. Todays user 
wants an immediate decision, expecting 
reccomendations and answers as 
opposed to information.

This new culture of immediacy is a by-
product of the smartphone. Serving as a 
means to remain informed and manage 
every aspect of their life, mobiles are 
also continuing to reshape the definition 
of timely to real-time. 

Customers across the board expect 
companies to participate in the culture 
of immediacy through instant mobile 
service and access to information. 
This creates huge opportunities for 
businesses to stand out over their 
competitors, and be there for their 
customers before they’ve reached out.

Innovation is an expectation…

Today’s users are constantly looking for 
new and compelling app experiences. 
They want an experience that is 
frictionless allowing them to complete a 
task wherever they are, whenever they 
want and as quickly as possible. They 
believe it’s essential for companies to 
have an easy-to-use mobile journey 
that augments and improves their daily 
experiences.

Technologies that change the way we 
work and live are no longer a luxury 
but an everyday tool. Businesses are 
expected to have mobile apps, and 
more so for the post-app era, expected 
to use technology innovatively. 

Consumers and employees are 
embracing new uses of technology, and 
it’s the ideal time for businesses to start 
integrating it into their offering, using it 
as a differentiator over competitors.
 

64%
 

of consumers 
expect companies  
to respond & react 
with them in real 

time

The connected customer and the digital employee have become the driving 
force in our world of continual innovation and disruption. New technology has 
given them the power to decide which businesses win or lose in today’s digital 
world. But what defines the new connected customer and what do they expect 
from businesses?

75%
 

of consumers 
think its crucial for  
a company to be  

innovative

73%
 

of consumers 
will switch brands if 
it’s an inconsistent 

service across  
devices

*Salesforce Report: Connected Customer 2017
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Post-App Era Interactions

OS Integration

A key driver of the post-app era is the 
range of new capabilities our mobile 
devices possess. Traditionally, the only 
way to interact with an app included 
downloading and physically opening the 
app. And in some instances, to continue 
using them they had to remain open. 
Since then, operating systems have 
become much more powerful, allowing 
apps to not only continue running in the 
background, but also automate tasks. 
This is where apps can become much 
smarter and more useful to us. 

Notifications are moving from static 
signposts of information to interactive 
containers of actionable content. Instead 
of clicking through a notification into the 
app, you can take action and respond 
directly in the notification panel. This 
could take the form of replying directly 
to a message, accepting a diary event 
or automated check-in to your flight. 

Developers can integrate many core 
OS features into apps, many of which 
enable us to create more effective 
and personalised mobile interactions.  
Including NFC, Siri, camera, diary 
appointments and maps. 

For excample, businesses can create 
tailored push notifications based on a 
users location or recent activity, such 
as sending an exclusive offer as they 
walk past a shop. Or they can use NFC 
tags in store to provide a customer 
with additional information on specific 
products.  

The integration with the OS and core 
features allows us to streamline more 
processes and remove ‘sticky-points’ 
to improve the user experience. All of 
these features give apps the capability 
to do much more than ever before and 
create more efficient interactions. 

From an enterprise point of view, we can 
see this progressing through features 
such as automated log-in, location-
based notifications and intelligent 
prompts. For example, reminding 
employees to complete a task as they 
enter a specific area of the office, or 
giving a distributed workforce updates 
on their itinerary dependant on their 
GPS location. 

When we speak about “post-app era” interactions, we’re talking about new ways we’re  

interacting with our apps. This includes all of the ways we might use and interact with  

our mobiles today and in the future. It summarises how we’re taking value out of the  

interactions within an app and bringing those interactions outside of the app. 

In this section, we breakdown specific technologies and explain their impact and  

contribution towards the post-app era. 

The Internet of Things

With improved cloud services and the 
anticipated arrival of 5G, the Internet of 
Things (IoT), is predicted to make huge 
waves over the next few years. Also 
referred to as “connected devices”, the 
IoT is the inter-networking of physical 
devices, vehicles, buildings and other 
items embedded with electronics and 
sensors.

For all businesses, the IoT is a huge part 
of the post-app era, in which Garter 
predicts 25% of new mobile apps will 
talk to IoT devices by 2018, whether in 
the home or the workplace. Apps will sit 
at the core of the network of devices, 
amalgamating the data, analysing it and 
taking action on the results. 

From connected appliances to smart 
tracking devices, the IoT provides 
a number of new business cases. 
It provides businesses with the 
opportunity to harvest and collect vast 
amounts of data on specific processes 
or activities across the organisation. 
Such as data on how users set the 
temperature in their home, to data on 
the surrounding environments of an 
important shipment. 

Expected to hit top adoption rate by 
2019, 56% of businesses have already 
adopted IoT with a further 32% of 
business planning to implement in 
the next two years. Businesses are 
rolling out a diverse array of connected 
devices across a number of industries 
including construction, property, 
healthcare, automotive, retail and the 
service industry. 

The way that smart devices are 
being leveraged by businesses varies 
substantially by industry but they 
are facilitating new business models, 
improving efficiency and generating 
new forms of revenue.

The true value of the IoT is within 
the data that the connected devices 
collects about its users. The data helps 
businesses understand their users 
needs better and continue to improve 
their offering. This can range from 
automatically adjusting a light setting 
at a set time and giving suggestions on 
day-to-day activities to cutting costs in 
a business process. 
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Artificial Intelligence 

Artificial Intelligence (AI) was pinned as 

the biggest technology trend for 2017 

by Gartner. Set to disrupt almost every 

industry, these intelligent systems can learn, 

adapt, operate autonomously and perform 

tasks like a human would.

The current state of AI is referred to as 

Machine Learning (ML), based around 

the idea that we give machines access to 

data and let them learn for themselves. 

This includes technologies such as deep 

learning, neural networking, natural-

language processing and visual recognition. 

The effect that AI and ML has on mobile 

and user experiences are huge. The core 

of the post-app era rests on intelligent 

interactions and seamless experiences 

across devices and systems, and artificial 

intelligence helps to make this a reality. The 

technology supports a myriad of different 

interactions in the post-app era, including 

speech recognition for information 

gathering and using visual recognition for 

online shopping.

Intelligent systems can efficiently sift 

through vast amounts of data within 

seconds and becomes a key player in our 

connected ecosystem and the IoT. 

They can learn to complete specific tasks, 

recognise patterns and predict the most 

successful outcome. By utilising intelligent 

machine learning there’s huge opportunities 

to improve a user’s experience and 

streamline a process. 

AI can understand a user’s action then 

predict and personalise their sequential 

interactions. It can also understand 

regularities within a user’s interactions 

and provide smart suggestions before 

the user has realised what they want or 

even automate those tasks in the future. It 

enables businesses to provide a user with 

an immediate decision. Such as instant 

insurance quotes, a film to watch or which 

investment to make.  

It’s the power of artificial intelligence that 

allows businesses to create immersive 

and exciting experiences for their users.  

AI enables us to tie together the entire 

customer journey, creating seamless 

transitions between the digital and physical 

worlds. 

Bots & Virtual Assistants

The rise of bots and Voice Activated 
Assistants (VAAs) throughout 2017 
has proven the importance of instant 
communication, for both consumer and 
enterprise apps. When we talk about 
the post-app era, both bots and VAAs 
become major interfaces for interacting 
with an app.

Advances in Artificial Intelligence, more 
specifically natural language processing, 
alongside more powerful operating 
systems (OS) have led the way for 
more intelligent voice interfaces. It’s 
the recent advances in AI technology 
which have significantly increased the 
offering of speech technology. Siri, 
Google Assistant, Cortana and Echo 
are increasingly becoming part of our 
everyday interactions both in the home 
and the workplace. 

Instead of opening an app, or searching 
a system for a specific data set, we can 
simply ask our phones, through either 
voice or text. ‘Hey Siri, what’s the traffic 
like today?’, or ‘OK Google, what can 
you tell me about the attendees in my 
next meeting?’ VAAs provide us with an 
answer in seconds, without us having to 
directly interact with an app. 

Alongside VAAs, bots offer users an 
interface that helps them perform 
specific functions in a single screen. By 
understanding what the user wants to 
achieve, bots can provide information 
of value such as answering a specific 
question, or completing a task, such as 
booking a hotel room or arranging a 
meeting and generating reports. 

Both technologies have the capabilities 
to improve efficiency due to their ability 
to collate and analyse information and 
data in seconds. By performing arduous 
data gathering tasks, and presenting 
contextual feedback, employees and 
consumers can complete a task quickly 
and efficiently. 

Many consumer brands have already 
adopted chat bots, particularly in 
customer service divisions. But as 
companies continue to understand their 
user’s expectations and requirements 
the true value of bots and Voice 
Activated Assistants will be realised. 

Businesses looking to integrate a bot 
into their offering need to establish 
their purpose, and more specifically the 
parameters in which they work.
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Preparing For Tomorrow

Create an agile ecosystem

Although you might not be clear on 
what technology your business will 
adopt in the future, we do know that all 
systems, devices and apps will need to 
communicate. Preparing for changes by 
reviewing how you currently manage 
your data and communications is key.

Ensure you have the right infrastructure 
in place and a culture that embraces 
change to quickly adopt new 
technology when required.

Assess your business opportunity

Many of the solutions we’ve mentioned 
in this paper are very task-specific 
because the most successful apps 
are those which support a specific 
task. When looking at the post-app 
era, it’s important to assess where the 
opportunities lie within your business. 

Which processes or departments within 
your business will benefit most from 
mobile and digitisation?

Change your metrics

Understand that for your app to be 
a success it doesn’t always require 
lengthy engagement. Your app needs to 
support the user in completing a task as 
quickly and efficiently as possible, and 
therefore less time spent in the app is 
potentially a good thing. 

Consider the purpose of your app and 
how you see it integrating into your 
users day-to-day tasks.

Plan for new skills

New skills will be required to ensure 
innovative applications are rolled 
out and managed efficiently. The 
technology we discuss in this 
whitepaper is complex and requires a 
number of skills to launch successfully, 
including: data management, security 
and project management. 

An app is a product, not a project and 
therefore you need to ensure you have 
the capabilities to manage the app 
during and after development and 
integrate it into your business.

The post-app era isn’t the dimishing of apps but the realisation that our  
interactions are changing. To succeed in tomorrow’s world businesses need to 
change their approach to app development and understand the post-app era 
expereince. 

What Happens Next...

We’re entering an era where consumers 
and employees are driving new digital 
experiences. They expect continual 
innovation and are always searching 
for the most efficient way of achieving 
tasks. 

Apps were originally created to make 
our lives easier, and help us complete 
tasks quickly wherever we are. But 
the rise of smarter devices, AI, virtual 
assistants and other technology 
means that apps are evolving further 
to become the centre our connected 
ecosystems. 

Although the post-app era will be an 
evolving process over the next 5 years, 
businesses need to prepare for it now.

Businesses need to put the user 
experience at the heart of future 
development. 

You will need to understand the post-
app experience, and learn to build or 
adapt your apps to deliver employees 
and consumers a quicker and more 
seamless user experience. 

Change will happen, your competitors 
will gain an advantage and new 
technology businesses will continue 
to disrupt your industry. The role of 
mobile will change to embrace post-app 
experiences and you must be prepared.

Understand how new technology is 
impacting your employees and your 
customers, and design an ecosystem 
that allows quick adoption. Avoid being 
left behind and secure your position in 
tomorrow’s digital world by embracing 
digital transformation and the post-app 
era.
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How can we help you?
 
We’re a UK-based mobile app development agency, specialising in apps for iOS and 
Android, as well as back-end solutions.

Our specialist in house developers work in unison with our UI and UX app designers 
to build innovative apps that combine great user experience with a secure, robust 
platform. Whether your goal is to improve business efficiencies or generate revenue, 
we can help you utilise the latest technology.

Ready to enter the post-app era?

Learn more about how we can help you empower employees, drive revenue and 
transform your business for the post-app era by visiting www.sonin.agency or 
getting in touch with one of the team. 

Paul Jarrett 
Founder & MD

paul.jarrett@sonin.agency

+44 (0)1737 45 77 81

Tim Moore 
Account Director 

tim.moore@sonin.agency

+44 (0)1737 45 77 82

Emma Humbey 
Marketing Manager 

emma.humbey@sonin.agency

+44 (0)1737 45 77 85

Sonin App Development 
34 Bell Street, Reigate  

info@sonin.agency

+44 (0)1737 45 77 88

About Sonin
Since 2009 Sonin have been helping businesses utilise the latest in app 
technology, offering bespoke enterprise solutions to support business initiatives 
and provide a seamless digital workspace for employees to be more effective.




