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1.Executive Summary

With the Shopify app store growing steadily every
year in both users and developers, PipeCandy the
app store in general and how the apps have been
performing (based on ratings and reviews) in
particular. The Shopify App store launched in 2009
and since then, app developers have clocked over
$100 Million in revenue.

First, we delve into the types of apps available in the
store, based on price (free vs paid), eCommerce
functions they support (Marketing,
Inventory,Customer Service etc.) and the app
developers. Then we look at average ratings for
these apps and satisfaction scores for customer
support, price, app functionality based on text
reviews. Here we wanted to analyze the following.

. Do users tend to overwhelmingly prefer
free apps over paid apps as in other app
stores?

. Which are the app categories that have the
most apps and is there an opportunity to
build more apps for less popular categories?

. Can average ratings tell us much about the
how the apps have been received?

. How important is price for merchants
when it comes to choosing between free
and paid apps?

. Is there a difference in how merchants

perceive customer support, price and app
features between app categories?

. How satisfied or unsatisfied have
merchants been with the app store and all
its apps?

To calculate satisfaction scores, we analyzed over
230,000 reviews across 2511 apps .

. Apps were given scores on between -1.0
and 1.0 for each of the three parameters,
price, app functionality and customer
support.

o These scores were given based on how
satisfied or unsatisfied a customer was with
the parameter based on their review.

o  The average score of all reviews for each
parameters is the satisfaction score.

. These scores have been represented in bar
and quadrant graphs across categories and
paid and free apps.

We were able to understand the Shopify app
ecosystem and the dynamic between the
developers, their apps and the merchants who use
them, from our findings, which have been listed
below.
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. The number of apps, users and developers
in the shopify app store have been
increasing year on year and so has
merchant dependence on these apps.

. Surprisingly there are more paid apps in
the store than free apps. While free apps
have attracted a lot of reviews, the average
satisfaction scores for price for paid and
free apps are quite high and the difference
between them is negligible. Merchants are
willing to pay for features and support.

. App categories like Sales Channels mostly
have free integration apps from major
ecommerce channels like Amazon,
Instagram, Google Shopping, etc who build
these apps just for cross-selling their
services, have comparatively low scores for
app functionality and customer support.

. Overall, the merchants using the apps are
satisfied with most apps and are unhappy
with price only when the app’s features are
not worth the amount they pay.

For a more granular look at a specific category, we
did a detailed analysis of apps in the Product
Recommendation subcategory which supports the
overall findings and point out outliers. Companies
looking to launch their apps in the store can
analyze the category or subcategory specifically to
identify opportunities and user needs. These
custom reports from PipeCandy are available on
request.



2.The Shopify App Store Overview

The Shopify app store and API launched to much
fanfare in 2009, with most merchants welcoming
the move. 8 years from the launch, Shopify
estimates that over $100 Million has been spent on
apps by merchants and that $42.7 Million was spent
in 2017 alone.

With approximately 2300 apps in the store at the
time, the average monthly revenue per app was
about $2100 is expected to be around the same in
2018 as well.

In September of 2018, Shopify relaunched their app
store, giving it a completely new redesign,
introducing 80 new subcategories and improving
the app listings and search.

In their release, Shopify mentions some statistics,
including how 87% of Shopify merchants have said
that they rely on apps to do business. Needless to
say, the app store has been beneficial to both the
merchants and the developers over the years.

Annual Shopify App Store Revenue

2013 $1.7M

2014 $3.9M
5
g 2015 $8.4M
-

2016

2017

$20M

$47.2M

Annual app payouts to Developers (in Million USD)
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3.How are the apps organized?

The first and simplest classification of any app store
is free vs paid. In the Shopify app store, of the 2511
apps (the total number of apps as of August 2018),
950 apps are free (either completely free or offer
free plans to the merchants) and the remaining
1561 are paid apps. The average cost of a paid app
(excluding free apps) is $29/month and it can go all
the way upto $1500 a month.

Number of Paid vs Free apps

Free B Paid

When we look at the number of reviews, free apps
have significantly more reviews than paid apps,
with the 950 free apps contributing over 165,000
reviews and the remaining 1561 paid apps having
only around 70,000 reviews. Free apps draw more
users and thus have more reviews, but we'll take a
look later at how they have fared when the reviews
are analyzed for positive and negative feedback.

Number of Reviews across Free and Paid apps

165948

Free B Paid
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When split by app categories, as shown in the
graphs below, we see that two-thirds of all the apps
fall under three categories - Tools, Marketing and
Sales.

Distribution of Free & Paid apps across Categories

Accounting 5
.
Inventory 35

Marketing 191 238

Customer service

Product Sourcing 14.E

Reporting 31

Sales channels 1 1%

Social media 53

Tools 288 517

App Category

0 100 200 300 400 500 600 700 800

Reviews per app

When split further into free and paid apps for each
category, Sales Channels and Social media have the
highest percentage of free apps. The average
number of reviews per category is highest for
Marketing, Sales and Product Sourcing at 172, 138
and 136 average reviews per app, respectively.

Number of Reviews across Categories

Accounting 11
Customer service 71

Inventory 34

Marketing 172
B Product Sourcing 136
)
&
2
< Reportin; 28
3 P g
&
< Sales 138

Sales channels 57
Shipping 38
Social media 71
Tools 66
o 20 40 60 80 100 120 140 160 180

Reviews per app



The 2500 apps available on the Shopify app store have been built and maintained by over 1300 deve
According to Shopify, the top 25% of the developers make, on average, $162,000 annually.

Many app makers consider Shopify as a channel to acquire eCommerce merchants as customers early
grow along with them and eventually upsell enterprise plans to them outside the Shopify ecosystem. W
see instances of app makers building multiple apps, cross-selling to their users and eventually bu
platforms that are essentially integrated versions of these individual apps.

The Shopify ecosystem seems to be a way for app makers to nail low-cost customer acquisition e:
eventually make merchants sign up for bigger or more sophisticated platforms.

The top developer on the Shopify store in terms on number of apps built, is POWr.io who have built 29
and SpurlT is second with 24 appssWdaly surprising is that the top two developers, with over 50 apps
and 4000 reviews between them, do not have a single paid app. Shopify themselves have released 18 &
17 free among them. Other top developers like SolverCircle and NexusMedia have built only paid apps
the one exception).

Number of apps per Developer

Webyze - 14

Webkul Sloware - 14

B Code Black Belt - 14

B NexusMedia - 15
W SolverCircle - 16

B Booster Apps - 16
B Shopify - 18

B BOLD - 18

W SpurlT - 24

POWr.io - 29
B Others - 2333

Distribution of Free and Paid apps across Developers

POWr.io 29
SpurIT 24
Shopify 17 B

App Category

Booster Apps 12

0 5 10 15 20 25 30
Free M Paid
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So far, we have discussed the numbers within Shopify)s app store and some of the results have been as
expected and some quite surprising. As we saw earlier, free apps seem to have an overwhelmingly higher
number of reviews than paid apps, which we concluded was due to the larger user base. " e number of
reviews, however, are indicative of very little. " e reviews texts themselves can tell you a lot. Letk dig into the
ratings these apps have received and the sentiment analysis of all the reviews.

When we look at the average ratings (on a scale of 1 to 5) for free apps vs paid apps, 675 out of the 950 free
apps (or about 70%) have an average rating of 4 or 5 while 910 out of the 1561 paid apps (or about 60%) have
the same average rating of 4 or 5.

Number of apps across Average Ratings for Free and Paid apps

No Rating Yet

576
| 3
1
6
>
St
) l .
2 2
<
&) 8
>
<
M -
3
61
4
154
5
756
0 100 200 300 400 500 600 700 800

Reviews per app

Free M Paid

If we look at average ratings across categories, Product Sourcing has the highest percentage of apps with
average ratings above 4, at 79% and Accounting with the lowest at 42%. " e latter makes for an interesting
note, that none of the categories have really low ratings and that merchants are satis#ed with a majority of the
apps in the App store and this is further justif#fed by the fact that 1323 apps out of the total 2511 have an
average rating of 5.
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Percentage of apps with a rating of 4 or 5 acrossHere it becomes quite clear as to what the user

Categories problems are with these apps. For example, the
Sales Channel category which has only 52% average
w ratings of 4 or 5, has a low score of 69 in app

functionality but an 83 on price (probably because
most of them are free). Developers can use these
s o scores to identify the broad areas where their apps
arketing @ are lacking aria them.

Customer service 56

Product Sourcing 79

Average Satisfaction Scores across 3 parameters
for Categories

Reporting 52

App Category

Sales 69
Sales channels 52

Shipping 56 Accounting 1.00

=
et

Social media 60

Tools 65

e
©
=

° ‘
°
o
w

Customer service

4
o
S

Percentage of Apps with a rating 4 or 5
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While average ratings tell us what users thought of
the apps on the whole, it gives us no insight into
what exactly the users liked or disliked about the
apps. In order to look into that, we analyzed all the
reviews themselves mal out if the user whéole

the review liked or disliked the app and which part _
of the app service he/she was"satldissati®d Marketing
with. We scored all the apps on three parameters,
customer support, price and functionality, based on

the reviews they received.
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When we look at the satisfaction scores (-1 to 1) for
free and paid apps, free apps have higher scores
than paid apps for all parameters but not by a big
di#terence$ e price score in particular putS a  peporng
fascinating spin on free vs paid apps in the Shopify
app store$ e fact that paid apps have a high
average satisfaction score when it comes to price,
shows that Shopify merchants are not too bothered
about whether the app is free or paid as long as the
app functionality and customer support are good.
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B Customer Support Score Price Score App Functionality Score

$ e average satisfaction score for the three
parameters, customer support, price and
functionality for each of the app categories are
ShOWI’l |n the graph on the r|ght B Customer Support Score Price Score App Functionality Score
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Satisfaction Score
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The satisfaction scores across apps and categories have been represented in the quadrant graph below. The x-
axis represents customer support score, the y-axis represents price score and the size of the bubble represents
app functionality score.

Most apps fall in the upper right quadrant and have positive reviews across all parameters. This echoes the fact
that merchants are satisfied with apps overall. What this does, however, is clearly identify the apps that are not
performing well, which are present in the other three quadrants. Most of the apps in the “Bad Pricing”
quadrants have poor app functionality and/or customer support. This is further evidence that pricing is
heavily dependent on the other two parameters and that merchants are willing to spend for good apps.

This representation also allows us to benchmark an app against all the other apps and visually see how well it
is doing, either across the app store or for a specific category. If you wish to look at how specific apps have
performed, the dataset for the graph which includes the three scores for each app is available with this report
(on request).

Quadrant Representation of Satisfaction Scores across apps
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To look at the drivers of the satisfaction scores, we did a detailed analysis of the Product Recommen
subcategory and dived into the reviews of théseagpeci Similar analyses can be done for any other
category or subcategory as a custom project.

" ere were a total of 2,375 reviews for the 26 apps that have the product recommendation or personali
feature!" e satisfaction scores have been normalized to a scale of 1 to 5 for better vnéerstanding.
distribution of reviews for the top 5 apps in terms of number of reviews is as shown below:

Distribution of Reviews
1250

1114

1000

750

Number of Reviews

500 318

233

250 128
70

Personalier Personalized Findify Wiser 3 - Products
Recommendations

Plugins

A#ter identifying the key drivers of satisfaction, for each of the drivers, we !larilthatckadsacts the
sentiments from the reviews. Each text waedlagsi either Positive or Negative review. Sentiment
analysis helped in providing insights about the various aspects of the apps.

" e following gures show what happy and unhappy app users talk about the app pricing, customer su
and app functionality for personalization and product recommendation apps.

Positive and Negative words about pricing for personalization apps

rtponey well claim
ree™ is o
: , m 7 (0 o :
grlcmg pal},a,‘% WOr th problem frustration lifetime
sPr1C payL

love again eXt r a high moneymlssmg

version currencies

Positive and Negative words about customer support for personalization apps

%0 1ncrease trouble though
scustome [: 3
© goo 'EJ' experienceddecided
%r'et;mn(1§35§n!: V l C e emall S ? blah ® n technlcalteam

always - S S l I
friendly top
reat :" N b
quickly awesomet eam gresponsive rep leave e r r l e
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Positive and Negative words about app functionality for personalization apps

showexcellent . __theme never complicated bl
sto s ¢ybad completely P
recommend E . - 2 o
N
1 f1issue =Us
g o

wel
VKIeEu)ltrk page p ptuyp feature urﬁndi N S t a l lc fail

helpful fantastho new

customize ... "eor ory

unfair terrible

The apps were then scored based on the positive and negative reviews for each driver: Price, Customer
Support and App functionality. Scores for the top 10 apps in the Personalization and Product
recommendation category are shown below. (NOTE: Some of the apps don’t seem to have scores for all
parameters because the scores are the same for all three and the points overlap each other.)

Radar Chart for apps in personalization category

Personalizer

Better Recommendations Personalized Recommendations

Visely Findify
@ Customer Support
@ Frice
@ App Functionality
Directed Edge Wiser

Recommendify 3-Products

Upsell Recommendations

Satisfaction scores for the Personalization apps

App Name Customer Support Price App Functionality
Personalizer 5 4.96 4.99
Personalized i 4.96 4.7 4.95
Recommendations

Findify 4.95 4.92 4.96
‘Wiser 5 5 4.8
Visely 5 5 5
3-Products 5 5 4.8
ggcss&mendations 2 2 o
Recommendify 5 5 4.8
Directed Edge 5 5 4.8
Better 5 5 4.8

Recommendations
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a.  Profiles of Top 5 apps in the Product
Recommendation subcategory

1.  Visely Product Recommendations

Visely provides a personalized shopping experience
with customizable recommendation widgets. The
app is available from $49/month. It has excellent
customer support and easy-to-use functionality.
The app has a highly intuitive configuration tool. It
is flexible to adapt to different business cases.
Overall, the app best serves its purpose.

Customer Reviews

“Love it! Perfect customisation within a matter of
minutes by the team at Visely. The app has already
paid for itself before our trial is even over :)”

“The app is easy to use and the support for set up is
first class”

“A very useful app and the support team have been
amazingly helpful. I highly recommend this app”

2. Personalizer by Limespot

Limespot provides personalization for both sales
and marketing channels. There are also tools for
real time analytics. The app has an adaptive pricing
policy and is available from $10/month. There are
also multiple layouts for the product. Users of this
app are highly satisfied with the customer support.

Customer Reviews

“I love this help. Customer service is great.Really
Impressed. I recommend this app for all the stores.”

“Thanks to the support team at Limespot. They have
been very responsive and helpful in getting the app
working on my new theme.”

3.  Findify Search & Discovery

Findify is an AI Personalization platform that
provides product recommendations and real-time
deep analytics. This app has a free plan and an
option to upgrade. It is also easily customizable.
Around 87% of users who use this app are satisfied
with the price, functionality and the customer
service for the app.

Customer Reviews

“Very good plugin: extensive, a lot of functionality
and features, very customizable and configurable.
Also very good support”
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“Wow! I just installed the free version and I am SO
impressed. Highly recommended.”

“Perfect for what we need for our site right now. Will
definitely pay to upgrade”

4.  Wiser - Recommended Products

Wiser is considered as one of the best apps to show
multiple product recommendation options to the
customers. The app is available from $9.99/month.
Customers of the app are extremely satisfied with
the customer service and the pricing policies.

Customer Reviews

“Great app - we used it to show the same product in
different colours. Kemi provided an exceptional level
of support. Thanks!”

“Good Quality and Good Pricing. It is really easy to
use and compared to other it is the cheapest
solution.”

5.  Personalized Recommendation

Personalized Recommendation enables easy
product discovery on store using advanced
personalization algorithms. The app has a new
feature that helps in active upselling to the current
customers. The app is available from $17/month.

Customer Reviews

“Doesn't list prices clearly anywhere. -You have to
connect your bank account or paypal account to
access the app and trial it”

“The app is working great. The customer support
with Kelly is superb. She took videos to help me get
answers to my questions. Highly recommended!”

b.  Key Findings for Product
Recommendation

As described earlier, our analysis identified 3
drivers of customer satisfaction: App Price,
Customer Support, App Functionality.

1.  App Price

Customer adoption is high for free and trial version
of the app.

Customer Reviews
“100% Free, 100% recommended”

“love this app very much and most importantly it is

free”
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Major concerns in terms of pricing are as
mentioned below:

1. Lack of transparent pricing information
up-front while signing up for a free trial

2. Customers prefer “pay-as-you-use” policies
to long term pricing plans.

3. In case of the paid plans, customers expect
the app to have high quality features.
Worthiness of the app is considered more
important.

Customer Reviews
“Way too expensive for what it does”

“It's definitely not worth it at the current price”

“I thought it seemed like a great app, until today I get
an email that says I have to pay almost $25.00 a
month for a subscription That's way too much for a
small business”

2.  Customer Support

Majority of the customers are extremely satisfied

with the service provided by the support team.

Customers are happy when the service team are
responsive and provide personalized support when
required. Customers seek support from the team
majorly to understand the usage of advanced

features of the app and installation procedures.

Customer Reviews

“Absolute best Customer Service possible. He guided
us, installed and custom configured the App to match

exactly our needs”

“Thanks to the support team. They have been very
responsive and helpful in getting the app working on

my new theme”

There are issues with email communications
especially at times when customers do not get a
reply even after contacting the support team

multiple times.

“I Already Sent out email for 2 times asking for help

but there is no one to reply to me”

“The app some caused troubles on my website and

the support team don't answer my email.”
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3.  App Functionality

The major features that customers are looking for
in terms of functionality are accurate
recommendations, good personalization and
customizable options. Since majority of the Shopify
users are small businesses and they do not have big
development teams, customers are expecting the
apps to have a simple and easy-to-use interface and
easy integration options.

Customer Reviews

“Product recommendations are something that's
really important to us and we'd 100% recommend

this app”

“Great app very intuitive and easy to use its just plug
and play.”

“The customization of the app itself is really robust
given that they allow you to use custom code.”

Customers are unhappy when the the plugin
creates too many bugs, provides bad
recommendations , has configuration issues and
and fails to meet its needs.

“Caused so many bugs! Trying to uninstall”

“ Recurring issue with recommendations, Appalling
service at a premium price”

“The recommendations are trash, it doesn't even
relate.”

If you require an analysis, similar to the one
above, of another specific category or subcategory
of apps like Inventory, Product Tagging or
Customer Service, reach out to us for a custom
research report.
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5. Conclusion

The Shopify app store and its 2500 apps are mostly performing well with marked areas for improvement.
Shopify merchants have taken well to the app store. Price does not seem to be a big factor for merchants when
adopting an app. However, they are dissatisfied with the price if the app’s functionality or customer support is
not worth what they are paying.

With an average monthly revenue of $2100 per app, developers are now taking to the store in numbers. Apart
from the revenue, app developers are also attracted by the loyal user base who rely on these apps to run their
business.

We believe the app store will continue to expand and grow with more developers and merchants and the
$100M in revenue that was made so far will double itself in no time, considering Shopify’s impressive
performance in the recent quarters and the expected upside from markets like Canada & their targeted
expansion plans outside North America.
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Did you like what you just read?

If you like what you see and/or have more questions regarding eCommerce trends or the
industry as a whole, you can check out our research reports or reach out to us directly.

Lets talk, write to sales@pipecandy.com



