BusinessConnect

A New Era of Smart
2014-10-21

Customer Experience Management
- from bad experiences to great results
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(especially if you are late
for your flight)
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But how do you
find out about bad
online customer

ﬂ;ﬁ,\- experiences?
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What is the issue?

online struggles N ﬂ

poor customer
experience

B loss of transactions
loss of customer retention
B calls to the contact center
exposure of reputation
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Tealeaf - Customer Experience Management...

All actions

All interactions All customer

experience obstacles

Shopping Cart is Empty.
T ——

Please soriinge shopcinn

Checkout Helics

0340912008 - 03/15/2008

034092008 - 03/15/2008
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Focus - 03/09/2008 Compare - 03/02/2008
status__Grade g Status _Grade __Rating Change
Conversion 6041% ¥ -256%
System Issues 2.50% B 363% & =0.05%
application Issues 150% B 186% 4 0.00%
Usabilty 1ssues 5.00% som 4 179%
Business Issues 5.00% B 157% 4 000%

Seen through the eyes of the customer

Improve online channel

(Real time) online

Follow-up

support
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Tealeaf Mobile Solution: Web and Applications

Mobile Site

i0S-based
‘Native’ Apps ‘Hybrid” Apps

< April 14, 2010 >

Continental 767 >

John Smith

Mabile Banking Menu

Arrives IAH

View all your trip information in
one place—no matter where you
booked!

Tablets
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Demo time!
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file:///srv/www/vhosts/online-convert.com/save/queued/2/8/2/demo/Retail%20Bundle/NRF_Retail%20Customer%20Intent_01222014.idoc

What are benefits?

Improve Online Customer Experience

Increase Revenue

Decrease Costs

Issue Resolution based on Business Impact
Speed up Issue Resolution
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29% of the Fortune 100 rely on Tealeaf

E#H = 44 of the Internet Retailer Top 100; 7 of the top
" " 10 online retailers

P N

HIL =8 0f 10 of the Top Bank Holding Companies

[_7 " 9 of the 12 Largest P&C Insurance Companies
in North America

o™ = 10 of 12 of the most booked travel portals
\J
f " 6 of 10 of the world’s largest airline carriers
®
,& = All Major North American Wireless Providers
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Thank You!

Emil Borgelin

+46 70 793 11 04
emil.borgelin@se.ibm.com

linkedin.com/in/eborgelin
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