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Experience Your Customers

Viewing Your Digital Channels
Through The Eyes Of Your Customers
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Strauss & Plesser

What if we could tell you which customer

sessions (movies) needed to be reviewed?

Overview | Conversion

Application Health | Yol .

Usahiliyy |

Options

KPI Breakout

Std Dev Count

© 2012 IBM Corporation

L Lumia 900
n

Focus Compare
07f28/2012-08/03/2012 | 07/2172012-07/27f2012
Grade Rating Grade Rating
In Funnel Conversion 60.00% B 57 .85% A 60.41% + -2.56%
Acquistion Struggle Scores 2.50%: 3.55% B 3.63%: + -0.05%
Login Struggle Scores 1.50% B 1.63% B 1.86% + -0.23%
Registration Struggle Scores 1.50% B 1.43% 5.94% + -4.51%
Application Issues 5.00% B 1.35% B 1.57% +-0.22%
e
7 &9
EIB.I'DEaEHE 0753152012
Acguiztion Struggle 4,000 O Abandoned
Summer Promo | 4-25| O Completed
Conversion 30007
Sumimer Promo |'2'31 =
Application Error | 155 E 2o0n0-
Count . [
Acouistion Error 4 0.8y 1,000
Promation Mot 4 052
Accepted . . T r T T
-3 -z -1 1] 1 4 5 Samsu Makia Droid RAZR
Galaxy
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- Start Replay Previous Next Request

M 073172012 - 0773152012 <Add Simsnsicn';l

Filter by data:

Gen Time: 0.475

Se P

1573

E;trauss & Ijlesser

Specialty Goods Since 1573

Home / Electronica / Call Phones [ Z-Phone 45

@-ﬁ_mnhg%ﬂ S.; 16GB

Due Today

2-year contract % $199.99
| ose%

No Commitment price 5649.89

2-year contract price 5190.99

¥l esye

10.01%

Color. Silver

‘@ _in

‘@ | s,mm ) &

= 16GB

m_%@ T soi% )

301%

1% |

4GB @ L 209% )

QTY: 1=

-
32GB

* 2.yr and no commitment pricing require voice
agreemnt with qualifying monthiy
data plan required

it 7 7. Dhana Aasisrss nar hindio sl

What if you could see which links and
images are profitable (and which are not)?

Met Trip: 0.008

& Link Analytics

Round Trip: 0.483

Default welcome msgl

t | My Cart | Chackout | Log In

\roveoe: SRR

—_————————

T83%

& RELATED PRODUCTS

Check items to-ade tn tha cartne ___
select all [ 1.23% I
-
sharger

| ‘ $19.00

- %f_ 113% )
. lugtooth Headset |
L 104%
- =

M4 MY CART
T

i ICOMF'P«.RE PRODUCTS

P

You have no items to compare.

BACK TO SchHeol




What if you could see where
customers were spending their time?
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v | Stast Replay Provious | Hext [Te—

What if you could see what
customers were clicking on?

Response Raplay

& Heal Map

[ o730z - 074313012

Filter by data: | <Add Dimensions

Drrill down sefecor: { 2

)
Default weicome mag!

Language: [Emakd

Horng { Elocironigs | (ol Freones | &-Phone 48
Z-Phone 45 - 16GB

- Todiy
2-year cortragly. = S1L

No Commitment price 5649 53
2-yaal contrac price 5199.99
Yiou Save $450.00
Color: Silver

Sige:

= 1668 3268 Jg
e

* 2oyt & RS COMTTRITINT DRISING BT v eS8

agie

wilh guaklying mioltily

regueed

Lmit 2 2 vices per househod

Z-Phone\ 4S

All-new 8MP camera and optics.
And int ging Ziri.
It's the most amazing Z-Phone yet.

FREE SHIPPING

WITH DMLINE PURDHASE

Buy Mow for $149.99

.

# RELATED PRODUCTS

Chack [tems 1o add to thi can or
sedact all

Chamer
!ﬁ s1908
A 1 Winhliag

Blueipoth Headsat
'@Q - BlueAni G2
)
Add to Wishiist
4 MY CART

ou have no tems in your carl

| COMPARE PRODUCTS

‘fou have no Rems o compare:

BACK TO SCHOOL

&b COMMUNITY POLL

What is your favorits cobor
Green
Rsd
Biack

Maganta
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ent
What if you could see where abandonmI "
occurred and recover the customer, rea

- n Analytics =
REPIE]" T Form
Response

Previous Mext Request

Start Replay . l L
Filter by data: ] <Add Dimension=
L

En Espaivol

Contact Us

Home

Log in

[ 080312012 - DEDZI2012

\ iy
B T Al Dwell Time

3 H - = = X : ] =
~ 0% — ! sl — s % @
First Name . | ——— 3 \-~— T
— aste | i ”ﬁg ’ Conditional Farmat Cell a2
=TS - Cf Il = — = R - Formattmg' asl‘abfe'st)rfes'ui
= ——— : 15.'.;3-. D [Clipboard It Font 'T-.';_ Alignment 'T-_":_ Number = i Styles
st Name 2
Last_ ; T
sl BB o Complon= Rl f-
4 { i
Address =

| I @ﬂ‘"l".’: [F!c-ad-Onl_-_.] [Compahhilit_-, Mode]

A | B | c | D
Start Time 8/3/2012 0:00:01

City s [

~I
4|
5 |

i - - Search Date Range 8/31/2012 0:00:01 - 8/3/2012 10:00-00
Zip 62% :] & JSearch Type Completed Sessions
— 7 |Time Zone Offset GMT-8
Melephona  64% 8]
ewlion 5 Session Time Login ID Customer Success
__Tg 8/3/2012 0:01-32 scott@gmail.com No
1 ‘8!3!2012 0:03:23 ebmcher@hotmail.com New No
. B4.79% 12 8/3/2012 - 04:01 rhoey@yahoo_com New Na
Form Abandonment: 35.71% ] 13 813/2012 0:04-32 wiinch@gmail.com New No
Form Completion: i } 1481312012 ¢ 06:45 cbelz@gmail.com New No
15| 8!3f2012 0:07:21 vknott@hotmail_com New No
- 5 ‘8:’3\(2012 0:08:05 maurice@gmail.com MNew Mo
. - __I___— 17 18/3/2012 0:09:11 charwin@aol.com New No
e T Ko 18 18/3/2012 0:09-43 ruby@gmail.com New No
EPREE MMM Bas, T4 ' 19 8/3/2012 0-10:32 dane@yahoo.com New Na
I 20 8!31’2012 0:10:15 dyim@gmail.com New No
*City 21 '8!3!2012 0:11:02 jasonsm'rth@aol_com New No
MTAIN VIEW I 122 8/312012 00:12- 15 eg@hotmail com New MNo
|MOU 23 8!3;’2012 0:15:32 timk@yahoo_com New No
24 8/3/2012 0:17:51 wes@gmail.com New No
* Telephone | BB ‘8f3;2012 0:24:32 walter@aol com New No
|41 5-445-3423 ’ 26 8/3/2012 0-25:04 ravi@yahoa.com New No
27 18/3/2012 0:29:17 cwan@cmai_com New Mo

Continue »



What if you could have insight into
mobile, tablet and native apps

File Edit Wiew History  Bookmarks  Tools  Help

@ - c . tat () http:Mlocalhost: 2088/ Rise/reader frender ; sessionid=49F 048 A9CIE 77 CS40506B893CF 1 3727 ?dummy=0, 305356429959391 StwindowReference=__ window__D&inDacumer

(%4 8.0_Mobile Demo_012511 -

Start Replay Previous Next Request Responsa Replay Annotations

Gen Time: 0.723s MNet Trip: 0.025s Round Trip: 0.815s Response Size: 17,133b Status Code: 200

Model: Apple iPhone  Browser Version: Safari 4.0 Browser Platform: i084  Screen Dimensions: 480x320

Screen Action: Scroll Down l

* MNon Stop Flights

Sort by: * Departure Arrival Price Stops

11

Frorn: San Francisco (SFO)
To: Mew York (JFK)

Flight: 812

Date:  01/03/2011

Departs: G:15 aM

Arrives: 5:10 PM

From: San Francisco (SFO)
To: New York (JFK)

Flight: a17

Date: 01/03/2011

Departs: 9:35 aM

Arrives: B:30 PM

@ 01/03/2011 04:00

Price: $1,249
Available Seats: 2

{availability may change)

I his Eligl

Price: $1,199
Available Seats: 25

{availability may change)

© 2012 IBM Corporation

245 75 257.14% 48.57% 50.48 10.01 éf’/‘f
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100% Coverage, Scalable, Secure, Extensible

Existing Customer Environment

Web Servers
Application Servers
Databases

Switch, Router,
4_> @ Load Balancer,
Firewalls @ ‘
SPAN port, Q
Mirror port % @
Tealeaf CX Extended
cximpact
cxResults
cxView
cxReveal
cxVerify

* Rich Internet Apps
* Flash/Flex

Tealeaf CX Mobile
* Mobile Sites
* Mobile Apps

cxConnect
Tealeaf CX Capture Tealeaf CX Datastore cxConnect WA
Firewall cxConnect VOC
* Decrypt * Inspect ¢ Index cxConnect MVT
* Privacy * Event * Archive
 Assemble e Correlate

¢tealeaﬁ
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Leading UK Mortgage Lender
reclaims 2-3 mortgages per day

saves $180M

annually



Checkout error resolution
saves Telco

$7.1M

in lost revenue annually




- Ly A R
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Leading Airline stops loss of

$300K

in lost revenue per day

Ztealeaf




Insurer
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Usability Analytics for Mobile Web

Tealeaf cxOverstat usability
analytics + CX Mobile for
mobile web:

— Heatmap

progpresirr g

— Link Analytics |

Avot
e Mag | Saarch Torms | Advanced Search | Contact Us | Mobile Yarsion

— Form Analytics

— Attention Map N 4

r

I tmaland
g&y | | t} P -
/)tealeaf
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Mobile Dashboard

Automatic detection Cross channel
of mobile customer | i seme 612511 / 15, cotair ashbosre analytics: web, app,
Struggle Conversion by Channel mObi Ie Site
01032011 7 2
gservation Stru g Foser
; Chtannegit: rﬁ@lﬁh 425} / [ | r?h:bile Wk
Reservation : | N ﬁ1 gD.E- B Mabile App
Channel : Mobile E

fpplication Error | Ta5 5 D.4—M
Count : 2
Reservation @ Error @ | 0g7 & “‘—'—-—-—-..-»-""'_'__——_'_'—"_"";f

Destination 0.2+
Reservation : Error @ | lD.EE
Denartirs | . | | . . 00 . . . . .
-3 -z -1 0 1 z 3 4 5 12/28 12729 12/30 12/31 01/01 oi/0z2  01/03

Day

Usability Issues & System Issues

120286201 0-01/03/2011 12728201 0-01/03/201
100 B Dvvell Time = 2 min
B Biling Form “alidation Errors
0 Departure Form Yalidation Errors
B Destination Form Yalidation Errors

B Unhandled Exceptions (Java Error)
B Slow Page Performance (5+ sec)
W-Slowe Page Performance (10+ zec)
B Bad Status Codes 4% (Cliert Errar)
B Bad Status Codes SXX (Cliert Errar)

AN

Percemtage
[ S o Y o Y o | —_ = =
o 3 o Ok m
1 1 1 ] 1 1

Percentage

—

0.0 T T

s 12728 15f3°na d Complete experience
In screen visibility ’ capture: user actions,

(orientation, swipe, application, environmental
form entry, clicks) to and network data
track usability

20 - © 2012 IBM Corporation ——
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@ BM Tealeaf

ity oy B g S0 - Eaie Eiid I.-.'.

&) Tt vm Ll

el vw haley

-
m Visit 100.00%
Viewing 52.37%
ions

Search for all customers
that struggled from the
home page

) Ad-hoc Search Segments Analytics

€) IBM Digital Analytics (Coremetrics)

Workbook: Default Workbook *

Booker Seg Conversion * |
Booker Segment Conversion

Funnel _“ 1 Funnel

Yesterday | 10/22/2012 Yesterday | 10/22/2012

I Tealeaf Segment A Sessions I

18.9K Visit 100.00% 38.48K
5.89K Viewing 54.70% 24 8K
ies Sessions
Booking Initiated 14.88% 281K Booking Initiated 14.38K
Sessions Sessions
Booking Sessions 221K Booking Sessions 11.25K
Session Purchase Funne! Session Purchase Funne!

Identify impact on conversion rates
or discovery trends & anomalies

Enables rich new ad-hoc analysis:
segment by any attribute of the experience without tags

Jtealeaf
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Aliia LoUoN

shop all sale

shop all Cuisinart

Identify customers that
have added an item to
their cart, but then
removed it before the
end of their visit

 Real-time Experience Targeting

9 Unica Interact

Save 20% on all APPLIANCES

At checkout, enter promo code:

Great Choices = SHOP NOW»

Take real time action by
determining the best
personalized message based
on cross channel and
Tealeaf input

Jtealeaf
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| What if?

=" What if you could see everything that every web customer does?
* What if you could understand where, and why they struggled?

* What if you could determine if others had the same issues?

* What if you could determine the precise cost of the problem?

* What if you could do this in real-time and pass sessions to Unica?
=" What if you could integrate this knowledge with Core Metrics?

* With Tealeaf, IBM’s latest acquisition, you can. tealeaf

© 2012 IBM Corporation an IBM°Company
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Managing Change while Accelerating Growth

Understanding ‘Why’ Customers Struggle

Andrew Gough

Regional Manager
IBM CEE

6 June 2013




