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"It's as if my team had a
blindfold over their eyes.
With Tealeaf, the blindfold

went away” - Air Canada

Dtealeaf




Experience
Your Customers

¢tealeaf.

an IBM*Company




Context

Every Digital Interaction mented; Every
Digital Experience Beco uantifiable

Dtealeaf







Building a smarter planet

=Problem:

— The High Net Worth group was seeing an increase in
the adoption of online services and, subsequently, an
increase in the number of inbound inquiries to the call
centre. Also, the Client Account Managers had no
exposure to online activity.

=Solution:

— The full user experience replay provided by Tealeaf
has greatly increased the number of first-contact
resolutions and the Client Account Managers were
emailed profile information of user activity on a daily
basis.

s Tealeaf Impact:

— The improved service efficiency and effectiveness has
enabled the company to increase first call resolution
rate by 75% and Client Account Managers were able
to increase transaction conversion rates by 6.5%

10 © 2009 IBM Corporation



Typical Benefits

g B W N =

3.5%* increase in site conversion rates.

1% * improvement in customer retention rates from better site
experience.

0.5%* improvement in average order value from better customer
experience.

60%* reduction in IT and development costs associated with
problem reproduction and resolution.

10%+ reduction in IT and development costs associated with
better prioritization of site projects and project avoidance.




of Fortune 100

companies rely on

Tealeaf
wehkamp.nl PayPal’ . Newawhloress - Walmart.com:




Tealeaf Captures Every Customer, Every Interaction, Every Time

-
o] M T Vew Tash Wk W T I

All actions

All interactions

All customer
experience
obstacles

-------

f— ] Shopping Cart is Empty.

You have noitemsin your shopping cart.

. Please continue shopping.
o i b Y ey W P e i e A B i Ao i o SN 1 £ 5 e

_I e i — S e e e
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Tealeaf Demonstration




100% Coverage, Scalable, Secure, Extensible

Existing Customer Environment

Web Servers
Application Servers

Switch, Router, Databases
a 4_» @ Load Balancer,
Web Browser

Firewalls
=
Q @
e Rich Internet Apps

e AJAX, JS
Tealeaf CEM
Suites
m m (exImpact
= ~ ) xevea)
—
Tealeaf

SPAN port,
Mirror port

Mobile Device
¢ Mobile Sites
e Mobile Apps

Tealeaf CX Capture  Tealeaf CX Datastore Integration
Firewall suite .
¢ Decrypt e Inspect e Index (chonnect);

e Privacy e Event e Archive

e Assemble e Correlate




Tealeaf’ s Customer Experience Management (CEM) Solutions

: i el Integrations
AOSMEBINS Optimization Suite

cxReveal ' cxVerify | fubia  fo o
(4 I 0 A {



