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Attract Convert Close
Stranger Visitors Leads
Blog Call to Action Email
Social Media Landing pages Workflows
Keywords Forms Lead Scoring
Pages Contacts CRM Integrations

712 oS B4lef
wgfof B}2 422
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Customers

Decreased loyalty . Shorter attention spans Supported . Empowered . Delighted
High churn . Poor Signal/Noise Ratio Fan & Broadcaster 1 Corporation
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"Companies are more likely to have “limited”
r “No understanding" of the reasons for
abandoning the shopping
card/checkout(78%) or leaving the site
without converting(81%) — Activities take

H | Wh What Hes Wiy the p e Wiy th Wy th Whyth Wy th .
Tl eprnne mey Mt T T ey Mipliey My they place at the very bottom of the online sales

smare of  from bedare  likely o do ;hase  fEuUrsie serond Foursie!  sharoing ks witha
yirbmnd  visiting pour on theirfirst - purchaze  predact b .:Efl;.' ‘ comenting funnel
areebaite  websitz wisit othars chebai

.'Emd understanding . Limi=d understanding .FII-:-l.|||:|-=|=|¢|||:in|r Respandents: 4

*=X : "Improving Online Self Service for Financial Institutions”, Finding from E-Consultancy's Customer Experience Survey, Oct/2011
CH&H Survey D1 &E : 012, R 2 e-Commerce M2 XEdt= =2 5000 Financial 71
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SMnterests for over 7% users Over 20 categories, several hundred sub-categories

- N
Products & Services

e Intent to buy various products
e Personal preferences of products

Personal Attributes
e Identifiers: name, address, age, gender,
occupation...
e Interests: sports, pets, cuisine...
1

e Life Cycle Status: marital, parental Tens of millions of !
Social Media profiles .

More than 35 relationships types

Life Events for over 5% users S
I ! Relationship
—— ———— ¢ Personal relationships (family, friends and
Llfe Events ‘ Total 108 micro-segments ~1 roommates...)
* Life-changing events: (relocation, having |00 K well populated « Business relationships (co-workers and
a baby, getting married, getting divorced, work/interest network...)
buying a house...) — i .
, . b | |
! b e e e e JENSE Lo P ! \
! > J fjp < !
e it > R e !
More than 12% of posts are spam/promotional... ' Tens of 1000s of relevant posts per day ]
—_— —_—
Categorization of Posts & Users Environment around consumer
e Spam/Promotional e Warnings of hacked accounts
e Wishful thinking, sarcasm e Employment postings and trends

6 © 2013 IBM Corporation
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Quantitative digital analytics
(“What, Where, and How”)

Qualitative digital analytics
("Why”)

g&ssion Purchase Funnel -\

Yesterday | 7/113/2011

All Visitor Sessions

Visit 100.00%

View Product 47 29% 41.54K

Add to Cart 4.69% £ 116K

Buy 1.61% 1.412K
Session Purchase Funnel

I
I
I
I
I
I
I
I
I
I
I
I
I
I
87.83K 1
I
I
I
I
I
I
I
I
I
I
I
I
I
I
I

4 Quantitative digital analyticse= O C| 0| A
AOIE/2EHe EIRFI0] $ 38 M £t HshA, |

O HFEXHALE AL interaction=2 XA HCHD

Qualitative analysis= 2t 2FEXHAFZ AEH 2|
interaction= SHZ O 200 LYO||A| CIA| £ 7|8}2,
UIo| 7 At S ZHA|25t 245t AS Eots

d=

J
( *II-I"' o
£|MatE nARHS
Jba MBI AT e AU/ 2459
s8I 7hE Ale weoz
eatolol YYo= s HA NatE
8
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Custom

RealtimExperience Your Customers

. er &
e Struggle Experie
. . e Revenu

Experie Detecti nce -
Impact e EEaZs|ma 8|23l

nce on . Replay L
Analysis Recover : :

Capture y

DE 7, BE 239, BE A|Z
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CEM(Customer Experience Management) 27

2 Aot dashboard& =&

Dashboards Active Search Analyze

Strauss and Plesser

Dwerviews

Corversion Application Health

Customer Experience Management KPIs

KPI

In Funnel Conversion
Acquistion Struggle Scores
Login Struggle Scores
Registration Struggle Scores
Application Issues

Configure

Vol

Tealeaf Help

Llzability

60.00%
2.50%
1.50%
1.50%
5.00%

Focus
12/28/2010-01/03/2011
Grade Rating

57 .85%
3.58%
1.63%
143%
1.35%

9 KPIO| B3t AFEf Th ARSHO| CH3t &

12

Gr

Compare
010-12/27

f214
ade

ADMIN: Logout

Rating
60.41% 4 -2.56%
3.63% + -0.05%
1.86% +-0.23%
5.94% + -451%
1.57% +-0.22%

01/03/2011

12/28/2010-01 /0352011

100
Checkout Struggle
Country : UK 1.25' i
Conversion ; 231 o T
Country : UK E 2 sl
Application Error rﬁl Z
Count g a0
Checkout : Error ]
Invalid Coupon Code @ a s
Checkout : Error : 7] = =
Missing Conf # ! I E | | ! ! & - -
-3 -2 -1 0 1 2 3 4 5 12/23 12/30 01/01
Std Dev Count Day

01403

W Credit Card Auth Falled
W Product Mot Available

Promotion Code Mot Accepted
W Shipping Addrezs Mot Accepted
B Shipping Method Not & valsble

120281201 0-01/03/2011

1z2/28

T T
1z2/30 01/01

Day

01/03

W Crevell Time = 1 min

B Eiling Form “alidation Errors
Shipping Form Yalidation Errars

W Last Field Visted: Credi Card #

0140372011

T
4:00
Hour

B Yol - Megative Feedback
W Feedback (Mo Checkout)
Hel (Atter Abandonment)
W Help (Mo Checkout)
W Feedback (After Absndonment)

——

¢| et KPI Dashboard

{9

Browser Version: Safari 4.0  Browser Platform: i0s4  Screen Dirf

screen Action: scroll Down J

st Network 12:46 PM =)
TR R
Existing Profile |
(( San Francisco (S10) Wed, 18 Jan, 2012
Naw York (JFK)
Gaea
Freauent Fives Program
Home | sign in | Legal information. | Priviilleolicy
Copyright 2011 Tealeaf Alrfines, inc.
Al ghts reserved
+ m

2P|:H/—’S_I_ =
DHY StHE
X A4 &t

CHAIE

10

Z Al O|

BOHS

I_




4} ofjo|E| £MS S5t

B3 OAIE 2 SE 24 Wet MiojLt

. . Conversion Rate Comparison
Discover Every Impacted Desktop and Mobile Customer

O Conversions Yith O Conversions Without

. 3% 4
T secsionrme | owation | oo Quantify the .
ol 04/15/2005 21:38:34 00:02:52 carol@windlass.com U 1 1A x@000000000 FinanCiaI Impact E
ol 04/15/2008 18:56:25 00:03:55 carol@windlass.com 135 6 7y hy@TOOEEEEEEA of an Obstacle é 2
B i 04/15/2008 18:53:45 00:04:49 carol@windlass.com 13456 7Lhx0R00000000 E
89 { 04/15/2008 18:13:24 00:06:13 134567 $,VOOCECOEEEE) E 1% 4
oy 04/15/2005 18:04;19 00:04:50 pAolo 000 .0/0 0.0]
ol 04/15/2005 17:22:35 00:00:04 I cl0 00,0.0/0.0,0] 0%
T T T T
Performance  Flight Status  Application Re-enter
Problems Chanced Errars Paszword
[ essionseaments | session seument ey~ Form rielis > Too Form il olues et ] .
— Follow Up with Impacted Customers
Wentifier:  RS_20080317-003400-000 —

Created On:  03/17/2008 09:27:38 sadigotify —

Analyze Impacted =

Aspercertoff ] carol@windlass.com
Sirst Session: 03/10/2008 07:01:21 abc12s — |

Sessio ns for _ast Session;  03/16/2008 16:18:25 coupor 23] ]

Session List aivemeFresStutt e

- 20stpone Expiration  Delete This Seqment 5 10 15
nomalies or

1113 0000000000

8 e sarry o s rcomenience - sange

carol@windlass.com
Count

- - - - =9 Report Gallery coupon_code v
Similarities A P P—
0 Everts a2 coupon code avet0 17
13 sessions 48 coupon code 3 bl
) Search Matches 48 coupon code sadfgddfg 9
#00 Pages 48 coupon code 15%aff 8
) Page Performance. 48 coupon code abc123 8
1) Reference 48 ‘coupon code coupon123 8
) User Defined Fields 48 ‘coupon code givemeFreeStuff )

" © 2013 IBM Corporation
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Create Value at Every Touch
“Know Me”, “Listen to Me”
“Anticipate My Needs”

“Sales as a Service” O
Call
We Centre

A
\f\\‘ —

i
7 Q Mobile

A Paid

¥ ¥ Search

12

><]

Mail

Social
i,
i 1111

Store
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Average Order Value

| Tuesday 271472012 BPE ‘ ]

I.:.l _ﬁ\ Segment: All Visitors

* Chart
L]
l ‘3 aw | T
1.5K
1.2K
500

s00

Sessions

200

Report « b

Report Settings %

Include Segment Criteria applied to report?

Retargeting Criteria Summary: 9

Find in Tabk’

Standard Segments > Less than 25 ACV
Standard Segments = 25-50 AOW
Standard Segments = 50-100 ACW
Standard Segments = 100-250 AOW
Standard Segments = 250-500 AOQWV
Standard Segments = 300-1,000 AOY

Standard Segments = 1,000-10,000 AOWV

ODOD0EEOER

Standard Segments > Owver 10,000 ACV

Average Order Value LESS THAN OR EQUAL 25
AND

Orders GREATER THAN OR EQUAL 1
AND

Average Order Value BETWEEN 25.01 AND 50
AND

Avarage Order Value BETWEEN 100.01 AND 250
AND

Avarage Order Value BETWEEN 250.01 AND 500

13

b

Segment Sessions L)
&, [l 50-100 AoV 887
-, [#¥] 250-500 AoV 868
3, [#]25-50 aov 815
=L [l 500-1,000 AW a24

Continue Cancel

5352.48
330.85

$0E9.30

100.75% 388
101.78% 1.47 | |E
101.54% 512

© 2013 IBM Corporation
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1 ProductID ProductName Eco Target audience
7 CLEDE-0301 STUDENT DESK Recycled School
8 CLEDEL-0101 BANKER DESK LAMP Regular Home
9 CLELO-0101 WHITE FABRIC ROLL ARM CHAISE Green Home
10 CLELO-0201 RED LEATHER ROLL ARM CHAISE Green Home
&11 CLEOF-0101 MAHOGANY DESK CHAIR Green Business 'U'|-ew||"|g b Online: Eu!ﬂng w online: tem w Abandonment h
Produci_Eco_Rating [ Product Name Sessions Sessions Sales Rate
|:| Total 9,650 1,040 51,167,742.50 86.76%
L EEHEEN 2010 ] 5258 48F 49 88 58%
+ HEGUL?‘-.H B 820 870 2673,181.30 B3.20%
= IEIHECYCLEE: 2450 170 5105,025.80 53,194
l:lg_p-m OLE BACK {Yé. by Eco (via Imported Attributes) ) sampled Data (10.00%) - Report v | mmm\
o =\ []sILvER METALL = Py ® o Mo -
- 2 EE BE Y EHYY Ho/EE L o
54K « [ cREEN [ -
e ]l H b AR [ -
Sgfofol Z4/ofof Hf=L[~ oo
E —_ - T3 .C‘_’_
QIAfO[EES =15} -
A = ™ —/ 24K
- FAHL 0249 L[=Z ofotgf
H il o e 800
* E/xlg I#—o/ oo”gE go/q ¢ GREEN REGULAR RECYCLED
Imported Preduct Id Attribute: Produzt_Ece_Rating /

HZL| % OIMOIES FEE
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Search bid optimization
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Business Rules and Advanced multiple micro-
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Web Content /
Portal Platform

Analytics

Search
Commerce
Social
Unified
Communications
Mobile
Rich
Media

20
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