© Copyright IBM Corporation 2014
SH=0L0[H| A AIS|A
(135—270) MEA| 2+ =2& 467-12
RIFA| S| 2
TEL : (02) 3781-7500
www.ibm.com/kr

20141 78

IBM Tealea

Printed in Korea
All Rights Reserved

IBM, IBM 21 ibm.com2 0|2 Y/E=
Ct2 =7tof|Af IBM Corporation2| A £
= S5 JHALCE 47| % 7|EHBM &E
2 SEE 807t 2 EMofl XS LIS o &
H 7|5(° e ™)t S| BAIZIS AL,
0[2{8t 7|s= 2 EM7t ETHE AIF| 1IBM
0| AR5t 0|23 S5 AHO|7{LE 2&Hol| 2|
i QI El= ATERUS LIEHALICE

SHE AHE 0|2 29| T2 Z7HME S2
AHO| 7L 2SOl AFAU 4 QUEL|CE
IBM2| 2|4l &# =2 ibm.com/legal/
copytrade.shtml 2 H|0|X[2| “X=HH 2
SEFE S0 Eolst 4 QEL|CE

7|Ef CH2 3|AL X Y AH|A OS2 CH2
S|AtS| AR = AH|A FAIY 4 USLICE

0| 2M0il= IBM MIZEDH MHIAS Rx5H
20| IBMO| H|XLIAZ 8H51T Q= 2
E 27toflM i MIZTt MHIAS HSES
ojnlat= A2 otEUch

= AT

n

Software Solution Group



2H[X}O] 75%=
22! MH|A ZTEA|

CIE i22 olS¢t

e—commerce - Fof Mehgel Jehst
m—commerce « DZ40| UTOIM S =M
* DHIUO|RE/ et FT

THOH Tt aket
O |.7.||%| . 2= 0|0|X|QF H|ELIA 25 215}
« AHEXt 242 0fal

2101 A1 63%
BHie 72 5
42

ZHE Zelet 32,

SU3|ALS| CHE A 20ME

TOHE et
- 3 I FE0IM 02 014 S i
TZHAMH|A . B HEIAZHEE
SRR D2 M|A ZES FAS
& TOiRI] 88%=
IS A=SHX| Y ALIIES 273
02103 IBM Tealeaf Solution CEM Customer Experience Management




=

X27xle] &
Fabxd 2o 7RSLC)H

oj| |
# 2

€€ What,
Where,
and How 9

A

IBM Tealeaf Solution

& 24712 tolsg
SXEZI} 4ERBS B

THoi Zh7|(Funnels)
ANZHOHE HIo[E| X|E

| TTH o
HetE Hlu g

68%
56%
48%
48%
43%
42% 50%
41% 50%
33% 57%
28% 63%
27% 60%
22% 59%

“off” 20| S
7|5l [L}=X]| OIA LI

TZ40] OEH| FALR| BME =
HAOIEES 27 =l=X|

10| FHARe] HALO|ES YE ol
AH2 22 ofcjelx|
oft EfQlo| HEHI I} IHES

S LIS
T2 AA0M S0l

we S| 7}k

o D7HS0| TLOHE Sh=X|

=
THE0| CH2 ClHIO|AS

g, tIA3E ES EER
*Df Z)0 A OEA St |

o n7Ho| FOHE SHRIET
HALO|EES MLE=R]|

£%{: "Reducing Customer Struggle 2013’ Finding from E-Consultancy’ s Customer

Experience Survey, June/2013

CEM Customer Experience Management

B Good
understanding

M Limited
understanding

B No understanding

CH&t Survey

7|y Eet

o=, {89
e—Commerce AIHS
TIslisH= =L 500t
Financial 7|




IBM Tealeaf=

A0l EMS BHLICE

SEEEEET

¢CWhy Yy

HH, 22|10 24610 TS S MS LI

+ “HOIX| Py’ ©| 291 ! (AR T2Ho| S0 3t A5xiR)
« HEEQI AEA} 3101 AR
. 17HO| Bk AlX| ofl2] HIMIX]

i =

of
« ZHOf =EE JHE 02 FH

06107 IBM Tealeaf Solution

—= - - . IBM Tealeaf solutions2 7i8 11240| ASZES =LA

IBM Tealeaf= 21 0|70l ChsH &2 =EiL|Ct

CEM Customer Experience Management




=
- _ -1 [ e [T [
ZHO| AAS E|Xg) o +~ USLICE — o Hi—-H

YIH X2 24

“Why”

MY CIXIE 2 s =

“What, Where, and How” = BE™FSNIE

[roe, i— T —,
('Sassion Purchase Funnet 2 e e -
e ——
Yestorday | 7132011 - [==T==1
-
AL VRS Sasscan NORD
Visit 100.00% 18K =
View Product a2 41 54K
Add 10 Cart A0V 414
By 1810 —— ] 413K
\ Session Purchase Funnel /

08109 IBM Tealeaf Solution CEM Customer Experience Management




TealeafZ= SHIIC|E &
830 L|C},

T o o == |

AIACXE 2H EFsin ~
=L A L— o ”

XAt ~= SiSTI ah

- 242t

- Zizto| OlEf2M

Py Q

24 SRHO0|LF APMES Zij0l| Chsl L3l 4 UeLick

ron
Q'I_l
g

IBM Tealeaf £F82 JHE 1249| C|X|2 52k
siigshs Z2112| 0|78 Y=

ol
o
Hl

oh

4953586F
iy 5 =3
OIx| 2| 224 3= @ e HEEOIAIRA} 3121 A5 X2 @ 2H0| =S Y Do YR

UZHO| off FLOKS 227 |5l HGh=A|

IBM Tealeaf £&2M2 2 11 0|2 &QIg 4 QU

10111 IBM Tealeaf Solution .

=2y g7l &4 TX[E LX = 2Zet e 01

OOl B 2! -

SEWS 7Kt tacho@donga.com

S K32 - Of)= HohH ZHA SIS
SUHEAE(Loccitane) 22PE] S He
T2 HE S HiE= 42 S20| IHE

21 efYS BRICt. HEZ NS ket
KM=2HIZ HES TRRICH YS s
ORI H=S SHUES Mecii= Rls
7R[1 U7 | 20|t

ol W= B vjEe
TR B

EAgo] AR K Ao) 38 sHkEl
iRk e-5 gels] mlolslal e Fs
=9It A e AR7jE(melch

F2 =R TR upAI 2Hsf &40
285t} o] 24 ol g5t 2Rl
BalolA] 3 7zl ] 44 St s,
AAY|EYTAHIAENS) 52 A 50
Bl ey vl 25 S o4 qck

K A7} ed| & uA € 3te 7k azl vAd
7185 5 o7lol 38 SPgE ol <A
S U, bRE oAE ER40] ol
Z2RY7] wgolct, K A7HEAEZafo] o]
sjelo 7RIeh | Tl AES A W
715 A ohet.

FIHBM BARNE 5 31 71910 Eflol|
5]9Jo] opjrfetE SNSO] 7]%H8- 3t
sojA2 Aot B Pug Bl 4
ke AV ok deEgict, EAEe) 3¢
A EQ) 5 o HERE (L2l Alo]E
R} 22 S o]o] A ulZ)o] 174
Sk

SR T 7|, tAE 84 A
Slufel M&A

evfjeloltEuflo]] HiE 7|Emnt o e}
solsE, ESTE] £ NS 2150] SofuhaA
CjR]E Ao |k 34 Qe IS
22R] 8% AR o] WAL gk, kot
o}5 & Hlo} 2kEE upsle) Bgstels
7|%450) a7} Ak,

27U TR nplE AP

CEM Customer Experience Management

7| 28 SmkE AR (M&A) 0=
A A= 2 7e s FstaL gtk
IBMe] 10 2= Aol EAIRHCAIE 739
2| - $4 &4 ElR]=(Tealeaf)= 2010
A bR R ElEERATY) 7]&0] 7o)
Hek. o] Qo= BME-22jQ] FHA A7
Q| TofH|ERIY| 2nRFATREEA] 7]4:S
BRIHFLPF S B AES Lok
Q3] AALO] A AHI AR BHREAL
Utz ol

7138 AZEYOISW) UA) L2t2 HA
HAIE v Aa)sof 9 a1 glrt, 23]
2% QR AR AR 719 BT
SRS HAEAIL, AEt 5& S50

ARES ol 7IEE2 2EE vHIR FEheE

2l Aol FE 7] ol ARt ©
EEAF LR IO 2 [Tk ofmH| = of=H]
ofdelEiiehs HAE vHAR 744
TSI ik, APIZARRIA EAReo A
TRE v &40 ] IT dAIS =2
HR|= H oS ZT 0= Wiciict,

AR 7Y FREF AR 92

SRR TiAE v ARl 7198

Asmeglol ol 72, Holist
QIE 7ol s 8 4eolialole, 53]

ol 48 7|mo L4k Ao st
P EEE CER T

QLo o] 2ole) B HE Lolo] 13

283t

oS HIH 22 AR8ALe] A 7] 50t
T2 e 7R Al S5 FaLE
UEHCE, SOl A2 ARSAR} et
ZiQrgEaTtoplet 250 A,
0|kl Ht Aelolld Tk RIES
RS 71571 Rt

A 5RO R S 71018
aszEglofol ete] Qlefyl 7I¢e Uttel
A3 RO AR 4 A Bl
AOR BEgE ol Ao Hug

RIEBR

2014.7. 14

7| QUKI?

mock o ufzo] 7o sl =vlo]
A0 WolAle). TR WA
“Paolutsjo| o] Susi o]
APYES RIS Holet e} ek ol
“oJiex] g Ak A412] o] e
felgr ezt gleFm et

CIAME ORIG 2Ei81 20k
TR WA=

FIEA GIoE
L}

A




A7 [l /S

Tealeaf &&20¢

Tealeaf?| ‘digital receipts’ 0|
AZ[ete] MMM =22 &

[
=R d[b.3] - -
25 KuwikFit)
| . BB | SZEEARI0| I §77bnHIR S AHtsHs Alztst 2Xi INSURANCE
Digital Marketing= « KFIO| Ab7|FIStElS 2HIEo| Hat= 2= Eai Ab oltof TS
E—-Commerce&! _ o

P SHR|ZE ZALO|E= CHRtO| SIS
028 4 22| S
= MiE

2l FHek

=

IT X1

on
K

+ Tealeaf= AFEXIC| 2E A1I s HX( digital receipt’ )
Ol2(8t MMl LAl X2 ZFN g

o AtTOf HEE 20| ?é’é*oil KFIofl oJsh 28 MEES
AX X LHEO| thstod, A7 | HMEEI0| Tealeaf? IS0l 2745+0]
gk S X2 MAIZ 28

Tealeaf ==}

Multi . KFl= Tealeaf2 E25H01 03] A |AIZIS s1Z510] Azt HIES
Channel xjors}
o AP |FZEIS TealeaflHo] SEX S-S 915101 0[ARIS0f| ChstH
Alx|| £ Al I TN} THSEIER AR M

A\

= ME X3

(Cross/Up Outbound Call)
IS 7HM (Metg, 27|18, 2
T 2 X (03] L7d/=X)
. AP| o/ x|
. /= b The x| -~

(Time to Market)

CEM Customer Experience Management




= ME X[H

O}2HIRE % Elo

r—O0H

Tix| 0H=2] 20%

(Cross/Up Outbound Call)

o| Ax{o|

Web/Mobile 7He X[ (Time to Market)

$1 million2| = £&4! HiX|
SCHE oS T4 chd| 28% A&

N "
2RI 2x- Sprint
* Tealeaf QHIRE MU= &0l =20| oLt SIA= FEXQI o OATE 2 oY EALO|E0| Cish ARl XA AlRY
MEDAL TOTSt ofef ShatE EEt o T Mt daE 2ol ==
&M &2
+ Gold Medal2 62| QIHF2E HHXIE O|2F Al H2E 7= TS o DHIY ALEXIL| EMof| et C|XHel 2™ HE HiE
== g2 Met « YAOIE X @E ™ O|0f st AlE 2M S0 =2
Tealeaf =&} Tealeaf ==}
- Tealeaf2 &5 0| ARE(6Y)2, MeES FHIZ 22 30%, o CHSHHOIHEL AR 717F S $1 million2] 2412 =2t “Family Plan”
x| OiE2] 20%E Zaet F7H0IM LIEH Ol4% 5HZ
« SCHE OiE A thd| 28%AIE0 =20] E sprint.com&e| 0]+t
ZohE Mol TealeafAtE
' — Payment Summeary
\ — mm Your basket will expie In 9 mintes
Card T}fpe* I Please Select . l l':::::u‘«mmw‘l;n,f:m” : Super SpeCial
Sirgapon v Changl, Sagapony (SIN)
Card Number’ (45554168874 | Fugne. noouna 7308 2 Family Plan
Singapor e Changl. Sngapore (SIN) to
Cardholder Name™* I ‘ Lendon Nesthe ow, UK (L0
B _ AntreVatre Prctecm €349 © Unlimited minutes’ 189%me
Walid From l MM Vl IYWY 'r!‘l Publichod Fare . Senice Feo 6000
) Passenons: | Aubis) Unlimited Evenings &
valid To* [05 ] (2011 & Weekends
SECUriN No.* Flight Price f1.281.02 S
I ‘ Handling Fee £0.00 Unlimited v
Issue No. (Solo cards only) l ] Total Price £1,281.02

14115 IBM Tealeaf Solution

See all plans

CEM Customer Experience Management




Q" TeXAS

INSTRUMENTS

16117

IBM Tealeaf Solution

IT2F X1 (ofl2] Lzd/Z=X])

WHE A2 LHof| OHS2IAHI0M

Ol 8iZ, IT Xk ot

ST LR AR

« TOi MEHE 3.5% 014 S7t
Ert U2 EAO|E ez
2riL2 n Fdelo= Ea
YAIO|E ZH| shZ

=
HAo|E 75 22

o 78 Ml A HPa 2HI0| SR = T SH2 A[E X S22

U XES 7tssA &

Tealeaf =S}

* ARFEZO0|0j22 S8 T2 X|EO| M| AR, SIRH= 10-152
Yz AQH

« TH| 0H=2] 20%E STt

IZ 1% 014 74
24 0.5% 0l Sth

T % JHE HIR 60% 01 24

T YR |9 TS T U i |




- 5

Financial Services « Including 7 of the 10 Largest U.S. Banks

.

A\ Associatediank opeionsXpress® L endffiglree

Retail » Including 1/3 of all Internet Retailers > $100M
Walmart.com M“Nw @ BEmD B‘A.THD& Zappos8 M BLUEFLY  Abercrombies Fitch
Travel * Including 25% of the leading Travel Providers & Portals

Obpedic U tu oppa@ H G ® @)

Insurance « Including more than 40 P&C Insurance Companies

Resurancg CONSECOR .% & sicnve  UYTRINawe STATE AUTO'

i o o et Step Torance Compure

More E-business Leaders - Telco, Pharma, Utilities, etc. with B2C & B2B Sites

%|19] Online 7|&=0|

@omcast Aveucisoren Bd O rocERS weseo
TealeafE %-Q-Eh_ 71 AII.-lE." toacamyGme  DIRECTY.
Xz Hi=2 S| A|ZESHAMA IR
Top 100CH online A0 714 = 4474 A el 120K Of3t TS| 107H At S AR RN \ _ ' ,

Top 10CH online 204 7| = 771 At L + IBM Tealeaf & H|0|X| 22: http://www.ibm.com/tealeaf
\;"f 0| e3AR] 50% - oo
=  XIMIS| 27]: http://www.youtube.com/results?

(( )) - search_query=ibm+tealeaf
A =0 = M E4A1 Hxe| i = twitter.com/tealeaf

+ 717h2 IBM SUHE Ei= HIZLA TIEHRL HEE Sl
! 12 HAIS =elghc,

P -
-

Top 10cH 23 = 871 At

) Pe E‘«-

=0 12c 223AL| 971 A

!I‘i

18119 IBM Tealeaf Solution r CEM Customer Experience Management




