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A mobile enterprise needs...

Visibility into the customer mobile experience

to improve conversions and grow revenue

Tealeaf CX Mobile

Industry-leading customer experience management
solutions to mobile websites, native applications, and
hybrid apps including support for HTML5.

for mobile web sessions on iOS and
Android-based devices help optimize users’
experiences on mobile web applications .

of user struggles with IBM
Tealeaf integrated solutions

= Add-on
for
mobile-web applications

* Mobile gestures such as zoom in/out, pinch infout, scroll left/right and orientation change
** Requires Tealeaf cxOverstat add-on

Mobile Analytics

Native Apps Mobile Web
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Mobile Driving Success/Failure ==="= @

USATODAY  news

SPORTS LIFE

MONEY TECH

TRAVEL OPINION @57 @ W

Facebook shares soar on earnings, mobile gains
Matt Krantz, USA TODAY

® s

eBay Reports Solid Earnings Benefiting From
Mobile

‘eBay sees mobile as a game changer ”

The {llﬂﬁhi“lltﬂn 1}]([5"[‘ Politics | Opinions Local Sports National World Business  Tech
BLTQINqu The Washington Post
L, ) L L aurith Bloomberg

Posted at 01:34 PM ET, 10/19/2012

Google, Microsoft earnings illustrate mobile struggle
#thecircuit
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The Mobility Spectrum

Past =———>» Present ———> Future? >

Mobility Is not about devices, it is about People
being increasingly Mobile, and paradigms that

enable them
W
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Ubiquitous Mobile Penetration

(LOBAL MOBILE TRENDS

%&m7wmmwuwide. . Smartphone sales are up
87% 2% o 70 million iPad
of the world's population have mobile phones! I\ 488.5 million units . .
T users in US in
2013
Mobile Users by % of Population - eMarketer

China (963 miilion) and in India (844 milllon)




Consumer Behavior Increasingly Mobile Focused
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There are — Mobile web subscription already \
1.2 billion i D

moblle web users worldwide, that's
17% of the global population

[c
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In January 2012,

8.5%

of website hits came from a mobile device.

Double the amount
compared to the same time last year!

Use of Mobile and Desktop Web

Maobile web surfing s estimated to overtake desktop web surfing by 2015




The iIPhone Is bigger than Microsoft

iPhone All of Microsoft

374.3 373.0

hillion in revenue hillion in revenue

June 2012 to June 2013 $88B to $78B

June 2017 - June 2012

DEZIGH: AMDREW EBERGMANH SOURCES: AFPFLE, MICROZOFT

Source: APPL and MSFT SEC Filings




Tablets alone will surpass PC sales in 2 to 3 years

Units

Global Internet Device Sales
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Tablets sold per day in Q1: ~502,000 Babies born per day in Q1: ~370,000

N &



Q1 2013 Tablet Shipments - IDC

Top Five Tablet Vendors, Shipments, and Market Share, First Quarter 2013 (Shipments in millions)

1Q13 Unit 1013 Market 1Q12 Unit 1012 Market | Year-over-
Vendor Shipments Share Shipments Share Year Growth
1. Apple 19.5 39.6% 11.8 58.1% 65.3%
2. Samsung 8.8 17.9% 2.3 11.3% 282.6%
3. ASUS 2.7 5.5% 0.6 3.1% 350.0%
4. Amazon.com Inc. 1.8 3.7% 0.7 3.6% 157.1%
5. Microsoft 0.9 1.8% 0.0 M/A N/A
Others 15.5 31.5% 4.9 24.1% 216.3%
Total 49.2 100.0% 20.3 100.0% 142.4%

N




Mobile Commerce Surging

% Share of All Internet Shopping Traffic

% of USA Black Friday Internet Shopping Traffic From
Mobile + Tablet Devices, 2010 - 2012

25% 24%
20%
14%
15%
10%
6%
i =
0%
2010 2011 2012

miPhone iPad w=Android Kindle and Nook « Galaxy Tab « Other

Source: Mary Meeker/KPCB




What’ s the future?
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i US Digital Audiences
(mathly actve utars a8 of February 2011

224 221 MILLION
LAPTOP AND
MILLION DESKTOP USERS

APP USERS
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Expectations vs. Realities

85% of adults who have completed a mobile

transaction in the past year expect the
experience to be better than using a laptop
or desktop computer

“ i Yet 41% of comments about the

' .'a top mobile companies expressed
frustration

Source: Harris Interactive Survey of Mobile User Experience _



Consumer Mobile Expectations Are High ===%=. @

ul._ AT&T 3G 11:40 AM

PLEASE COME BACK LATER
WHEN YOU CAN ENTER THE
25 MILLION POINT GIVEAWAY
FROM A NON-MOBILE DEVICE.




Consumer Mobile Expectations Are High
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www.nflshop.com/product/index.jsp?produc

(o

Yahoo! Mail | Devil's To...

Amazon.c...

X SanFr...

f{i NFLCOM CUSTOMER SERVICE TRACK ORDER REQUEST CATALOG

’
VISA | i NFLPrefers Visa

=) sihup & save 0% |

The Official Online Store of The NFL

SHOP BY TEAM » JERSEYS~ ME! KIDS'

CONFERENCE CHAMPS GEAR
SHOP NOW »

PRODUCT INFO FEATURES PRODUCT REVIEWS
Wearing this customizable NFL® youth t-shirt lets everyone know you're a die-
hard fan! It's decorated in the team colors and designed with your choice of
personalized heat-sealed graphics on the chest, back, and sleeves.

Recently Viewed Products

TH %

s Nike Ballmore Ravens Men's Nike Baltmore

acco Game Team Color Ray s Supel

Ga
sns 99 to 129.99

Enter Here »

flsr

Contact our customer service team directly by calling

$99.99 to 109.99

&

©2012, NFL Entaeprises LLC. NFL snd tha NFL shield design are.

L

HATS TSHIRTS COLLECTIBLES HOMI

rademarks of the National Footbal League. The team

SEARCH _ —

NEW ARRIVALS "EUSTORPSHBIY colleéce oUTLeT

AVAILABILITY
In stock, leaves warehouse in 2 - 3
full business days. - (Details)

SHIPPING

Details)
Note: Shipping restric

Remember, no sales tax except in

FL, IL, KY, NY, OH, PA and TX

Men's Nik rancisco
9ers Colin Kaepemick Super
Bowl XLVII Game Team Color

Jerse:

Jersey
$119.99 to 129.99

names. (6gos and undorm

ragter
Se9.0n are regatered tademars of Me tearms mdcated Al offer NFL <alated ¥ ademarks e Yademarks of e Nations Football League

dard Ground Service Available

tions may app

OFFICE TAILGATING DVDS

CONFERENCE CHAMPS GEAR
SHOP NOW »

We are Sorry! In order to continue to customize this product, you must first download the adobe flash player. Click here to download now.

Privacy Policy | Terms & Conditions | Customer Service | Contact Us | My Account | Returns | Group Saes | Affiiate Program | Product Reviews | Site Map |Product Alerts N
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Top consumer struggles

Inability to complete a transaction
Search functionality
User interface

[ N

63% of all online adults would be less likely to buy
from a company via other purchase channels if they
experienced a problem conducting a mobile
transaction.

<




Mobile Commerce: Utter Frustration

.

@bevan - mobile is down. Not letting me
checkout. CS says it's a known problem. On
BlackFriday? I just missed two deals!!

@gdomdom - @ Your app sucks for trying to shop!!!
Get your mobile act together

- T

M-

19 ‘1999 201¥| fgwy&mmght

@christenfolsen - Dear , please fix the mobile
version of your website or | am going to kill you.

LA Fe

. o"*’a
Reserved. Confiden t‘ande ietary. #* ‘
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Mobile Stars

wll. AT&T =

Food Network sign in SEPHORAE
SHOP | MYACCOUNT | SHOPPING LIST

EETTR s:c: | Ol =

m.foodnetwork.com/

Some companies are

gettlng mObiIe rlght ] Recipes 3-DAY SHIPPING FREE over $50
and people are talking o s §7 ADDYOURBEAUIY INSDER s,
about it e eepe S wars  oos

- $ & Ato
Convenience |_| ALLOWEEN wmess oMy | o
2

B EAT, DRINK AND BE SCARY

Ease of use | e *¥xi gy i
Time savings 1 of 2 PURCHASE  SHOPPINGLIST eGIFT CARD
HISTORY
= U o
Fright-Night Fun L
GIFT TODAY'S FREE

Cuncalkac
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Mobile Commerce: Pure Delight

@beccbrown - Wow, just did half my #Christmas shopping on
the bus, using my #iPhone app. #ihearttech
#blackfridaybedamned

S

@LiveLoveLaugh88 - I'm like a fiend with these deals...
setting alarms on my phone and checking app every 15
mins. #BlackFriday

n
A W

@eclat521 - Well- that's my boy's Xmas presents ordered, from
my phone, thanks to app. Too easy!

e PSR TR R\
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| essons Learned

Mobile consumers are task oriented
Give them the essentials

Give it to them consistently (match mobile and regular
web site)

Make it readable
Serve it up quickly
Even if you do all of this.....
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Mobile dash

board

Automatic detection
of mobile customer

| Mobile Demo_012511 / 1a. CalAir Dashboard

Cross channel
analytics: web, app,

struggle

mobile site

In screen visibility
(orientation, swipe,
form entry, clicks) to
track usability issues

Day

. | — 01/0320M 08 124!!!!-7
Reservation StruggN : Broweser
Channel : Mohile 4.2 akile: Wik
Reservation : 1 1 o 06+ B Makile App
Channel : Mabile E
application Errar | S 0.4
Count 1355 E .‘_—__,.u——'—‘——-_.____________._-——r'_'__'_‘—'——_(-"/
Reservation : Error @ | v &
Destination @ 0.2
Reservation : Error @ | 052
Departure | ! E I ! i . 0o T T T T T
-3 -2 -1 0 1 z 3 4 5 1z/28 12/29 12/30 12/31 01/01 o0if0z  01/03
Std Dev Count Day
120281201 0-01/03/2011 12/28/2010-0100372011
100 Crvell Time = 2 min 14 Unhandled Exceptions (Java Errar)
W Biling Form “alidstion Errors 12 '—__“"—--n.,__________...--'"'__—_' B Slow Page Performance (5+ sec)
&0 " Departure Form Yalidation Errors o 10 [ — Iy W-Slowe Page Performance (10+ sec)
& B0 \.I B Destination Form alidation Errors = — B Bad Status Codes 410 (Client Error)
£ \ £ 087 B Bad Status Codes 5¥¥ (Client Error)
4 [ i
g 404 I".I 8 0g
& \ & 041
201 024 \
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12/28 sz o Complete experience
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application, environmental
and network data
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Mobile Web ===

%ext || Request | Respomse | Replay|| | Annotations Cose

Net T 0,02 Round Trip: 0,81Ss L 1 b

Browser Version: Safari 4.0 Browser Platform: i0S4  Screen Dii

screen Action: Scroll Down §

Orientation-Specific Enhanced Mobile Replay

StartReplay || Previous || Next || Request || Response teplay || Annotations

Gen Time:

Net Tri

Model: Apple iPhone Browser Version: Safari 4.0 Browser Platform: i0S4  Screen Dimensions: 480x320

Screen Action: Rotate o

Existing Profile New Profile

San Francisco (SFO) Wed, 18 Jan, 2012
New York (IFK)

[ Remember me

Frequent Fiyer Program Forgot your password?

New to Tealeaf?

Home | Sign in | Legal information | Privacy Policy

Copyright 2011 Tealeaf Alrlines, Inc.
Al rights reserved




Mobile DOM Rendering

S,

Buy Canen REBEL FREE SHIPPING on orders over $50.
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Search Online Help

Mobile Usability

IBM Tealeaf CX

Overays
Traffic Type: Tablet

Start Replay
| Filtar by data: |
Browser Platform: Tablet OS Browser Major Version: webExplorer 6.0

‘Login

.||Il

Q Admin ~

Drill down selector.

Replay Render: Chrome|HTML

Register

Browser: webExplorer

Get Social. Do Business. o
Without the hassle. wl

P

S&P News

Strauss & Plesser News
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Native Apps
Annotations
Round Trip: 1s
E Version: 2.3.4 App Version: 1.0.5
Browser: NoUserAgentHeaderFound Traffic Type: NoUy|

KspIILB=U
RspTTLA=31504
ConnSpeed=197308
ConnType=DSL
WS_Generation=1217
WS_Grade=ExcellentWS
WS_GradeEx=0

A'fii Sorry! NT_Total=31504
NT_Grade=ExcellentNT
NT_GradeEx=0
RT_Total=32721
RT_Grade=ExcellentRT
RT_GradeEx=0

Force close

urlfield]
Android=ImageTest

[RequestBody]
"sertalNumber":30,"messageVersion™:"0.0.0.2","sessions":[{"startTime": 1333644402188 "1d":"48 79AEF317C446D3B5ADI9B4EE66754C". "
{"offse1":25479 "type":6,"contextOffset":4827 "exception”: { "description”: "divide by zero","stackTrace":"java.lang AnthmeticException: divid
Fom tealeaf sp activities BaseActivity.crashTheApp(BaseActivity java:61)\n'\tat com tealeaf sp activities BaseActivity.onOptionsltemSelected(B|
kndroid app.Activity.onMenultemSelected(Activity java:2264)'n'\tat com.android.internal policy.impl Phone Window.onMenultemSelected(Phon
Fom android.internal view.menu MenultemImpl. invoke(MenultemImpl java: 145)\n\tat com.android.internal view.menu MenuBuilder performlt
Fom android.internal view.menu IconMenuView invokeltem(IconMenuView java: 553)\n'tat
Fom android.internal view menu. IconMenultemView performClick(IconMenultem View java: 122)n\tat android. view. ViewSPerformClick run(\)
kndroid os Handler handleCallback(Handler java: 587)\n'tat android.os Handler.dispatchMessage(Handler java:92)\n'\tat android.os.Looper.loop(]
kndroid app.Activity Thread main(ActivityThread java:3906)\n'tat java lang reflect Method invokeNative(Native Method)\n'tat java.lang reflect
om.android 1.0s.ZygoteImtSMethodAndArgsCaller run(Zygotelnit java:840)\n'tat com.andrord.internal 0s. Zygotelmit. mamn(Zygotelnit j2|
Halvik.system NativeStart mamn(Native Method)'n","name""class java.lang ArithmeticException”} }]}]."clientEnvironment”: { "mobileEnvironm
"kevhaardTune"-"NO_KEYS" "hrand""verizon™ "finoerPrint"-"verizan/sovder vzwt/ecdma sovder? 3 66 5 1-167 DHD-14 M?2.51/111228
: . - ;
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Common Mistakes

Not accounting for size/width of the finger

Visual overload

Making user fill out long forms

Not accounting for device width

Heavy or too many image files

Not using CSS3/HTMLS5 (reduces need for images)
Opague design — user can’ t figure out what is happening
Not setting a home screen icon

Making pages non-zoomable




Best Practice: Make It Easy

V' As the research shows, only 17 percent of mobile
users feel the ease of use is what they’ d expect.

V' There’s a huge opportunity to make ease of use a
competitive advantage, whether for mobile sites or

apps.




Make it easy: Design for mobile
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[ C f [) wwwharryanddavid.com/h \e?ref=google_search_tm&cm_mmc=tm-_-google_search-_-[tm]-[pc]-harry-and-david-[e]_harry-and-david- at
For quick access, place your b
|
VI Your cart o accsei PayPal
. a rems:0 | i
| & YOUR GIFTLIST | Your Favorites Signin
Vour Accourt | Sign-up for Ema |
877301200
Gift Baskets & Pears & Fruit Chocolates & Gourmet Flowers & Holidays & Sales &
Towers Fresh Fruit Clubs Sweets Foods Plants Special Occasions Specials

AY TO SAVE Y8 5096 ON SELE

| SAVE ON GOURMET FRUIT ‘}

Summer Gifting Save 20% on Signature Classic
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Business Gifts
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Best Practice: Listen

v/ Customers have lots of ways of telling you (and everyone
else) what works and what doesn’ t—app store reviews,
Twitter, Facebook, etc. They are sharing critical
information.

V' Be open to learning and optimizing from what they are
saying.



File Edit View Controls

CI)C)

LIBRARY
n Music
E Maovies
1 v Shows
& Apps

"L Radio

STORE

< TTunes Match
¢ Ping
=P Purchased

GENIUS
* Genius
PLAYLISTS
@ iTunes DJ
# 90's Music
# Classical Music
# Music Videos
# My Top Rated
4 Recently Added
# Recently Played
4* Top 25 Most Played

=} Emma

Listen: Reviews, Tweets, FB = VOC

Store Advanced Help

“ C—)4)

iTunes

= | ‘IIII\]

TVShows  AppStore v Books  Podcasts  iTunesU  Ping

1 2/ /3|4 5| 6| Nextd

Write a Review »

Ilike having easy access sk k&

by Eric Reed - Version 1.0 - Jul 17, 2008 Report a Concern »

| am flying BA next week and this is great. | appreaciate having easy access to flight status. This is my firsttime flying BA but theyve been great at
sending emails regarding preflight info, etc. Its litfle touches like these that make me feel less apprehensive about trying out a new (to me)
carrier.

4 out of 4 customers found this review helpful Was this review helpful? Yes | No

BA well done! sk ek

by Radek Drizga - Version 1.0 - Jul 13, 2008 Report 2 Concern »
BA did it again! Showed people in the world that no one is better... British Airways is the best airline!
4 out of 7 customers found this review helpful Was this review helpful? Yes | No

Typical BA Shoddiness Extends to This App a Well *

by jman_inco - Version 2.1 - Sep 11, 2010 Report a Concern »

Itlooks i - dto useitto check-in for my BAflight, it found my booking and said | could check in, butthen
immedigtely gave me a timeout error when | tried to get itto send my boarding pass to my iPhone. | repeated and gotthe same errar.

When | checked-in on-line from my laptop, and then tried to use the iPhone App to callect my electronic boarding pass following the instructions
on their web site, the App told me there were no trips available to download a boarding pass to my iPhone. | repeated and got the sa... More »

3 out of 3 customers found this review helpful Was this review helpful? Yes | No

Ridiculous *

by TheSithLord - Version 2.1 - Sep 2, 2010 Report a Cancern »

I'm an executive club member and cannotlog in. Mo one at BA picks up the phone when | call for help to resolve the issue. Typical. They dont
listen to customer concerns.

3 out of 3 customers found this review helpful Was this review helpful? Yes | No

Works flawlessly, very functional # & & &

by intelboard - Version 1.0 - Jul 19, 2008 Report a Concern »

I'm yet to have a problem with this. Flight status information is always up to date, | can access timetables on the go and | can easily find my flights
in three different ways. Forthose who find this pointless... Why would British Airways make an app for their competition? If you don't fly BA, why do
you needto get a BA app? If you want one for your frequent airline, ask them to make one. Don't complain on here

3 out of 3 customers found this review helpful

Useless for non-BA frequent flyers:Lot even gate information! %k

by Mike23480 - Version 2.1 - Sep 4, 2010

Was this review helpful? Yes | No

Report a Concern »

.|l|




Best Practice: Simplify

v/ Move from doing things because they are cool to
doing things that help customers buy on mobile
devices.

v/ Think twice before opting for complex processes
and always consider your mobile service from the
perspective of your customers.

V' For instance, consider implementing forms that shift
orientation from vertical to horizontal in order to
enable easier data entry.



Simplify: KISS

4:38 PM 89 % [} 4:38 PM
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More power to you:

More choices, more flexibility
and more ways to get the
rewards you want, when yo...

The Westin Kierland Resort & Spa
To book by phone: 1-800-HILTONS
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Three ways to get started with IBM MobileFirs £

Visit IBM Tealeaf webpage:
nttp://www.tealeaf.com/products/mobile/cxmobile/

Learn more:
Ibm.com/mobilefirst

H twitter.com/IBMMobile (#1BMMobile)
facebook.com/IBMMobile

Talk with your IBM representative or Business
Partner to find the right next step for you
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Legal Disclaimer

© IBM Corporation 2011. All Rights Reserved.
The information contained in this publication is provided for informational purposes only. While efforts were made to verify the completeness and accuracy of the information contained
in this publication, it is provided AS IS without warranty of any kind, express or implied. In addition, this information is based on IBM’ s current product plans and strategy, which are
subject to change by IBM without notice. IBM shall not be responsible for any damages arising out of the use of, or otherwise related to, this publication or any other materials. Nothing
contained in this publication is intended to, nor shall have the effect of, creating any warranties or representations from IBM or its suppliers or licensors, or altering the terms and
conditions of the applicable license agreement governing the use of IBM software.

References in this presentation to IBM products, programs, or services do not imply that they will be available in all countries in which IBM operates. Product release dates and/or
capabilities referenced in this presentation may change at any time at IBM’ s sole discretion based on market opportunities or other factors, and are not intended to be a commitment
to future product or feature availability in any way. Nothing contained in these materials is intended to, nor shall have the effect of, stating or implying that any activities undertaken by
you will result in any specific sales, revenue growth or other results.

If the text contains performance statistics or references to benchmarks, insert the following language; otherwise delete:

Performance is based on measurements and projections using standard IBM benchmarks in a controlled environment. The actual throughput or performance that any user will
experience will vary depending upon many factors, including considerations such as the amount of multiprogramming in the user's job stream, the 1/0 configuration, the storage
configuration, and the workload processed. Therefore, no assurance can be given that an individual user will achieve results similar to those stated here.

If the text includes any customer examples, please confirm we have prior written approval from such customer and insert the following language; otherwise delete:

All customer examples described are presented as illustrations of how those customers have used IBM products and the results they may have achieved. Actual environmental costs
and performance characteristics may vary by customer.

Please review text for proper trademark attribution of IBM products. At first use, each product name must be the full name and include appropriate trademark symbols (e.g., IBM
Lotus® Sametime® Unyte™). Subsequent references can drop “IBM” but should include the proper branding (e.g., Lotus Sametime Gateway, or WebSphere Application Server).
Please refer to http://www.ibm.com/legal/copytrade.shtml for guidance on which trademarks require the ® or ™ symbol. Do not use abbreviations for IBM product names in your
presentation. All product names must be used as adjectives rather than nouns. Please list all of the trademarks that you use in your presentation as follows; delete any not included in
your presentation. IBM, the IBM logo, Lotus, Lotus Notes, Notes, Domino, Quickr, Sametime, WebSphere, UC2, PartnerWorld and Lotusphere are trademarks of International
Business Machines Corporation in the United States, other countries, or both. Unyte is a trademark of WebDialogs, Inc., in the United States, other countries, or both.

If you reference Adobe® in the text, please mark the first use and include the following; otherwise delete:

Adobe, the Adobe logo, PostScript, and the PostScript logo are either registered trademarks or trademarks of Adobe Systems Incorporated in the United States, and/or other
countries.

If you reference Java™ in the text, please mark the first use and include the following; otherwise delete:

Java and all Java-based trademarks are trademarks of Sun Microsystems, Inc. in the United States, other countries, or both.

If you reference Microsoft® and/or Windows® in the text, please mark the first use and include the following, as applicable; otherwise delete:

Microsoft and Windows are trademarks of Microsoft Corporation in the United States, other countries, or both.

If you reference Intel® and/or any of the following Intel products in the text, please mark the first use and include those that you use as follows; otherwise delete:

Intel, Intel Centrino, Celeron, Intel Xeon, Intel SpeedStep, Itanium, and Pentium are trademarks or registered trademarks of Intel Corporation or its subsidiaries in the United States
and other countries.

If you reference UNIX® in the text, please mark the first use and include the following; otherwise delete:

UNIX is a registered trademark of The Open Group in the United States and other countries.

If you reference Linux® in your presentation, please mark the first use and include the following; otherwise delete:

Linux is a registered trademark of Linus Torvalds in the United States, other countries, or both. Other company, product, or service names may be trademarks or service marks of
others.

If the text/graphics include screenshots, no actual IBM employee names may be used (even your own), if your screenshots include fictitious company names (e.g., Renovations, Zeta
Bank, Acme) please update and insert the following; otherwise delete: All references to [insert fictitious company name] refer to a fictitious company and are used for illustration
purposes only.
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