
Digital Customer 
Experience
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Companies typically spend 
$92 to bring customers     

to their site.

But only $1 

to convert them.
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Bad customer 
experiences are more 
dangerous than ever



How do you find out about 
bad customer experiences?



IBM CEM Captures Every Customer, Every 
Interaction, Every Time

All actions

All interactions

All customer                 
experience 
obstacles



Removing sources of 
customer “struggle”

Usability issues

Application issues

Site errors

System issues



As-it-happens awareness helps to eliminate further 

struggle and make more customers successful
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See Your Mobile Channels 

Through the Eyes of 

Your Customers

8 September 20147



Actionable usability analytics
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Actionable Usability 
Analytics

Heatmap

Link Analytics

Form Analytics

Attention Map



Call Center

28 May 2015



Business Benefits

Reduce IT costs 

Identify and analyse 
fraudulent behaviour Increase customer 

service efficiency

Identify reasons for 
low customer 

satisfaction scores

Recover lost revenue

Increase conversion 
rates



9
of the top 10 banks in the United 

States use IBM Customer 
Experience Management

(Isbank, Odeabank, ING Turkey, Yapi Kredi Bank, RBS, 

Unicredit, Lloyds, Citizens, Wells Fargo and many more)

http://www.associatedbank.com/
http://www.associatedbank.com/


Solutions for Industry Leaders

Retail

Including 1/3 of 
all Internet 

Retailers > $100M

Including more 
than 40 P&C 
Insurance 
Companies

Insurance

Including 25% of 
the leading Travel 

Providers & Portals

Travel

Telco, Pharma, 
Utilities, etc. with 
B2C & B2B Sites

More E-business 
Leaders

Note: Tealeaf only uses the names and logos of customers who have given us prior permission.

Financial 
Services

Including 9 of the 
10 Largest Bank 

Holding Companies

http://www.myyellow.com/
http://www.myyellow.com/
http://www.wescodist.com/
http://www.wescodist.com/
http://www.bluefly.com/
http://www.bluefly.com/
http://www.neimanmarcus.com/
http://www.neimanmarcus.com/
http://www.next.co.uk/
http://www.next.co.uk/
http://images.google.com/imgres?imgurl=http://www.hhh.umn.edu/centers/stpp/events/innovation2008/images/best-buy-logo.jpg&imgrefurl=http://www.hhh.umn.edu/centers/stpp/events/innovation2008/index.html&usg=__bQ7m8GLjmzcSrSZyT0DYyla5aUE=&h=262&w=399&sz=19&hl=en&start=2&um=1&tbnid=LYdjWW0V8GPSqM:&tbnh=81&tbnw=124&prev=/images?q=best+buy&hl=en&rlz=1W1GGIT_en&sa=N&um=1
http://images.google.com/imgres?imgurl=http://www.hhh.umn.edu/centers/stpp/events/innovation2008/images/best-buy-logo.jpg&imgrefurl=http://www.hhh.umn.edu/centers/stpp/events/innovation2008/index.html&usg=__bQ7m8GLjmzcSrSZyT0DYyla5aUE=&h=262&w=399&sz=19&hl=en&start=2&um=1&tbnid=LYdjWW0V8GPSqM:&tbnh=81&tbnw=124&prev=/images?q=best+buy&hl=en&rlz=1W1GGIT_en&sa=N&um=1
http://www.unitrindirect.com/
http://www.unitrindirect.com/
http://www.esurance.com/
http://www.esurance.com/
http://www.absg.com/
http://www.absg.com/
http://www.rogers.com/
http://www.rogers.com/
http://www.uswitch.com/
http://www.uswitch.com/
http://www.tui.com.uk/
http://www.tui.com.uk/
http://www.usairways.com/
http://www.usairways.com/
http://www.comcast.com/
http://www.comcast.com/
http://www.directv.com/
http://www.directv.com/
http://www.associatedbank.com/
http://www.associatedbank.com/


Leading UK travel company saves 

£1.5M
per year by fixing usability issue



Leading online retail mortgage lender 
fixes calculator glitch and retains 

$2M annually
in otherwise lost revenue
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It takes an average of 
6.8 digital interactions 

before conversion.

Loyalty

Reactivation

Source: eMetrics whitepaper, Jim Sterne, Matt Cuttler

Retargeting
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IBM Dijital Pazarlama Optimizasyonu

Müşteri
Profili

Dijital 
Analiz

Dijital
Pazarlama

+ +
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Müşteri Profili

Demografik 
bilgiler

Sosyal & 
Mobil

Offline 
Alışverişler

Müşteri hakkında
diğer bildiklerimiz
(ör: CRM)

Trafik
Kaynakları

Müşterinin
hayat boyu 
değeri
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Karşılaştırma
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Çoklu Site
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Dijital Pazarlama&Sosyal Medya
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İçerik Optimizasyonu
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Micro-conversion
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Ziyaret 1

Pazar Pazartesi Salı Çarşamba Perşembe Cuma

Ziyaret 2 Ziyaret 3

Ziyaret 5

•Arama

•Opsiyonlar

•Faizler

•Arama

•Aramayı 

daraltma

•Teklif alma

•Kredi 

başvurusu

“Taşıt 

Kredisi 

Alalım!”

Başka 

sitelerle 

karşılaştırma

Tercihleri 

netleştirme

Daha fazla 

tartışma ve 

düşünme

En iyi 

koşulların 

olduğunu 

teyit etme

Ziyaret 4

•Hesap açma

G
ü

n
d

ü
z

A
kş

am

Opsiyonlar 

hakkında 

konuşma

Cross-session analiz
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Ziyaret 1

Pazar Pazartesi Salı Çarşamba Perşembe Cuma

Ziyaret 2 Ziyaret 3

Ziyaret 5

•Arama

•Opsiyonlar

•Faizler

•Arama

•Aramayı 

daraltma

•Teklif alma

•Kredi 

başvurusu

“Taşıt 

Kredisi 

Alalım!”

Başka 

sitelerle 

karşılaştırma

Tercihleri 

netleştirme

Daha fazla 

tartışma ve 

düşünme

En iyi 

koşulların 

olduğunu 

teyit etme

Ziyaret 4

•Hesap açma

G
ü

n
d

ü
z

A
kş

am

Opsiyonlar 

hakkında 

konuşma

Sadece ziyaretleri analiz etmek yanlış anlaşılmalara 
sebep olabilir...

Müşteri 

kazanma!

5 ziyaret 4 başarısız çıkış 1 kredi başvurusu

BaşarısızBaşarısızBaşarısız Başarısız

?
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