


.45 <) Companies typically spend
$92 to bring customers
to their site.
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But only $1
to convert them.

© 1999 - 2011 Tealeaf Technology, Inc . All rights reserved . Confidential and Proprietary. ¢tea|eaf






How do you find out about
bad customer experiences?
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IBM CEM Captures Every Customer, Every
Interaction, Every Time

ACIKDENIZ INTERNET BA*

]

SIFREILE  KARTILE

ile bankacilik islemlerinizi her zaman
£ Wher yerden yapabilirsiniz!

All interactions

AgikDeniz'den Ek Vesil Bir Gelecek igin...
Gavenli J @

jon ApikDeniz internet Ekstrolerinizi -posta e talep Edin, golecak

Unuttum e
Bankacigs kullanicilaricin SHS..> nesillere daha yesi bir ddnya birakin! >

; — All customer
¥ a8 o 0@ B s boeme i .
PR R S = experience
obstacles

Kredi Kar" H|zl| Basvuru [R Uriin & Hizmet Ucretieri ~ Site Haritas)  Yatmme liskiteri  English @ SBERBANK KACILIGI GIRIS

KART iLE TCKN iLE
DenizBank £t e

TC. Kimlk Numaraniz BANKACILIK KARTLAR KREDILER YATIRIM KAMP? SIGORTA DIUIITAL DENiZ

Cep Telefon Numaraniz

Goriintilemeye calistiginiz sayfa

lanmaniz Sayfa yayndan kaklrims ciablr veya ersmeye ca nin adresni hatal yazms oablrsnz.

Aradiing ierije nasi erisebifirsiniz 7

anladigimi, miizakere etmek sur , 404 * Ste Hartas bominG zyaret edebirsnt.

taahhiit e » Sayfann st ksminda bukinan arama kutucu§u'nu kulanabiirsiniz.

Arading bigiye uiasameyor veya yardm yeterh dedi ise letsim formu'nu kulanarak biame rtbata geceblrsnz

Bankacilik Krediler Kartlar Birikim Yonetimi Sigorta Dijital Deniz

Bireysel Bankacilik Bireysel Krediler Bireysel Kartlar Yatinm Oriinleri Bireysel Internet Bankacilig
Afili Bankacilik KOBI Krediteri Ticari Kartlar Hazine Uriinteri KOBI fastPay
< ONCEK] ADIM SONRAKI ADIM > Ozel Bankacilik Tanmsal Krediler Insan Kaynaklarn Mevduat Uriinteri Sigorta Bagvurusu MobilDeniz
KOBI Bankaciligs Kurumsal Krediler Ekonomik Arastirma Sube ve ATMler DijitalDeniz.com
Tanm Bankacibigi Ticari Krediler Uygulama Magazas: ea ea
a

Kurumsal Bankacilik Diger Web Sitelerimiz an IBMTCompeny

Ticarl Bankacilik



Removing sources of
customer “struggle”

Usability issues
Application issues
System issues

Site errors
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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




Actionable usability analytics

Heatmap
Link Analytics
Form Analytics

Attention Map

?'tealeaf



( No, it’s just getting

Word on the harder. Customers are
street is that our smarter. They know
customer service is m&re, expect mo:e

etting worse. and compare us to
it /| other great companies !
- who raise the bav. /s;
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Business Benefits

Increase conversion

rates Reduce IT costs
Recover lost revenue — T Identify reasons for
low customer
~—_ __— satisfaction scores
IdentlfP/ and analyse / /
e

Increase customer
service efficiency

fraudulent behaV|our
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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)

A\ AssociatedBank INGSDIRECT

GEICD e StateFarm*
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http://www.associatedbank.com/
http://www.associatedbank.com/

Solutions for Industry Leaders

WELLS
FARGO

ﬁnssnciatedﬂank

options X press®
Online Options & Stock Brokers

LendifigTree

e aanad G

Including 9 of the

10 Largest Bank
Holding Companies

Walmart.com

NexCt

BED BATH &
BEYOND>

MBLUEFLY

Abercrombie & Fitch

Including 1/3 of
all Internet
Retailers > $100M

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

aExpedicr
\; Tui

US AIRWAYS

HAWAIIAN

—RIRLINES —

Including 25% of
the leading Travel
Providers & Portals

i i More E-business
Fmaqaal Travel
Services Leaders

Resurance’

A mermber of the White Mountains Insrance Group

CONSECO.

Step up”

CE

SELECTIVE

§ Insurance

UNITRIN direct’
TN, U0 SEnGe

STATE AUTO"
Insuranca Companies

Including more
than 40 P&C

Insurance
Companies

(comcast.

ArmaumcﬂBergan

Specialty Group

BJ

DIRECTY.

w uSwitch.com

Telco, Pharma,

Utilities, etc. with
B2C & B2B Sites

7 tealeaf


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 t paf(y saves
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Leading online retail mortgage lender
fixes calculator glitch and retains

S2M annually

in otherwise lost revenue
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SmarterCommerce

It takes an average of
6.8 digital interactions
before conversion.

© 2015 IBM Corporation
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SmarterCommerce

IBM Dijital Pazarlama Optimizasyonu

Musteri Dijital Dijital
Profili Analiz Pazarlama

© 2015 IBM Corporation
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SmarterCommerce
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Musteri Profili

Deniz YILDIZ
+tastPay e clzdan tapma derdine sond

& Varbklanm

2002014

042014

Trafik @ Q

Kaynaklari <]

@ SBERIANK

Deniz'e Girenlerin
Ayaklari Yerden Kesiliyor!
1 Renault Tewizy, 4 Vespa Primavera ve 10
MINI bisikletten birini kazanma sanst
MobilDenz ve AgikDeniz intemet
Barkacirnda.

17

Musteri hakkinda
diger bildiklerimiz
(6r: CRM)

1 RENAULT TWIZY, 4 VESPA
PRIMAVERA ve 10 MINI NS|KLE11EN

i Kazanmok i ViobiDeriz veys
_ AckDeriz Interret

Tenelme  Abost  SansliNamaram  Fhows  Mors

srome > ConizBark ‘
u Wi @ i
1,029,910 112 -
Nisan a1 bayanca DsrizBark banka kariannasa 4100 T va bzen gyim
ozmetk esiorsn hcamelsnnizs am 40T Hedye! v

4 0T

A
Giyim, kozmetik ve (
estoran horcamalaring. — v
bonus kazandiriyor! @

© 2015 IBM Corporation
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SmarterCommerce

Karsilastirma

Bankof America <>

a» BANORTE




SmarterCommerce
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oklu Site

[B Uran & Hizmet Ocretieri St Haritasi  Yatinma ligkdlerd  EngUish @ SBERBANK INTERNET BANKACILIGI GIRiS

SlFRE iLe KARTILE  TCKN LE

DOIIIIM$ [a] [ xotanc O [3] st o

BANKACILIK i DUITAL DENiZ 4

Deniz'e Girenlerin
Ayaklart Yerden Kesiliyor!

1 Renault Twizy, 4 Vespa Primavera ve 10
MINI bisikletten birini kazanma sansi
MobilDeniz ve AcikDeniz internet
Bankaciligrnda..

DETAYLI BiLGi
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Pryasatar

@ Web'de Kredi Basvurusu

HEMEN BASVUR HEMEN BASVUR

DIIA 30 v

CAC40 -

GDAX v 1199886

NASDAQ v 441883

2% Mortoane Keedi RBasviinisin 2 Tastt Keedi Basvurusu

-gi ¥

s*bonus

DenizBank 3¢

,
Il ssomcinersasins -

» KARTCESITLERI  » Ka

Bonus Kampanyalar

@ Kampanyalarda Ara

1| £3 vetayn Bagt Detay Bagi 3 Detayn ags
|
T = Oige

| -
| -

fa‘stpay NEDIR? KAYIT KULLANIM ODEME KAMPANYALAR SSS .] L 4

Banka musterisi olmasaniz bile

ATM'den Onbinlerce Oye

= \Y :
kartsiz para R \ isyerlerinde

cekebilme spaas pass cepten Sdeme
kolaylig

AR RN YN e
Internetten e

724 cepten kart bilgilerinizi
cebe Ocretsiz girmeden hizli
para transferi ¢ ddeme

DenizBank £} fastPay bir DenizBank hizmetidir.
© Denizbank 2013. Tum hakilar: sakhder.

DUJITAL DENIZ'Li OLMAK iSTIYORUM INTERNET BANKACILIGI

2 "\'-‘Duutal Deniz

DLITAL DENIZ NEDIR? DUITAL DENIZ DONYASI HESAPLAMA ARACLARI

DIJITAL KREDI ile
PARAN AYAGINA GELSIN

%1,05 FAIZ | SIGORTASIZ | MASRAFSIZ | STRESSIZ

HEMEN BASVUR

Detayl: bilgi

DIJITAL DENiZ DUNYASI

Dijital Deniz'i kesfetmeye bagla!

L)

© 2015 IBM Corporation



SmarterCommerce

Dijital Pazarlama&Sosyal Medya

Web'den Kredi Bagvurusu - cepteteb.com.tr
www.cepteteb.com.tr/lhtiyag_Kredisi ~
Kredi Tahsis Ucreti Yok. Basvur, Kredin Ayagina Gelsinl

—
DenizBank

I Recent

Deniz'den Web'de Kredi - denizbank.com
www.denizbank.com/Webde-Kredi ~

Her Bitceye Uygun Bireysel Krediler ile Hayallerinize Ulasmak Cok Kolz
DenizBank has 1,171 followers on Google+

1 RENAULT TWIZY, 4 VESPA A
PRIMAVERA ve 10 MINI BISIKLETTEN %\ 7=

birini kazanmak icin MobilDeniz veya
AcikDeniz Internet Bankacilig'na giris yapin! ;

e-Kredi Garanti'den - garanti.com.tr . n e
W.garanﬁ.com trie-Kredi ~ BankEmancialIentanon =
Aninda Kredi Onayiyla %1,34 Faizli Krediye Internetten Kolay Bagvurun i : S Photos  More - é
Ikametgahsiz - Kefilsiz - Nufus Ciizdaniyla Basvuru - Gelir Belgesiz s 9 p— e

2015
2014
2013
2012

2011

2010

Sponsored F

Timeline About Sansli Numaram

Garanti Bankasi has 223,152 followers on Google+ T 19 @ e
5 , likes 5 8
Garanti 5 Dakikada Kredi - Kredide %1,34 Faiz - Garanti Bahar Kredisi 3,947,802 visits hisaniayt poyuncaiDenizBank banka karlarmezts, 4,100 T ve e ghim | Il
! kozmetik restoran harcamalariniza tam 40 TL Hediye! 791.446 people like this

Giyim, kozmetik ve
restoran harcamalariniz / .
bonus kazandiriyor!

Cagdas Gulec, Ozge Narin and 4 others fike this.
heces = 1 I 5¥ r :
TR : c1 ! E 4 TUA
Youlll] = =- denizbank k. ‘....-‘

. bonus
o0, S
)

>

Filtreler v Y

acebook sayfasina hos
——=DenizBank Resmi Sayfasi

s gonderen: DenizBank Resmi Sayfasi
2 gtin 6nce etkindi « 142 video
Hayat Deniz'de Guzel!

KANAL Abone ol 709

DenizBank'ta iletisim Merkezi Caligani Olmak
gonderen: DenizBank Resmi Sayfasi

1 yil dnce » 3.149 gorintileme .
© 2015 IBM Corporation




SmarterCommerce

icerik Optimizasyonu

E\q Uriin & Hizmet Ucretleri  Site Haritasi  Yatinmc iliskileri  English % SBERBANK iNTERNET BANKAC'UG' GiRiS

SIFRE iLE KART ILE TCKN iLE
mnizhnkﬁn 1 5 3 ) . erimle 7 a Ef Kullanici Otugtur m Sifremi Unuttum

BANKACILIK

KREDILER

KARTLAR YATIRIM KAMPANYALAR

Web'de Kredi ile Hayat
Deniz'de Guzel!

36 aya varan vadelerle 55.000 TL krediye
hemen basvurun!

HEMEN BASV

Web'de Kredi

Ekonomi Balt. Genel Bakig

@ Web'de Kredi Basvurusu B Kredi Karti Basvurusu A~ Eiyeeslar
' CAC40

HEMEN BASVUR HEMEN BASVUR Seans kapanis degerleridir.

18.105,77
5.224,49

GDAX

11.998,86

NASDAQ 4.418,83

Q Mortgage Kredi Basvurusu v & Tasit Kredi Basvurusul v

IBM Corporation



SmarterCommerce

Micro-conversion

Bireysel Kredi Hesaplama

Kredi Turdi :| web'de Kredi

Kendi Faiz Oranim* 7 %

Vade 5 1} ‘:

Belirleyici Deger : @ KrediTutan © Aylk Taksit Tutan
Kredi Tutari ;| 1.000TL

HESAPLA [T HEMEN BASVUR

Kredi Faiz Orani :1,43 %

Kredi Tutan :1,000 TL
Aylik Taksit Tutan :1.017,16 TL
Geri Odenecek Tutar  : 1.017,16 TL
Kredi Tahsis Ucreti :5,25TL . e_e . 1.
VikMalyet O : 33,69 % Litfen aramak istediginiz sube ya da ATM'nin kodu,

semti ya da ilcesini asagidaki alana yaziniz.

OGdeme Plani
Sube ve ATM Ara : | Lltfen arama yapmak istediginiz terimleri yaziniz. Q

Ya da asaqgidaki alanlari secerek arama yapabilirsiniz:

Sube/ATM @ sube Listesi @) ATM Listesi

Sehir : Seginiz -

Tlge 3 | Latfen il seginiz -




SmarterCommerce
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Cross-session analiz

Gilinduz

Aksam

' Pazar ' Pazartesi ' Sali 'Qargamba ' Persembe

Cuma '

Ziyaret 3

*Teklif alma

“Tasit Ziyaret 1 Ziyaret 2
|

Kredisi Arama *Arama
Alalim!” Opsiyonlar *Aramayi
*Faizler daraltma

Baska
sitelerle
karsilastirma

[ En iyi
Opsiyonlar _
hakkinda Tercihleri kosullarin

netlestirme oldugunu
teyit etme

Daha fazla
tartisma ve
dusunme

konusma

Ziyaret 4

*Hesap agma

Ziyaret 5

*Kredi
basvurusu

© 2015 IBM Corporation
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SmarterCommerce

Sadece ziyaretleri analiz etmek yanlis anlasiimalara
sebep olabilir...

' Pazar ' Pazartesi ' Sali 'Qargamba ' Persembe ‘ Cuma '

Vv

5 zivaret 4 basarisiz cikis 1 kredi basvurusu

Ziyaret 3 Ziyaret 4

*Teklif alma *Hesap acma

Ziyaret 1 Ziyaret 2

“Tasit Baska
Kredisi -Arama Arama ) Sitle'et”e
Alalim!” -Onsiyonlar “Aramayi arsilastirma
£ lp day v’

Gilinduz

Basarisiz ‘ Basarisiz

Basarisiz Basarisiz

Ziyaret 5
ODsi En iyi
E psiyonlar Tercihleri kosullarin i i
© f) hakkinda - olj “un tartisma ve *Kredi
o konusma st teyiltj?altjml:a diisiinme bagvurusu
< | |

Musteri
kazanmal!

© 2015 IBM Corporation



SmarterCommerce
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