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Executive Summary:

Today’s digital marketers have the ability to measure nearly every interaction that 
customers have with their website. More than ever before, a company can know 
what a visitor to the website is doing and how well the site responds to the needs 

and behaviors of its users.

And yet, most companies continue to struggle with optimizing customer experiences 
and often dismiss usability analysis as an effective tool. Research from both Forrester 
Research and the Gartner Group reveals that businesses do not see usability as a 
valuable business investment.  As a result, “website user experience still stinks.” 
(Forrester.)  

Positive customer experience and usability are critical to the success of a website. 
Consumers are quick to abandon online transactions if they struggle on the site. Nearly 
half (41%) of online adults report that they abandon transactions or switch sites after 
experiencing online issues, according to a Harris Interactive survey. This represents $57 
billion in lost revenue for the retail industry alone. 

This whitepaper examines how marketers can combine usability analysis with customer 
experience management to optimize the website experience in order to keep customers 
happy – and improve overall ROI.
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What is Usability Analysis?
Usability analysis is based on a simple premise: The purpose of any 
interactive application or solution is to engage and serve the needs 
of its users. This should ring true whether these users are your 
customers, potential customers, employees, or other stakeholders, 
regardless of industry. 

Today the norm for a company is to invest in not only an attractive 
website or application, but also in analysis that will guide 
their customers’ way to ease of use and learn-ability. A pretty 
website is one thing; a functional website that offers a positive 
user experience and leads to measurable improved business 
performance is another. 

Usability analysis looks at visual design and layout, ease of use 
of the site, and overall brand experience. Done right, Usability 
analysis will provide specific metrics that allow organizations to 
track how changes to the visual design and layout of the site 
impact business outcomes, weather positive or negative. A site 
with good usability will enhance a customer’s experience by 
delivering content effectively whether that content is in the form of ads, product descriptions, or order forms that are easy 
to complete. The benefits of good usability translate into improved orders, reduced cost in customer service, increased 
attention to ads, and a positive interaction with the brand. 

Part of a thorough usability analysis includes interpreting user clicks and hovers. By understanding why a customer hovers 
and then clicks, versus only hovering, companies can analyze both visitor intent and action to uncover unknown site flaws. 
 

Understanding Customer Behavior  
Leads to Improved ROI
One of the biggest challenges for any site owner is being able to understand customer behavior. For years, companies 
have invested heavily in trying to understand the ‘why’ as well as the ‘what.’  Why did a viewer hover but not click? Why did 
customers abandon one form field more than another?  How did the location of an ad impact customer clicks?

With usability analytics, site owners can get this information, and develop deeper insight into customer behavior. 

With a better understanding of customer behavior, the site owner can optimize individual landing pages, page flows and 
navigation, all which can result in improved conversions, increased orders and an uptick in ROI.
   
In the case that follows, understanding customer behavior meant everything to the online company’s success. 

Case Study: Sky Bet, a leading betting company wanted a more in-depth understanding of customer behavior so the 
company could improve its digital channels, optimize them, and remove obstacles. Using IBM Tealeaf solutions, Sky Bet put 
in place a strategic program to continually monitor customer behavior, specifically understanding how customers behaved 
when deciding whether or not to place a bet. Using IBM Tealeaf, Sky Bet could see that customers were abandoning in high 
numbers on the bet slip screen specifically when odds changed or when bets were suspended. As a result, Sky Bet was able 
to simplify the way it presented odds and suspended bets. Sky Bet improved bet placement and increased conversions by 
5.7%1
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Usability Analytics + Web Analytics =  
Total Customer Experience Management
Web analytics solutions have traditionally been the de facto solution for 
monitoring website health. Yet for the company that struggles to gain deep 
customer insights beyond high level reporting and metrics, web analytics 
alone falls short. Since customers are surprisingly unpredictable in their 
online behavior, it is often difficult to identify all of the obstacles that impede 
conversion. For example, with web analytics solutions, it is virtually impossible 
to determine precisely why site conversion has dropped or why customers 
have behaved in a certain manner. 

Web analytics can provide the ‘what,’ but fall short on the ‘why.’  In order to 
better understand why a customer behaved in a particular manner, different 
measurements are needed. Heat maps, link analysis, and session replays 
are some of the ways that usability analytics software evaluates customer 
behavior.

With usability analytics, companies can learn more about customer intent, 
while web analytics provides insight into online transactions.  Knowing that 
someone abandoned a form is one thing, understanding that they clicked 
several times on a button or abandoned at a specific field tells a more 
complete story.

When used together, web analytics and usability analytics can provide powerful and valuable insight into customer behavior.

The following case study shows how going a little deeper into the customer experience helped the company solve the 
problem.

Case Study: A leading online mortgage lender adopted IBM Tealeaf CEM solutions that combine the reporting capabilities 
of a web analytics solution with the ability to go deep into customer behavior perceptions. “This allows the mortgage 
lender to quickly diagnose and fix the problems causing failed customer experiences.”2 For example, the lender had a 
hunch that a group of online visitors was experiencing errors when using their mortgage rate calculator, but they struggled 
to validate the problems using only traditional analytics tools. Using IBM Tealeaf CEM solutions, the lender was able to 
detect that some visitors were inputting loan amounts that were too low to qualify them for a mortgage. Or, the loan 
amount was high enough to qualify, but the idiosyncratic use of things like commas and decimal points made the amount 
entered appear in the form field less that the actual amount. Once the online lender discovered the root cause, it was able 
to use IBM Tealeaf to determine how often it was occurring, to assign a total “lost-revenue” value to the error, and then to 
build a more intuitive mortgage calculator that automatically corrects variations in the form field inputs.3 

With usability 
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What Does a Good Usability 
Solution Look Like?
In many cases, usability solutions fall short of customer expectations. Much 
of the reason for this is because results of a usability analysis are written in 
relation to the user; in other words, the findings focus too much on the user 
rather than the design. It’s important to treat the root of the problem (the 
design) not the symptom (unsatisfied user experience).  By focusing efforts 
more towards the elements of design rather than user capability, companies 
can improve user experience by identifying ease of use issues.

In order to understand where the design flaws exist, a good solution will be 
able to drill down to the customer level using heat maps, click maps and 
other tools. 

Additional capabilities to look for include:

Customer segmentation – Many solutions provide aggregate data and 
do not drill down to the level of individual customer interactions; a good 
solution will be able to track individual customer behavior. This includes 
looking at how a group of visitors accomplished a task on a website, then 
segmenting usability data on previous pages to analyze how only that group 
of visitors successfully accomplished, or struggled to accomplish, their task.   

Data that encompasses all customer interactions, not just sample data – 
Having the ability to re-target all customers who might have been struggling 
on your website is key to maintaining brand integrity. Some usability 
analytics offer only a sampling of data.

Connecting Aggregate Usability Data to Individual Session replay – This 
is the ability to replay a customer’s visit to the website, drilling in from a 
broader set of aggregate hovers, clicks, form entries, which allows website 
owners to carefully evaluate customer actions and find root cause.

Real-time responsiveness – Can the tool tell you what’s happening now, so 
you can best understand how a customer may or may not be struggling on 
your site – and fix it immediately? 

The next case study identifies why it’s necessary to capture every customer interaction to get to the heart of a problem.

Case Study:  For Travelocity, a global provider of consumer-direct travel services, identifying and resolving website 
problems quickly is a priority. The smallest technical glitch or poor service process can result in site abandonment, 
impeded bookings, and damage to the company brand. Travelocity deployed IBM Tealeaf software and can now replay 
sessions at the browser level, which enables them to identify complex issues that customers have a tough time describing. 
For example, feedback came in on an error message, but it wasn’t clear from customer feedback what the actual error 
was. Using Tealeaf to replay these sessions, Travelocity quickly saw that the system couldn’t process special characters 
entered by customers and was breaking the checkout process. The fix took about an hour, and conversion rates went up 
immediately. Travelocity estimates that this fix alone recaptured $1 million in revenue.

Customer Experience 
Management at Work  
for Travel Services
SITUATION. Customer Scenario: The 
leading provider of online travel services 
relies on data provided by its suppliers 
in real-time. On occasion, some of this 
data is not available when requested, 
which presents a flight availability 
problem. 

CHALLENGE. Challenge presented: 
One morning an unusual increase in “no 
flights available” errors was observed 
for the online travel services providers 
airline customers. 

SOLUTION. What the Customer 
Implemented: The solution was IBM 
Tealeaf CEM solutions, which helps 
its users identify common elements 
of site issues in real-time. In this case, 
the common event was a set of flight 
destinations that were improperly 
loaded by a supplier. Once the supplier 
was made aware of the issue, the data 
feed was quickly repaired.

BENEFIT. What the Customer Achieved: 
IBM Tealeaf is based on data gathered 
from thousands of customer sessions. 
Using these extensive capabilities, 
the online travel services provider 
determined the problem was limited to 
a specific subset of destinations.4
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Conclusion
IBM Tealeaf Technology is a Customer Experience Management solution that provides an end-to-end and fully integrated 
usability analysis and customer experience management solutions to resolve customers’ online struggles.
Five key benefits that e-businesses can take away from IBM’s Tealeaf CEM solutions technology include:

•	Maximizing	customer	visits. Every single customer visit (web and mobile) is maximized and helps to ensure that more 
transactions are completed successfully.

•	 Immediate	visibility. IBM Tealeaf solutions offer immediate visibility into the struggles affecting customer behavior and 
their business impact. All of this is done without tagging or impacting site performance or reliability.

•	Rapid	resolutions. Due to the nature of the technology, hard-to-find usability issues, system, or application problems are 
given rapid, efficient solutions.

•	 Improved	customer	service. When agents have instant access to online customer sessions, customer service improves 
naturally.

•	Customer	service	records. By preserving digital customer interactions, especially those that represent more widespread 
issues, they can be used to resolve customer disputes quickly and accurately. n
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