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WHY ARE WE HERE ?
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WHAT IS A “CUSTOMER” ?
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‘ ‘ TAKE CARE OF YOUR EMPLOYEES,

AND THEY'LL TAKE CARE OF YOUR
BUSINESS. IT'S AS SIMPLE AS THAT.
HEALTHY, ENGAGED EMPLOYEES ARE
YOUR TOP COMPETITIVE ADVANTAG

Take good care of your employees,
and they'll take good care of your
customers, and the customers will

come back.

— . Willard Marristt —
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self-service
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Self Service

Self Service
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HOW DO YOU

MEASURE EXPERIENCE?




Different approaches to EUE

Inferred EUE Objective EUE Subjective EUE

“Mary might be unhappy with something” “Salesforce was slow for Mary, “Mary says the app is awful”

so she’s probably unhappy”
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A single page load may be assembled from hundreds of sub-components across many different sources
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Company Inc.
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Connectivity
| Drilldown
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Objective vs. Subjective
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Scope of the CX/EX Challenge
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(Methods etc.)
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End User Experience Management (EUEM)

« EVERY Transaction captured from the Device/Browser
« True End-User Experience with Sentiment Analysis

» User Journey Analytics

« Can be followed through all downstream tiers

» 0S/Device/Connectivity Details
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Network Performance Management (NPM)

« EVERY Transaction captured from the Network

« All Packets & Flows
« Analyze latency/bandwidth/payload effects




Application Performance Management (APM)

« EVERY Transaction captured from the Server

* OpenTelemetry & Native Instrumentation

» Detailed call stack with methods/SQL/parameters

« Stitched from the End User through downstream tiers

« 0S/VM/Container Performance at 1-second granularity

/
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Synthetic Web Monitoring

24x7 Global Availability & Performance

Detailed Resource Waterfalls (Ajax/CSS/JS/Images/etc)
Screenshots & Filmstrips

Client JavaScript Profiling )
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Alluvio Unified Observability

EVERY Transaction captured from the Device/Browser
EVERY Transaction captured on the Network
EVERY Transaction captured inside Server/Application

End-to-End Digital Experience Management

/




Omnichannel Experience - It’s all connected

Customers / Partners Employees / Kiosks Virtual Users
(Unmanaged Devices - Web RUM) (Managed Devices - EUEM Device Agent) (Synthetics)
Office /| WFH Kiosks etc.

0s Wi-Fi VPN

Troubleshoot Device &
Connectivity Issues

Tracing Activites
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THE IMPORTANCE

OF FULL-FIDELITY DATA
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Thank You!

riverbed




