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WHY ARE WE HERE ?
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WHAT IS A “CUSTOMER” ?
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Omnichannel Experience – It’s all connected



© 2022 Riverbed Technology LLC. All rights reserved.16© 2022 Riverbed Technology LLC. All rights reserved.



© 2022 Riverbed Technology LLC. All rights reserved.17



© 2022 Riverbed Technology LLC. All rights reserved.18© 2022 Riverbed Technology LLC. All rights reserved.



© 2022 Riverbed Technology LLC. All rights reserved.19© 2022 Riverbed Technology LLC. All rights reserved.



© 2022 Riverbed Technology LLC. All rights reserved.20© 2022 Riverbed Technology LLC. All rights reserved.



© 2022 Riverbed Technology LLC. All rights reserved.21



© 2022 Riverbed Technology LLC. All rights reserved.22



© 2022 Riverbed Technology LLC. All rights reserved.23© 2022 Riverbed Technology LLC. All rights reserved.



© 2022 Riverbed Technology LLC. All rights reserved.24© 2022 Riverbed Technology LLC. All rights reserved.

Self Service
(Web, Mobile)

Phone
Agent

On-Location
Associate

Self Service
(Kiosk etc.)

Back Office

Indirect
(Supporting Services)



HOW DO YOU
MEASURE EXPERIENCE?
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Different approaches to EUE

=(maybe?)

Inferred EUE

“Mary might be unhappy with something”

Subjective EUE

“Mary says the app is awful”

Objective EUE

“Salesforce was slow for Mary,
so she’s probably unhappy”
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Click Render
5 sec 10 sec 15 sec 20 sec 25 sec 30 sec 35 sec 40 sec 45 sec 50 sec

A single page load may be assembled from hundreds of sub-components across many different sources

3rd Party
Content

CDN Content

On-Prem Datacenter

© 2022 Riverbed Technology LLC. All rights reserved.



Click Render
5 sec 10 sec 15 sec 20 sec 25 sec 30 sec 35 sec 40 sec 45 sec 50 sec

A single page load may be assembled from hundreds of sub-components across many different sources

3rd Party
Content

CDN Content

On-Prem Datacenter
3rd Party
Content

© 2022 Riverbed Technology LLC. All rights reserved.



Base Page
11%On-Prem

37%

AWS
22%

Azure
13%

CDN
11%

3rd Party
6%

Services Drilldown

Click Render
5 sec 10 sec 15 sec 20 sec 25 sec 30 sec 35 sec 40 sec 45 sec 50 sec

Client: 
28%

Connectivity: 
44%

Services: 
28%Client Drilldown

96%

Antivirus 85%
Browser 4%

Excel 2%
Outlook 1% 

CPU 4%
Memory 89MB

Wait Time 24%
Hang Time 1% 

31%

C
on

ne
ct

iv
ity

D
ril

ld
ow

n
Wi-Fi

Signal 54%
Download 7.5Mbps

Upload 0.9Mbps
Disconnects 6/ hr

Internet
Bandwidth 100Mbps

Latency 123ms

VPN

OFF

© 2022 Riverbed Technology LLC. All rights reserved.



© 2022 Riverbed Technology LLC. All rights reserved.31



Objective vs. Subjective
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Scope of the CX/EX Challenge

© 2022 Riverbed Technology LLC. All rights reserved.42© 2022 Riverbed Technology LLC. All rights reserved.



© 2022 Riverbed Technology LLC. All rights reserved.



© 2022 Riverbed Technology LLC. All rights reserved.



© 2022 Riverbed Technology LLC. All rights reserved.



© 2022 Riverbed Technology LLC. All rights reserved.



© 2022 Riverbed Technology LLC. All rights reserved.



© 2022 Riverbed Technology LLC. All rights reserved.

Rendering

SQL

Application Code
(Methods etc.)

Application Code
(Methods etc.)

LAN

WAN

DNS
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Managed
Applications

(APM)

Tracing Activites
End-to-End

Front-end symptom
mapped to back-end root cause

Kiosks etc.Office / WFH

Employees / Kiosks
(Managed Devices - EUEM Device Agent)

Customers / Partners
(Unmanaged Devices - Web RUM)

VPNOS Wi-Fi
Troubleshoot Device & 

Connectivity Issues

Omnichannel Experience – It’s all connected
Virtual Users

(Synthetics)



THE IMPORTANCE
OF FULL-FIDELITY DATA
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Thank You!
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