


Insights Into the Customer Journey  
From One Channel to Another

Understanding the complete customer journey means 
monitoring multiple formats, channels and devices—from 
wearables to mobile apps to websites and everything in 
between—and extracting insights you can use to improve the 
user experience.

Why is this a challenge? As users move between 
these various devices and channels during their journey, there 
are nearly infinite variables that can impact their experience. For 
example, they may browse your offerings on their smartphone, 
but then switch to the desktop site to complete a purchase. But 
what made them switch? Did the mobile app crash? Are the 
shopping features poorly designed? If this data is spread across 
different tools and business units, it can be tough to understand 
what exactly is creating frustration for your users.

How can you improve? When you combine user 
behavior data with operational performance metrics, you can 
better understand how and where your customers are using your 
apps, and if they encounter a poor experience, determine the 
root cause of the problem so you can proactively fix it before it 
affects other users—and your brand.
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Performance Analytics for Deep Visibility  
From the User Device to the Back End

The modern application infrastructure comprises a mix 
of on-premises legacy systems and data, APIs and cloud 
services, creating a complex path for transactions to travel. 
Understanding how each component performs its duties is key 
to assembling the bigger picture that is the user experience.

Why is this a challenge? With all of these different 
elements of the application environment generating their  
own data, it’s easy to get overwhelmed with the collective 
noise that they create. So when the front-end user experience 
suffers, finding the root cause in the back end is akin to the 
proverbial needle in the haystack.

How can you improve? When you marry the  
outside-in user experience data with the inside-out view  
of how each element of your application environment is 
performing, you can quickly find and drill down into specific 
design, code or architectural issues—from the user device  
all the way through the mainframe and cloud services. As a 
result, you’ll know exactly where to focus your limited resources 
to make the biggest impact on the customer experience.
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About the Solution From CA Technologies
For application owners and IT operations teams who are responsible for digital transformations and need to deliver a five-star 
customer experience across web, mobile and wearable devices, CA App Experience Analytics provides proactive, real-time insights 
into real user behavior, buyer trends and omnichannel performance.

Improve digital performance:  
Gain visibility into back-end services and 
infrastructure to determine if the issue is  
with design, code or architecture, and speed 
triage for an improved user experience.

Optimize the customer journey:  
Get details on performance across channels 
to address incidents before they impact 
users, and improve their experience across 
web, mobile and wearable devices.

Design for the user experience:  
Analyze user experience data and 
determine stickiness based on visits and 
usage, and leverage these insights to 
enhance application development.

WITH CA APP EXPERIENCE ANALYTICS, YOU CAN:

When you optimize the customer journey with CA App Experience Analytics, you’ll retain existing and attract 
new customers, increase revenue, achieve faster resolution times and deliver innovations quickly by boosting 
development productivity.

WATCH VIDEO WATCH VIDEO WATCH VIDEO
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https://www.youtube.com/watch?v=Pawwxx1mWB4&feature=youtu.be
https://www.youtube.com/watch?v=ft-g0bHEXkc&list=PLynEdQRJawmyYyuacvctTh-hIVDcCjLjD&index=1
https://www.youtube.com/watch?v=Q-c0e4NiUgE&feature=youtu.be
https://www.youtube.com/watch?v=Q-c0e4NiUgE&feature=youtu.be
https://www.youtube.com/watch?v=ft-g0bHEXkc&list=PLynEdQRJawmyYyuacvctTh-hIVDcCjLjD&index=1
https://www.youtube.com/watch?v=Pawwxx1mWB4&feature=youtu.be
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Examples of Customer Success

Retain and attract new customers or up to a 

15% INCREASE IN REVENUE.8

Improve the user experience with  

40% FASTER RESOLUTION TIMES.9 

2.3x MORE LIKELY TO SPEED TIME 
to market for new apps and products.10

6 CA, “Democracy, Driven by Data: CNN and CA Technologies put the power of data in the hands of the people,” May, 2016.
7 CA, “CA Technologies Empowers Organizations to Deliver a Seamless Digital Experience Across Web, Mobile and Wearables with New SaaS Analytics Solution,” September 20, 2016.
8 CA, “CA App Experience Analytics monitors, measures and improves the web and mobile end-user experience,” 2016.
9 Ibid.
10 Vanson Bourne,  “Building a Better Digital Experience: Tough challenges, better benefits, and why it all matters,” Commissioned by CA Technologies, October 2016.
11 CA, “CA App Experience Analytics monitors, measures and improves the web and mobile end-user experience,” 2016.
12 Ibid.
13  Vanson Bourne,  “Building a Better Digital Experience: Tough challenges, better benefits, and why it all matters,”  

Commissioned by CA Technologies, October 2016.

IMPROVE DIGITAL PERFORMANCEDESIGN FOR THE USER EXPERIENCE

OPTIMIZE THE CUSTOMER JOURNEY

“CA App Experience Analytics definitely has a  
more advanced visualization than anything  
we’ve used before, and it’s easier to get an 
understanding of what the data means.”6   
Chris Kilroy, director of client integration and activation, CNN

APP

INCREASE REVENUE BY UP TO 5%  
with faster time to market for revenue-producing  
web, mobile and wearable apps.11

Reduce costs and increase productivity by cutting 
crisis staff and developer labor UP TO 25%.
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1.7x 
more likely to  
ENHANCE APP RELIABILITY.13 

“CA App Experience Analytics will provide us with the 
insights into buyer behaviors, crashes and application 
performance that will enable us to proactively solve 
any incidents that occur and improve the overall digital 
experience our customers receive.”7   
Francisco Guirado, IT monitoring manager, Produban

http://www.ca.com/us/why-ca/application-economy/cnn-app-story.html
http://finance.yahoo.com/news/ca-technologies-empowers-organizations-deliver-130000326.html
https://www.ca.com/us/collateral/white-papers/building-a-better-digital-experience.register.html
https://www.ca.com/us/collateral/white-papers/building-a-better-digital-experience.register.html
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CA Technologies (NASDAQ: CA) creates software that fuels transformation for companies and enables them to seize the 
opportunities of the application economy. Software is at the heart of every business, in every industry. From planning to 
development to management and security, CA is working with companies worldwide to change the way we live, transact and 
communicate—across mobile, private and public cloud, distributed and mainframe environments. Learn more at ca.com.

See How You Can Connect the Dots 
of the Digital User Experience
To get your app firing on all cylinders, you need to monitor, analyze and fix it on the fly.  
CA App Experience Analytics is the only fully integrated app analytics tool on the market,  
with app performance management, developer analytics and usage analytics for web, mobile 
and wearable apps, in one complete package.

In five minutes, you could be up and running with CA App Experience Analytics. 
Start your free trial.
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http://www.ca.com/us/products/ca-app-experience-analytics.html
http://www.ca.com/us/trials/ca-app-experience-analytics.html

