
Customer Story
Just as customer expectations for their digital activities are higher than ever, organizations 
that provide online interfaces to access or purchase online products and services are under 
increasing pressure to provide their users with a seamless, predictable and simplified 
experience. As an example, the average smartphone owner uses over 10 different apps on 
a daily basis and expects their online insurance bill pay experience to be just as seamless 
as posting a new photo to Instagram or Facebook. Comparing the performance of a 
mobile app or website to competitors in the same industry is no longer as meaningful 
because your customers now compare it to the top 10 – 15 apps in their device (Facebook, 
Instagram, Uber, etc) and expect it to perform accordingly. In fact, market leaders stress 
that 79% of web shoppers who have trouble with web site performance say they won’t 
return to the site to buy again and around 44% of them would tell a friend if they had a 
poor experience shopping online.*

GOALS
As one of Switzerland’s leading health insurance providers, one of the most frequently 
accessed items of content on the CSS Online portal is the Insurance Services Terms and 
Conditions manual, which is constantly being updated, and revised. Because of the various 
versions in existence at any given time, CSS must ensure all users are able to easily search 
for and obtain the most current and accurate information. Key goals included:

• Customer service: reduced retrieval times and increased customer inquiry 
response quality

• Performance: shortened access times to valid insurance offerings, including 
previous versions.

• Records management: the ability to provide a unified and centralized 
management of all information relating to insurance services, terms and 
conditions, and process instructions, as well as the ability to monitor the users’ 
experience in obtaining it.

SOLUTION WITH SESSION REPLAY
With Session Replay, CSS provides direct access to all relevant information, and monitors 
the users experience to ensure they obtain the information quickly and easily. CSS can 
review any user session where there was a challenge in obtaining the accurate data, so they 
can quickly address any issues; whether in user experience or version control. 
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Dynatrace has redefined how you monitor today’s digital ecosystems. AI-powered, full stack and completely automated, it’s the only solution that provides answers,  
not just data, based on deep insight into every user, every transaction, across every application. More than 8,000 customers use Dynatrace to optimize customer experiences, 
innovate faster and modernize IT operations with absolute confidence.

Learn more at dynatrace.com
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BENEFITS
Session Replay provides a solution for enhanced data authenticity, 
integrity and overall user experience. As a result, CSS can quickly 
provide users with access to relevant information as well as 
automate processes to improve user experience in a much shorter 
timescale. Customer services has been able to significantly improve 
service quality and dramatically reduce time to resolution.

Session Replay established a system for the automated recording 
all online activity which substantially reduced our resourcing 
requirements and gave us an ROI in just 3 months.

MORE INFORMATION
Session Replay is built on the Dynatrace Platform which 
utilizes Artificial Intelligence and Machine Learning to support 
infrastructure, business operations and development for today’s 
forward-looking organizations and modernized architectures.

Learn more at: dynatrace.com/capabilities/session-replay/

Session Replay: Fast Track Digital Success
Session Replay is an integral component to the digital success of 
today’s forward-looking organizations. It provides: 360-degree 
capture, index, search and replay of all user sessions across every 
browser, device or interface. 

• Simplified retrieval and playback in a movie-like environment. 

• Light-weight storage of data at a fraction of any digital video files 
(.wav, .mpg, etc). 

• Ease of deployment and update via cloud architecture with no 
disruption to application performance or processing speeds. 

• Security for sensitive data (such as user names, financial 
information or any other secure fields).

For Business:
• Increase conversion rates
• Improve user experience 
• Gain insight into user behavior

For IT:
• Reduce time and costs in troubleshooting
• Optimize site performance
• Anticipate and avoid negative outcomes

Successfully improve your user experiences, conversion rates, and 
overall customer and brand satisfaction through a holistic approach 
to Digital Experience Monitoring (DEM). This strategy eliminates 
silos between your business, development and operations; thus 
freeing up valuable time and resources- allowing you accelerate 
innovation, optimize performance and proactively anticipate how 
user behaviors impact your business. As the world’s most complete, 
powerful and agile digital performance platform for today’s 
enterprises, Dynatrace provides a fast-track to digital success. 

We’re No. 1 for APM in Gartner’s Worldwide Performance Monitoring 
Market Share Analysis for the 4th straight year. 

Dynatrace is also a leader in the Gartner Magic Quadrant for APM 
for the 7th straight year*, and a leader in the first ever The Forrester 
Wave™: Application Performance Management, Q3 2016.

*Formerly Compuware in 2010-2014. Gartner does not endorse any vendor, product or service depicted in its research 
publications, and does not advise technology users to select only those vendors with the highest ratings or other 
designation. Gartner research publications consist of the opinions of Gartner’s research organization and should not 
be construed as statements of fact. Gartner disclaims all warranties, expressed or implied, with respect to this research, 
including any warranties of merchantability or fitness for a particular purpose.

Session Replay gave our support team valuable 
information that drastically improved their ability 
to resolve cases quickly and effectively.”

— Patrick Widmer, Line Manager, CSS
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