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Company Overview 
Founded in 1962 and a public company since 1983, Raymond James Financial, Inc. is a 
diversified financial services holding company with subsidiaries engaged primarily in 
investment and financial planning, in addition to investment banking and asset management. 
Raymond James stock is traded on the New York Stock Exchange (RJF).

Through its three broker/dealer subsidiaries, Raymond James has more than 6,400 financial 
advisors serving approximately 2.6 million accounts in more than 2,600 locations throughout 
the United States, Canada and overseas. In addition, total client assets are approximately  
$502 billion.

Raymond James is recognized nationally for its community support and corporate 
philanthropy. The company has been ranked as one of the best in the country in customer 
service, as a great place to work and as a national leader in support of the arts.
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Excellence in Customer Service Extends to the Web
Clients of Raymond James log in to their online accounts via an ‘Investor Access Portal’ on the 
website. Once online, clients can review account balances, pay bills or access research. 

As a company renowned for excellent customer service, a crucial part of the Raymond James 
online experience is to understand how clients are using the Investor Access website. 

Prior to Metriscope, Raymond James’s Client Services team found it difficult to monitor or 
recreate client sessions to ensure a high-quality service experience. For example, if a client 
received an error message, tracing it to where and when it was encountered during the 
session could be challenging. 

To trace the problem, the Client Services team would pass on client queries to their Enterprise 
Services team who would then sift through information on web servers. To simplify and 
expedite this process for the benefit of clients, Raymond James required a solution to replay 
web sessions. 

Raymond James had previously used a session replay technology, but was forced to find 
another solution. 

Metriscope Selected to Deliver Customer Experience 
Management Software
The Raymond James Investor Access team was impressed by the technical ability and cost 
flexibility of Metriscope's Customer Experience Management software and deployed it on its 
Investor Access website in June 2014. 

Metriscope records client journeys on Raymond James’s Investor Access website which Client 
Services can then replay if a client reports an issue. The team can see exactly what the client is 
describing and either explain the cause, or the Enterprises Services team can make 
improvements to the web experience for the benefit of the overall client service delivery.

Raymond James’s Enterprise Services team uses Metriscope in much the same way as its 
Client Services team, but with a different purpose – to identify and resolve any underlying 
technical problem impacting the client experience. They can also identify exactly which server 
contains the client session, which helps to save considerable time. Once found, client sessions 
can be replayed to benefit client service delivery.
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Results
Raymond James’s core ethos is customer service. Anything that improves the speed and 
quality of client services is a positive move. Following a positive initial rollout of Metriscope, 
the Client Services team has fully embraced the technology. One of the first steps of training 
a new Client Services associate has is on Metriscope. 

Raymond James has 30 employees trained on Metriscope, 20 in Client Services and 10 in IT 
support departments.

Raymond James Investor Access Support team estimates that they can now obtain useful 
information to ensure an exceptional web experience in half the time they were able to 
before adoption. Metriscope has undeniably helped Raymond James ensure its clients’ web 
experience and service delivery is excellent. 

About Metriscope
Metriscope's session replay technology lets users record, re-run and analyze every visitor’s 
journey through a website. For ecommerce companies this is invaluable as it enables them to 
improve conversion rates, monetize online struggle, find and fix site bugs, resolve customer 
disputes, recover abandoned baskets and prevent fraudulent transactions online. 

Aimed at medium to large enterprises with ecommerce channels, Metriscope  
(www.metriscope.com) enables users to improve the quality of their websites, enhance 
customer’s shopping experience, and dramatically reduce the time required to resolve any 
problems and disputes consumers may have while shopping. 
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Working with Metriscope 
is wonderful. I’ve worked 
with a number of 
Metriscope associates 
to ensure a successful 
deployment and cont nued 
usage. The team at 
Metriscope is always  
quick to jump on board 
when needed.
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Senior Applications Analyst
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