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Liferay: Endless Solutions
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. What is Self Service?

& Liferay

Digital experiences that empower users with
the tools to find the information they need
and have a better experience with the
product or service, without the assistance of

a service rep
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Bl Impact of Challenges



Challenges organizations face today:

HIGH CALL VOLUME
Simplification, automation, and cost of interactions
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Challenges organizations face today:

DISPARATE DATA
Service gaps brought on by system silos
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Challenges organizations face today:

INCONSISTENT INFORMATION
Meeting customer expectations and increasing satisfaction
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Challenges lead to statistics

Self-service experiences are
spread across multiple
touchpoints, making it difficult
to manage.

81%

In 2019, 81% of customers tried
to solve problems before
contacting a rep

@ Liferay



Challenges lead to statistics

Many companies struggle to
deliver efficiency, meaning o)
customers aren’t supported

when trying to solve their own

ISSUes. Only 48% of a company’s
customer service interactions

started with self-service in 2019
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What it means for you

+i Raylife

Review your claim.

v Decrease costs

2015 Fiat 500

v Increase high value interactions

Vehicle incident while driving Damaged but safe to drive

o 3 o Incident with another vehicle
° . w v - e
v Shift your business to modern - |
E E 2013 Honda Accord z, 3. Review
w SEFICL348V39FVSL3
experiences 58

1400 Wilshire Bivd.
Los Angeles, CA 90030 Paul Smith

oson Mercury
The other car hit me in the middle of the 123-EXEC-34MC-WL3S
road at the cross section of wilshire and
beverly... more

@ Liferay



Exploring the Impact

Reduce Calls

o Empower customers

+ Surface relevant information

v e

C Deliver self-service functionality
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Results

a

22

@ Liferay

Better User Experience

Intuitive user interface makes it
easier for customers to use the
self-care portal.

4x Increase in Website Traffic

The improved user experience and
self-service tools brought in more
website traffic and users.
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5x Increase in Customer Sign-ups

Customers can now onboard
themselves in 10 minutes compared
to hours or days with other service
providers.

7x Increase in Monthly Revenue

The steady rate of new customers
also means revenue growth.
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How Liferay Solves
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How Liferay Solves

Audience Isolation

v

Personalization

B Liferay
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https://docs.google.com/file/d/11QtqmH_VWKbc3wfgFS6gr7HFNmpRSmZV/preview

Exploring the Impact

Unify Touchpoints

@’9 Integrate existing systems
Reduce costs

oo

o Unlock the potential

B Liferay
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Uniting Sites

Unlocking different systems safely
and easily with SSO

Empowering Business Users

Growth of visitors and contributors
for the internal community

Accessible Experiences

Improved experience for all
audiences

Dynamic Content

Relevant content for the audience
and user
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How Liferay Solves

Single Repository

Smartphone App

Web Platform » = = = = = = = = = = = = ==
Intranets

@@ Data Integration

Mobile App
Development

Platform Product Interface

Public Website

Customer
Database

Customer Portal

Liferay Digital Experience Platform

Marketing
Technology

Partner Site

Process Automation
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How Liferay Solves

Business Continuity

Monitoring
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Get full insight of your project with Dynatrace

% Zero Downtime =ad
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How Liferay Solves

Customer Friendly

Forms & Objects

B Liferay

School Enrolment Form

Your Details
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Details about your Child

T
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Exploring the Impact

Bridge Service Gaps

; = Build powerful tool kits
; Evolve the customer journey

n= Capture customer feedback
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Results
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Efficient Service

Customer dashboard makes paying
bills easy

Flexible Management

Customers can switch between
multiple accounts

Greater Accessibility

Mobile-responsive dashboard gives
consistent functionality

Reduced Issues

Billing integration reduces delays,
improves satisfaction
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How Liferay Solves

Brand Control

@ Liferay

Design Systems
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How Liferay Solves

Publications

Team Collaboration :
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How Liferay Solves

Surface Relevant Information
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How Liferay Solves

Building Business Processes

Process Builder

Allows users to define any number of workflows

through a drag, drop & configure web interface
These processes have knowledge of users, groups and roles.

Liferay DXP also allows users to create their own workflow and
define the number of approval paths based on their own unique
business requirements and operational needs. For example,
administrators can implement an approval process for new
document uploads before they appear in the Document Library.

B Liferay
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Empower companies to
T provide better value to
their customers
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