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all channels
HP Autonomy’s Customer Experience Management market offering



2

Brochure  

Create targeted customer 
experiences across multiple 
channels

As a marketing professional, you’re constantly adapting to an 
ever-changing customer landscape. Today’s mobile, web, VoIP, 
video, social media, and technology advances have given a 
new, stronger voice to the customers of earlier eras. Now, 
thanks to vast amounts of information and the numerous 
channels available, customers can have a direct impact on the 
market—and their presence has the power to affect your 
brand in more ways than ever before.

Anticipate customer needs

Today’s customers expect to do business where and when it is convenient for them, making the 
one-size-fits-all customer experience obsolete. Regardless of the many technologies that you 
employ across different channels and devices, customers demand a seamless, consistent level 
of service. When you cannot provide a single, homogeneous approach to customer engagement 
and service, you could put yourself at a significant competitive disadvantage.

The market intelligence derived from the conversations your customers are having are 
invaluable to understanding what move you should make next. These insights can help you 
better anticipate customer needs and create long-lasting customer loyalty. But to make sure 
you give your customers a consistent, targeted, and optimized experience across all channels, 
you need technology that provides a comprehensive multichannel customer experience. And 
that’s why we created HP Autonomy’s Customer Experience Management (CEM) solution. 
Our CEM offering is the most comprehensive in the market, providing you with solutions for 
engaging and servicing customers through the management, delivery, and analysis of web, 
search, mobile, social, rich media, eCommerce, and contact center interactions.

Optimize the customer experience and build brand loyalty

Targeted and optimized customer interactions create a sense of familiarity and relationship 
that helps you increase brand loyalty and retention. When you can tailor experiences to your 
customers’ unique attributes, you create a comprehensive customer experience management 
strategy. HP Autonomy’s CEM solution manages the consistent delivery of dynamic, targeted, 
and personalized content, as well as offers, products, and interactions across all customer-
facing channels. Now you can control the consistency of your brand across websites, social 
media platforms, mobile apps, and contact centers.

What is Autonomy IDOL?

Autonomy IDOL is a next-generation information-
processing platform that uses sophisticated 
mathematics to form an understanding of all 
content, including audio, video, text, social media, 
and structured application data. It can process 
over 1,000 file types from any repository where 
interaction data is captured. For scale purposes, 
the data is not moved or reproduced, but simply 
processed by IDOL while stored in the native 
repository. This means that you can understand all 
your customer interaction data and see patterns, 
trends, and sentiments forming well before your 
competitors. IDOL works in over 150 languages 
and provides over 500 functions that allow you to 
derive meaningful insights.
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With HP Autonomy’s CEM solution, you can:

• Cost-effectively manage and improve the multichannel customer experience—web, contact 
center, social media, and mobile

• Deliver personalized and meaningful customer experiences by incorporating social content 
and rich media

• Encourage up-sell/cross-sell and increase customer satisfaction with real-time analytics

• Improve conversions with targeted customer experiences

• Improve agent performance, increase first call resolution, and reduce compliance risk

• Deliver consistent content through all channels, including emerging channels like augmented 
reality, based on user preferences

Deliver real-time targeted content
If your customers have to dig around your website or spend hours on the phone with an agent 
to find what they need, chances are they won’t have a positive experience with your brand. 
Experiences like these can harm good customer relationships. Providing real-time targeted 
content, navigation, and rich media to your customers is critical to your success.

Make the most of social media
Today’s customers regularly turn to social media for information, reviews, and opinions on 
businesses, products, and services. To make the most of these social media conversations, 
you need to be able to integrate social media features on your website. You also need to give 
your customers access to your internal experts to drive positive feedback. When you have the 
power to monitor all social media platforms, you can identify common and emerging issues and 
drive relevant information to your call center agents and self-service support site. A good social 
media strategy can help your product development and other groups deliver more of what your 
customers want.

Arm your call center agents with the information they need
In the call center, agents bring a range of skills and knowledge to their roles. But they are all 
expected to reduce the number of repeat calls and take less time to resolve issues—while 
improving customer satisfaction or Net Promoter scores. Arming your agents with information, 
such as targeted scripts, recommendations, knowledge-base articles, documents, and relevant 
links—in real time—can make the difference between a loyal customer and a frustrated one.
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Customer experience is the 
single largest influencer on 
buying decisions. Leading 
businesses are differentiating 
themselves based primarily 
on the experience, rather 
than features or price.



4

Make mobile engagement critical to your success
As your customers increasingly use mobile devices to interact with your brand, they expect to receive 
the same tailored and efficient level of service as they currently get on the desktop. Seamlessly and 
cost-effectively delivering content across these different touchpoints is essential to meeting your 
customers’ expectations. Retaining your edge in today’s competitive business environment means 
embracing emerging channels—such as augmented reality and visual browsing—to make sure 
your customer experience strategy will differentiate you in the long-term.

Rely on a single unified platform  

HP Autonomy’s CEM solution gives you a unified, yet modular, way to manage and improve your 
multichannel customer experiences. Our technology provides a unique end-to-end approach that 
covers the management of web, print, mobile, augmented reality, social, and rich media content, 
as well as contact center, customer feedback, and collaborative document management. HP 
Autonomy helps you to successfully leverage existing enterprise systems and customer data to 
make the most of your customer intelligence, performance optimization, customer satisfaction, 
and loyalty strategies—as you manage your risk for compliance purposes.

Our CEM offering relies on the Autonomy Intelligent Data Operating Layer (IDOL), and all of 
our applications use IDOL to implement solutions that address your immediate concerns. The 
modular architecture of HP Autonomy solutions also allow you to add additional applications, 
as needed, to suit your unique needs and enjoy a faster return on investment.

Optimize your customers’ web experiences
HP Autonomy’s Web Content Management (WCM) solution helps you face the challenges of 
the increasingly dynamic and digital world with the only WCM solution that automatically 
understands the meaning of human information, including social and rich media. That way, 
you can make the most of your customer and market insights to drive targeted actions. Our 
technology allows you to administer all online marketing initiatives, optimize web experiences, 
and increase online conversions from a single interface.

Boost your bottom line with multivariate testing
HP Autonomy’s Multivariate Testing solution gives you a dramatic and measurable boost to 
bottom-line performance by significantly improving conversion rates, including online sales, 
click-throughs, registrations, leads, downloads, page views, and other measures of online 
success. Our technology helps you dramatically reduce the time involved in building different 
test versions, accelerating the development process from weeks to days, and the overall 
process from months to weeks.

Drive custom mobile experiences
HP Autonomy’s Mobile Channel Management solution allows you to deliver unique, 
personalized mobile experiences that minimize customer churn and increase revenue. We 
provide intelligent mobile functionality to help you create an engaging mobile experience and 
deliver customized mobile content as easily as traditional web content, without relying on IT.

Connect more effectively with Social Content Management
HP Autonomy’s Social Content Management solution gives you all the tools you need to build and 
manage interactive dialogs between organization, communities, and individuals—helping you 
to listen, engage, and respond to all social interactions. We provide out-of-the-box social media 
functionality so you can build collaborative experiences, allow integration of existing social and 
collaborative tools, and analyze and manage video blogs, as well as other video-based posts.

Create engaging content by incorporating rich media
HP Autonomy’s Rich Media Management solution indexes, analyzes, categorizes, manages, 
retrieves, processes, and distributes all types of rich media assets within your organization—
allowing you to deliver a more engaging and consistent customer experience. Our technology 
optimizes the change management, retention, and disposition rights of all valued content 
including promotions, signage, video, and audio. That way, you can reduce costs by automating 
the production and distribution of media content that is properly branded and approved.
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Track customer behavior with Advanced Search Marketing
HP Autonomy’s Advanced Search Marketing solution goes beyond typical search methods by 
recognizing search as a primary tool that supports your customers’ learning and decision-
making process. Information such as search history, item currently viewed, context, and 
previous purchases is combined to offer the most relevant results. Our advanced search 
marketing technology optimizes all forms of search to meet both customer intent and your 
marketing objectives. Similarly, we offer a Recommendations module that uses information 
gathered from your customers’ sessions, devices, and histories to provide directed navigation, 
product recommendations, offers, and promotions.

Deliver interactive, personalized online experiences
We give you a wide range of meaning-based offerings that allow you to deliver interactive, 
personalized online customer experiences. Our technology also simplifies, automates, and 
optimizes eCommerce processes to streamline the transaction process. HP Autonomy helps 
you deliver dynamic and highly personalized experiences that drive each stage of the buyer’s 
decision-making process—with integration into back-office systems.

Deliver consistent, unified content
Our solutions help you deliver consistent and unified content across all channels, including 
emerging ones such as augmented reality, based on user preferences. HP Autonomy’s 
Multichannel Management and Delivery solution enables you to use data gleaned through an 
extensive library of touchpoints to deliver the right content at the right time to the right customer.

Manage call center interactions for greater effectiveness
HP Autonomy’s Contact Center Management solution makes it possible for contact center 
supervisors to understand, measure, improve, and track performance, as well as manage 
all contact center data, through a centralized system. Call logging and intelligent archiving 
support your compliance and quality monitoring strategies. Your users can monitor a wide 
range of metrics such as customer satisfaction levels, first-call resolution, handle times, and 
effective scheduling—all from a single interface. Performance assessments and effective 
training are automatically and directly deployed to your agents’ desktops. Real-time agent 
assistance provides product recommendations, troubleshooting suggestions, and more to your 
agents. This allows you to improve first-contact resolution, up-sell and cross-sell, and increase 
customer satisfaction.
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“Customer Experience 
Management, as defined by 
Forrester, includes Web 
content management, 
marketing automation, 
commerce, customer service 
interaction management, 
analytics, optimization, and 
onsite search.”

– Harnessing the Convergence of Customer 
Experience Management Solutions, Stephen 
Powers, Forrester (August 2011)
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Centralize customer engagement across all channels
HP Autonomy’s Multichannel Engagement solution enables you to centralize your customer 
engagement across multiple channels so your customer service professionals can seamlessly 
juggle Twitter, Facebook, chat, email, and phone interactions. Our technology also gives you 
a comprehensive review and evaluation of all interactions to drive enterprise contact center, 
web, and back-office performance. We help you streamline the agent and employee evaluation 
and training process, increase the consistency and effectiveness of multichannel marketing 
promotions, and allow real-time response and engagement with customers across all channels, 
including web, mobile, and social media.

Analyze customer feedback across multiple channels
With HP Autonomy’s Customer Feedback Management solution, you can capture your customers’ 
feedback across every channel of communication, in real time or after the interaction, with 
support for voice, DTMF, and web-based surveys. It makes your customer questionnaires easy to 
configure, adjust, and manage; automates notification of poor customer experiences based on 
pre-defined trigger events; and provides you with advanced analysis capabilities.

Share knowledge in key areas
The ability to collect, enrich, leverage, and share knowledge by facilitating collaboration on 
projects provides an environment for document development, security, retention, discovery, 
and reuse. HP Autonomy’s Collaboration and Knowledge Management solution helps you 
improve customer service with greater agent access to key knowledge needed to quickly 
resolve customer issues. That way you can improve customer service with fewer resources, and 
at a lower cost.

Optimize your marketing strategy

HP Autonomy provides the first end-to-end online customer attraction and conversion offering. 
HP Autonomy’s Marketing Optimization solution, which may be seamlessly integrated with 
HP Autonomy’s CEM, gives you the most comprehensive, end-to-end offering for real-time 
campaign marketing optimization. With these valuable HP Autonomy solutions, you can gain 
needed insight from all your campaign data, regardless of channel, and make the most of your 
information to more effectively attract and convert your audience.

About HP Autonomy

HP Autonomy is a global leader in software that processes human information, or unstructured 
data, including social media, email, video, audio, text and web pages, and so on. Our powerful 
management and analytic tools for structured information, together with the ability to extract 
meaning in real time from all forms of information, regardless of format, creates a powerful 
tool for companies seeking to get the most out of their data. HP Autonomy’s product portfolio 
helps power companies through enterprise search analytics, business process management 
and OEM operations. We also offer information governance solutions in areas such as 
eDiscovery, content management and compliance, as well as marketing solutions that help 
companies grow revenue, such as web content management, online marketing optimization 
and rich media management.

Please visit autonomy.com to find out more.
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