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The Customer Experience Management Challenge

The Customer

The Company

Where are we from?
What are we doing?

Where are we going?

Context + Experience

Brand + Business Goal



© 2010 Adobe Systems Incorporated.  All Rights Reserved.  Adobe Confidential.© 2011 Adobe Systems Incorporated.  All Rights Reserved.  Adobe Confidential.

The Customer Experience Management Challenge

LINE OF BUSINESS OWNERS

Sales Marketing Services Customer Support Retail Operations Global Distribution Call Centers

Mobile Social Web Email Correspondence Print In Person

“BACK-END” SYSTEMS OF RECORD (ERP, CRM, ECM, PLM, …)

ADOBE CUSTOMER EXPERIENCE MANAGEMENT PLATFORM

Phone

The Customer

The Company

Context + Experience

Brand + Business Goal
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The Adobe Customer Experience Management 
Platform

ADOBE CUSTOMER EXPERIENCE MANAGEMENT PLATFORM

CONTENT & 
APPLICATIONS

PROCESS ANALYTICS &
OPTIMIZATION

A

B

C

SOCIAL

ENTERPRISE BACKEND

ERP CRM ECM LDAP RDBMS HR CUSTOM

ANY CLIENTANY SCREEN
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ADOBE CUSTOMER EXPERIENCE MANAGEMENT PLATFORM

ENTERPRISE BACKEND

ERP CRM ECM LDAP RDBMS HR CUSTOM

Our CEM Solution Areas Map to the Customer 
Journey

Multiscreen Solutions Delivered by Adobe Global Services and Our Partners

SOCIAL BRAND 
ENGAGEMENT

SELECTION & 
ENROLLMENT

UNIFIED 
WORKSPACES

CUSTOMER 
COMMUNICATIONS

WEB EXPERIENCE 
MANAGEMENT

INTEGRATED CONTENT REVIEW

CUSTOMER EXPERIENCE DASHBOARDS

Attract Convert Help Sell (again)Engage



© 2010 Adobe Systems Incorporated.  All Rights Reserved.  Adobe Confidential.© 2011 Adobe Systems Incorporated.  All Rights Reserved.  Adobe Confidential.


	Slide 1
	The Customer Experience Management Challenge
	The Customer Experience Management Challenge
	The Adobe Customer Experience Management Platform
	Our CEM Solution Areas Map to the Customer Journey
	Slide 6

