
© Copyright 2015 Hewlett-Packard Development Company, L.P.  The information contained herein is subject to change without notice.

Improving Customer Communications 
by Proper Personalization

Paweł Walczak 

Commercial Account Manager for CEE

HP Exstream

March 13, 2015



© Copyright 2015 Hewlett-Packard Development Company, L.P.  The information contained herein is subject to change without notice.

The Customer is the most important.

„There is just one boss. The customer.
And he can fire everybody in the company from
the chairman on down, simply by spending his
money somewhere else.”

Sam Walton
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It used to be simple

?
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All 
transactions 
are cross 
channel and 
device

Today’s customer experience
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Gartner CIO Agenda 2015 insights
Shift to digital in technology investment priorities

Investment priority 2014 Shift 2015

BI/analytics 41%  50%

Infrastructure and data center 31%  37%

Cloud 27%  32%

ERP 26%  34%

Mobile 24%  36%

Digitalization/digital marketing 17%  11%

Security 13%  11%

Networking, voice and data comms 12% 12%

Customer relationship/experience 11%  8%

Industry-specific applications 9%  10%

Legacy modernization 7% 7%

Enterprise applications 6%  2%

Source: Flipping to Digital Leadership: Gartner Executive Programs
Insights from the 2015 Gartner CIO Agenda Report, Gartner, 2014.
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Top 3 CIO technology priorities

1. Analytics and business 
intelligence

2. Mobile technologies

3. Cloud computing

Source: 2013 Gartner CIO Agenda Report
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HP Autonomy solutions family, powered by IDOL

Information management and governance Information optimization

Data protection
Information 
archiving eDiscovery

Enterprise 
content mgmt HP Exstream

Marketing 
optimization

Unified info 
and analytics

Server data protection

Virtual server data 
protection

Remote & branch
office data protection

Endpoint device
data protection

Compliance

Storage optimization

Database archiving 

Policy management

Supervision 

Litigation readiness

Policy management

Legal hold

Policy-driven info 
mgmt

Legal content mgmt

Business process 
mgmt

Document mgmt

Records mgmt

Workflow automation

Legacy clean up

Customer 
communication 
management

Aurasma
Augmented reality

Digital experience 
mgmt

Web optimization

Search engine 
marketing

Marketing analytics

Contact center mgmt

Rich media mgmt

Voice of the customer

Video surveillance

Big data analytics

Enterprise search 

Knowledge mgmt

Content access
&  extraction

IDOL the OSSoftware

Cloud

for human 
information

Hybrid

OEM
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Deliver superior experiences, drive higher conversions, increase loyalty
HP’s customer engagement portfolio

Web Experience
Management

Augmented
Reality

Customer
Communications

Powered by  HP HAVEn

HP TeamSite HP AurasmaHP Exstream

Contact
Center

HP Qfiniti

Multichannel optimization & analytics

HP Digital Marketing Hub

Machine generated Human-friendlyBusiness
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HP Exstream is a multichannel 
customer communications 
management (CCM) solution 
designed to improve the customer 
experience and make customer 
interactions more profitable.

Increase profitability 
(Drive top-line growth, lower TCO)

Improve the customer 
experience 

Mitigate risk

What is HP Exstream?

3 min overview video

https://www.brainshark.com/HPLearning/vu?pi=zGQzTIpxDz38PBz0&dm=1
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Communications for every step of the customer life cycle

Attract
• Marketing campaigns

• Targeted direct mail 

• Quotes and proposals

Acquire
• Welcome kits and 

ID cards 

• Enrollments

• Account openings

• Policies and contracts

Service
• Statements

• Bills and invoices

• Notices and renewals 

• Personalized 
newsletters 

Grow
• Targeted offers and 

promotions

• TransPromo
messages

• Loyalty programs
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Communication imperatives

• Provide customers with timely, 
accurate  communications

– Fresh, relevant content

– Personalized messages and offers

• Maintain compliance and control for 
legal and regulatory purposes

• Deliver consistent, optimized
multichannel customer experience

… All while controlling costs
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Communication challenges

• Multiple disconnected point solutions

• Inefficient workflows for creating and 
editing business content

• Long change cycle times to make even 
simple changes

• Bottlenecks caused by overburdened 
resources

… All lead to ineffective communications 
and missed opportunities
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Object-oriented architecture based on open standards

HP Exstream architecture

Real-time requests

Print and electronic channels

Live and Empower Editors

Production output 

Data and content integration

Intelligent, interactive 
documents

On-demand delivery

Design and manage

Multiple sources and formats

Design and deployment
Analytics and campaign 
management
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HP Exstream portfolio

Workflow and process automation

Analytics / Insight / Targeting

HP Exstream
• Structured 
• On-demand
• Interactive

Autonomy 
ECM / WCM

ECM 
repositories

Business 
systems

CRM

Cloud apps

Enterprise content Delivery channel

Print and 
mail

Email

Mobile

Social

Web

Personalized 
video

Customer 
interaction

Data input flexibility Performance Output processing
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Before
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After with HP Exstream
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Proven solutions
Mitigate risk with a solution trusted by over 850 enterprise customers worldwide

Financial

Telco/utilities

Insurance

Services/public/other

http://www.fedex.com/us?link=1
http://upload.wikimedia.org/wikipedia/en/f/f8/Citigroup.svg
http://www.pemco.com/
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Summary

Increase profitability
• Increase profits by cross selling products and services 

• Drive down costs by as much as 80%, including spending in the 
following areas:

– Conversion

– Development 

– Testing 

– Processing costs

– Postage and paper 

Mitigate risk

Proven solution with 700+ enterprise customers worldwide based 
on open standards

Improve customer experience
• Drive consumer behavior

• Deliver communications to preferred delivery channel

It’s not IF you can do it, but HOW you do it that counts
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Do not wait until you lose your customers...
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Hvala lepa

Q&A


