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Customer Experience Management

CUSTOMER
EXPERIENCE
. MANAGEMENT

Trasformare il modo in cui
la PA interagisce con |

cittadini attraverso efficaci
esperienze digitali
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Amministrazione pubblica con il cittadino al centro

Una organizzazione governativa che cerca di trasformare le interazioni con i cittadini in
esperienze interattive, multicanale che stimolano la partecipazione e la collaborazione;
il risultato sara un cittadino informato e soddisfatto per | servizi offerti

Trasparenza

* Fornire informazioni che il
pubblico puo:
e Trovare
e Usare
 Fidarsi

Partecipazione

» Coinvolgere le persone
attraverso:

» Esperienze intuitive
* Interazioni tempestive

Collaborazione

e Indirizzare la
cooperazione per:
e |nnovare
* Aumentare efficienza
ed efficacia
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Raggiungere risultati positivi & Valore Sociale

ROI per Digital Government

4 IRS

Department of the Treasury
Internal Revenue Servic

Four Hours to Seconds $100+ Million 200 to 90 Days

Information from Clerk to Sheriff Savings in Data Capture To Process Claims in Contention

pophanrk

) Counci
1 Australian Government Initiatig

923% ROI 36 Days to One Day 80% Reduced Time

From Shared Service e-Forms Processing of Benefits For Secure Document Delivery
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The Adobe Customer Experience Management Platform

PROCESS CONTENT + ANALYTICS +
APPLICATIONS OPTIMIZATION

P
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TRANSACTIONAL SYSTEMS AND STRUCTURED DATABASES (ERP, CRM, ECM, PLM)
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Web 2.0 : components

ECM realizza un comune enterprise-class repository

WCM interagisce con | clienti S
oCo
So Co costruisce e mantiene la community
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Trasformare Online Customer Experience

Global Brand E- and Onlire Self-Service
Wabsites M-Commerce Communities Portals
v »
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CQs5 WCM Suite
for Online Business

CRX Cloud-ready
“lﬂ" ECM Platform

Agile
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\

(" Web Experience Management

A new Web Content Market-leading Web Analytics
Management release & Business Optimization

E

Adobe Online Marketing Suit
G54 bum Adebe Sy e

\ DELIVERED ON ADOBE CUSTOMER EXPERIENCE MANAGEMENT PLATFORM )

© 2011 Adobe Systems Incorporated. All Rights Reserved. Adobe Confidential. "‘

9 Adobe



Adobe Web Experience Management: CQ5

WARKETING SOITE

Powered by Omniture
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CRX

JCR-compliant content repository

Connectors Connectors Connectors
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CQ 5.4 Packaging
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Piattaforma authoring / publishing

Replication

Deployment Authoring =l Authoring

Packages ]

P —— *
Publish

Content
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Architettura sistemi
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Dimostrazione
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Iniziare dal cittadino

“Non possiamo risolvere problemi usando lo stesso tipo di
logica che abbiamo usato quando li abbiamo creat”
Albert Einstein

Il cittadino al
centro
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