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Introduction

Customer service expectations have risen drastically in recent years, also thanks to
the constantly evolving possibilities of digitalization. Surveys show that customers
today don’t expect just any kind of customer portal to manage their transactions,
but more and more want the same intuitive, seamless, and modern B2B-customer
and self-service experiences that they know from B2C.

In order to meet these expectations, companies must initially invest in a “digital-
first” customer service strategy and set up the according digital solutions to provide
excellent customer service, starting with a modern self-service portal.

With over a decade of portal experience combined with the broad out-of-the-box
functionality of our platform, Liferay supports businesses around the world to:

« Launch self-service sites that empower customers to resolve their issues
unassisted.

+ Reduce calls to customer support, decreasing cost-to-serve.

« Increase the adoption of a modern customer portal.

Key Benefits

Reduce Customers’ Dependency
on Assisted Channels

Reduce cost-to-serve with a modern self-service experience. Use Liferay’s intuitive
self-service capabilities such as knowledge management, intuitive search, and
robust integration to reduce customers’ dependency on live channels. Drive loyalty
and reduce costs while empowering customers to find what they need without
having to contact a customer service representative.

Turn a Customer Portal into an
Engaging Communication Hub

With modern digital engagement tools such as audience segmentation,
personalization, and site building, Marketing teams are able to create tailored
experiences that match evolving customer expectations. Customers are not only
able to post, respond to, share, and rate user-submitted content, but also provide
feedback and send requests to the business.
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Unify Existing Customer
Service Touchpoints

Since a digital strategy is one facet of an overarching wealth management
customer experience strategy for today’s wealth managers, it’s critical to

first determine the organization’s overall vision and strategy. This strategy
should then dictate what digital and traditional channels should be used.

Connect and Manage Preferred
Channels on One Platform

Liferay is an API-first platform, allowing businesses to add new channels as
customers demand them. Distribute content across all channels while mangining it
in a unified repository.

Securely Manage Customer
Data and Portal Access

Ensure customer data is secure and handled properly with liferay’s PaaS offering.
Additionally, leverage built-in customer data management tools to help meet
common guidelines for storing, exporting, and deleting data.

Using Liferay to Drive Self-Service

Knowledge Base

Empower customers to find the answers they need without a customer service rep.

Component Liferay Digital Experience Platform (SH)

Article Content Authoring Create knowledge articles faster with easy content
authoring. Knowledge teams can add rich media and
styling to their articles, as well as tailored descriptions
to usein card views across the site. Version histories
and comparisons make it easy to review recent changes

to articles and roll them back.

Liferay’s knowledge base also supports content
hierarchies and child articles to better organize articles

across topics and categories.
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Article Templates

Single Content Repository

Content Dashboard

Publishing Workflows

Localization

Attachments

Subscribe

User Feedback

SEO

Sharing

Define templates for common article types to speed up

the authoring process and ensure consistency.

Integrate any existing content repositories into Liferay
so that knowledge teams can manage content from
a single platform without having to recreate

existing content.

A dashboard designed for Content teams makes it easy
to quickly find and view content information. Use the

content audit graph to identify potential content gaps.

Incorporate publishing workflows and approval
processes into articles, with metrics to show overdue

tasks and completion velocity.

Translate articles or tailor them for specific regions.
Once translated, Liferay automatically displays

localized content based on a user’s IP address.

Upload attachments such as PDFs orimages to

knowledge base articles.

Allow users to opt in to notifications on updates or

changes to articles.

Enable users to add suggestions for content

improvement and rate the helpfulness of each article.

Ensure knowledge base articles show up in search
engines by defining friendly URLs and metadata fields
for each article. Liferay also supports common SEO
configurations such as sitemap visibility and canonical
URL settings.

Enable users to share articles across social media
channels. Liferay includes support for the most popular
social media networks with the option to connect

others as needed.



Search Liferay DXP includes out-of-the-box integration with
Elasticsearch, a powerful open source search engine.
Tailor the results pages customers see for popular
search terms and add support for synonyms or
misspellings.

Liferay also supports faceted search so that customers

can filter results by topics, tags, or content types.

Additional Elasticsearch benefits and support are
available through the Liferay Enterprise Search
Subscription. Learn More

How can we help?
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Reduce customer dependency on live channels.

Experience Management

Liferay gives customer experience teams a full toolkit to evolve the digital
customer service experience across the entire customer journey.

Site Building Design and update a self-service portal with low-code
tools for page design. Non-technical teams can create
layouts, landing pages, banners, and more without
help from IT.

For more robust customization, Liferay has full theming
and templating capabilities so the front-end developers
can have full control of the portal’s branding and
experience.

Liferay also makes it easy to create customer
dashboards. As existing services and applications
are integrated into the platform, use Liferay’s widget
library or custom apps to design dashboards.

Segmentation Create audience segments based on profile and

behavioral data.
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Personalization

Content Recommendations

Auto-Tagging

Segment and

Device Previews

Mobile Responsive

Documents and
Media Library

Create personalized views for each audience segment,
including localized or audience-specific images
and content.

Create dynamic or pre-defined content feeds to share
topical content across the portal. Automatically show
content based on customers’ interests and behavior on

the portal.

Auto-tag images or text-based web content to make it

recognizable in search or content recommendations.

Preview what pages will look like on any device, with
segmentation and personalization rules applied so
that businesses have visibility into exactly what each

customer will see when they log in.

Reach customers on mobile with a responsive platform.
Liferay DXP’s CSS framework is designed to work with

browsers on all devices.

Store and manage images, videos, documents,

and more within Liferay. Schedule content reviews
and expirations, with versioning and reversioning
features so customers always have accurate, current

information.

User Management and Data Privacy

Securely manage customer data and give users access to their

own information.

Roles

Create custom roles for the internal teams that manage
the portal. Together with permissions, roles are a
powerful way to ensure that each user has the right
access to creating, managing, and publishing content
on the portal.



Permissions Permissions are incredibly granularin Liferay.

Site administrators have the ability to define what
customers or user groups can view and access. Custom
permissions can also be applied at a global level or to

individual sites for portal managers, enabling

further control.
Self-Service Account Give customers the ability to edit and control their
Management own accounts instantly without having to contact

a representative. This includes editing personal

information and setting notification preferences.

Data Protection Liferay is committed to protecting customers’
information. Review or erase user data to address

data privacy concerns and meet regulations such as
GDPR. Companies can erase a user’s personal data and
export a user’s personal data in a machine-readable
format upon request. For data erasure, administrators
can review content that potentially contains personal
information and edit or delete as needed through a
simple interface. Both tools include APIs for third-party
apps to implement this feature or override the default

behavior for out-of-the-box apps.

Forms

Build powerful forms to capture customer requests or feedback to help track
changing customer needs.

Forms Design, publish, and manage forms with a simple-
to-use drag and drop interface. Capture customer
feedback with a powerful form builder to continuously
improve experiences. Validate data entered, apply
conditional rules, prepopulate fields, authenticate

users, and more.

App Builder Build custom form-based applications with a low-code
tool that makes it easy to define custom objects and
workflows. Deploy your apps as part of the customer

portal or as a standalone app.

BLiferay’
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Form Rules

Form Performance

Analytics

Service Applications

and Enrollment

Workflows

IO < Enroliment Form

Enrollment Form

Personal Info

First Name*

Predefined form rules include required fields, autofill
selects, show and hide, jump to a page, calculations,
conditional success pages, and an API to create and

execute new customized rules for form needs.

Additionally, create personalized forms with
conditional rules that allow for dynamic behaviorin
forms and tailor the questions or fields to be shown or

required based on user responses.

Analyze form abandonment with metrics behind views,
submissions, abandoned fields, and completion time.

Forms can also be used to build easy application or

enrollment experiences for existing services.

Support application or enrollment experiences with
dedicated workflows, such as requiring approval
before giving a customer access to a service. Workflow
analytics are included to show metrics per assignee

and per step.

BASICELEMENTS v

Pz paragraph

A TextField

Last Name*

Email Address*

= select from List
Last Nam

@  single Selection

©  Multiple Selection

Page Title

4 Calendar

B Grid

CUSTOMIZED ELEMENTS v

10 Numeric
1 Upload

. Select from List

Design enrollment forms and sign up experiences without using code.
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Communities

Foster communities so customers can answer each others’ questions.

Forums and Build communities with message boards and forums
Message Boards so customers can benefit from common questions and
feedback. Allow customers to post, respond to, share,

and rate user-posted content.

User Management Administrate communities with the ability to ban
accounts and set detailed permissions for different

types of users.

Statistics View common community statistics such as number of

posts per user.

Featured
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Setting Up Autopay
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Extend your knowledge base by crowd-sourcing responses to common questions.

Integrations

Decrease the time it takes to integrate existing systems and unify common
service processes with Liferay’s integration tools built on open standards.

Integration Framework Liferay enables the integration of back-end systems
and data without having to create custom integrations
from scratch. It supports integration with SOAP, REST,
RSS, and proprietary APIs.
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Headless

Single Sign On and
Authentication

Connect customers’ preferred channels or distribute
content to new device types by leveraging Liferay’s
Headless CMS, based on the OpenAPI standard.

Unite all the sites customers use under one login and
password. Liferay supports these Identity Providers
and more: Single Sign On (SSO) servers, SAML, LDAP,
Facebook, Google, Openld, Open Authorization
(OAuth), and Shibboleth. Liferay also supports multi-

factor authentication.

Analytics and Optimization

Measure self-service adoption and find areas for improvement with an

integrated analytics solution.

A/B Testing

Segment Analytics

ABM Support

Page Analytics

Audience Behavior

Path Analytics

Traffic Sources

Asset Analytics

Create tests to evaluate which page elements or content

perform better for business goals.

Analyze interests, activity history, and demographics

per audience segment.

Support B2B marketing strategies with account profiles
and ABM data.

Measure page performance by user sessions, number
of visitors, bounce rate metrics, and associated topic of

interest per page.

Analyze audience behavior patterns by day and time.

Visualize user journeys through the portal by identifying

previous and next pages.

Identify traffic types and sources, including user

location, device type, and browser.

Measure engagement levels for blogs, documents,

media, and other web content.
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Content Performance

Analytics

Search Analytics

Other Analytics
Integrations

View metrics related to search engine/content
marketing performance such as views, traffic sources,
and best keywords. This is shown in context with a

slideout infopanel that summarizes the information.

View top searches and page visits across the portal.

Liferay provides fields to easily add a Google Analytics
ID or Matomo (formerly Piwik) script in order to
leverage these tools. Other third-party analytics or

Bl tools can also be easily integrated to work

alongside Liferay.

Site Analytics

visitors Scssions Visitor Session Duration Bounce Rate Engagement

Gain in-depth insight into customers and their activities.

PaaS

Build solutions on a platform that enables a faster go-to-market. Generate value

sooner and drive innovation with everything DevOps needs, from infrastructure to

environments.

Deployment

Robust CI/CD Pipeline

SDLC

Accelerate time-to-market with services and

infrastructure supported in the cloud by Liferay.

Integrated builds, testing, and deployments allow

developers to focus on what they do best.

Deliver new features following well-defined

SDLC procedures.
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Moving Forward

Request a Customized Demo

Talk to Liferay’s Sales team for a customized self-service portal demo
and an opportunity to ask questions about how Liferay can solve unique
business challenges.

Schedule a live demo »

Customer Story: Modernizing
the Customer Experience

See how Eatel created its self-service portal with Liferay to provide better digital
experiences for their customers. The flexibility of Liferay was crucial in building a
successful customer self-service portal that reduced the volume of calls coming
into the residential call center by 30%, provided an online interface to engage with
younger customers, and empowered non-developers to manage daily tasks, freeing
IT teams to focus on adding new business value.

Read the case study»
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Liferay makes software that helps companies create
digital experiences on web, mobile and connected
devices. Our platform is open source, which makes it
more reliable, innovative and secure. We try to leave
a positive mark on the world through business and
technology. Hundreds of organizations in financial
services, healthcare, government, insurance, retail,
manufacturing and multiple other industries use
Liferay. Visit us at liferay.com.
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