
Einblicke und Ausblicke 

in die OTWSM-Entwicklung
Was ist gerade in der Entwicklung, welche Überlegungen werden 

angestellt?
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CEM Vision
Discussed at OpenText Enterprise World 2016
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Enable two-way
conversations with a 

powerful, 
algorithmic 

core at scale, in 
digital

Enable experiences 
to be more 

personalized 
& visual

Enable customers 
with simple, cloud, 

& mobile-
aware

applications

CEM Vision: 
To optimize all enterprise interactions with the customer



OpenText ©2016 All Rights Reserved. 4

Customer Experience Management Vision:
Optimize the creation and delivery

of targeted multichannel customer interactions

+ +Compelling
Experiences

marketing / lob
in control

Multichannel
Engagement

end-to-end connected
digital foundation

Real-Time
Analytics

open, dynamic,
actionable

+ Application
Ecosystem

integrated & modular
components

Cloud and On-Premise Deployment Options
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• Customer data mgmt

• Campaign mgmt

• Lead mgmt

• Mktg Optimization

• Content authoring

• Personalized 

experiences

• Self-service sites

• Digital asset 

repository

• Single source 

• Controlled distribution

• Case management

• Offer 

tracking/analysis

• Customer data mgmt

• Interactive 

Correspondence

• Proactive outreach

• Multichannel output

• Customer 

engagement

• 1:1. touchpoint

• Two way interactions

• Cust. understanding

• Closed loop feedback

• Data analysis

Customer Experience Management (CEM)

Web Content

(WCM)

Enterprise 

Marketing

Digital Asset

(DAM)

Customer 

Relationship

(CRM)

Customer 

Communications

(CCM)

Contact 

Center

(WFO)

Customer 

Feedback 

(VoC)

• TeamSite/LiveSite

• Web Experience 

Management

• Web Site 

Management

• Media 

Management

• MediaBin

• Content Hub for 

Publishers

• SAP hybris CRM, 

Commerce, 

Marketing

• Salesforce

• Communications 

Center Enterprise

• Exstream

• Teleform

• LiquidOffice

• Qfiniti

• Observe

• Optimize

• Survey

• Workforce

• Explore

• Voice of Customer

• Speech and multi 

channel analytics

Sources: Forrester, Gartner, CRMGuru, CustomerThink

Enterprise Content Management  (ECM)   and  Business Process Management (BPM)

Analytics and Business Network

Engagement to Insight
Customer Experience Management Applications

• Optimost

Marketing Hub

• Marketo

P
ro

d
u

c
ts

CEM Platform Service
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Delivering Integrated Customer Interactions



WSM Integration Points
A personal view of an interested Product Manager
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OpenText Optimost
Maximize online conversions

Targeting

A/B Testing

Multivariate Testing (MVT)

Advanced

Segmentation
VS.

Behavioral

Analysis
Consulting

Services
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OpenText LiveSite
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OpenDeploy Scenarios

Authoring / 
OpenDeploy

Server

LiveSite Display
Services

Tomcat/Websphere/Weblogic/IIS

LiveSite Content 
Services

Tomcat
OpenDeploy

Receiver

Authoring/ 
OpenDeploy

Server

Production / 
OpenDeploy

Sender

Production / 
OpenDeploy

Sender

Production / 
OpenDeploy

Receiver

Production / 
OpenDeploy

Receiver

Production / 
OpenDeploy

Receiver

Production / 
OpenDeploy

Receiver

Fanout Multi-tier



OpenText ©2016 All Rights Reserved. 12

OpenText Qfinity
All roads lead to the contact center…
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OpenText Analytics Suite for CEM

Experience Analytics - Components

Application Server (MM, CC, WEM, CHP, WSM)

Data Collector Big Data Analytics

Fast Columnar DB
• Flexible Data Model

iHub

Data Agent 

sends Event Data

Collect & Enrich

Event Data
• Geolocation

• User Agent

BDA Analytics
• Queries

• Analytics

Visualization
• Reports

• Dashboards

Dashboard & 

Reports

Data Exporter
• CSV Export

Batch Importer
• Transformation

• Aggregation
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Magellan – OT Analytics



WSM Roadmap
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WSM 16 SP2 

 Editorial Support

 Unified workflow management with one-page approvals

 Dynamic Content Delivery

 Management of content snippets, taxonomy, and metadata management

 Delivery Server REST-API, AJAX access for DynaMent execution

 Enhanced personalization for targeting

 Optimization

 A/B –Testing for static and dynamic pages

 Segmentation based analytics

 Cloud Deployment

 One-click cluster node setup and configuration

 Integrations

 OpenText Optimost integration for optimization of static pages

 Experience Analytics integration
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WSM Preview?



twitter.com/opentext

facebook.com/opentext

linkedin.com/company/opentext

www.opentext.com

https://twitter.com/opentext
https://www.facebook.com/opentext
http://www.linkedin.com/company/opentext

