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Executive summary 
In today’s business environment, companies must be able to respond quickly to constantly changing customer 
demands, competitive threats, and compliance requirements. Organizations can increase their agility by 
making it easier to manage, adapt, and gain visibility into their customer-facing and internal processes, but 
achieving this goal presents many challenges. These challenges can be very different depending on the role of 
each person involved in the process: the customer, the customer-facing employee, the process owner, and the 
IT manager.


To increase customer satisfaction, while decreasing the cost of service, businesses need to provide external 
users with more intuitive methods for interacting with them, whether that’s online, over the phone, in person, 
or by mail. Customer-facing employees are often hindered from offering superior service because customer 
data is difficult to access, inaccurate, or out of date, making it impossible to have a complete view of the 
customer’s situation. Process owners want to promote innovation, increase revenue opportunities, and stay 
ahead of the competition, but are hampered by myriad process inefficiencies. And the IT manager is under 
pressure to develop and deploy business solutions today, without breaking the budget.


With Adobe LiveCycle Enterprise Suite 2 (ES2) solutions for business process management (BPM), 
organizations can effectively respond to all these challenges. LiveCycle ES2 offers a variety of options for 
creating intuitive user experiences that support multichannel interactions. Employees can access relevant 
information more easily and take advantage of collaborative capabilities to increase their productivity and 
ability to provide superior customer service. By streamlining end-to-end processes and offering greater 
visibility into them, LiveCycle helps process owners remove inefficiencies that prevent them from achieving 
their business objectives. And IT teams benefit from the wide range of features that LiveCycle provides to 
simplify and accelerate the development process.


Introduction
The only thing companies can be certain of today is that things are going to change tomorrow. Changes can be 
business-related, such as economic fluctuation, corporate acquisition, strategic realignment, or new 
competitive threats. They can also be technological, as when companies decide to replace their legacy systems 
with new enterprise applications. In either case, it is important to be able to respond quickly to these changes 
so that companies can stay ahead of the competition and protect the bottom line.


This paper examines several of the challenges facing enterprises today as they work to improve customer 
service levels, boost productivity, increase efficiency, and manage compliance risks. It then illustrates how 
Adobe LiveCycle solutions for BPM helps address these issues by managing complex processes that involve 
people in various roles inside and outside the organization and improving visibility into them, so companies 
can respond more effectively to problems. 
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Challenges facing organizations today
Businesses and government agencies have hundreds of processes in place. For processes that are primarily 
customer facing, the main challenge is to maintain existing revenue streams and create new ones by raising the 
level of customer satisfaction and interaction. For internal processes, increasing innovation and speeding up 
process cycle times by promoting more effective collaboration is key.


Every process includes individuals in a variety of roles, and each one of these roles has particular objectives. 
For example, in many customer-facing processes, the stakeholders can be grouped into four main categories:


•	 Customer—The primary goal for customers is to obtain a product or a service that meets their needs. In 
many cases, this involves spending countless hours doing research over various channels, including online, 
over the phone, and in person.


•	 Customer-facing employee—Whether a field agent, branch employee, broker, government case worker, or 
call-center representatives this person’s main objective is to offer customers a superior level of service.


•	 Process owner—This person is primarily concerned with responding quickly to market demands and 
 improving operational efficiencies to grow the company’s competitive advantage.


•	 IT manager—Delivering solutions to the business quickly, while reducing the cost of building and 
 maintaining applications, is this person’s key concern.


Challenges for the customer
Many users today interact with processes through a web-based, self-service application. The problem is that 
the self-service experience is often frustrating for a variety of reasons. It’s not uncommon for users to be asked 
to enter the same information multiple times or to answer questions not relevant to their particular situation. 
Sometimes they are prompted to provide information that they don’t have immediately available—for 
example, a spouse’s Social Security number. Without it, the application comes to a halt. When users do come 
back with the information, they are forced to start from the beginning. 


These issues tend to frustrate customers and cause them to either abandon the transaction or call the 
organization’s support line. Unfortunately, this can be a frustrating experience as well, as customers end up 
having to repeat the same information and get bounced from one department to another, taking days, or 
longer, before their issues are resolved.


Challenges for the customer-facing employee
As employees get hired, they often face a steep learning curve because of the wide array of applications with 
different user experiences that they have to use to do their jobs. For example, financial advisors in some 
organizations have to learn how to use up to 200 applications to fully service all their customers’ needs. 


Even once they’ve learned them all, the same unintuitive user experiences that customers face cause similar 
problems for employees, forcing them to ask the customer to repeat information or to wait while they log in to 
a different application for the next step of the process. Sometimes the customer is looking at one view of the 
account online, but the representative is unable to see the same information because it’s only available in 
another system that the employee doesn’t have access to. In addition, employees are often making decisions 
based on incomplete information, because all the data is not available at once. These problems prevent them 
from being able to provide exceptional service, giving customers good reason to check out the competition.


Challenges for the process owner
The problems faced by the customer and the customer-facing employee ultimately land in the lap of the process 
owner, whose performance is measured on outcomes such as customer satisfaction and revenue growth. 


Process owners are challenged to make their business processes effective because they are often quite 
inefficient, whether it is due to paper being used in portions of the process, information needing to be rekeyed 
into multiple systems, or exceptions that have no defined structure for resolution.


Examples of common 
processes


External-facing processes
•		Account	enrollment


•		Benefits	and	services	
delivery


•		eMortgage	servicing


•		Supply	chain	
collaboration


•		Call	center	operations


•		Clinical	trials


Internal processes
•	Product	planning


•	Purchase	requisitions


•	Contracts	management


•	Business	planning


•		IT	service	requests
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In other cases, these processes are ineffective because work suddenly gets dropped as it crosses the silos in an 
organization. When a customer complains about delays in service, employees scramble trying to hunt down 
the status of the customer request. The lack of end-to-end process visibility makes this task extremely difficult 
and time-consuming, causing further frustration for the customer.


On top of this, organizations must be agile so that they can respond to continually changing business 
conditions, such as introducing new products or services, altering current marketing promotions, incorporating 
new company policies, or defining ad hoc review processes. From a technology point of view, these situations 
might require changes to business rules or to a user interface, but IT departments are often unable to make 
these updates quickly. Even minor changes, like adding a new field to a form, can be time-consuming. This lack 
of agility translates into lost revenue opportunities and places the business at a competitive disadvantage.


Challenges for the IT manager
Increasingly, IT departments are finding themselves pressured to rapidly turn around new solutions or updated 
functionality to existing solutions. The 9–12 months project cycle is no longer acceptable. Faced with myriad 
siloed inflexible systems that they have to support with various IT skill sets and ongoing maintenance costs, it 
can be virtually impossible to deliver on these projects within the demanded time frame.


The most effective way for organizations to address these challenges is to use a flexible and scalable BPM suite 
to create transparent and agile processes that deliver highly engaging experiences with employees, customers, 
citizens, and partners.


Why Adobe LiveCycle ES2?
Adobe LiveCycle ES2 solutions for BPM helps companies increase efficiencies and improve customer service 
by automating and increasing visibility into critical business processes. Using intuitive rich Internet applications 
(RIAs), electronic forms, and people-centric process management, organizations can make it easier for 
customers to do business with them.


How LiveCycle helps the customer
Of course, delivering superb customer experiences cannot be achieved by technology alone, as there is no 
substitute for creating a company with a culture of putting the customers first. However, technology can be a 
huge enabler for creating and enforcing such a culture.


The right format for the right purpose
Using engaging RIA capabilities, guided navigation, and PDF forms, Adobe LiveCycle ES2 helps organizations 
deliver interfaces that are highly personalized, intuitive, and responsive. To deliver an optimal experience for 
each user, the appropriate interface can be selected based on the user’s access requirements and comfort level.


For example, RIAs offer a full user experience to the customer. One area where this is especially valuable is 
when someone is purchasing a product or service. Graphical and multimedia features help users visualize their 
choices—for example, getting a 360-degree view, changing the color of an article of clothing, or having charts 
be instantly updated to reflect how different investment options affect a person’s retirement account. 


RIAs can also be embedded within a PDF Portfolio to create an interactive statement (iStatement). Instead of 
typical static documents, iStatements offer enhanced capabilities, such as the ability to drill down into 
summary data in a credit card account to see individual purchases or to access live chat and voice options for 
immediate assistance if they have questions. iStatements can also include special offers tailored to recipients 
based on their purchase history, with the iStatement providing a means to act on it. For instance, if the 
customer previously purchased a pair of skis, iStatement could have a button that enables the person to book a 
room at a nearby ski resort for a special weekend rate.


When speed is  
of the essence
The Kane County Circuit 
Court in Illinois uses 
Adobe	LiveCycle	BPM	
solutions to process 
orders of protection 
against domestic  abusers. 
By automating the 
way these orders are 
accessed, completed, 
reviewed, and approved, 
the court has been able 
to dramatically reduce 
the time it takes to obtain 
vital assistance for the 
victim. 
“Within approximately 
60 seconds of having a 
judge sign the document, 
an order of protection 
arrives at the sheriff’s 
office for input into the 
national wanted persons 
database,”	says	Matt	
Meyer,	programmer	at	
the Circuit Court Clerk’s 
office. “Overall, we’ve 
seen	as	much	as	a	five-
fold improvement in the 
time it takes to complete, 
submit, and process 
orders of protection.”
Read the full story.



http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=280322&loc=en_us
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This iStatement includes account details, live assistance, and promotional offers, all in an intuitive and visually appealing RIA.


For casual users, LiveCycle offers wizard-style guided navigation to help walk them through the experience so 
they can complete the transaction online instead of abandoning it or calling a support representative. Guides 
can also be taken offline, allowing users to interrupt the process and continue later at their own convenience. 
And users can save fully completed PDF forms for their records after the process is completed.


This	RIA	incorporates	a	guided	navigation	section	to	help	customers	file	a	claim	with	their	insurance	company.	Instead	of	 
describing all the accident details in text, customers use visuals to depict the damage on the car and how it took place.


PDF forms also continue to be a quick and intuitive interface for customers to provide information or request 
services and products. In particular, they offer a familiar experience to people already accustomed to the 
paper-based process, such as employees tasked with submitting various compliance reports to the 
government and who have been using the same basic forms for years. Changing that paper form overnight to a 
completely new format would increase the cost of training and reduce the likelihood of successful adoption.


“We have saved consider-
able time. Our processes 
are now almost immedi-
ate and are more secure 
than ever. Calculations 
on forms are automated, 
helping to accelerate 
completion of forms and 
reduce errors. Also, the 
digital signatures help 
ensure that documents 
are not altered during 
transmission.”
–Pablo Fontdevila, 


aystem and 
telecommunication 
manager, Argentina 
National Social Security 
Administration


Read the full story. 



http://www.adobe.com/showcase/casestudies/anses/casestudy.pdf
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In other cases, organizations find PDF forms a great way to enable users to enter all information offline and 
submit it later on, either electronically with digital signatures or through fax or mail after they apply a wet 
signature. With LiveCycle, sending the filled form by mail doesn’t break the process automation because 
barcodes on the form represent all the entered data, and simply scanning them brings the data back into the 
more efficient automated process.


Dynamic PDF forms with 2D barcodes and digital signature  
capabilities help organizations automate their paper processes.


Multichannel communication
Another major benefit of LiveCycle is its ability to support multichannel interactions, delivering a consistent 
great customer experience across all of them.


Through the online channel, LiveCycle helps deliver effective customer experience with RIAs, dynamic PDF 
forms, and collaborative assistance, offering the organization increased contact and insight at lower cost. In the 
call center or the branch, LiveCycle offers employees a simplified, unified view of the customer by aggregating 
all relevant information across the enterprise and making it instantly available to rapidly service the customer.


LiveCycle also provides offline capabilities, so mobile workers can serve their customers anywhere, whether 
it’s a doctor at a patient’s home, recording clinical information, or an auto insurance adjuster updating a 
customer’s record with detailed photos from the scene of an accident. Mobile workers can interact with a 
cached version of the customer’s information and then have the newly captured data automatically 
synchronized with the corresponding processes when they are back online.


At the kiosk, LiveCycle enables customers to engage with the company or government through RIAs served in 
yet another convenient way and connected to back-end processes. iStatements, described earlier, can be 
delivered by e-mail.


And although some organizations might prefer doing away with mail and fax options altogether, the reality is 
that customers still expect them, whether it’s a citizen in a rural area who wants to fill out a form offline and fax 
it in, or a customer who prefers to receive hard-copy versions of their invoices through the mail. LiveCycle 
makes these options more efficient and cost-effective through personalized document assembly on demand 
or in batch in high volumes based on the individual customer’s profile.


And as mobile devices are increasingly gaining traction, LiveCycle enables communication through this 
channel as well. 


Adobe LiveCycle  
in the field
San Diego-based Janus 
Health developed 
a  LiveCycle mobile 
Electronic	Medical	
Record solution to help 
physicians when making 
house calls. The solution 
includes a RIA portal that 
streamlines and supports 
all primary housecare 
functions, including prac-
tice management, mobile 
diagnostics, and paper-
less, wireless patient care 
management. 
“Escalating healthcare 
costs can be reduced 
dramatically by  
offering acute care in 
patients’ homes,” says  
C.	Gresham	Bayne,	M.D.	
and co-founder of Janus 
Health. “Adobe LiveCycle 
ES provides vital tools 
for solving the complex 
communications require-
ments for in-home 
healthcare.”
Read the full story. 



http://www.adobe.com/showcase/casestudies/janus/casestudy.pdf
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LiveCycle can use the same templates to automatically generate high-quality  
PDF documents for electronic distribution and for printing and mailing hard copies.


Customers expect consistent and efficient service across all channels, and LiveCycle uniquely helps deliver such 
experiences with specific capabilities for each of these channels. 


And because solutions built on LiveCycle support ubiquitous clients—Adobe Reader®, Adobe Flash® Player, and 
Adobe AIR®—organizations can achieve an unparalleled reach to process participants, inside and outside the 
firewall.


How LiveCycle helps the customer-facing employee
With LiveCycle, employees can increase their productivity by interacting with an intuitive and personalized 
composite view that aggregates data from multiple enterprise applications. For instance, as a financial advisor 
works on a customer’s case, the advisor can see all relevant customer information, with the different 
applications presented as individual components, called tiles. Each tile is displayed within the context of the 
task that the advisor is working on so. As the agent makes a selection in one tile—such as the client’s 
retirement account—all other tiles dynamically update with relevant information. This eliminates the need for 
the employee to learn different systems, or even to have to log in to each of them separately, to be able to 
make informed recommendations for the client’s investments.


Another key aspect to improving the efficiency of agents is through guided experiences. For example, instead 
of having 100 different scripts to choose from, a process automated with LiveCycle can provide a simple, 
dynamic, rules-driven interface that displays only those questions relevant to the customer’s profile and that 
prepopulates fields with answers previously provided. This reduces the time a customer has to stay on the 
phone and reduces the need for the agent to call the customer back later because of missing or inaccurate 
information. It also ensures that agents are following recommended scripts for suggesting products and 
services based on the customer’s needs, which increases revenues.


In situations where some customers encounter problems while using the web-based self-service tools, 
collaborative assistance with customer-facing representatives can be used to walk them through the data 
collection process. Collaborative assistance goes beyond simple text messaging by adding video, co-viewing, 
and co-authoring capabilities. 


Co-viewing allows organizations to assist their customers in real time by seeing what they are filling in and 
where they are having problems. Co-authoring involves the employee filling in the information on behalf of the 
customer. These capabilities ensure customers get their services in a timely manner.


Delivering better 
customer service  
while saving millions
Bank	MidWest,	a	
privately	held	financial	
services and bank hold-
ing company with almost 
$5 billion in assets, uses 
LiveCycle solutions to 
streamline a variety 
of processes, such as 
account openings, debit 
card delivery, and due 
diligence forms process-
ing. Since deploying 
LiveCycle,	Bank	MidWest	
has:
•	Achieved	savings	of	


more than $2.4 million 
across	Bank	MidWest	
subsidiaries


•	Realized	a	1,408%	ROI	
over a three-year period 
by automating due 
diligence and 
compliance forms 
processes


•	Slashed	time	to	process	
debit card requests by 
95%


•	Freed	employees	to	
engage with customers 
for increased upselling 
and cross-selling


•	Accelerated	time	to	
revenue with faster 
service delivery


“The automation 
supported by Adobe 
LiveCycle solutions is 
helping us to meet our 
customers’ needs more 
quickly and  accurately,” 
says Josh Laire, applica-
tion development 
integration manager for 
Bank	MidWest.	“And	that,	
in turn, is helping us meet 
our	growth	and	profit-
ability targets.”
Read the full story.



http://www.adobe.com/showcase/casestudies/dickinson/casestudy.pdf





7


To provide the most efficient service, the behind-the-scenes processes also need to be streamlined. A simple 
example is if a customer needs an appointment to come into the organization in person. LiveCycle can 
coordinate all the process steps involved, such as:


•	 Assigning	the	application	to	an	agent	for	review


•	 Scheduling	and	sending	confirmation	of	the	appointment


•	 Generating	a	checklist	of	documents	that	the	customer	needs	to	bring	


When the customer arrives for the appointment, these documents can be scanned and stored in a content 
repository, preventing the need to ask the customer for the same information later.


How LiveCycle helps the process owner
LiveCycle offers tools to streamline end-to-end processes by overlaying a visual process modeling layer on top 
of existing IT assets. All assets and resources involved, whether they are people, back-end systems, business 
rules, or electronic or paper content, are then coordinated with a powerful and scalable process engine. 
Organizations can improve process consistency and allocation of resources by enforcing policies in the 
automated process. Reminders, delegation, and escalation capabilities prevent important items from falling 
through the cracks and provide greater control to ensure processes are successful. 


LiveCycle also enables end-to-end management of process interactions, providing support for fully automated 
processes, as well as those that require personal interaction and collaboration. For example, a human resource 
(HR) recruiting process can receive resumes for an advertised position and immediately route them to the 
appropriate HR recruiters. As recruiters start inviting candidates for interviews, the recruiting process 
automatically creates a content space for each candidate that allows interviewers to collaborate by sharing and 
marking up documents, like the resumes, and posting and discussing feedback in online forums. Once a hiring 
decision has been made, the onboarding process can begin. Automated processes like this help organizations 
increase innovation and speed up process cycle times, with more effective collaboration in enterprise 
processes.


Using LiveCycle, organizations can ensure that their processes meet regulatory and organizational compliance 
requirements. Open standards formats like PDF/A support long-term archiving needs. The solutions also 
include the ability to more efficiently control content and provide auditability.


Since “you can’t improve what you can’t measure,” LiveCycle also offers line-of-business (LOB) managers 
complete visibility and control over their critical processes. The same process that they co-author or work with 
process analysts to visually design becomes executable, tracked, and annotated with real-time status. 
LiveCycle offers out-of-the-box process Key Performance Indicators (KPIs), plus the ability to view business 
KPIs, such as the number of credit accounts open in a region.


Companies can also improve visibility and track processes with real-time dashboards and alerts. This allows 
them to proactively manage customer service-level agreements as well as discover problem areas early on, so 
they can fix them.
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LiveCycle dashboards provide LOB managers with a customizable, visual  
representation of both process and business performance metrics.


How LiveCycle helps the IT manager
LiveCycle provides a model-driven application development environment that supports iterative design and 
implementation by people with various skill sets on the team, including business analysts, UI designers, and 
developers. The ease of use that LiveCycle provides allows business analysts to collaborate more effectively 
with IT, ensuring that the solutions will better reflect the requirements of the business as well as reducing 
demands for IT support later.


For example, business analysts can kick off a project by visually defining their processes, empowering them to 
take an active role in the project. They can also easily author forms with an intuitive visual design interface, 
ensuring that the form looks exactly the way they want it to, avoiding miscommunications with the IT team that 
can delay the process-improvement project. LiveCycle also provides a codeless UI development environment, 
so analysts can create fully functional RIA interfaces or use a RIA wizard to generate rich guides with no coding. 
These options make it simple for analysts to design not only process flows, but working and intuitive user 
interfaces as well.


Business analysts can quickly design process flows using Adobe LiveCycle Workbench ES2.
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Developers can also build applications faster with LiveCycle using a composition approach. Instead of building 
a large monolithic application, developers can easily create application components (tiles) that expose 
business logic from existing Flex® and HTML applications, extending the return on existing investments. 
Developers can work more effectively as a team by creating and testing different tiles in parallel, and later 
assembling them into an application. Tiles can also be stored in a catalog for sharing with others or for reuse in 
future projects. This approach also simplifies ongoing maintenance because developers can update and roll 
out one tile at a time, instead of having to redeploy and retest the whole application. 


LiveCycle also provides out-of-the-box skins, shells, and layout managers to help developers quickly create a 
variety of intuitive interfaces. Developers can also use their own skins, shells, and customized layout managers 
to brand the applications with their own look and feel.


And since most user-centric applications have to deal with a wide variety of content and sophisticated RIAs, 
LiveCycle enables developers to use an extensible set of document and RIA services, all from within the design 
tool, such as:


•	 Content	management	services	for	storing,	classifying,	managing	and	archiving	all	content	flowing	through	
processes. This is often needed for processes such as an RFP or RFQ, where all proposals need to be stored 
and managed as part of the entire process.


•	 Document	output	services	for	the	assembly	and	generation	of	PDF	and	PDF/A	documents	from	application	
data as well as various content in different formats. These services can be used for long-term archiving 
capabilities, managing regulatory filings at various stages in a process, or for creating personalized docu-
ments such as a welcome kit at the end of an account-opening process.


•	 Information	assurance	services	for	signing,	certifying,	and	validating	digital	signatures,	as	well	as	managing	
usage rights of sensitive documents in PDF, Microsoft® Office, or CAD formats. These prove the confidentiality 
and integrity of automated processes to meet regulatory compliance and to protect the business from 
malicious and non-malicious threats.


•	 RIA	services	for	creating	real-time	data-intensive	applications	that	work	in	online	and	offline	modes.	These	
services	simplify	data-management	problems	such	as	tracking	changes,	synchronization,	paging,	and	conflict	
resolution, all enabling developers to focus on core business logic, instead of worrying about data manage-
ment infrastructure.


With LiveCycle, companies can bring the power of all their back-end applications together by automating 
end-to-end processes that access them, while delivering intuitive user interfaces to help people work with 
them. LiveCycle RIAs, guides, forms, and processes all integrate seamlessly with enterprise applications, such 
as ERP, CRM, and ECM, extending the ROI of an organization’s existing technology infrastructure.


LiveCycle in action: Banque Pictet & Cie
One of the premiere banks in Switzerland, with more than 2,500 employees worldwide, Banque Pictet & Cie 
wanted to automate its administrative processes. “The solution,” says Gabriel Palmieri, workflow program 
project leader, “had to manage 300 administrative processes for 2,000 users, enable end users to create their 
own forms and processes while developing simple management rules, allow for offline work, and have a 
separate workflow engine that could be integrated into the bank’s existing information systems.” 


Additionally, the system had to employ a document format that allowed for encryption and exact reproduction 
for printing forms, display forms in less than three seconds, and facilitate migration of existing forms from print 
to digital format. All these requirements had to integrate seamlessly within the development environment and 
infrastructure standards of Pictet & Cie.


The company selected LiveCycle because of the ease and speed of development—users can create processes 
visually without intensive programming—and because the open architecture made it easy to integrate various 
back-end systems, including LDAP, databases, messaging, and external servers, to create streamlined, 
automated workflows. “This was very useful for us, for example, in reviewing the supply management process,” 
says Mr. Palmieri.







Thirty processes open to 700 users are currently operational on Pictet & Cie’s Adobe LiveCycle platform. For 
example, instead of having to walk to another location to consult the purchasing catalog, employees can now 
order from an electronic version on the company’s intranet, which then triggers the purchasing department to 
order the item. “This new purchasing process saves us 20 to 30 minutes on each of the 50 orders that are 
placed daily. We’ve made efficiency gains, which was the goal of the workflow implementation. This is an 
excellent example of ROI,” says Mr. Palmieri.


Read the full story.


Summary
With Adobe LiveCycle ES2, companies can deliver a more intuitive experience for external users, enable 
customer-facing employees to provide exceptional  customer service, increase organizational efficiency and 
agility so process owners can meet their business objectives, and help IT managers respond more quickly to 
business requirements. LiveCycle achieves these results by delivering a solution that offers lower total cost of 
ownership, superior flexibility and scalability, free and ubiquitous clients, and a standards-based framework for 
delivery.


To learn more about how your organization can benefit from LiveCycle solutions, visit  
www.adobe.com/products/livecycle/solutions/bpm.


Adobe Systems Incorporated 
345 Park Avenue 
San Jose, CA 95110-2704  
USA 
www.adobe.com


For more information
Product details 
www.adobe.com/
products/livecycle.
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Systems Incorporated in the United States and/or other countries. All other trademarks are the property of their respective owners. 


© 2009 Adobe Systems Incorporated. All rights reserved. Printed in the USA. 


91014621 9/09



http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=344857&loc=en_us

http://www.adobe.com/products/livecycle/solutions/bpm

http://www.adobe.com/products/livecycle

http://www.adobe.com/products/livecycle






Adobe  LiveCycle® Enterprise Suite 2 (ES2) White Paper


Adobe® LiveCycle® solutions for  
intuitive user experiences


Executive summary 
Businesses and government agencies have invested heavily in enterprise applications like enterprise resource 
planning (ERP), customer relationship management (CRM), and enterprise content management (ECM), but 
continue to struggle with finding ways to allow individuals to access and interact with the data stored within 
them. The basic web-based interfaces provided for many self-service applications are unintuitive and have 
limited capabilities, causing users to abandon them out of frustration. And people who need to interact with 
information from multiple applications to perform their jobs, such as financial advisors, procurement 
managers, and case workers, usually have to access and drill down on data from each application separately, 
reducing their productivity and impacting their ability to make informed decisions.


Self-service applications that include wizard-style guides or rich internet applications (RIAs) make it much easier 
for people to accomplish their tasks, whether it’s opening a new account, ordering parts from a supplier, or 
registering for a government service. Built-in intelligence and rich media options provide users with whatever 
level of assistance they may require, increasing their likelihood of success. RIAs can also be used to build 
employee productivity applications that deliver customizable, composite views of multiple applications, 
displayed within the context of the task they are accomplishing—all in a single, easy-to-use interface. 


With Adobe LiveCycle Enterprise Suite (ES2) software, organizations can easily build and deploy intuitive user 
experiences, using flexible, scalable guides and RIAs to help increase customer satisfaction, improve the 
quality of decision making, and achieve a lower total cost of ownership.


Introduction
The importance of providing customers with a positive user experience is not a new one. “Service with a 
smile,” “100% satisfaction guaranteed,” and “The customer is always right” are all classic examples of ways 
companies have incorporated this concept into their business practices when dealing with customers in 
person, by mail, or on the phone. However, as business activities have increasingly moved online, many 
companies have struggled with how to provide their customers with a similar positive experience.


The quality of the user experience isn’t just important for customers. Employees—from senior executives to 
call center representatives—need to be able to get the information they want, when and how they want it or 
they can end up making poor decisions and delivering substandard customer service.


While many companies have invested heavily in their back-end systems to increase efficiencies, technical 
limitations have prevented them from creating user interfaces that are dynamic, personalized, and easy to use. 
Adobe LiveCycle ES2 helps organizations build RIAs that make it easier for people to access and interact with 
information from existing business applications for a more efficient and satisfactory experience from beginning 
to end.


Challenges facing organizations today
Businesses and government agencies have invested heavily in enterprise applications like ERP, CRM, and ECM. 
These applications contain a wealth of information about customers, partners, employees, and constituents. 
Many organizations have created web-based front ends to give people who don’t directly use these 
applications the ability to work with the information stored in them. However, these interfaces have not been 
widely adopted because many are simply not that easy to use.
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For example, one of the areas where organizations have struggled is with self-service applications such as 
account enrollment and servicing, eMortgages, product selection, and supply chain ordering. Many 
organizations currently provide online forms, in PDF or HTML, which are fine for simple processes. But, when 
the process is more complex, users become frustrated and often abandon it mid-stream. For instance, a person 
may be applying for a new investment account and, partway through, realizes he needs to provide financial 
information that he doesn’t have time to gather right at the moment. If the system doesn’t have the ability to 
retain the information already entered, he’ll have to re-enter it the next time he logs in—a time-consuming 
and frustrating experience. 


The situation is further complicated by the fact that different people have different levels of comfort and 
knowledge with different types of processes. A prime example would be filing taxes online—unless you’re a 
certified accountant, an electronic replica of a paper tax form isn’t going to provide much value. Many people 
need to be walked through the process step by step. On the other hand, someone who fills in the same type of 
information all the time—for example, an insurance broker completing an application on a customer’s 
behalf—probably doesn’t want to waste time going through multiple screens when it is easier to scroll through 
a familiar document-based form.


Employee productivity applications are another area where the user experience is often less than ideal. These 
are applications like a financial advisor’s desktop, a sales workplace, or a case management application. In 
these situations, people need to bring together information from multiple applications—both internal and 
external to the organization—to fully understand a given situation so they can provide appropriate advice and 
make more effective decisions. Currently, users often need to move back and forth between different 
applications to interact with and update each separately, reducing productivity and introducing costly delays 
and errors into the process. 


Another challenge is giving business users the ability to customize their views for their own habits, working 
styles, and preferences—for example, people in different roles at the same company may need to interact with 
different applications at different times. If they can’t add, remove, or rearrange these applications themselves, 
they’re forced to call on IT resources for assistance, which then takes those people away from activities that 
could add more value to the organization.


One type of employee productivity application where the front end is especially important is real-time 
dashboards, like those used for supply chain management, patient tracking in hospitals, monitoring call center 
volumes, and financial desktops. These applications need to aggregate high volumes of data from multiple 
sources to increase visibility into business performance and unusual conditions. Systems need to respond 
automatically to situations based on predefined criteria or to send alerts to managers, enabling organizations 
to act more quickly on critical issues—for example, dealing with a report of a workplace accident.


To respond to all these challenges, companies and agencies can develop intuitive user experiences using 
wizard-style guided navigation or fully interactive RIAs that easily integrate with the organization’s existing 
processes and technology infrastructure.


How your customers can benefit from more intuitive user experiences
When it comes to self-service applications, guides and RIAs help people accomplish the task they’re trying to 
do by providing step-by-step assistance—increasing their likelihood of a successful transaction.


Here are some additional ways the experience can be made more intuitive:


•	 Prepopulate	fields	with	existing	data,	saving	users	from	having	to	repeat	the	same	information	multiple	times	
and reducing the risk of errors.


•	 Ask	only	questions	that	are	relevant	to	an	individual’s	situation	and	automatically	skip	sections	that	don’t	apply.


•	 Include	rich	media	(for	example,	how-to	videos,	contextual	help)	that	offer	people	a	variety	of	ways	to	
understand the process.


•	 Incorporate	live	voice	or	text	chat	with	experts	who	can	answer	questions	and	solve	problems	on	the	spot.


•	 Present	real-time	data	to	facilitate	time-sensitive	processes	and	help	people	make	better	informed	decisions.


Making government 
more intuitive
Government agencies  
have particularly 
struggled when it comes 
to using  technology 
to deliver services 
to  constituents. The 
primary reason is that 
the technology they’ve 
invested in was designed 
to streamline back-end 
processes, not to help 
the person who is trying 
to apply for benefits or 
file tax returns. But as 
citizens have become 
more accustomed to 
the conveniences of 
e-commerce, online bank-
ing, instant messaging, 
mobile communications, 
and other technologies 
that give them the infor-
mation they need, when 
they need it, the idea of 
filling out dozens of forms 
by hand (even when the 
forms are available online 
to download) or providing 
the same information 
repeatedly has become 
unacceptable.
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•	 Operate	in	online	and	offline	modes	for	greater	convenience	and	to	support	occasionally	connected	
environments (for example, insurance adjusters in the field).


•	 Maintain	a	persistent	state,	so	that	any	changes	made	by	the	users—such	as	customizing	the	layout,	creating	
new views, or drilling down into information—are retained for future sessions.


When it comes to employee productivity applications, RIAs can aggregate multiple applications—from internal 
and external systems—into a single, customizable view so users have better insight into a situation. The 
various applications can include context so they automatically respond to changes in common parameters. For 
example, a financial advisor reviewing a client’s portfolio in one application can click a specific stock symbol 
and another application that displays performance data will automatically drill down to that same stock.


RIAs can also incorporate highly interactive, graphical displays of information into powerful dashboard 
applications that offer business users real-time, deeper, and more meaningful data analysis.


How your organization can benefit from more intuitive user experiences
Organizations that provide guide- and RIA-based interfaces for their self-service applications are giving 
employees, customers, and partners greater flexibility to interact with them in a variety of ways, which, in turn, 
increases their level of satisfaction. By integrating these interfaces with other channels of interaction—online, 
offline, in person, or in print— organizations can also deliver a single solution that meets the different 
preferences and requirements of individuals. 


Data captured via a guide or RIA can also integrate with data from other service channels, including paper, call 
centers, the web, in person, and mobile devices. For example, one customer may apply for a new investment 
account online using an RIA, another fills in a PDF form and prints it out with a barcode to mail in, while yet 
another works directly with a bank representative to set up the account. In all cases, the data follows the same 
process once it is submitted, eliminating redundancies that can result in costly delays and errors.


RIAs and guides can also be integrated with documents where desired, such as giving more experienced individuals 
who don’t need to be walked through a process—for example, a call center representative—direct access to a PDF 
form, or for when a document is generated as a final step in a process, like contract terms and conditions. 


By deploying more intuitive interfaces, organizations can also improve efficiencies and decrease costs 
associated with manual, paper-based processes. By eliminating redundant, routine tasks such as rekeying data 
into multiple back-end systems, employees can devote their time to activities that have a greater impact on the 
business. And by making processes easier for users, companies and agencies can reduce call center costs, since 
customers won’t need to call as often.


For employee productivity applications, RIAs help knowledge workers be more productive and make better 
quality decisions because information can be aggregated from multiple sources and displayed within the 
context of the task they are accomplishing—all from a single, easy-to-use interface. Users don’t have to be 
constantly opening up separate applications and drilling down on information in each one to try to figure out 
the relationships between them—any action taken on one application, such as updating data, will 
automatically and instantly update the other applications, reducing the need for users to repeat the same 
actions over and over.


The best RIA-based productivity applications also empower business users to customize their interfaces to suit 
their specific needs and preferences, freeing up IT resources for more value-added activities.


Why Adobe LiveCycle ES2?
Adobe LiveCycle ES2 helps companies deliver easy-to-use, personalized, and interactive applications that 
connect to automated processes, improving customer self-service and employee productivity, which increases 
adoption and satisfaction.


Self-service applications
LiveCycle solutions offer users highly engaging experiences that simplify the process of submitting data online. 
They integrate with the full spectrum of LiveCycle ES2 solutions, giving organizations a one-stop shop of data 
capture options, from full RIAs to guided navigation to basic PDF forms—all built from a single extensible platform.


Health care help
A leading provider of 
technology services to 
the health care  industry, 
Acesis, Inc. used  LiveCycle 
to develop Point-of-Care, 
an innovative system for 
physicians to capture and 
access clinical patient 
information using either 
an Adobe AIR™ based 
desktop interface or a 
web-based RIA.
As doctors examine 
patients, the application 
dynamically responds to 
the data being entered. 
For example, if the doctor 
notes the presence of a 
heart murmur, the Point-
of-Care system auto-
matically displays fields 
related to that condition. 
“The dynamic nature of 
Acesis forms promotes 
quality, enhances 
 efficiency of data 
capture, and expands 
the  functionality of office 
staff,” says Stephanie 
Bloom, MD, chief  medical 
officer at Acesis.


Automating the 
payment process
Optimal Payments, a 
global provider of propri-
etary payment processing 
services, developed an 
RIA-based recurring bill-
ing tool using  LiveCycle. 
This tool includes a 
form-based interface 
for merchants to enter 
customer billing data, 
automatically generates 
an e-mail to customers 
when a transaction has 
occurred, and provides a 
visually rich dashboard 
for analysts to drill down 
on billing records.
Read the full story.



http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=367741&loc=en_us

http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=342733&loc=en_us
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With Adobe LiveCycle ES2, developers can build compelling, rich application interfaces quickly with minimal 
coding using a graphical design environment. Applications can include built-in intelligence, such as data 
prepopulation and dynamic fields, as well as rich media options like video and animations, to provide users 
with whatever level of assistance they need. And because of the speed and ease of development, companies 
can increase their agility so they’re better able to respond to changing market conditions.


The solutions also support real-time collaboration in a variety of ways:


•	 Applications	can	include	voice	and	chat	options	so	users	can	connect	with	an	organization’s	call	center	to	get	
assistance on the spot.


•	 Multiple	people	can	browse	and	interact	with	applications	simultaneously,	such	as	allowing	different	users	to	
fill	in	different	fields	in	a	guide.


•	 Data	can	be	automatically	pushed	out	in	real	time	to	enable	alerts	and	notifications.


This RIA provides customers with a guided navigation experience to help them file an insurance claim on their  
own, as well as the ability to chat with a company representative at any time if they have additional questions.


LiveCycle based RIAs and guides can be deployed with free Adobe Flash® Player and Adobe AIR clients, increasing the 
reach and adoption of the solutions. For example, in April 2009, the Polish Ministry of Finance deployed a LiveCycle 
solution that provides citizens with an AIR interface for downloading, completing, and submitting their tax forms. 
Within two days of going live, the number of electronic forms submitted surpassed the total number for all of 2008.


Applications built with LiveCycle are more robust and less intrusive because of its high quality control 
capability. And because LiveCycle integrates with existing enterprise and web application infrastructures, it’s 
also easier to incorporate it into existing solutions.


Employee productivity applications
With LiveCycle ES2, organizations can deliver intuitive, user-centric applications to business users, allowing 
them to be more productive in their daily work. Developers can extend existing enterprise applications by 
exposing their business logic and user interfaces into application “tiles.” These are context-aware user interface 
application components that can then be assembled to create unified customizable views that best suit the 
user’s work habits and specific needs. 


Business users access the tiles through rich, customizable views that allow them to interact with each 
application in a single interface. Because they don’t need to sign into multiple applications and drill down to 
each one separately, their productivity is increased.


Not just a pretty  
(inter)face
Atlanta-based MFG.com, 
the world’s largest online 
marketplace for the 
manufacturing industry, 
uses an Adobe-based 
RIA to help buyers and 
sellers around the world 
connect with each other 
and complete complex 
transactions. In addition 
to the intuitive experi-
ence provided, LiveCycle 
enables the solution to:
•	Push	massive	amounts	


of data out to the user, 
including changes as 
they happen in real time


•	Convert	3D	CAD	data	to	
2D PDF format for easier 
sharing and 
collaboration


•	Protect	valuable	
intellectual property 
using policy-based 
rights management


“Together, Adobe Live-
Cycle Enterprise Suite and 
Adobe Flex® are uniquely 
positioned to deliver a 
scalable, compelling, 
easy-to-use environment 
that eliminates the tech-
nical barriers to doing 
business globally.”
- David Crowder, senior 


vice president of 
 technology, MFG.com


Read the full story.


The client advantage
Adobe Flash Player 
and Adobe AIR are free 
software that work on 
most major platforms 
and operating systems, 
enabling anyone inside 
and outside the organiza-
tion to participate in Live-
Cycle based solutions. 
Flash Player is already 
familiar to millions of 
users—it’s currently 
deployed on more than 
99% of Internet-enabled 
desktops—reducing 
training, support, and 
maintenance require-
ments. And AIR allows 
organizations to deliver 
branded RIAs on the 
desktop, giving them 
more capabilities than 
are available in a browser, 
as well as offering the 
flexibility to work online 
or offline. 



http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=391732&loc=en_us
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Make better decisions


With this LiveCycle ES2 application, an insurance underwriter can see the full risk profile for  
a potential customer to decide whether to approve the request for coverage.


Less training is required for new employees as well, because the LiveCycle application can provide a very 
intuitive experience, eliminating the need for employees to learn all the features and navigation systems of 
each of the underlying source system—the new user interface gives them only what they need from the 
back-end systems. Also, because the applications maintain a persistent state, any changes made by users—
such as customizing the layout, creating new views, or drilling down into information—are retained, so they 
don’t need to repeat the same steps every time they return to the application.


From an IT point of view, LiveCycle uses a composition approach to enable developers to build applications 
faster. Instead of building a large monolithic application, developers can easily create application components 
(tiles) that expose business logic from existing Flex and HTML applications, extending the return on existing 
investments. Developers can work more effectively as a team by creating and testing different tiles in parallel, 
and later assembling them into an application. Tiles can also be stored in a catalog for sharing with others or 
for reuse in future projects. This approach also simplifies ongoing maintenance because developers can update 
and roll out one tile at a time instead of having to redeploy and retest the whole application.


The solutions include out-of-the-box skins, shells, and layout managers to help developers quickly create a 
variety of intuitive interfaces. They can also use their own skins, shells, and customized layout managers to 
brand the applications with their own look and feel.


Because LiveCycle ES2 includes an intuitive design environment for building custom interfaces, business 
analysts are empowered to collaborate more effectively with developers, helping to ensure that the 
applications fully meet the requirements of the business. It also makes it easier for analysts to make their own 
modifications to existing applications, reducing the demand on IT resources.


For dashboard applications, LiveCycle ES2 can incorporate rich media, such as video and animations, and 
handle large datasets with greater efficiency, providing an optimized user experience.


Extend the value of your technology infrastructure
Many companies’ existing applications were built with a system-centric view of data (for example, business 
intelligence applications). LiveCycle solutions expose critical functionality of back-end systems through 
easy-to-use interfaces that are readily available for end users, which in turn increases adoption rates of these 
applications both internally and externally. They can also improve employee productivity by rejuvenating 
enterprise applications and portals.


LiveCycle ES2 also enables organizations to easily connect these RIAs to back-end processes so that they can 
manage complete end-to-end processes. This also allows organizations to address their biggest pain points 
first—achieving a rapid return on their investment—and to build on the platform at their own pace. 


An example of the value 
of context awareness
A procurement manager 
can use a LiveCycle 
procurement application 
that contains tiles for 
current inventory levels, 
product specifications, 
vendor information, and 
standard documents 
such as contracts and 
forms. The inventory tile 
displays a dashboard 
alerting the manager 
that a part is running 
low. When the manager 
clicks the part, all the 
other tiles in the view are 
immediately refreshed 
to show additional data 
about the part, such as 
detailed specifications 
from the product lifecycle 
management (PLM) 
system, current or pend-
ing product changes, 
and lists of appropriate 
or preferred suppli-
ers. By having all this 
information in one view, 
the manager can easily 
select the right suppliers 
and kick off the request 
for quotation process to 
source it.
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LiveCycle ES2 solution: Customer acquisition use case


Account enrollment example
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Adobe LiveCycle ES2 helps organizations improve customer experiences and employee productivity by capturing, visualizing, and exchanging 
critical business information through integrated rich application interfaces, secure documents, and automated business processes.


Adobe LiveCycle in action
Every day, the London Borough of Southwark handles up to two million citizen requests for services ranging 
from issuing parking permits to providing housing and employment assistance. A standard application for 
registering a resident for housing benefits can be 45 pages long and require entry of more than 1,000 data items.


The innovative organization recognizes that improving citizen services requires more than putting basic forms 
online. “It’s not just about posting online forms and promoting citizen self-service,” explains Dominic Cain, 
head of client services in Southwark. “It’s also about looking at ways to work smarter and more efficiently to 
meet residents’ varied needs. In some cases, it makes perfect sense to put materials online. But for more 
complex services, it’s better to adopt more intuitive, integrated tools.”


In partnership with Vangent, Limited, a U.K. provider of services and technology, the borough used Adobe 
LiveCycle to develop their One Touch application, which automates the process for registering citizens for 
services. The solution provides an intuitive RIA based on Adobe Flash technology that connects smoothly with 
the borough’s SAP, Oracle, and other legacy systems.


Since implementing One Touch, the borough has:


•	 Increased	three-fold	the	number	of	services	that	many	citizens	access


•	 Reduced	the	number	of	calls	citizens	make	for	services	from	five	to	one


•	 Saved	$1.7	million	by	automating	service	processing


•	 Accelerated	processing	of	some	complex	benefits	requests,	such	as	housing	benefits,	from	36	days	to	1	day


•	 Accelerated	employee	training	for	complex	benefits	processing	from	2	years	to	as	little	as	2	days







“The combination of Adobe LiveCycle ES and the Adobe Flash Platform is ideal for linking information and 
processes,” explains Adrian Blair, head of professional services and ICT (Information and Communication 
Technology) at Vangent. “With Adobe Flex, we can build a rich client interface that runs in the ubiquitous 
Adobe Flash Player to make it easy for service representatives to capture information from residents and 
identify the types of services needed. Adobe LiveCycle ES can then quickly move new data, and data already in 
systems, into the appropriate forms for fulfillment.”


Read the full story.


Conclusion
With Adobe LiveCycle ES2, companies can quickly and easily create highly intuitive user experiences to provide 
superior customer service, simplify processes, and improve the quality of decision making. LiveCycle achieves 
these results by delivering a solution that offers lower TCO, scalability, ubiquitous clients, and a standards-
based framework for delivery.


To learn more about how your organization can benefit from LiveCycle solutions for intuitive user experiences, 
visit www.adobe.com/products/livecycle/solutions/realtimedatastreaming/index.html.


Adobe Systems Incorporated 
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USA 
www.adobe.com
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For more details about 
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Adobe LiveCycle® Enterprise Suite 2 (ES2) White Paper


Adobe® LiveCycle® ES2 solutions for  
communications management


Executive summary 
Businesses and government agencies face multiple challenges when it comes to communicating effectively 
with their customers, partners, employees, and constituents. For user-driven communications, like 
correspondence, the main issues are improving employee productivity, tailoring messages effectively, and 
ensuring consistency across channels. For system-generated communications, such as statements and 
purchase orders, multichannel consistency and effective householding management are both critical. In all 
cases, moving people off paper has been especially challenging due to concerns about security and long-term 
retention. 


Companies that implement robust communications management solutions can provide measurable business 
benefits to both their customers and themselves. By offering more options for accessing information, delivering 
communications that are better tailored to a recipient’s unique needs, and improving the ability to track and 
audit communications, organizations can deliver superior customer service, enhancing their corporate brand.


LiveCycle ES2 software enables organizations to automate the generation of personalized electronic and paper 
documents so they can deliver standards-based, more secure communications to all stakeholders to achieve 
higher margins, increased loyalty, and a lower total cost of ownership (TCO).


Introduction
Businesses and government agencies collect more information on their customers, partners, and constituents 
than ever before. Multiple systems contain years’ worth of data that includes personal and financial 
information, behavior patterns, and transaction histories. With so much detailed information available, why do 
organizations have so much difficulty managing their communications? And how can they make them better?


This paper discusses several challenges facing enterprises today, from catering to individual preferences to 
protecting the integrity and confidentiality of data to integrating multiple back-end systems. It then details how 
Adobe LiveCycle solutions for communications management can help address these issues. 


Challenges facing organizations today
Customer communications can be grouped into two major categories: user-driven and system driven.


User-driven communications
User-driven communications are those that require personal input. A common example is customer 
correspondence. While parts of the document may include standard blocks of text that reside in corporate 
databases, often additional language must be included that refers to a specific situation for the recipient. For 
example, when a customer service representative is sending out a letter after having a phone discussion with a 
client, he or she may need to refer to the particular points that came up in the conversation. In these situations, the 
primary challenge is increasing employee productivity. Retyping that same information over and over again is not a 
good use of an employee’s time. It also opens the door for errors, which could cause problems down the line.


Another example of user-driven communications is a welcome kit that a customer receives after signing up for a 
new product or service. This gives the company an opportunity to upsell or cross-sell other products, but often 
the offers have no relevance to the customer because the company has no way to tailor the message to the 
previous action. For example, someone who is no longer in school may still receive an offer for a student credit 
card. Not only does this not create new business for the company, it can annoy customers and erode goodwill.
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Making messages consistent, regardless of the channel delivering them, is critical. Customers become 
frustrated when they get one answer from one representative and a different answer from another (or from a 
mailing they receive).


Some communications also require input from other employees or external parties, so finding a way to 
integrate review and approval processes to improve customer responsiveness or to institute a more secure 
process for effective collaboration on sensitive information may also be required.


System-driven communications
The second main form of communications is system generated. These can include ongoing communications, 
such as statements, invoices, purchase orders, and contract renewals, which are often generated in high 
volumes, either on demand or via batch processing. They can also include communications that are generated 
as part of a self-service process in which someone initiates an event—for example, opening a bank account—
and, at completion, receives various documents including legal terms and conditions, help resources, contact 
information, and recommendations for related products and services. 


One of the main challenges here is to create consistent multichannel communications. Organizations want to make 
sure that customers are receiving the same information in the mail, online, by fax, or via a company representative, 
whether in person or on the phone. This can be difficult when data is spread across multiple transactional 
systems, each of which has its own methods of document generation, resulting in inconsistent service levels.


Another challenge is making householding more efficient by consolidating communications so customers 
don’t receive multiple redundant mailings. These are not only costly to the company, but they also annoy 
customers—for example, when spouses each receive an offer for the same insurance product on the same day.


Paper vs. electronic communications
One of the greatest challenges facing businesses affects both user-driven and system-driven communications: 
trying to move people off paper to electronic communications. Paper documents are expensive and inefficient to 
print, store, distribute, update, and archive. But even despite the current high levels of support for “green” 
initiatives, it’s very difficult to get people to give up their paper copies of important documents.


Most people remain concerned about the security of their personal information on the Internet. Even though 
the risk of compromise is much greater for paper documents, there’s a perception that electronic information is 
less secure. (It doesn’t help when stories are published about a single hacker who has gained access to millions 
of supposedly secure credit card records.) While this concern is largely generational—younger people are 
much more comfortable with sharing data electronically—it will be a long time before organizations can take 
this comfort level for granted.


The problem isn’t only security though. Many people who frequently bank and shop online still feel the need 
to have a hard-copy backup of their transactions because they’re not confident about the long-term availability 
of this information online. Even when they can save digital copies to their own computers, they know that a 
single hard-drive crash can result in a permanent loss of those files. 


Finally, organizations must be able to track their communications for quality management, compliance, and 
analysis purposes. Paper documents get misplaced, and recording information about communications is 
usually a manual process. There’s often a lack of consistency in the information that is collected as well. 
Companies also need to provide confidentiality and integrity of sensitive information when working with 
supply chain partners to successfully collaborate on new products and services and to promote innovation.


To address all these challenges, organizations need to institute comprehensive communications management 
solutions that will benefit both their clients and their bottom lines.


How customers benefit from better communications management
When implementing customer communications solutions, companies must take stock of the various ways they 
actually communicate with their customers and ensure that any chosen solution will support the full range: 
online, call center, in person, through invoices and statements, and so on. Doing so can help organizations 
provide better customer service and lower the TCO of the solution, whether they’re dealing with customers, 
prospects, partners, suppliers, or citizens (in the case of government agencies).
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To use the previous example of a person opening a new bank account, by providing a self-service option, 
companies are offering customers the choice of how they want to do business—in this case, one that will be much 
faster and more convenient for the individual. An effective communications management solution will takes this 
scenario one step further by helping to ensure that people get the most consistent, accurate, and up-to-date 
information, regardless of which channel they use. So, for example, if the customer opens an account online and 
receives a welcome package with a special offer for another product, he or she might choose to call the company 
to get more information or visit a branch to talk to a manager in person. If the company’s communications 
management system is working properly, the representative on the phone or in the office should be able to 
immediately access the same information that the customer received, saving that person from needless repetition.


The same applies to giving people different options for the communications format. As mentioned previously, 
some people still want to receive hard copies of communications in the mail; others have come to expect 
dynamic online experiences.


Companies can also provide better service when they produce higher quality documents. Most organizations 
have invested heavily in enterprise applications that generate their own standard documents such as packing 
slips and invoices. Often, however, the restricted format of these documents makes it difficult for recipients to 
make sense of the content. Simply by improving the look and feel of these important documents, companies 
can display their commitment to good customer communications.


Documents generated by back-end transactional systems are often static, poorly formatted, and difficult to read.


Organizations can improve customer service by providing professional-looking, highly formatted, and dynamic documents.


Improving constituent 
communications
Communications 
management is an 
essential element for 
government agencies 
that want to provide 
services more effectively 
to their constituents. 
For example, after the 
London Borough of 
Southwark implemented 
a new Adobe LiveCycle 
module to process citizen 
requests for everything 
from library cards to 
housing assistance, 74% 
of the citizens who had 
services initiated through 
the system ended up 
accessing at least three 
services, instead of the 
single service to which 
they initially thought they 
were entitled.
Read the full story 
at www.adobe.com/
cfusion/showcase/index.
cfm?event=casestudydet
ail&casestudyid=619360
&loc=en_us.



http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=619360&loc=en_us.

http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=619360&loc=en_us.

http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=619360&loc=en_us.

http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=619360&loc=en_us.

http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=619360&loc=en_us.
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Digital documents can provide stronger security than paper, so they can better maintain the confidentiality and 
integrity of sensitive information even in transit. To achieve this goal, companies should consider systems that 
build security right into the solution so that it travels within the communications management framework and is 
not simply bolted on or stitched in from a third party. The solutions should also support secure communications 
best practices to reduce the risk of data loss and encourage greater collaboration and innovation.


With electronic documents, companies can also assist customers by turning one-way communications into 
two-way. For example, a credit card company could send interactive PDF statements (iStatements) that include 
embedded rich Internet applications (RIAs) to provide enhanced capabilities, such as chat/voice options that 
let customers get immediate assistance if they have questions. Special offers can also be tailored based on a 
customer’s purchase history, with the iStatement providing a means to act on it. Say, for instance, the customer 
previously purchased a pair of skis. The iStatement could contain a button that enables the person to book a 
room at a nearby ski resort for a special weekend rate.


In addition, as consumers become more interested in reducing the amount of energy usage and carbon 
footprint involved in producing, copying, and distributing paper, electronic documents give them an 
opportunity to make a positive impact on the environment.


How organizations benefit from better communications management
By personalizing and targeting communications more effectively and promoting consistent communications 
across channels, companies can improve customer service, differentiate themselves from competitors, and 
improve their brand image. This, in turn, increases customer loyalty and trust, which translates into more 
profitable, long-term relationships.


Organizations also benefit from increased efficiencies by streamlining the handling of high-volume document 
generation through improved template management and a reduction in the need for maintenance resources. 
Additional cost savings result from lower call-center activity as well as from reducing paper-related expenses 
for printing, mailing, and archiving.


Other benefits of electronic documents include on-demand access, support for corporate environmental 
objectives, and the ability to add enhanced security controls that help companies reduce the risk of lawsuits or 
regulatory penalties that can result from the compromise of sensitive information.


By integrating with existing marketing and lead management systems, companies can include targeted, 
personalized messaging in digital communications—such as tailoring upsell and cross-sell offers to customer 
behavior patterns and preferences—improving campaign ROI by increasing conversion rates. 


Finally, an effective communications management solution provides organizations with a clear audit trail of 
sensitive or regulated customer communications information, strengthening their compliance posture.


Why Adobe LiveCycle ES2?
Adobe LiveCycle ES2 solutions for communications management help companies engage customers, improve 
operational efficiencies, and reduce costs by automating the generation of personalized electronic and paper 
documents. They offer companies a variety of capabilities that enable them to achieve faster time to value. 
They also allow business analysts to collaborate more closely on design layout with IT teams, helping to ensure 
that the documents are meeting the organization’s communications objectives.


Developers can easily manage and update content and templates using an intuitive template design interface 
and reusing various components, such as fields and rules, across projects. Because LiveCycle integrates with 
back-end systems using XML, the flow from data capture to document output comes from the same schema, 
so the same templates can be used for input and output as well as for print and digital delivery. Changes can be 
made in house, reducing TCO. PDF Portfolios, which can include multiple types of content, can be 
automatically generated, assembled, and disassembled, allowing total flexibility and personalization. The 
solutions also make it easy to provide searchable communications output via Adobe Acrobat® and Reader® 
software, so recipients can quickly find what they’re looking for.


One solution,  
multiple options
Poste Italiane, a lead-
ing services company 
in Italy, chose Adobe 
LiveCycle to redesign its 
billing process. Although 
a primary goal was to 
eliminate paper from the 
process, they recognized 
that some customers still 
wanted to receive hard 
copies of their bills. By 
using LiveCycle to create 
a single design for the 
bills, they can generate 
PDF versions for online 
access as well as mail out 
identical printed copies 
to those who prefer that 
option.
Read the full story 
at www.adobe.com/
cfusion/showcase/index.
cfm?event=casestudydet
ail&casestudyid=380422
&loc=en_us.



http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=380422&loc=en_us

http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=380422&loc=en_us

http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=380422&loc=en_us

http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=380422&loc=en_us

http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=380422&loc=en_us
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A PDF Portfolio streamline communications.


By simplifying and accelerating application development, organizations can become more agile, making them 
more capable of responding to changing customer demands and competitive threats which isespecially 
important in an environment of increasing mergers and acquisitions.


LiveCycle solutions are unique in that they are the only offerings on the market that let organizations take 
advantage of a complete spectrum of communications options that can scale as necessary: from paper to 
interactive, from on demand to batch processing, and from user-driven to systems driven. This breadth of 
options means that organizations can use the most efficient and effective forms of communication for each 
situation, without costly investments in multiple, incompatible technologies. Another benefit of the LiveCycle 
approach is that all communications stakeholders—inside and outside the organization—can have access to 
the same information for real-time viewing and exchange. This reduces the possibility of miscommunication 
that can damage customer relationships.


LiveCycle can enable Adobe Flash® software within PDF natively to provide richer experiences, such as the 
ability to provide interactive, two-way communications exemplified by the iStatements discussed previously. It 
also builds security into the solution, incorporating a wide range of capabilities. Digital signatures, encryption, 
certified documents, and policy-based rights management help protect personally identifiable information, 
sensitive information, and other corporate confidential information, limiting risk due to unauthorized access or 
fraud.


With LiveCycle, organizations can make sure that their communications meet regulatory and organizational 
compliance requirements. Open standards formats like PDF/A support long-term archiving. The solutions also 
offer the ability to more efficiently control content, manage structured creation processes, and provide 
auditability. Using LiveCycle, one major U.S. financial firm reported that the time spent on manual review was 
slashed 95%, from almost 16,000 staff hours annually to less than 100. 
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Business managers can create and manage a library of correspondence templates, initiating procedures for review and approval of content, 
templates, and specific letters.


Summary of benefits
With Adobe LiveCycle ES2 solutions for communications management, organizations can:


•	 Achieve	a	lower	TCO	for	communicating	with	customers	by	offering	a	one-stop	shop	for	delivering	paper	and	
electronic document services consistently across any channel, including online, over the phone, and in person


•	 Extend	collaboration	and	communication	to	all	required	stakeholders,	including	customers,	partners,	and	
suppliers


•	 Increase	customer	loyalty,	margins,	and	upsell	and	cross-sell	opportunities	with	more	personalized	and	
targeted communications


•	 Deliver	standards-based	and	more	secure	communications	using	PDF	for	document-based	communications	
and Adobe Flash for more intuitive and interactive online experiences


•	 Support	high-volume	communications	for	improved	enterprise	performance


•	 Decrease	hard	costs	by	streamlining	processes	and	reducing	paper	output	


•	 Leverage	a	scalable	solution	that	allows	communications	options	to	grow	with	the	business


“We also save $900 on 
postage by e-mailing 
1,800 more documents 
rather than using tradi-
tional mail methods. The 
overall result is an annual 
cost savings of $80,780.”


—Jeff Monico, National 
performance reporting 
manager, Star Track Express


Read the full story 
at www.adobe.com/
cfusion/showcase/index.
cfm?event=casestudydet
ail&casestudyid=381346
&loc=en_us.



http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=381346&loc=en_us

http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=381346&loc=en_us

http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=381346&loc=en_us

http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=381346&loc=en_us

http://www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=381346&loc=en_us
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LiveCycle ES2 solution: Customer acquisition use case


Account enrollment example
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Adobe LiveCycle ES2 helps organizations improve customer experiences and employee productivity by capturing, visualizing, and exchanging 
critical business information through integrated rich application interfaces, secure documents, and automated business processes.


LiveCycle in action
Natexis Banques Populaires, a global investment financing, investment banking, and services bank is a leader 
in the financial services industry for developing value-added technology solutions. “The basic principles are 
clearly defined,” says François Schotte, marketing and communications director for Natexis Banques 
Populaires’ Financial Services. “Our goal is to simplify the customer relationship with banks by giving 
customers more streamlined interactions and request management via the web.”


The bank chose Adobe solutions for communications management to address their full spectrum of 
requirements. This included converting paper forms into electronic ones and making the same online services 
available to internal staff as well. “We wanted our sales and marketing staff at branches to use the same tool as 
our customers,” says Schotte. 


Another critical concern for the bank was ensuring a high level of security for online transactions. “It was 
evident that Adobe Portable Document Format (PDF) was the best solution because the format helps 
guarantee the integrity of product catalogues and contracts published and distributed online,” says Schotte. 
“Digital versions are reliable and are true to the printed versions, strengthening the security of online services 
and reducing the potential that customers could misuse contracts on paper.”


One of the benefits of using Adobe is the ease of creating professionally formatted templates, even by 
nontechnical staff. “The design work was simplified thanks to the user-friendly, WYSIWYG interface,” says 
Schotte. “Our templates are created in iterations, so we can validate new documents very quickly and offer the 
broadest range of online documents possible.”


The Adobe solution also helps the bank with its version management and archiving needs. “The customer can 
rest assured that the online version is the latest version, and this reduces operating risks and improves service 
quality,” says Schotte.


Adobe Solution 
Accelerators
Based on our long history 
of deploying successful 
implementations with 
our customers, Adobe 
now offers Solution 
Accelerators that are 
designed to be extended 
and customized by 
customers and partners. 
With these Solution 
Accelerators, you can 
reduce the development 
time and increase the 
quality of your enterprise 
applications.
Solution Accelerators 
for communications 
management include:
•	Correspondence	


management: Help 
ensure that automated 
correspondence is 
accurate, compliant, and 
more secure


•	eSubmissions:	Create	
auditable review, 
commenting, and 
approval workflows for 
electronic regulatory 
submissions


For more informa-
tion, visit the LiveCycle 
Developer Center at 
www.adobe.com/devnet/
livecycle/solution_accel-
erators.html. 



http://www.adobe.com/devnet/livecycle/solution_accelerators.html

http://www.adobe.com/devnet/livecycle/solution_accelerators.html

http://www.adobe.com/devnet/livecycle/solution_accelerators.html





The first version of LineBanque was created in January 2002. Continuously improved, today the product allows 
for online applications to approximately 95% of products available at branches, thanks to its ability to generate 
contracts in Adobe PDF. Impressed by the feature-rich solution, several outsourced establishments will soon 
make a similar offering available.


Read the full story at www.adobe.com/cfusion/showcase/index.cfm?event=casestudydetail&casestudyid=134866
&loc=en_us.


Conclusion
With Adobe LiveCycle ES2, companies can deliver flexible and scalable communications management 
solutions to provide superior customer service, improve internal efficiencies, and increase agility. These 
solutions solve critical customer business issues including the need to eliminate multiple paper packages for 
related products and services, streamline and personalize correspondence, lower cost via multichannel 
statement delivery, and deliver high-performance and high-volume information in a scheduled and 
consistently formatted way. LiveCycle achieves these results by delivering a communications management 
solution that offers lower TCO, a more scalable solution, ubiquitous clients, and a standards-based framework 
for delivery. 


To learn more about how your organization can benefit from LiveCycle solutions, visit  
www.adobe.com/products/livecycle/solutions/customercommunicationmanagement.
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