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Coveo transforms knowledge management

online experiences

customer service




We make companies
more relevant to their customers




We make agents
more relevant to customer issues




We make websites and communities
more relevant to visitors




We make employees
more relevant to your business
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Content into Context ™

Search Relevance

Coveo search and relevance technology harnesses all information sources
and recommends the most relevant knowledge and experts,
in the context of the user and his or her work.




Crawl content sources
using SECURE CONNECTORS

ance Platform - How it works in 4 Constituents
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Content, Knowledge, Big data everywhere

Unify & enrich content
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Ccontent Context

Content, Knowledge, Big data everywhere

Crawl content sources
using SECURE CONNECTORS

Contextualize Engage

Unify & enrich content
in the UNIFIED INDEX
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ance Platform - How it works in 4 Constituents

Tune & configure relevance of
content & people with our
RELEVANCE ENGINE

Search, interact & view
recommended content & experts
using INSIGHT CONSOLES

Connect Federate

Relevant content &
knowledge for the user.
Content into context™
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Example: Coveo platform ————

integrated within Salesforce.com [T T — e —r——— r

Please help! anyone done this before? -
& HighProfle %, (586)531-1451

W 651-65-987¢ = katie@sonydemo.com Technical Issue ) Status: New Priority: Medium  Origin: Chatter Answers

54.6" LED HX728 In_lernetTV

(’ UE;U[]‘][]BB ¥Es0 [7 Related Content poverei oy COVEO ¥

Search Within Results ﬁ

& Al [T KB [E] Sony Gommunity (2) Answers  Cases
I'z'l How do | setup the stand for my HX720 3D Tv?
[7] Video -How to | setup the stand for the HX720 3D Troubleshooting

™
‘n Here's a vidoe on how to do it

& Help to setup my Bravia TV
1 just bought a bravia tv and | need some help setup itthanks

Conten

S . (=) How do I re install the base stand on my television?
Known vs New  Known anatale408 (New Contributar) Create KB Article

Citation 4 " .
@ HX720 Internet TV Stand is wobbly

I don't know if | setup the tv stand correctly, because itis wobbly.

¥ Additional Information i
l Status  New Type € HXT201n% . unstable
¢ o )
SAICS )rc‘e y e Case Origin  Chatter Answers Case Reason o
) e, Priority  Medium red by COVEO ¥
Subject  How do | setup the stand for my HX720 30 TW?
- / r Description Please help! anyone done this before? .
b -/ Resolution
L Date/Time Opened  3(1/2013 8:11 AM Data/Time Closed 1 Support-Level 1
. om
. Moosort '
N . ¥ System Information ick
' S 3
- a re I o l l lt Crested By [Katln Miler, 3/1/2013 5:11.AM Last Modifled By Mary Parker, 5/13/2013 2:58 PM a Ml mo.com
Y Laur
M romoMt ( Edit | | Delete | | Close Case | Clone | |Sharing | |Reply to Last Post E b,
@ g ) "fr' Case Milestones Caze M {5} Next Best Offer
s ‘ - - ,
B ¥ = -
n ote s ... \ | ] ] LJ ( l \’7\ Action Name Target Date Target Response (Mins] Start Date Complation Data Time Remaining (Min:Sac) i : Product Offer Price
> Edit  Resolution Time  3/1/2013 5:11 PM 480 3M20138:11AM  3M/201325TPM 0000 Olympics - Home Theater ANV o

Nit - Li t (0]
0 re [ ] . Live Agent (0)
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Example: Coveo platform ————

integrated within Salesforce.com [T T — e —r——— r

Please help! anyone done this before? -
& HighProfle %, (586)531-1451

W 651-65-987¢ = katie@sonydemo.com Technical Issue ) Status: New Priority: Medium  Origin: Chatter Answers

54.6" LED HX728 In_lernetTV

& UE]e[][]‘]UBB YEae [7] Related Content ponerec oy COVEO ¥
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Known vs New  Known anatai= 08
Citation v &

HAT 20 lnlernel TV Sland is wobbly

Conten

I don't know if | setup the tv stand correctly, because itis wobbly.
¥ Additional Information i
| - , Status  New Type € HXT201n% . unstable
T | l L, )rL‘e ’ - el Case Origin Chatter Answers Case Reason o
} e, Priority  Medium red by COVEO ¥
Subject How do | setup the stand for my HX720 30 TV?
g 4 Description Please help! anyone done this before? -
,/ Resolution
Date/Time Opened  3(1/2013 8:11 AM Data/Time Closed 1 Support-Level 1
‘ ~ om
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Agent Console ~

Setup Help & Training

i Cases -

Profile &,

[ Technical Issue szi Js: Mew  Priority: Medium  Origin:
g,

{Asset}

Case

¢ 00001453

Jp- Show Feed
Case Detail
Case Owner
Case Mumber
Contact Name

Account Name
Product Category
E2C Reference Id

Krown va Mew

Citation

¥ Additional Information
Status
Casa Origin
Priority
Problem Type
Subject
Description
Resclution
Date/Time Openad

¥ System Information
Created By

{; Case Milestones

Mo records to display

XEE=0

Case Milestones [0] | g [0 | Activity Histony [0] | Case Comments [0] | Case Hstory [2] | Attachments [0]

| Edit | | Delete | | Close Case | | Clona | | Sharing | | Reply to Last Post |

4

Laporte [Chan Contact Phone
00001453 Contact Emall
Laporte Asset
Madhu S, ‘
TV&H 9 e
[ ref:00DUY O mV. 500UBIKBv ref |

w\.d-a Azda ‘Cm &l sousrces, an.aﬂo,{'it—S and
*Profile, accound, history -
~* Sduation, case, prod

Laporte, 7/24/2013 7:04 AM

.606

Date/Time & osed

Last Medified Eh-' L:I ::nrt

1242013 T

Case Cln}s ?armg ?! il’-“-}s.t ‘ f
Case Miestones Halp "7

Open Activities

Mo records to display

| Mew Task | | Mew Event | Open Activities Help 7

Activity History

Mo records to display

| Log a Call | | Mail Merge | | Send an Emall | Activity Histary Help .7

Case Comments

Casa Comments Help L

sales

ervice clou
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agentonprem v Setup Help & Training

Profile &,

{., EHE]“UDMES HE=0 [’ Related Content i ==y COVEOD (G - J
Search Within Results 7 ‘ “
4 Show Feed & al [k = Sop: Community (2) Answers  Cases SharePoint
Case Miestones [0] | s [0] | Activity History JO] | Case Comments [0] | Case History [2] | Attachments [0] N File I3 YOIJTIJD‘Q'/
- S
T i ina? -
Case Detail | Edit | | Delete | | Close Case | | Clone | | Sharing| | Reply to Last Post ig TV from wobbling? _ad

cured with all four base stand screws. ... are ...

4

Case Owner Laporte [Chan .
Case Number 00001453 [ 7] Related Content poveredly COVEO
Contact Name  Laporte i ; their precious Bravia TV wobbling on the sta...
Account Name Madhu Sandara v K 7,
Product Category TV & Home Entertainment Search wnhin Hesults \ /f
E2C Reference Ido [ ref:000UYOmV.500URIXBv ref 4 inch HXE20 — it's on a heavy stable peice of f...

o e A < Al [7]KB (=) Sony Community (2) A

Create KB Article

¢ Cases SharePoint

[ ] File @ YouTube

¥ Additional Information

o

Status M

dont KNow SelUp the tv stand correctly, because it is wobbly.
Casa Origin Case Reason
Priority Medium
Problem Type  Televisions @ Context Experts rover=doy COVEO o
Subject  bravia wobbly
Description ' Logan Schmitt Tech Support-Level 1
Resclution vhaas{@sonydemo.com
Date/Time Openad T24/2013 T:04 AM Date/Time Closed
Katie Miller
¥ System Information Ppianta@coveo.com
Created : Last Modified po :
rea By Laporte, 7/24/2013 7:04 AM & ed By Laporte, T/24/2013 7:04 AM Antony Passemard
| Edit | | Delete | | Close Case | | Clone | |Sharing | |Reply to Last Post antony passemard@sonydemo.com
= , )
{/ Case Milestones B —— I _ Francois Lopitaux
Mo records to display Next Best Offer
Product Offer Price
Open Activities | Mew Task | | Mew Event Open Activities Help 7
‘ Qlympics - Home Theater AN Receiver $369
Mo records to display
.L Olympics - 3D Home Theater System $249
Activity History | Log a Call | | Mail Merge | | Send an Email | Activity Histary Halp 7
Mo records to display $ Orders
Order Number Total Date
Case Comments | Mew | Case Comments Halp ' ?

[ © Live Agent (D)



agentonprem ~  Setup  Help & Tralning Agent Console ~

¢ Cases v " 00001453 + ‘“\\ —
bravia wobbly |
|

)i
Laporte E1
, f
‘ Technicallssue ) St us: New Priority: Medium  Orlgin: {Asset}
Profile %

o

e | “
- Case — NE SO 7 N .
{ 00001453 . HE' =@ |7 /Related Content %\ o &

r earch Within Results

- Show Feed ‘ ’39 All [T KB @Sﬂnyc’:;'qmunity' 7] Answers Cases SharePoint
\| File 03 YouTube
cav o (7| Related Content »- 5y COVEOD o gy PP oompde v
Case Owner | Laporte [Chan > , L R |
Contact Name  Laporte | )
Account Name  Madhu Sandara e 1 po— o (= [ .
Prodct Catogors TV & Hormo Entrianmert & Al [ KB (=) SonyCommunity (2) Answers ¢ Cases [.] SharePoint |
E2C Reference Id [ ref:00DUYOmV.500U8JXBv ref | . h via 5
Known va New  N/A D Flle n YOUTUbe SER-921208 (Newbie) Create KB Article
Citation
. ) R bravia tv wobbles
¥ Additional Information [ 7] How do | stop my bravia TV from wobbling? How To

HX720 Internet TV Stand is wobbly
Status e

Case Origin The Television is going to wobble if not secured with all four base stand screws. ... are ...

Priority Medium

Problem Type Televisions o— 3 cGntex\t Experts #
Subject  bravia wobbly s B i tv bbl‘ .
ravia woDDIINg iISsue ~ e o
Description ta Logan Schmitt Tech Support-Level 1
Resclution - vhaas{@sonydemo.com

Some of our customers are worried about their precious Bravia TV wobbling on the sta...

Date/Time Openad  7/24/2013 T:04 AM

Katie Miller
¥ System Information ppiantaf@coves.com

Created By Laporte, 7/24/2013 7:04 AM

(=) HX820 bravia - wobbling normal? R

| have just bought and setup my bravia 55 inch HX820 — it's on a heavy stable peice of ... o e e

Francois Lopitaux

6 Case Milestones

USER-021208 (Newbie) Create KB Article -

No records to display i1 Next Best Offer

" . roduct Offer Price
Open Activities 8 (¢ bravia tv wobbles
Olympics - Home Theater AN Receiver $369
Mo records to display
((f HX720 lntemet TV Stand |S WObbly O -4 Olympics - 30 Home Theater System $249
Activity History < —
| don't know if | setup the tv stand correctly, because itis wobbly. —
Mo records to display |
Jrder Mumber Total Date

Case Comments
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agentonprem -

Setup Help & Training

Agent Console ~

i Cases -

i 00001453 +

Laporte &1 I i

bravia wobbly

: e . ‘Asset
otie Status: New Priority: Medium Origin: { }
|
w Case = LEJ,"'_ ]
¢ 00001453 i |_ : ﬂ’l
- show Fesd All *E (=) sony Community (| Answers SharePoint
Case Mies File 3 v-"i%\g{\Tube
Case Detail -8 [’ Related Content ! vy COVEeO o7 SR 1620 oravlz Nwoobling nomal
Case Owner  Laporte [Chan [ | Urr
Case Number  (0D01453 Search Within Results B Article
Contact Mame | aporte : )
Account Name Madhu Sandara A B f g ':_c:
Product Categery  TW & Home Entertainment “" A" L'—l KB D 50"1' cnmmun“‘y L_-_?‘_j Answﬂrs {/ Casas D sharepﬂ b
EZC Reference |d [ ref:000UYOmY . S00UBIXBv:ref | "
Hnown ws New A B FIIE n YUUTU h’e LY
Citation -
¥ Additional Information @ Hxa‘?ﬂ brﬂVI-ﬂ - mbllng I"IOI'TTIEll? FIEMEL via Braviad RO J2EX T o o
R I have just bought and setup my bravia 55 inch HX820 — its on a heavy stable peice off... J° o nerae s e smvaro oo msmmecnin .
Frlur“’ Mﬁjlum { w Contributo Create rticle
Problem Type  Televisions USER-921208 (Newbie) Create KB Article @ context Experts ]
Subject  bravia wobbly
Description 4 Logan Schmitt Tech Support-Level 1
Resolution e

Date/Time Opened

TI24/2013 7104 AM

¥ System Information
Created By

Laporte, 7/24/2013 7:04 AM

@Case Milestones

MNe records to display

Open Activities

Mo records to display

Activity History

Mo records to display

Case Comments

(=) tv Bravia &

rosyrg (New Member) Create KB Article

(=) Bravia kdl-32ex700 Netflix Loading Please Wait &
MNetflix movie streaming doesn't work right on our Bravia. ... movies to stream OK o...

USER-903650 (Newbie) Create KB Article

(=) Intemet via Bravia KDL-32EX710 &
Hello Colleagues,we have bought TV-set Bravia KDL-32EX710 and connected it v...

USER-949547 (New Contributor) Create KB Article

vhaas@sonydemo.com

Katie Miller

ppiantaf@coves.com

Antony Passemard
antony.passemard{@scnydemo.com
Francois Lopitaux

: Next Best Offer

oduct Offer

Olympics - Home Theater AN Receiver

Qlympics - 3D Home Theater System

Orders

rder Number Total

Price

$369

$249

[ ® Live Agent (0)



» sl T sootonpon « Sty HopaTraning | AgentConsale

i Cases - ¢ 00001453 + .

Laporte E1 I i bravia wobbly \
Status: New Priority: Medium  Origin: {Asset}
Profile %, \

e —_—_— | ‘
{ 00001453 YE S / Related Content o &

;5 garch Within Results ~ } |

Jp- Show Feed i‘@ml (KB & sony @@mmunity (7 Answers Cases SharePaint
\i‘] File 3 YouTube

Case Detall ‘M || Related Content +-voccoy COVEO

Case Ownar " Laporte [Chan

Case Mumber 00001453 iy \Within [ 14 Help to setup my Bravia TV and next generation Troubleshooting
conactName  Lasorto Search Within Results
Troubleshooting HD Video on the Sony Bravia Series Troubleshooting

Account Name Madhu Sandara

Produst Catogory TV & Home Enerainmert & Al [T KB (=) sonyCommunity () Answers & Cases |.] SharePoint

E2C Reference Id [ ref:00DUYOmY.500UBJXBv: ref]

Known vs New  N/A D F||e n YouTube ideo (BIV) feature.

Citation

bleshoot HD Video issues on the Cirrus VX5 Video Con

Status M

¥ Additional Information E:_J How do | stop my bravia TV from wobbllng? How do | fix the HD Video on my VX57? FAC
Case Origin vanced tips for fixing Videos on the VX5 - also applies to the Bravia 3D
Priority Medium

The Television is going to wobble if not secured with all four base stand screv#. ... ar

Problem Type  Televisions . Context Experts o
Subject brawvi bb T o 3 F
Description ey L._J Help to Setup my BraV|a ' v and neXt generatlon ; 3 Logan Schmitt Tech Support-Level 1
Resolution y/ \- vhaas@sonydemo.com

Date/Time Opened TI24/2013 T:04 AM

7] Troubleshooting HD Video on the Sony Bravia Series ‘ sy o

¥ System Information ppianta@coven.com

Crested By Laporls, 72612013 704 A How to troubleshoot HD Video issues on the Cirrus VXS Video Conferencs R
E antony.passemard@sonydemo.com
& Cose Wiestonss [ 7] How to access NetFlix® video-on-demand using the BRAVI . Francois Lopitaux
No records to display V|deo (BIV) feature : Next Best Offer

Onen Activit Follow the steps below to make sure that the TV, Blu-ray Disc (BD) player or other devic... " o riee
pen ivities
Olympics - Home Theater AN Receiver $369
Mo records to display S . .
B How do | fix the HD Video on my VX5? FAQ I Olympics - 3D Home Theater System 5249
Activity History - . . . .
Advanced tips for fixing Videos on the VXS5 - also applies to the Bravia 3D TV Order
Mo records to display

rder Number Total Date

Case Comments
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» sleforee R soetorpon « Sap HopaTrinng | AgentConsole

i Cases v " 00001453 + .

Laporte 1 bravia wobbly \
Status: New Priority: Medium  Origin: {Asset} '
Profile %, \

o, Cane HEE =0 Related Content
¢ 00001453 h-
[
- show Feed Al [T kB () sony Community (2) Answers ¢ |Uses [ SharePoint

File I3 YouTube

l::l R9|at9d content poOwer: y C O V e O Eravia tv wobbling issue ‘\

Case Detail Edi

Case Owner " Laporte [Chan

. by VAT $5n .3
Search Within Results

se Mumber ‘ i I 4 i
Case Mumbe 00001453 See oUur accessories website Lo OSS0MNes

ContactName  Laporte ' .
Account Name u Sandara N\ B = : (2 3T
fevmiters el & Al (kB (=) sony Community () Answers ¢ Cases |.] SharePoint

FBRAVIA" | i-Manual online | KDI&SSHASPEA6HX 729

E2C Reference Id- [ ref:00DUYOmV.500UBIXBv:ref | D File ©3 YouTube

Known vs New MNIA
LCD TV

I/} Bravia tv wobbling issue "~ Microsoft® -
Stat K DL-600E X LEEENR4AG | B0 ' agexE 146 241 [ ADEXB45
caee ong e Some of our customers are worried about their precious Bravia TV wobbling on the sta. ghé‘réxpﬁi‘nbfw

Priority Medium
Problem Type Televisions

Sutlect  bravia wobdy I} See our accessories website at Accessories

Description Logan Schmitt Tech Support-Level 1

Remsluion Sony Bravia stability issue Some of our customers are worried about their precious Bra. g vees@sonydemocom

Date/Time Openad  7/24/2013 T:04 AM

Citation

¥ Additional Information

Context Experts &

) Katie Miller
¥ System Information ppiantaf@coves.com

Created By Laporte, 7/24/2013 7:04 AM

E;] “BRAVIA” | i-Manual online | KDL-55HX729/46HX729 L d
== "BRAVIA" Sync with "Control for HOMI® Skype Ready ... Activating "Control for HDMI™ (*. g = pessemerd@sonyosmocom

Francois Lopitaux

6 Case Milestones

Mo records to display E‘:_j LCD TV Next Best Offer
Open Activities 4 The BRAVIA LCD TV incorporates Sony’'s 4K X-Reality PRO super-resolution high pict.. A ) =

Mo records to display

Olympics - Home Theater AN Receiver $369

[7] KDL-60EX645 / 55EX645 / S0EX645 / 46EX645 / 46EX641 / 40EX645 e =30 one resrsysen e

Activity History Log
No records to display "BRAVIA" and , BRAVIA Sync, and are trademarks or registered marks of Sony Corpora J§°™
sr Mumber Total Date
Case Comments Ne
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i Cases
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e Case
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Case Detail
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E2C Reference Id
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Citation
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Last Modified By

Sharing | | Reply to Last Post

Laporte, 7/24/2013 7:04 AM

Antony Passemard
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6 Case Milestones
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Case Miestones Help 7

B _ Francois Lopitaux

i3} Next Best Offer

Open Activities

Mo records to display
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Cloud Search

[#oonce N

Search

# 00001083 +

Katie Miller = g = = How do | setup the stand for my HX720 3D TV?
Please help! anyone done this before?
& HighProfle %, (586)531-1451
W 65155-9874 = katie@sonydemo.com Technical Issue ) Status: New Priority: Medium  Origin: Chatter Answers
oo Case o
- show Feed €9 Folow . - E )
All KB Sony Community Answers C
Case 2 | OpenActivities [6] | Activity History[0] | Case Ci ts[0] | Case History [3] | 1
Case Detail Edit | | Delete | Close Case | Clone | | Sharing| | Reply to Last Post o n ex l u a II
Case Owner () Katie Miller [Change] ContactPhone  (588) 531-1451 C t
L] .
‘Case Number 00001083 Contact Email katie@sonydemo.com
ContactName  Katie Miller Asset 548" LED HX728 Internet TV I U |
Account Name Katie Miller
Product Category TV & Home Entertainment
E2C Referance Idc [ ref.00DUYOMV.500U6ZDh0:ref | V
Knawn vs New  Known e40
o expe s
o ¥ Additional Information
Status  New Type
Case Origin  Chatter Answers Case Reason
Priority Medium
Subject  How do | setup the stand for my HX720 30 TV? o
Description Please help! anyone done this before? ' )
Resolution _
DateTime Opened  311/2013 8111 AM Date/Time Clossl ‘ Logan Schmitt Tech Support-Level 1
vhaas@sonydemo.com
¥ System Information l Mick Smith
Craated By  Katie Miller, 3/1/2013 8:11 AM LastModified By  Mary Par’ mramsey@sonydemo.com
Edit | | Delete | | Close Case | | Clone | |Sharing | | Reply to Last Post E L“auren Ingram
f, _ Case Milestones se Milestones Help | ? {5} Next Best Offer
Action Name Target Date Target Response (Ming] Start Date Complation Data ing (Min:Se Jiolation  Complated Product Offer
Edit  Resolution Time  31/2013 5:11 PM 480 IM2013811AM  311/2013 257 o Olympics - Home Theater ANV
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Mary Parker ~
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Help & Training
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¢ Cases ~ | 00001453 | + .
Laporte E1H X bravia wobbly

Status: New Priority: Medium  Origin: {Asset}
Profile &,

00t 0 wered by
¢ 00001453 MEXS@ | | [ Related Content soverecty COVEO

o &
| Search Within Results ‘n

- show Feed & Al [ KB (=) sonyCommunity () Answers ¢ Cases SharePoint
Case Milestones [0) | Open Activities [0] | Activity History |0 | Case Comments [0] | Case History [2] | Attachments [0] D File I3 YouTube
Case Detail e | o | prwmpssmm | vy | PP, | F——— [[7] How do | stop my bravia TV from wobbling? Howr To
i The Television is going to wobble if not secured with all four base stand screws. ... are ...
Case Owner Laporte [Chan Contact Phone
Case Number 00001453 Contact Emall ‘n Bravia tv wobbling issue

Contact Name Laporte
Account Name Madhu Sanda

Product Category TV & Home H} @ Context Exp,erts DOWErs s COVEeO =) HX820 bravia - wobbling normal?

E2C Reference Ide [ ref:00DUYD) ight and setup my bravia 55 inch HX820 — it's on a heavy stable peice of f...
Known vs New N

Some of our customers are worried about their precious Bravia TV wobbling on the sta...

USER-921208 (Mewbia) Create KB Article

Citation i
' Logan Schmitt Tech Support-Level 1 R
v Additional Information vhaas@sonydemo.com HX720 Intenet TV Stand is wobbly (V)
Status M
Casa Origin
Priority Mﬁdil.l.l'l'tl Ka[ie Mil]er
Problem Type  Televisions % Context Experts roweredby COVED o
Subject  bravia wobbl 5
Description pplﬂﬂtﬂ@cwm.ﬂﬂm . Logan Schmitt Tech Support-Level 1
Resclution vhaas{@sonydemo.com

Date/Time Openad T24/ 2013 T:0

Antony Passemard Katie Miller

¥ System Information ppiantai@coven.com

antony.passemard@sonydemo.com

Created By  Laporte, 7/24 Antony Passemard

antony . passemardi@sonydemo.com

6Casehlilestones ‘: Francois LﬂpitElu}{ L e 2 I _ Francois Lopitaux

Mo records to display Next Best Offer
Product Offer Price
Open Activities New Task | | Mew Event Open Activities Help 7
‘ Olympics - Home Theater AV Receiver $369
Mo records to display
.L Olympics - 3D Home Theater System $249
Activity History Log a Call | | Mail Marge | | Send an Email Activity History Help 7
Mo records to display $ Orders
Order Number Total Date
Case Comments New Casze Comments Help "7
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Customer Success Story

Adding Organization, Customization and

Insight to One of America’s Largest Public

Policy Research Repositories
. r

measured syccess in

user adoption
and

Customer Success Story - ”
Premier Provider of U.S. Gevernment
/es Customer Interaction with Coveo

>
L'Oreal lifts employee productivity with coveo

Coveo for Advanced Enterprise Search
| 3~

8 inncraase i sife wisds,
W page vews, and

BROOKINGS

Cowro Cuvkommr: FodSourten

As aleading private organization for analyz-
ing US. and global public policy, the Brook-
ings Institution relies on its website to present
current, relevant research to millions of visitors ; PR

Friadgence Zarveea cardines
W Gverr ot inictgerce b
The Cavgany

Industry:
Nonprofit - Public Policy iualiy: Seviees - Barens 33 Comrret
Deninass Gova:
£ e Cashany Sugareres Uy (e

£ paay Bccees 12 inowiedoe 353
FioTrason cortared wise &3 PecSostn

each year. With a growing se contain-
ing tens of thousands of diverse content items,
Brookings required a new insight solution that
would improve navigability on its Sitecore-
sed website and make content more acces-

Business Goals: @34 breazay of goveriTert
» Streamline and organize research it i P reuaky. feeSources P
presented on website T D1 rehyss 00 BENRT of 2 oy

» Improve the sites overall user exp¢ rtasgunce - bom agency HENZeRith ™ Basewsa bebymce Pertal

sible to a worldwide audience. With the help of > o o tarpeted ercertoraer 3 seve dgeet
. Coveo and Velir, Brookings was able to organize Kcmew sts v cuntco el DO - 6k w81
its Sitecore web content, improve user experi- Pey, i oy ot Waligace PRTeR DALIAC SIMENLSE by aratdg
ence and reach new milestones for site content I_’O R E AI_ g [
and traffic. Coveo Solution: .
Coveo for Advanced Website Search Caeeo Soltioe: Coveo Crinprae Sawct
Industry: Provicing the rescurce! Why Covrar
From our users’ perspective, Coveo is a really ata Glancar LOréal, the world's leading beauty company, has 0y el 1+ Ge e 2o of 3 Proct ol Caniegt
B ooy e oy o sl of ol Results at a Glance: LONA, the yoids cleg beey compay e Global Cosmetics and Beauty Supply n goveenmant business 90 emereon o Prock o Gomey
tent. > Slgnlﬁumd Eprovements SRR and built an unrivalied intemational portfolio of 27 Business Goals:
Fred Dews, Website Managing Editor i c":ﬂ‘;‘:ﬂ::";?::":m g diverse and complementary brands. » Optimize efficiency of mobile employees
Brookings Institution o PO e ard s L'Ordals mission s 10 offer all women and men » Shorten time to productivity for new
content cosmetics employees

of quality, nd safety. » e quality of information available o . ‘I:j "‘\.vs:“v, D 340 rosated S0%
the company has been ploneering new frontiers of e e « g 2 )
knowledge. Its unique research arm enables LOreal e spent per vad Fosmed 1T%
to continually explore new territories and invent the » Provide employees in all departments with 52 rumber o 000 Viewed Dir ot

products of the future, while drawing inspiration access to information across multiple

The Challenge » Improved access to its broad range
research and other content, helpin
further policy debate in the US. an

around the globe

4 15 By wvy Ty e ey
i £3wing Yore and e

The Brookings Institution is one of the leading
providers of social sciences research and edu-
cation in the United States. Founded in 1916,

>
coveo

Customer Success Story Customer Success Story Advanced Enterprise Sea Brookings is one of the oldest organizations of from beauty rituals the world over. veposiories
. . S . PR Coveo Solution:
Harris Corporation Increases Productivity » Rembrandt & MBO Generate Actionable coveo e comid no longar Bve whiiout Covegs Coveo for Advanced Enterprise Search
Results Glance:
with Coveo for Advanced Enterprise Search COVEO Insight with Coveo for Salesforce Philope Catin, IT Manager AN i o o vl i
L'Oreal Switzerland Customer Success Story

contextually relevant knowledge across
departments and people

» 100 field sales representatives are better
able to target customers needs through
real-time mobile access to data

The LOreal Switzerland operation s one of many
branches around the world. As product, customer
and other information about its myriad product
lines, its customers and research proliferated over
the years, it became challenging for employees to » Significant overall employee productivity
locate the information necessary to better develop, improvements through better access to
market and sell products. Information

|
COVEO0" I

Fortune 50 Healthcare Company -
A Story of Knowledge
Management Transformation

Federated Service Knowledge
Supercharges Field Service Operations

»
coveo

Rembrandt M&A and MBO & Growth Fund are both
backed fi

@

Coveo Customer Success Story
Rembrandt Fusies & Overnames (Mergers & Acqui-
sitions) is a leading independent corporate finance REMBRANDT FUSIES & OVERNAMES
advisor for privately-owned companies in the Neth-  ndustry: Snapshot
erlands. MBO & Growth Fund assists family business-  Financial Services ~
Industry: s with growth or management buyouts as a private BT e The Client
Harris Corporation Aerospac equity investor. Business ;-d-l 5 s
tions and Information technolog; serving » Provide partners relevant, consoli- with Mt th hout the world, this Fort
Rt I O e T e Business Goals: Introduction: Financial services firms with i <ol o operations throughout the world, this Fortuna §
125 countries. It Is one of the only companies that » Provide more content to end users while complex transactions and customer their transactions company focuses on research, innovation & new pro
specialize in advanced technology for capturing, ‘maintaining existing security models al;"“'"'" R + Futuse: 2,000 development and depends on its R&D organization t
:??#'N-:l*:":::';? and mwy e » Increase innovation Types of Users: ahead of the competition in a crowded market. Coveo for Advanced Enterprise
video, data and imaging. Headquartered in Florida, > Maximize value from existing knowledge as- o] Customer Success Story e Tokyo Electron Limited (TEL) e £):Ser-
the company has approximately $5.5 billion of an- sets o e T In 2010, the R&D organtzation began a joumney 1o transfo isa le"a;ing supplier of Iead(isnggedgelzm‘i;eo?d:c— vice and Support
i vear In F Coveo Solution: simil; ponta: St tor production equipment (SPE) worldwide. Tokyo "
approximately $1 billion per year in RED. s o Adoarond Eswraion Souch Majedie Asset Management Improves its b Creganels it Electron is a publicly held company l theTo- : ;
< coveo kyo Stock Exchange. TEL SPE product lines include » Improve upon best-in-class service perfor-
Results at a Glance: Return on Knowledge with Coveo KeyBank coater/developers, cxidation/diffusion furnaces, dry mance in fesponse to growing customer base
> 12 offices are etchers, CVD systems, surface preparation systems, while keeping costs lat.

for. This was creating frustration and some-

tation.

Colleen Yoh, Group Leader,
Engineering Information Technology Dept,
Harris Corporation

In the Government Communications Systems

Division at Harris Corporation, engineers needed a
more effective way 1o tap existing knowledge and
avoid duplicating work. With the help of Coveo for
Advanced Enterprise Saarch, Harrs lecressed po-

uctivity,
from existing assets.

! spread
better able to re-use technology from previ-
ous projects and increase productivity

* Reusing information from prior projects
ter, incremental innovation rather
than ‘reinventing the wheel each time

» The ROI is time savings and the value of in-
creased innovation, more connectivity
‘employees, faster and more accurate program
bids, and overall increased productivity

Customer Success Story

TSIA Improves Search Results, User
Experience, and Member Satisfaction with
Coveo for Advanced Website Search

tsia e r——————rr

>
coveo

INO Transforms Knowledc

Speed Innovation and
Customers with Coveo
Institut National D'Optique (INOjis a technological design

solutions, where knowledge is the main currency. In
business for more than 25 years, INO is home to the
largestconcentrationof skilisinitsfield and serves aglobal

tter Serve

Industry: Technical and Science Research Services

Business Goals: Accelerate innovation by:
» Transforming 25 years of research and information
contained within people (tribal knowledge) and

KeyBank Unlocks Relevant Internal Knowl
Improves Results and Usage with
Coveo for Advanced Enterprise Searc

» D ized and

gas cluster ion beam technologies and test systems.
To support a di base, Tokyo Ell

h; i located h

manufacturing, sales and service locations all over
the world. Tokyo Electron America (TEA) is a wholly
owned subsidiary of TEL responsible for North
American sales and service support.

Once our engineers started to see the benefits
at thelr fingertips, they started using It more
ang 'more. It has been incredibly well-received
sofar.

Ed McMurray, Director, Fleld Service Team,

service teams across all product lines and re-
gions, optimize resource utilization and con-
tinue to deliver high C-Sat scores.

> Lead the SPE industry in demonstrated safety
and quality driven knowledge-centered service
execution. (This program is known internally at
TEL as The Journey to Excellence)

Coveo Solution:

Coveo for Enterprise Content

Results at a Glance:

» Powerful, single-point access to service in-
formation across a multitude of repositories,
database applications and geographies while
respecting complex and localized permissions.

client base of all size companies. Eighty percent of INO's systems into actionable knowledge and insight
workforce s hig! highly ’ fMiclency of scientist
technicians and engineers. From 2010 - 2011, INO was

dustry: KeyBank Is one of America’s oldest and most respected banks wil
hundreds of branches throughout the country. The bank's 15,000 ¢
reed easy access o relevant content throughout the bank's exten

North America, Tokyo Electron America

MAIJEDIE I

Asset Management

) TECHNOLOGY

SERVICES

— INDUSTRY
ASSOCIATION

infoficoveocom www.coveo.com 1800 635 5476

Majedie Asset Management, established in
2002, is an investment boutique that special-
izes in equities, primarily for institutional inves-

Industry:
Financial Services

awarded 12 new patents, for a total of 134 patents held
on a variety of technological innovations.

50 more time can be spent developing innovative
"

and requirements
» Shortening time to productivity for new

intemmal knowledge base. With the help of Coveo for Advanced En
Search, Key's employees find it much easier to find the content thy

Unifying a Decentralized Knowledge
Ecosystem

Witha rapidly expanding portfolio of high-tech

» Service knowledge retrieval integrated into
service event logging and escalation processes.

Industry:
tors. Majedie currently has four funds: the UK Business Goals: Professional Association “Inorder y . we products in anindustry locked in a mad dash with » Improved mean-time-to-repair for targeted
- Equity Fund, the UK Focus Fund, the UK Income > Urify ks nowiedge bese among the z st 1y i shat R R R R Sy The Challenge Moore’s Law, Tokyo Electron's field service team Wotcase-scemario everk byup 10 2
Fund and the Tortoise Fund. Assets under man- company’s o Eeus siernent: de- our extensive scientific and technical knowledge PO Ao Copm Sk o 0 pe Mty T oo il vl < .
ospita agement total approximately £7bn ($11bn). tabases lesystems, Outlook,SharePoint The Techaolipy Servicet Indhiatry Assocation "dlx sGoalss | anchimis o marbers st bl o Thal o e e Results W 0160 o Nekry o g ey ok s
K (TSIA) is the world's leading organization dedi- 2 nd speed » By % of relevant corporate information, Inf M WWWi 7 1 800 635 5476
Implements Coveo to Ensure 11 iy theeattare sty every secondcouns As a trusted investment manager, Majedie » Enable asset managers to access fund- cated to advancing the business of technology and employees st INO employ Mo of base. But while the company's employee.selated assets became infoecoveo.cor coveo.com
0 P C 1" Asset Mmqgvrm relies on :he collective related information faster. services. Technology services organizations » Optimize access to relevant content R iy el "
timal Patient Care s o farge and small look to TSIA for world-class o 4 e bank relevant results. O -
Jptimal Patient Care Shaley Norton tently high performing funds. However, with » Digitize and catalog the companys infor, business frameworks, best practices based * Increase member engagement and Iy~ o e e
» e ha
e imowledge bisecolocstedacrossemal SR X oA ke e e o teakaovid Tasifty; detallad picforTiance renewal rates perete Secued pormisonedaccesstoomatonts ped ety oo
abor s Diyct er omotance Mansger innov
Majedie employees were relying on person grows. o highprofie e A s » 99% adoption rate Neplomestig; sagiteeing, metsiuing wad aupporing e comsiagl
Coveo Customer: Children's Hospital Boston ized, ad hoc tactics for finding relevant infor- awards programs. TSIA corporate members rep-  coleoCOURIN L L C L AN » oy T P O
industry: Healthcare mation. With the help of Coveo, Majedie now Solution: resent the world's top technology companies as L A » 5% increase In prochicivt across employees for 8 specific branch location often had to sift through results bsting Key's
hasa X Coveo for Advanced Enterprise Search well as scores of innovative small and midsize undrecs of branches. "R was cléar we Readed 15 makis & Swich”
Business Goals: information, allowing greater insights for more businesses in four major markets: enterprise IT Results at a Glance: + infogcoven.com » www.coveo.com + 18006355476

Unique Requirements for Multiple Audiences

enterprise saarch

Coveo Solution:

Results:

Copyright © 2013 Coveo Solutions Inc. - All rights reserved.

informed decisions. Collective knowledge has
now become one of the greatest assets in its
portfolio.

The Challenge

As an emerging asset management firm with
$11 billion under management, Majedie
knowledge ecosystem across its 130 institu-
tional clients has grown considerably after just
10 years in business. Starting with a cloud-

» Powerful, single-point access to relevant
information across a multitude of cloud-
based repositories.

» Participation in knowledge retrieval

among alarge entage of employees,
including Clevel executves. 7Y

* A more sophisticated and structured

cataloging system, allowing for increas-
ingly relevant results.

info@coveacom www.coveo.com 1800 635 5476

and telecom, consumer technology, healthcare
and healthcare IT and industrial equipment and
technology.

TSIA is an organization that produces a vast
amount of content. Prior to Coveo, employees
- much less members - could not easily find
the content they needed on TSIA's website.
With the help of Coveo for Advanced Website
Search, TSIA was able to improve its search
results, increase member satisfaction and en-
hance the user experience.

The Challenge
TSIA is the leading professional association

of the technology services industry. Its mem-
bers include thousands of services executives,

» Improved website search, delivering the
right content to the right person at the
right time

* Membership renewals are on the rise,
due to increased customer satisfaction

> For the past three months compared to
the same period a year ago, login activity
has increased 63% and downloads have
nearly doubled (92% increase).

Info@icoveocom www.coveo.com 1 800 635 5476

Implementation
It was obvious that Key needed a more sophsticated search
function across s ternal reposary. The company's enterprise

‘aschitecture group explored s vanety of proof of concepts, belore
selecting Coveo in early 2013. The implementation started late in

the first quarter of 2013 and 100k two months from start 1o finish

-v-0n-m

Case studies & references at www.coveo.com
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Customer Success Story

Adding Organ lon, Lustom ioh and

Customer Success Story

Customer Success Story

Harris Corporation Increases Productivity
with Coveo for Advanced Enterprise Search COV e O

P
coveo

L'Oreal lifts employee productivity with
Coveo for Advanced Enterprise Search

user ad

» -~
' ‘! # LOREAL |

financia

Customer Success Story

Rembrandt & MBO Generate Actionable
Insight with Coveo for Salesforce
Harris Corporation is an international communica-

tions and Information technology company serving
aovernment and commercial markets in more than

'‘Coveo helps us better competeizzzes
" naging. Headquartered in Florida,
H«.r'ov.q(«. moré wmava;"ww

approximately $5.5 billion of an-
15,000 employees. Harris invests
billion per year in R&D.

inding what they were looking
ating frustration and some-
) the duplication of documen-

Colleen Yoh, Group Leader,
7 Information Technology Dept,
Harris Corporation

‘ROT i5 time savings and the value of
Gnereased Cnnova:"f.ow, more

] c_amed'wc"v] among ews.PQouye&S} fﬁ—S“‘er ok Wk e Dl Eoves o
| and more aeccuwate progréava bids and R mgsdate

overadl increased productiviby”

it Communications Systems
Corporation, engineers needed a
¥ to tap existing knowledge and

Colleen Yoh, Harris Corporation

Challenge
TSIA is the leading professional association

of the technology services industry. Its mem-
bers include thousands of services executives,

Industry:
Aerospace and Defense
Business Goals:

» Provide more content to end users while
maintaining existing security models

» Increase innovation

* Maximize value from existing knowledge as-
sets

Coveo Solution:
Coveo for Advanced Enterprise Search

Results at a Glance:
* 3,000 engineers spread among 12 offices are
better able to re-use technology from previ-
ous projects and increase productivity

* Reusing information from prior projects
enables faster, incremental innovation rather
than “reinventing the wheel” each time

» The ROl is time savings and the value of in-
creased innovation, more connectivity among
employees, faster and more accurate program
bids, and overall increased productivity

infoficoveocom wwweoveocom 1800635 5476

Info@icoveocom www.coveo.com 1800 635 5476

Industry: 085 « Provicing the resource
LOréal, the world's leading beauty company, has Global Cosmetics and Beauty Supply dto win ,,,,,,.,l,“ Dusing
catered to all forms of beauty for over 100 years i he

Business Goals:

and built an unrivalled interational portfolio of 27
diverse and complementary brands.

LOréal's mission s to offer all women and men
worldwide the best of cosmetics innovation in terms
of quality, effectiveness and safety. Since its creation,
the company has been pioneering new frontiers of
knowledge. Its unique research arm enables L'Oreal
to continually explore new territories and invent the
products of the future, while drawing inspiration
from beauty rituals the world over.

» Optimize efficiency of mobile employees

» Shorten time to productivity for new
employees

» Improve quality of information available
company-wide

» Provide employees in all departments with
access to information across multiple
repositories

Coveo Solution:

We could no longer live without Coveo. e

Results ata Glance:
» All employees have consolidated views of
contextually relevant knowledge across
departments and people

Philippe Cattin, IT Manager,
LOreal Switzerland

The L'Oreal Switzerland operation s one of many
branches around the world. As product, customer
and other information about its myriad product
lines, its customers and research proliferated over
the years, it became challenging for employees to » Significant overall employee productivity
focate the information necessary to better develop, improvements through better access to

market and sell products Information

» 100 field sales representatives are better
able to target customers’ needs through
real-time mobile access to data

Info@coveocom www.coveo.com 1800 635 5476

KeyBank O-x

yBank Unlocks Relevant Internal Knowledg

Improves Results and Usage with
Coveo for Advanced Enterprise Search

KeyBank Is one of America’s oldest and most respected banks with

mead easy acces 10 rebevent content throughout the benk's extensive
internal knowledge base. With the help of Coveo for Advanced Enterprise
ssiness Gosis Search, Key's employees find it much easier to find the content they need.

Increase employoe procuctndty

Svouh Meewadncess The Challenge

10 Irtarme resources

With8.160.year history of providing qualey banking services, KeyBank

has undergone many rensiormations scross s intermal knowiedge
R T base. But while the company’s employee related assets became more
anc wsaton 1o ntomal oized and popuiated,  was creasingly Gficul fo the search engine
the bank used 1o pullup relevant results. “Our employees need o be
able 1o quickly retrieve the most relevent nkormation svadeble” 8d Jrn
Woeniak, nfrestructure engineer forKey, whose team s responsile for
implementing, engineesing, maintaning and SUDPOrEng the compeny's
IF eovironmment, Werniok ciod an emaple where areplayens seerching
for  specic anch location ohen had o s thvough resuls bstng Key's
hundreds of branches. ™t was clear we needed 1o make 8 swikh-

Coweo for Advanced
Soarch

sult at a Glance:

Betwoen 1500 80d 2000 <

eachany Implementation

twas obvious that Key needed a more sophisticated search
function across s iternal epositry. The company's enterprse
archtecture group explored a vanety of proof of concepts, before
selecting Coveo in ealy 2013. The implementation started lae in
the st quarter of 2013 and took two months from start 1o fnish.

-v-n-m

hundreds of branches throughout the country. The bank’s 15,000 employees

Customer Success Story

Federated Service Knowledge
Supercharges Field Service Operations

>
coveo

Industry:

Tokyo Electron Limited (TEL), established in 1963,
is a leading supplier of leading edge semiconduc-
tor production equipment (SPE) worldwide. Tokyo
Electron is a publicly held company listed on the To-
kyo Stock Exchange. TEL SPE product lines include
coater/developers, oxidation/diffusion furnaces, dry
etchers, CVD systems, surface preparation systems,
gas cluster ion beam (echnolog\es and test systems.

Production Equipment (SPE): Ser-
vice and Support
Business Goals:
» Improve upon best-in-class service perfor-
mance in response to growing customer base
while keeping costs flat.

To support
has snateglcally Tocated research & development,
manufacturing, sales and service locations all over
the world. Tokyo Electron America (TEA) is 2 wholly
owned subsidiary of TEL responsible for North
American sales and service support.

Once our engineers started to see the benefits
at thelr fingertips, they started using it more
and more. It has been Incredibly well-recelved

Ed McMurray, Director, Fleld Service Team,
North America, Tokyo Electron America

Unifying a Decentralized Knowledge
Ecosystem

With a rapidly expanding portfolio of high-tech
products in an industry locked in a mad dash with
Moore's Law, Tokyo Electron's feld service team

» Develop furth ized and
service teams across all product lines and re-
gions, optimize resource utilization and con-
tinue to deliver high C-Sat scores.

> Lead the SPE industry in demonstrated safety
and quality driven knowledge-centered service
execution. (This program is known internally at
TEL as The Journey to Excellence)

Coveo Solution:
Coveo for Enterprise Content

Results at a Glance:

» Powerful, single-point access to service in-
formation across a multitude of repositories,
database applications and geographies while
respecting complex and localized permissions.

» Service knowledge retrieval integrated into
service event logging and escalation processes.

» Improved mean-time-to-repair for targeted
Worst-case-scenario events by up to 28%.

Info@coveocom www.coveo.com 1 800 635 5476

Case studies & references at www.coveo.com

All rights reserved.

2013 Coveo Solutions Inc.
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Adding Organization, Customization and
Insight to One of America’s Largest Public caven
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user adoption
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Enterprise 2.0 Solution
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Harris Corporation
with Coveo for Ady

Customer Success Story

fsales eprasentatiy Federated Service Knowledge
& H ol . o Supercharges Field Service Operations coveo

=2

Social Network Platform | ic FIING’ + -

based on Jive SBS

The Client o

Enterprise Search Solution

2arch Results, User
Member Satisfaction with
ced Website Search

Video Conferencing TANDBERG + | - A , :
‘Coveo corunects various information tuypes bothh inside the social neteork

’ nce our s started to see the benefits

at thelr fi s, they started using It more

< and more. It has been Incredibly well-recelved
so far.

s
EdMcMurray, Director, Field Service Team, R e

Online Learn

and AcrosS Hee compani to create a SeaM_Q&SS éLScoveru, experéen.ce, eohich
| is especially) effective a5 ... contextual velevance as users share veferences
to other ew('erPrLS& data.”

—
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Customer Success Story

Harris Corporation Increases Produd
with Coveo for Advanced Enterp

Harris Corporation is an international communica-
tions and Information technology company serving
government and commercial markets in more than
125 countries. It s one of the only companies that
specialize in advanced technology for capturing,
aggregating, distributing and analyzing any type
of communications o information, inchuding voice,
video, data and imaging. Headquartered in Florida,
the company has approximately $5.5 billion of an-
nual revenue and 15,000 employees. Harris invests
approximately $1 billion per year in R&D.

People weren t finding what they were looking
for. This was creating frustration and some
times resulted in the duplication of documen-
tation.

In the Government Communications Systems
Division at Harris Corporation, engineers needed a
more effective way to tap existing knowledge and
avoid duplicating work. With the help of Coveo for
Advanced Enterprise Search, Harris increased pro-
ductivity, realized notable ROl and unlocked value
from existing assets.

user adoption

--“-“z‘l -‘“--

Industry:
Aerospace

Business G4
» Providel
maintalf
Increasq
* Maximig
sets
Coveo Solu
Coveo for Ad

Results at 3
> 3,000 of
better af
ous prof

> Reusk
enable
than “ref
» The ROM}
creased)
employy
bids, anj

Children's Hospital

"We didnt create kwowQeclﬁe

sharing but ce certaindy made

it sexy.”

“Before, & coas very) c‘«fﬁ.c.uﬂ' to access data,

and people cere constandly complaining.

Noco H«eu,'r& more caqueQQec:\ to create and

store w\forws.a}ww

"Owr users are bec)'mwww)' to realize Hhat ot

everything I create is 'wine Evervone

should have access to everurl'l«.inﬁ."

Engineering Director

Customer Success Story

Adding Organization, Customization and

Insight to One of America’s Largest Public

Policy Research Repositories
r

coveo

I
coveo

Advanced Enterprise Search

Fortune 50 Healthcare Company —
A Story of Knowledge
Management Transformation

Snapshot:
Industry: Hoalthcare

Goography: Unitad States
Number of Users:

* Init 350

The Client

With operations throughout the world, this Fortune 50
company focuses on research, Innovation & new product
development and depends on Its R&D organization to stay
ahead of the competition In a crowded market.

« Current: 8O0

* Future: 2000+

Types of Userx:

RAD Engmeorng & Loga

Coveo Solution:
Advanced Enterpr

In 2010, the R&D organization began a journey to transform its
Knowledge Management to Increase innovation, compelitiveness
; and productivity. With the help of Advanced Enterprise Search
.8 . from Coveo, hundreds of the company'’s workers hamess thelr
T : coliective knowledge through millions of documents, saving

Compelling Events: Successful

vabdato

capabir

Connector Types: Sharehy

' SR o G valuable time and Increasing productivity. They can now access
:i":“ with AV sourcos their knowledge ecosystem with 20720 vision.
cl oxed 0.9

adonal 4-6 now s

SId

ry:
jonal Association

- Our project management team's background

NORIRAC owesc is not in IT. We're engineers, so this was

MOM with Conte

; a new area for us and we were definitely
ks
| employees

looking for a company we could lean

timize access to re

rease member engag
ewal rates

b
on. Coveo has been that company. '

Solution:
for Advanced Websiti

s ata Glance:

proved website seardl
ht content to the rig
nt time

mbership renewals
o increased custol

the past three months's

same period a year 390

increased 63% and dos : -
ly doubled (92% increase).

hance the user experience.
The Challenge

TSIA is the leading professional association
of the technology services industry. its mem-

bers include thousands of services executives,

selecting Coveo in early 2013. The implementation started late in
oish

the first quarter of 2013 and 100k two months from s

v-nm

0es « Provicing the rescurces
Wwin government business

Customer Success Story

Federated Service Knowledge
Supercharges Field Service Operations

Tokyo Electron Limited (TEL), established in 1963,

»
coveo

Industry:

is a leading supplier of leading edge semiconduc-
tor production equipment (SPE) worldwide. Tokyo
Electron is a publicly held company listed on the To-
kyo Stock Exchange. TEL SPE product lines include
coater/developers, oxidation/diffusion furnaces, dry
etchers, CVD systems, surface preparation systems,
gas cluster ion beam technologies and test systems.
To support a diverse customer base, Tokyo Electron
has strategically located research & development,
manufacturing, sales and service locations all over
the world. Tokyo Electron America (TEA) is a wholly
oowned subsidiary of TEL responsible for North
American sales and service support.

Once our engineers started to see the benefits
atthelr fingertips, they started using It more
and more. It has been incredibly well-recelved

Ed McMurray, Director, Fleld Service Team,
North America, Tokyo Electron America

Unifying a Decentralized Knowledge
Ecosystem

With a rapidly expanding portfolio of high-tech
products in an industry locked in a mad dash with
Moore's Law, Tokyo Electron's feld service team

Production Equipment (SPE): Ser-
vice and Support

Business Goals:
» Improve upon best-in-class service perfor-
mance in response to growing customer base
while keeping costs flat.

» Develop further standardized and streamlined
service teams across all product lines and re-
gions, optimize resource utilization and con-
tinue to deliver high C-Sat scores.

> Lead the SPE industry in demonstrated safety
and quality driven knowledge-centered service
execution. (This program is known internally at
TEL as The Journey to Excellence)

Coveo Solution:
Coveo for Enterprise Content

Results at a Glance:

» Powerful, single-point access to service i
formation across a multitude of repositories,
database applications and geographies while
respecting complex and localized permissions.

Service knowledge retrieval integrated into
service event logging and escalation processes.

» Improved mean-time-to-repair for targeted
Worst-case-scenario events by up to 28%.

Case studies & references at www.coveo.com

coveo
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economic return

$6 Mil ROI for a 600-user deployment [Fortune 50 Healthcare company]

Increase of 11% in profits during a down economy due to better use of
knowledge [large engineering firm].

63% increase in self-service website logins, 92% increase in document
downloads, increased membership renewals [large global technology association]

Faster time to market with more innovative products [Fortune 50 healthcare
company]

$7 Mil ROl from a single found document [F500 aerospace & defense contractor]

Improved mean-time-to-repair for targeted worst-case-scenario events by up to
28% [global electronics manufacturer]

Cut case resolution time by 20%. Improved online customer satisfaction by

nearly 2 points since implementation, collectively a rating of 93.4% [software
company in the government sector]

Time to customer service case resolution down 15%. Issue volume increase of
15%, customer service headcount reduction of 5%. Increase in customer self-
service satisfaction by 10%. [F100 technology company]

"Without Coveo, funding appropriate
correﬂa;"éows coould c\epen.é on &
superhuwman abilliby to predict cohat
considerations youll need to apply o
wuforw\.a;"ww Tts othercoise éw\.PoS'SCbQ&.
Its the onldy) coay to deal codh the
explosion of condent Hhat coe've seeing
PeoPQ& ju.s{' cont be able to do their
work withoud Coveo i the fuduwre”

[asset management company, financial sector]

‘ROT is time savings and the value of
increased tnnovation, more cavm.ec('w&q
among ew\.PQou,e&S, fas{-er and more
accwrdte prograva bids, and overall
Gnereased Praduc"évé('v,."

[aerospace & defense contractor]

Case studies & company references at Www.COVE0.COM

>
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We make companies
more relevant

Search & Relevance technology platform

dberry@coveo.com 418-263-1111 x 200
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