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About Varonis

EI] Industry O Headquarters
Cybersecurity Technology & Software Miami, Florida.

is the leader in data security. Thousands of organizations worldwide trust Varonis
to defend their data wherever it lives — across Saas, laaS, and hybrid cloud environments.
The company’s cloud-native Data Security Platform continuously discovers and classifies
critical data, removes exposures, and detects advanced threats with Al-powered
automation.
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Business Challenge: Scaling Support for a
Secure and Unified Customer Experience

Varonis also leverages Al tools to provide self-service portals that empower customers,
partners, employees, and support agents to find answers and solutions independently,
which are critical components of a modern, efficient support ecosystem.

As Varonis’s communities expanded, delivering seamless self-service depended on
unifying data across systems while maintaining security:

Unified Data Sources

Content and data sources needed to be unified to ensure a consistent
customer experience.

Maintain Secure and Granular Access Controls

Search needed to align with existing permissions to ensure a secure,
permission-aware, and unified experience.

Enhance Support Resolution of Complex Queries

Complex queries needed to be resolved as quickly and effectively as routine
tasks using self-service tools.

Improve Visibility into Content Gaps & Opportunities

B

The company needed to proactively identify and fill gaps in their knowledge
base to ensure user satisfaction and prompt ticket resolution.

Evolving Technology to Enable Innovation

e

The company sought technology that could support gen Al innovations to
enhance the user experience and internal operations.
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The Solution: Cognitive Search with
Business-First Control

The company deployed SearchUnify as the unified cognitive search solution that
empowered both their support teams and customers with a single, intelligent source
of truth. The platform provided an enterprise search experience designed to unify
knowledge and address user needs proactively, reducing the need for traditional
support channels.

Integrated Support Ecosystem

The platform unified content sources, creating a single, cohesive access point
for information.

Intelligent Relevancy & Tuning

The portal delivered a highly accurate search experience with an Al-powered
engine that continuously learned and automatically tuned itself for the most
relevant and personalized results.

= Contextual & Permission-Aware Search
= The solution was designed to deliver relevant results tailored to user needs. This
provided valuable, permission-aware content even to users who had decided to
log a support case.
Actionable Self-Service Analytics

The Varonis platform provided rich insights into user behavior, search queries,
and content, helping them improve workflows and optimize their support
strategy.

Optimized Self-Service Experience

The platform’s features empowered customers to effortlessly find information
on their own, driving self-service success.
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Customer Community Business Impact

Since implementing SearchUnify, the company achieved substantial improvements in
both self-service effectiveness and overall support efficiency, translating directly into
measurable business value:

80 Reduction in Cases Logged
D’ﬂ This drop reflects strong user adoption and confidence in finding answers
independently. Increased self-service engagement reduced the ticket volume,
allowing support agents to focus on more complex issues.

O Faster, Smarter Self-Service

%D Users are finding answers in fewer searches as evidenced by an increased
click-through rate, with sessions reduced by over 10%. This highlights greater
quality search efficiency, a higher rate of self-service adoption, and a better
customer experience.

Driving Adoption, Engagement, and Scale
with Al-Generated Answer Feature

Before After

e
. . Traditional keyword SU-GPT generated Al-powered
Driving Higher search often left responses, contributing to rapid
Adoption employees to sort adoption for employees with a 30%
through many results increase in “Show More” clicks in
just one month and growing trust in
generative answers.
Scaling Self- Without Al, content SU-GPT quickly delivered tens of
Service Across was not always thousands of Al responses across the
relevant, leading to customer community, employee portal,
Channels inconsistent self- and support portal, enabling a consistent,
service experiences. intelligent, and scalable self-service
experience.
G J
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Customer Community Business Impact

The company’s search effectiveness demonstrates its business impact in a growing
customer base:

The Customer community saw a steady increase in Search Sessions from
November 2024 to July 2025. This reflects a strong and growing user adoption,
which is key to long-term self-service success.

Consistent results on the customer community build trust and increase
user adoption. The improved click-through rate in search ensures that users
consistently find the information they need, reducing the need for agent
intervention.

About SearchUnify

SearchUnify is a leading Enterprise Agentic Al platform that redefines customer support
and self-service by unifying enterprise knowledge, enabling contextual intelligence, and
powering task-specific Al agents. With solutions like Cognitive Search, SUVA, Knowbler,
Agent Helper, and Agentic Al Suite, SearchUnify helps global enterprises drive faster
resolutions, reduce costs, and boost customer satisfaction.

To Experience SearchUnify Live in Action, Request a Free Demo!
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