CCM Embraces Email and SMS
Customer Communications
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Email & SMS Usage Statistics

« Emall

97 billion email messages sent per day in 2007, 40 b Spam! (IDC)
Email is most frequent way people communicate in business

80% of people prefer email to the phone (Gartner)

60% of business critical information is stored in email (IDC)

Email is in 75% of corporate litigation (IDC)

« SMS

235 billion SMS messages sent globally in 1Q2006* (36 pppm)

2 billion mobile users globally* (*Cellular Online)
« Europe — 343 million
« US — 160 million
« China — 300 million

79% of European Mobile Users use SMS (Jupiter Research)



SMS Examples

Online Banking

Notify of transactions &
NSF notifications

Insurance

Notify progress on claims
or repairs

BA & KLM

Notify of delays &
cancellations

Telecom
Subscription notifications

Anti-fraud

Notify of transactions

Retall

Notify when goods ready
for collection

Fairmont Dubai

Promotions at short notice




Business Benefits of Email & SMS

- Immediacy - communicate with customers immediately if paper letters are
piling up unopened

« Cost reduction of over 80% versus communication going by regular mail
« Communicate with youth generation on preferred channels

« Replace outbound phone call notifications
- Big cost reduction

« Improve customer service
- E.G. Allow customer to configure notification triggers

« Reduce fraud
- Keep customers informed of (unusual) transactions in real-time



Group 1 Customer Research

Endsleigh Insurance
« Use 3" party ASP for email marketing campaigns
« Would like to use DOC1, particularly with new eHTML driver
« Require a way to process content into messages

« Require a way to achieve same level of reporting on delivery failures etc. as
provided by ASP

Student Loans Company

« Able to generate informational messages from Oracle CRM but responses “hit
a brick wall”

Large UK Financial Organisation

« “Auditors would have heart attack if they were aware of the number of email
messages being sent to customers that do not get recorded.”

Groupl Finance (US)

« Wants to do maintenance reminder & expiration notifications by email —
transactional documents by email

PBMS (Citigroup, BP, Charities, Market Research, etc.)



What Customers Want?




What is the Reality?



Considerations for Multi-channel CCM

Make it equally easy to communicate with customers on any channel

OR



Sources of Communication Content

Composition
Solutions

Web Development
Solutions

WCM & ECM solutions

Archived Content

How can | leverage existing content?



What Content Formats will I Use in my Communication  s?

« Accept different formats of content
e Plain Text
« HTML (how will it display in different email clients?)
« Email HTML (DOC1)
- PDF
« Data formats like XML, CSV
e ZIP files



How will | Package Content from Different Sources?

«  Mix and match content as desired
« Email body vs attachment
« Textand/or HTML body (multipart/alternative)
« Embed images or externally referenced
« Package email parts coming from different systems

Composition
Solutions

A

WCM & ECM solutions

» Leverage & re-use existing communication designs (& fragments)
e Graphics
« Terms & conditions
« Policy templates



How can | maximise the Communication Relevance?

« Provide desired level of personalisation

Of email body / bodies
Attachments and their names
Subject lines

Email headers
e To, From, Reply-to, CC, BCC
« Return-path, errors-to, disposition-notification-to, etc.



How can | leverage Existing Composition Strategies?

e  Synergies with DOC1 Publications
e Multiple documents for one envelope
« Equivalent to multiple email parts going into one email message (bodies & attachments)

« Leverage existing design & approval processes
« E.g. iProof



Central Management yet Local Look & Feel

« Process any language content including double byte characters
- In email body, subject lines, attachments and attachment names



How do | provide up to date view of all communicati ons on all
channels?

« Archiving of messages
- Index for customer centric view
- Content preparation (externally referenced images, data, PDF, PDF/a)



Operational Considerations

« Batch & real-time processing
« On the fly composition through DOC1 DCS or other (web) application

« Reuse existing DOC1 templates or generic XSLT templates from any other system

e Performance



Being proactive about what is happening with my cus tomer
communications

« Reporting (Internal and External)
 Messages sent
« Delivery statuses (bounces & confirmations)
« Replies
« Opens (wherever possible)



Acting on Communication Events

« Workflow (Internal and External)
« For resolving delivery failures
« Managing responses



Integration with Central Systems

« XML & RESTful interfaces for external reporting / workflow
Integration

« Centralised Management & Monitoring (JMX)



Effectively Giving Customers Choice Requires

« Centralised communication design and content management

« Allowing customers to engage on channel of choice

Allowing customers to respond on the same channel
« Avoiding no-reply@addresses
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Effectively Giving Customers Choice Requires

« Centralised communication design and content management
« Allowing customers to engage on channel of choice

« Allowing customers to respond on the same channel
« Avoiding no-reply@addresses

« Cross channel communication management
« Respond on same or more appropriate channel

« Maintain up to date customer centric view of all customer communications
across all channels

« Comply with regulatory requirements too
- Become a multi-channel contact centre
- Reduce peak call centre traffic

« Manage opt-out / suppression for CAN-SPAM act compliance



e-Messaging provides the solution to effectively
manage 2-way email and SMS customer
communications



e-Messaging Summary

« Outbound

Packaging of DOC1 & non-
DOCL1 content into email and
SMS messages

Unrivalled personalisation of
all aspects of messages

Comprehensive graphic
reporting on deliveries and
response processing

Workflow (built-in & API
integration) for coordinated
response & bounce message
handling

« Customer Centric View

Auto indexing of in- and out-
bound messages for
association with customer
centric view

Auto attachment, Zip & RTF
handling

Access all communications
from your CRM systems

Integration with knowledge
management and response
systems

Offload mail servers
Workflow



e-Messaging Summary

« Performance
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« Near real-time

« Process over 250 messages / sec on single server
« Plugs on to your existing content generation solutions
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e-Messaging Summary

Performance

« Batch & online processing

« Near real-time

« Process over 250 messages per second on a single server
Plugs on to your existing content generation solutions
Configurable, localised and browser based Ul
Centralised Monitoring and Open APIs



e-Messaging Architecture



Usage Scenarios (1)

Organisations wants to:

Transform call centre into contact centre

Effectively handle inbound email (or SMS) customer
communications

Stop sending email from “no-reply@” addresses

Provide contact centres with customer centric view of all
communications on all channels — in- and out-bound

Need to keep records of in- and out-bound
communications for Records Management



Usage Scenarios (2)

« Organisations also wants to:

« Give customers choice of any channel for any

communication and manage from a single system

« E.G. Responding to customer query by email should not require response
template to exist in different system to paper template

Handle queries for all channels in a single system
« Make it equally easy to communicate with customers on
any channel
Same level of communication personalisation required across the channels

« Communicate with youth generation on their preferred
channel

« Leverage branding and design skills across paper, web
and email channels

« Reduce print and mail costs



Thank you for your attention

Questions & answers

Demo



