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Enterprise Customer Communications
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Dear Mr, Laurence,

You are currently set up 1o have your credit card automatically drafted on & monthly basis ta pay
‘your GRN ENERGY utiity bill The credit card we have on fils is dus to expire on 07-31-2007.

Please provide us with your updated credit card informatian by calling eur office at 1-800-123~4567,
TDD (hearing impaired) 15551234567 between 8:00 AM and 5:00 PM, Monday through Friday.
2for d the press 0 to speak with 2 Customer
O, you can visit our at 5555 Main Street, Gity, ST, Customer
Service Representaiives are on the First Floor to the left as you enler through the main door,

‘Thank you for your prompt aftention 1o this important matter.

Sincerely,

‘GRN ENERGY Customer Service




Enterprise Customer Communications

« These communications can be classified into three main
categories
« High Volume

« Structured communications, processed in batch, pushing
high-transaction rates

« On-Demand

« Hardened communications created with available external
data, delivered in real-time via Web Services

« Interactive

« Individualized, ad-hoc communications, require real-time
information and human touch to complete, delivered in real-
time or batch




Enterprise Customer Communications

« Emerging business drivers are shifting the focus of
communication projects from batch to on-demand and
interactive

« Customer Retention

« Customer Experience Management
« Easy to Do Business With

« Business Agqility

« Regulatory Compliance




Today’s Interactive Communications

« Typically created in Microsoft® Word
« Error Prone
« Allow too much end-user control
« Overgrown Word Macro Solutions
« Or via expensive host applications
« Doesn'’t allow enough end-user control
« Costly to maintain




EngageOne Interactive Communications

« Software Solution for Interactive Documents

« Provides the tool for integrated customer experience
management across the enterprise that enables
spanning different operational functions in a consistent
customer focused manner.

« Providing the end-user with the necessary flexibility and
the business with the right amount of control




EngageOne for the Correspondent

- WYSIWYG interactive editing, on the canvas
« Promotes end user efficiency and ease of use
« Offering flexibility with the right amount of control

« Ensures accuracy by prompting for information in-
context as the document unfolds before your eyes

« Work queue processing supports work over time and
collaboration




EngageOne for the Business

« Robust Content Services

« Template management and version control improves
accuracy by ensuring the right template is used every
time

« Approval workflow ensures quality and accuracy before
the document is delivered




EngageOne for the Business

« Business user control
« Template design using WYSIWYG on the canvas editing
« Focused on the document, not the infrastructure

« Template design driven by business need, not
automation

« Simplifies deployment process resulting in reduced costs
and higher quality

« Data prompting defined by the business user
« Defining the right user experience for the template




EngageOne for the Business

- Robust system monitoring provides the business with
important system utilization metrics

« Supports predictive analysis on system usage and
growth

« Improves communication quality through system
utilization metrics




EngageOne for the Back Office

« Multi-Channel Delivery
« Print, Email, Fax, SMS, Archive supporting Green
initiatives
« Supporting both real-time and batch as appropriate

« Postal savings realized by batch accumulation and postal
sorting for previously unmanaged content is tremendous
« Integration with LDAP and Active Directory for user
authentication




EngageOne Application Integration

« Qut-of-the-box application can be loosely coupled with the
business applications

« supporting quick prototypes and low cost of entry

« Full compliment of web services allow for tight integration
into a front-end business system

« Enabling efficiency and accuracy




EngageOne Data Integration

« Self-describing templates tie the data model to each
template version

« Improves efficiencies by prompting for only what is
needed

« Ensures solution quality as business data needs change

« xForms data model allows for generic system data
extraction

« Reduced IT Costs




Engage Infrastructure

« J2EE SOA architecture supporting industry standard
application server platforms

- Reliable
« Scalable
« Manageable

« Commercial grade scalability and performance supporting
thousands of concurrent users and requests

« Reduced costs (both human and infrastructure)
« Easily meet service level agreements




A Few Applications

« Telco
« Call Center communications, single customer view
« Insurance
« Policyholder Services communications, single customer view
- Claims correspondence
« Underwriting
- Financial Services
« Call Center communications, single customer view
« Loan Origination
« Confirmation Notices
- Government
« Taxation Letters
- Workers Compensation Letters
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A Preview




