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Executive Summary 
Delivering great customer experience (CX) in the age of instant 

gratification has been challenging for organizations focusing more on 

their core solutions. The pace at which every industry is adapting to the 

dire needs of the customers has kept us all astonished. 

What customers want and what they seek for is entirely different from 

the experiences delivered by organizations. And, with the rising 

competition, the chances of customer defection increases. To win the 

never ending race of delivering level par excellence in customer 

experience, it is essential for organizations to embrace technologies that 

can revolutionize their customer experience.

 

As CX is the new battleground for the next gen firms, it becomes 

imperative for organizations to keep communications as the 

cornerstone of their CX strategy. Communications in customer 

experience domain has a lot of relevance whether it is related to 

servicing a customer or an interaction for harnessing customer relation. 

Thus, amplifying customer experience by managing communications at 

each stage has become one of the most important objectives for 

organizations today.

 

Thus, it goes with the saying that organizations cannot survive without 

satisfied customers. If businesses would have been thriving with a 

mouthful of fancy words for selling out their products, every other brand 

would have sustained the competition. Managing customer 

communications paves the smooth path to maintain consistent brand 

image in the digital world and with CCM software it becomes really easy.

In this eBook,
we will take you 
through the role of 
CCM in revolutionizing 
customer experience, 
its importance and 
how it can be leveaged 
in the digital world. 
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What is CCM ? 

Definition of CCM Software

A lot of emphasis is being paid on convenience these days. Be it a consumer who goes to a mart for shopping to a person viewing 

his monthly bills on his phone, all of them are ready to pay an extra amount for the readily available services. Consider an 

organization that spends millions on advertising products via social media channels, Youtube, mobile ads, etc., but in terms of 

earning receives a big ‘0’. What do you think must have been the reason behind the poor outcomes? 

Is it the communication strategy? 
Or the channels that were being used?
 
Well, to understand the topic lets deep 
dive into the basics of a customer 
communication management platform.

With the disruption in the channels of interaction, organizations are faced with the 

challenge to ensure consistency and clarity across all customer communications. 

The definition of customer communication management has evolved over the years to an extent that it is now considered as 

the lifeblood for many organizations. Thus, organizations are looking for ways to uplift their existing CX strategy with the help of 

CCM software. 

CCM software enables organizations to design, manage, and deliver high-volume and on-demand personalized 

communications such as letters, invoices, statements, policies, contracts, and customer correspondence from one centralized 

platform.
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Years ago, CCM software entered the market as a print-centric technology. With the radical shift of organizations to a more customer-centric approach, 

CCM started acting as a centralized hub for managing and delivering interactive communications. Initially the legacy systems held back these 

organizations from innovating and developing capabilities in their existing setup. With an agile CCM software customer facing businesses can deliver 

seamless user experience by providing a silo free process via which businesses can embark on their digital transformation journey.

.

#2

It is this software that ensures the timely delivery of targeted communications through various channels like email, SMS, mobile, content on the web 

pages, social media and printed materials. Technology leaders must understand and leverage the CCM software to transform customer journey into a new 

set of improved actions that supports the on-going needs of the customers.



How CCM can help
Organizations to Streamline
their Customer Communications

The CCM market now is a result of the 

convergence of document generation, 

structuring management of various output 

technologies. Any good CCM solution would 

ideally include core elements of design tool, 

composition engine, a workflow engine and 

management of multiple output channels. 

CCM software plays a major role in revitalizing 

the existing customer communication strategies 

of a firm by designing personalized and 

memorable customer journeys. With the modern 

and efficient capabilities of CCM software, 

organizations canenhance user experience and 

build loyalty by communicating with customers 

on their preferred delivery channels.
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#3
CCM software can help businesses by providing them with:

Data-Driven Personalization
It is very crucial for organizations to deliver experience 

that is in sync with the collected customer data. 

What’s more important over here is to organize these 

data into a way that give meaningful insights. Without 

a proper process in place, it becomes really difficult 

for the management to do the analysis and derive the 

future requirement. With the help of CCM software 

the meaningful data can be effectively leveraged in 

the form of personalized communications and these 

learning can be used to effectively create micro 

segments. This will improve customer engagement 

and can create value out of each interaction for 

organizations.
Tailored Offerings
Many times, software bought from vendors may 

not suit the business requirements completely. 

Some business operations might require 

change depending upon the need of the 

deployed technology. Also, businesses that use 

multiple softwares face difficulty in integrating 

to the third party software. Custom software can 

seamlessly integrate with the existing software 

and provide the organization with optimum 

performance and flexibility. CCM technology 

empowers the organizations by providing them 

with tailored offerings as per their business 

requirement. The tailored software provides 

long-run solution and scales operations to 

support the growing business needs.
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Self-service Capabilities 
An agile CCM software empowers organizations to provide self-service 

capabilities to their customers on the go. Providing customers with clickable 

content and allowing them to make decisions while going through the 

communication can improve the revenue share of businesses rigorously.

 

Customers can make use of the self-service capabilities and update their 

contact details, raise concerns, request duplicate statements. This helps 

organizations to boost their operational efficiencies by focusing on core tasks 

and at the same time increases the involvement of customers.

Regulatory Compliant Communication
Organizations often struggle to keep up with the regulatory requirements. In such cases, 

modern CCM software helps organizations in overcoming the regulatory risk due to the 

pre-built compliance functionality. This functionality helps the compliance team to see a 

holistic view of the entire communications package while reviewing and analysing the 

customer’s viewpoint. Thus, imparting organizations to fully control their outbound customer 

communication.

Thus, CCM Software has the capability to overcome customer experience challenge by 

empowering business users to create and manage interactive communications, reducing the 

reliance on costly IT resources. 

Till now we have been talking a lot on amplifying and delivering untangled communications. In 

the next chapter, we will be taking you though the different channels of communication and 

the role they play in enhancing business outcomes. 
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Multi-channel vs. Omni-channel Communications: 
Which one to choose?

The rising expectations of customers and 

technological advancements have changed the way 

in which interactions take place. Customers today are 

demanding more convenient, simplified, transparent 

and personalized communications. Successful 

organizations have understood the importance of 

investing in customer experience as it tends to be the 

crucial driver in delivering great business outcomes. 

Gradually, organizations have become more 

customer-centric rather than focusing on product, 

price, and brand as the differentiator.

To garner great customer experience, it is essential for 

an organization to be present on all the channels of 

communication be it social, mobile, text or email. 

Aligning business goals as per the customer’s need is 

not the end. To win the race organizations must pay 

heed to their customer’s journey and keep on adding 

new innovations to their existing strategy.
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Also, delivering a personalized experience in the world of hyper-connected customers has become the key to successful business operations. 

Organizations are slowly transforming their customer communications into highly personalized and dynamic ones which in turn is fostering 

superior customer experience. Thus, to keep up with the ever-changing requirements, organizations must quickly roll on towards the right 

direction.

Previously, customer service consisted of multi-channel mode of communication where customers communicated with companies through 

different channels that were not integrated among themselves. Thus, it was necessary for businesses to look for a technology that can suffice 

the rising demands of their customers. The customers today are tech-savvy demanding a greater number of services while expecting seamless 

and consistent experience across all touch points or channels. In order to better serve their customers organizations need to make a move from 

multi-channel to omni-channel.

Unlike the multi-channel communication mode, omni-channel customer engagement model helps in tracking the entire customer journey 

and thereby, creating a consistent and optimized experience. Customers have the freedom to switch between different channels without any 

hassles such as loss of information, or the need to repeat existing information.

Though both Multi-channel and Omni-channel communication modes seem similar, their definition and strategies go down to different paths. 

To have a clear understanding, let us deep dive into their definition and best practices:
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Multi-channel Communications Omni-channel Communications

Businesses engaging with customers via multiple channels like 

social media, web, email, etc., are using multi-channel mode of 

communication. Companies under this category are majorly

focusing on various channels but are not bothered about 

maintaining consistency at every touch-point. 

Furthermore, companies with this approach give more importance 

to products rather than customers. Optimizing customer experi-

ence and 

creating relevant interactions do not fall under this class.

Organization using Omni-channel communications are more 

focused on creating consistency along with relevant 

interactions. Under this category, organizations use different 

channels for communication but they are diligent to ensure 

that the same messaging and context is present at every 

touch-point. 

For example - an organization providing customers with the 

ability to engage via social media, email and mobile would be 

more focused on ensuring consistency in messaging and 

design across each touch-point. 



The Rise of Omni-channel Communications

1. On-demand proactive communications

Globally enterprises have understood the importance of omni-channel communication, as from a customer’s perspective this approach helps in 

superseding customer expectations. Initially, brands like Amazon, Flipkart, etc. entered the omni-channel arena by offering differentiated services and 

a truly unified experience for their customers. Later, the entire economy was under the influence of omni-channel experience. This approach has 

empowered the entire world to act and decide as per their convenience.

Here are few benefits of omni-channel communication strategy:

With omni-channel approach dominating the entire economy, the expectation of 

customers for on-time services have touched sky heights. With consistent experience 

across channels, customers can research a product or service as per their feasibility. 

For instance: A customer traveling in a bus requests communication from his insurance 

provider and selects a few options on the app. After the selection, he somehow drops 

out due to lack of time. Later during the month sitting back in his office, he again 

decides to take a look at those insurance communications. He expected that he would 

have to research again, but to his surprise, he found out that all his previous research 

were already available even on the website version accessed via desktop. 

This explains how relaxing a life can be in an omni-channel world where customers can 

access communications anytime, anywhere and on any device.
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2. Customer convenient experience

Communications today is defined by the convenience to seamlessly interact on 

different touch-points. With more competition in the market, it becomes important for 

organizations to deliver experiences that create a wow moment. These wow moments 

will help organizations in overachieving their goals and building customer trusts. 

Organizations have to 

realize the importance of 

seamless experience across 

channels while keeping in 

mind the needs of 

hyper-connected and 

super-engaged customers.
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3. Data-driven strategy

Organizations can adjust their customer 

communications by tapping different channels 

through which their customers interact and 

thereby collect useful insights. These insights can 

further be processed and used for creating 

meaningful outcomes via upsell and cross-sell 

opportunities. For instance, bill amount and 

reminders along with the new offerings can be 

sent via SMS or a notification on the due date 

itself.

Organizations who have adopted the 

omni-channel communication mode are already 

reaping out its benefits and setting high 

standards of service levels. Moving forward 

businesses have also started focusing on making 

these communications more interactive and 

personalized. And, with CCM software, 

organizations can constantly innovate and deliver 

omni-channel customer communications 

seamlessly. 

To expedite further, an organization needs CCM software that can automate and 

digitally transform all the human and information intensive tasks. More 

characteristics of an ideal CCM software explained Further
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#6 Four things to look for in an Ideal CCM Software

Some of the key components that set aside noteworthy CCM software would definitely be that 
of innovation and the stress on emerging technologies like:

3. Analysis of customer behaviors and search capabilities 

for improving customer experience.

1. Inclusion of various ‘customer 

engagement features’ in terms of mobility.

2. The capability to contextualize 

and personalize customer 

communications.

4. Development of dynamic design,

 content composition by using 

the contextual data.

5. The flexibility to integrate with existing legacy systems and other digital 

experience technologies.

CCM Software has the capability to overcome all the blues of delivering high quality, relevant and interactive communications. CCM software supports 

the production of customized messages for different types of customers, introduction of new products and transaction documents.

Ideal customer communication management software has the capability to compose, personalize, format and deliver the acquired content into 

relevant physical and electronic communications. It is this software that ensures the timely delivery of targeted communications through various media 

like email, SMS, mobile, content on the web pages, social media and printed materials. Therefore, the CCM market now is a result of the convergence 

of document generation, structuring management of various output technologies. Any good CCM solution would ideally include core elements of 

design tool, composition engine, a workflow engine and management of multiple output channels.
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1. Capability to leverage data analytics in CCM 

2. Customer journey mapping 

The software should have the ability to process and access data from multiple sources and 

employ a robust logic to derive valuable insights and get ahead of customer requirements, 

serve the right amount of personalization to communications, at the right time. These 

would essentially be based upon previous customer interactions in similar journeys.

With the above capability businesses can automate communications for a more 

expedient, smooth and, self-serviced customer journeys. Organizations are becoming 

more and more mature in the CCM space and this aspect itself is leading to the fact 

that they are now thinking of CCM in terms of customer experience and not just 

maintaining operational efficiencies.

Therefore, Ideal CCM software should include the following:

START

END

Marketing Touchpoint

Social media / website

Social media /
website

Customer

Customer
service

Marketing Touchpoint
Email /  Sms / Web

loyalty program

Presence on 
other website

Revisit on website



3. Capable of collaboration

4. Develop and disseminate content 

An ideal CCM software should be able to deliver highly personalized digital experience that would facilitate 

both content development and its’ dissemination with ease, efficiency and equal emphasis. It should be able 

to visualize, create, manage and present content across the organization, quickly understand the concepts of 

open standards, open APIs, cloud-based micro-services etc.

Thus, CCM software should ideally be able to help organizations provide a delightful customer experience. 

This would help brands in improving customer retention and enhancing service, while maximizing ROI and 

reducing cost of operations. 

To quickly migrate to a CCM software and kick-start your digital transformation journey, read the chapter 

below.

Though the meaning of collaboration differs a lot, 

but CCM software having the capability to collaborate would mean that organizations would be able to function 

differently. This capability would ensure cross-departmental collaboration aiming at a single outcome and a sea change in the realm of 

processes, people, real-time interaction and dynamic communications. 

Few of the leading brands have been struggling to find the right methodology for collaboration and CCM software having these 

kinds of capabilities might just be the right fit.
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CCM Software: Five Steps To A Successful Migration

Years ago, CCM software was established as a transactional 

print-based technology. Organizations today are focusing 

more on customer-centricity and CCM acts as a centralized 

hub to manage and deliver interactive communications 

based on interactions. 

Initially, the concept of CCM software was more inclined 

towards the utilization of transactional documents. The 

radical shift into operational flexibility as more organizations 

develop CCM solutions is the proof of the fact that how the 

CCM industry has evolved over the years. 

But extensive CCM migration from a legacy setup involves 

many challenges. Reaching to a degree of customization in 

CCM solution allows organizations to tailor the solution as per 

their specific needs and personal context.

Organizations have started reviving their existing strategies for delivering smarter and futuristic communications. To reduce cost, eliminate operational 

silos and create smooth processes, it becomes quintessential for organizations to migrate to holistic CCM software or a Customer Communication 

Management platform that empowers the entire customer journey.
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1. Analysing Processes

2. Creating Strategy

Successful migration to single end-to-end customer 
communications management software involves
following steps:

Based on the analysis, organizations can clearly define their objectives and align their goals to a 

strategy that syncs with the needs of their business. Hence, it becomes easy for businesses to identify 

the area that requires change, and accordingly introduce capabilities and functionalities. This process 

will help them in clearly optimizing time, reducing cost and maximizing returns.

Defining the entire migration strategy 

to identify the opportunities for improving 

efficiency is crucial for businesses. By analyzing the 

existing system, data, processes, and setup requirements, 

organizations get a fair chance to evaluate the use of the solution 

to be deployed. This helps them in preparing themselves for any 

contingency and to act wisely before the migration takes place. The services 

team can then review documents, business logic, code structure, etc., to understand 

as to what can be optimized, and leveraged during the migration phase.
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3. Fragmenting Documents

4. Assembling
    New Templates

After leveraging the detailed roadmap, it becomes important 

for organizations to assemble new templates based on the 

defined specifications. Later, the new templates are integrated 

into the systems and tested closely to see if any necessary 

changes are required.

The next phase includes the fragmentation of 

documents into small pieces. These pieces are a 

combination of components and reusable assets 

which includes business logic, content, logo and 

other relevant details that create a detailed 

roadmap for organizations. 

This further helps them in understanding how 

each document is assembled, right down to font 

styles and formatting.
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5. Running a Pilot Project

Implementation of the CCM software should begin with a quick to 

manage the pilot project. The prototype can be tested with different 

scenarios and cases to understand the best combination under 

which the CCM software can deliver great results. 

Further, the baseline test can be designed which involves CCM 

processes and manageable data combinations. These can be 

immediately tested for maintaining data accuracy against similar 

process in the legacy-based setup. Thus, organizations can keep on 

testing every release and continue with their implementation 

process.

With the strategic planning and perfect execution, organizations can successfully migrate to a CCM 

software and digitally transform their human & information intensive tasks. 

FCI Customer Communication Management Team: The CCM Migration Experts
Our organization consists of qualified project management professionals that take a holistic, evolutionary 

approach to understand your requirements and respond with solution that best fits your business.
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FCI CCM, Inc.,
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T: +1 212 225 8430

About FCI

FCI is revolutionizing the customer communications. We help organizations of all sizes deliver amazing digital experience to 

their customers with the help of dynamic, interactive and highly personalized communications. Our mission is to eliminate 

the dead, one-way communications and make it easy for organizations to lean on one-to-one customer experiences. 

FCI provides customer communication management solutions and services to help organizations meet their business goals, 

support regulatory compliance, and drive business growth.

Ready to delight your customers?

India Sales OfficesCorporate Office USA Office

https://fci-ccm.com/request-a-demo.php


