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Design communications for
superior digital experience

Five best practices to take customer communications to the next level
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Meaningful communications for
enduring relationships

Rethinking customer communications with a personalized,
digital-first approach can improve customer satisfaction
scores.

Whether traditional or digital, communications are the primary customer
touchpoint for most organizations. The quality, timeliness and accuracy of
those communications have a huge impact on consumer perception. The
customer’s experience is the single greatest predictor of whether they will
return and promote the company or defect to a competitor and malign it.

Competitors are paying attention. According to Forrester, improving the
customer experience is a top priority for most companies. Trust is built when
customers believe a company understands their point of view and preferences.

At the same time, many companies are faced with the reality that the core
systems they have relied on for their key processes for years—including billing
and customer care—need to be replaced or will soon require an extensive
upgrade to support mobile and digital interactions.

Since companies may already need to update their legacy systems, itis a prime
opportunity to create game-changing customer communication touchpoints
that attract, acquire and service customers and grow business.

Connect the customer journey to
cross-channel communications

Clear and actionable communications are essential to every step of the
customer journey. Every interaction—service or self-service—with customers,
prospects and business partners contributes to their overall experience and
their positive or negative perception of the brand and business, as well as

the quality and value of the shared relationship. Communications should be
clear, easy to understand and act on and provide the appropriate context for
recipients to take action. By engaging customers on their terms and according
to their preferences, companies can make the interactions meaningful and the
overall customer experience positive and enduring.
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“CEOs and CIOs
around the world
are looking at

the customer
experience as the
next differentiator.
Everyone can
code stuff, but the
experience is what
matters.”

Dr. Eric Schaffer
Founder And Ceo
Human Factors International

The customer experience imperative

Top five tips for designing for the experience economy

1. Design for understanding
What do recipients need to understand?

Consumers want communications that are easy to understand. This requires
using clear, plain language without industry jargon and legalese. It also means
designing the communication from the perspective of the recipient. Where are
they most likely to look for key information?

A reputable CCM vendor will have developed best-practice methods for
helping organizations design communications that create superior customer
experiences.

In government and industries like Healthcare, clear communication is also
required by legislation and regulation. For example, in the US, the Plain
Writing Act of 2010 requires federal agencies to write “clear government
communication that the public can understand and use.”

2. Design to drive action
What do recipients need to do or not do?

If the goal of a communication is for customers to pay a bill, the communication
should clearly outline the charges, amount due and how and when to pay. If
the goal is for the customer to take advantage of a special offer or sign up for
a new service, the communication should provide timely cross-sell messages
that are relevant, easy to act on and personalized.

If the goal is to avoid consumer or partner calls to the contact center, the
communication should be easy to understand and link to self-service options
that address common concerns. If the goal is to encourage calls to generate
goodwill and revenue, the communication should provide a prominent phone
number. Designing to illicit action is all about understanding cost and revenue
drivers and inspiring action in an intentional and purposeful way.

3. Design for digital first, but don’t neglect traditional channels
Do recipients have a seamless cross-channel experience?

Interacting with customers via email or a smartphone requires a different
approach than a desktop website or printed document. Of course, the physical
sizes of the form factors are different, but so are the ways the recipient opens
and navigates the communication. For example, digital communications

like emails can incorporate links to desired actions, such as paying a bill or
enrolling in online account management.

The best practice is to design the layout and content for the smallest form
factor first. The limited space helps to pare down messages and desired
actions to only the most crucial. Then, content can be added as appropriate.
This approach also helps ensure message consistency and maximum reuse of
content across channels.
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4. Design to align business user profiles with the business process

How are business users involved? Do they own content and messages?
Can they help personalize communications for the front office?

Communicating the right message at the right time requires the intervention
of business users who have suitable training, knowledge and sophistication.
Sending the wrong message at the wrong time can be detrimental to customer
satisfaction and business results. Business users in:

= Marketing and customer care know and understand current and prospective
customers and what they need and want.

= Legal and compliance can keep information current and in line with
regulations and other requirements and own and control relevant content and
messages in communications.

= Front office departments, such as marketing, sales and customer care, can
easily personalize communications created and delivered as a result of an
interaction with a customer or prospect.

Timely, accurate, personalized communications are critical to a positive
customer experience.

5. Design customer-centric communications from the inside out and outside in

How can processes and systems of interaction be modernized to deliver on
consumer expectations for seamless cross-channel interactions?

To improve the customer experience, companies need to design and deliver
actionable communications. They should use clear and concise language
and be compliant, accurate and controlled. All this requires synchronizing the
right data with CCM software and the business processes that intersect with
customer touchpoints.

Many organizations undertake customer journey mapping projects and
make the necessary investments in modernizing key business systems and
processes. This requires organizational commitment and resources from the
C-suite.

Employees can advocate for updating key systems and processes in a
thoughtful way to ensure better customer engagement and satisfaction, as
well as continued business relevance and success.
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Find the right solution

Knowing what to look for in a new solution is vital.

An enterprise platform, not merely a point solution

Companies must look for an enterprise platform that supports design, creation,
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A proven difference

From back office to front office

OpenText Communications helps minimize the number of solutions enterprises
leverage and support. One template created in a single design environment
can be used for a variety of production environments: real-time or on-demand,
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Scalable by design

Thanks to its single-customer communications management architecture,
OpenText Communications does not—as some other solutions do—require
a significant IT investment in more servers as the volume of documents
scales up.

Enterprises that invest in OpenText Communications will consistently see the
value of expanding their deployment. Getting connected to a comprehensive
view of customer-relevant information will help organizations stay connected
with those customers. While this is always important, it has never been more
so than in an uncertain and constantly disrupted economy.

What's next?

Business continues to change. While organizations understand the need to
transform their cross-channel engagements, they may not know where to start
in understanding their current capabilities and what they need for the future.

OpenText Professional Services provides a full set of options to meet the
unique needs of any type of services engagement. The OpenText portfolio
of services includes Solution Consulting, Solution Delivery, Education and
Center of Excellence services—designed to provide organizations with
proactive advice, guidance and recommendations to analyze and design
an appropriate solution.

Contact us

For more information about tOpenText Communications,
please visit https://www.opentext.com/products/ccm-software
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