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Summary

Catalyst

Communicating with customers through their preferred channel has never been more important, whether
through print or increasingly digital channels, such as email, SMS, or the web. Customer communications
can be regular bills or statements, ad hoc correspondence, or marketing material. This report compares
solutions from leading customer communications management (CCM) vendors and will help decision-
makers draw up a shortlist of products to consider.

Figure 1: The Omdia Universe for Customer Communications Management
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Omdia view

Traditionally, CCM solutions were used to create bills and invoices for utility companies and statements for
bank accounts and credit cards. They were typically produced monthly or quarterly, in large batches, and
printed. This is still a major use case for CCM, but communications are now delivered through multiple
channels, with digital rapidly replacing printed channels. New use cases include using CCM to deliver
marketing communications.

Some CCM solutions are actively expanding into marketing operations and blurring the lines between CCM
and digital experience management (DXM) and customer engagement platforms by providing
personalization, customer journey orchestration and mapping, and content recommendations. This creates
an overlap in functionality, which, if not handled carefully, can result in duplication of work effort by
needing to maintain multiple systems and siloed systems, as well as a failure to provide a single source of
truth for customer information. Enterprises, therefore, need a clear strategy for managing customer data,
and implementing CCM alongside a DXM platform can help create an end-to-end customer strategy. It is,
therefore, important that CCM systems can integrate with DXM platforms and that enterprises consider
implementing a CCM solution with a DXM platform to manage multichannel marketing communications.
Additionally, traditional CCM users should consider extending the use of their CCM to producing marketing
communications, even if it is only filling white spaces on bills or statements.

It is this extension into providing marketing communications that provides the greatest opportunity for CCM
vendors as it creates a new potential market for the technology. Large brands send millions of
communications in huge batches via targeted marketing initiatives such as campaigns. Using a CCM, which
can store customer delivery preferences, provides the means to deliver both batch and ad hoc
communications to customers.

Another important element of CCM is the ability to deliver automated communications triggered by an
event or activity within a business process. Automation is becoming an increasingly important trend in CCM,
enabled in part by the addition of generative Al in CCM solutions, which means that communications can be
much more dynamic and interactive with much less human interaction, as responses to many customer
communications can be generated by Al.

Because many CCM customers are large enterprises in industries such as banking and utilities, migration to
the cloud is slower than in some other technology areas, and there are still a large number of on-premises
installations. While vendors report that some customers are migrating to the cloud, a core of customers are
currently set on keeping their data in their own data centers. Many of these are using a traditional on-
premises model, but some vendors are offering private cloud options or hybrid solutions, which allow
enterprises to access the software in the cloud but keep their data on-premises. Where customers do wish
to migrate to the cloud, many of the vendors provide migration tools to help them with the process.

Implementing CCM can be complex, and the majority of CCM vendors provide professional services to help
the enterprise get up and running. Many vendors also have partners that can help with implementations,
with some specializing in specific vertical industries. The level of professional services offered and the cost
of this are things that should be considered when drawing up a shortlist of vendors.
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Analyzing the Customer
Communications Management Universe

Market definition

Customer communications created by a CCM system traditionally comprised monthly or quarterly bills and
statements produced in large batches, printed, and sent to customers via post. Today, they are more likely
to be sent via digital channels, including email and the web. They are also used for ad hoc communications
created either by an individual in response to a customer correspondence or action, or increasingly
automatically triggered by an event or action in a business process. CCM systems are increasingly being
used to create marketing collateral, such as campaigns and personalized marketing messages, which is
creating a new potential market for the technology. A CCM solution should, therefore, include the following
capability categories:

Core capabilities

e Core platform. This category includes the repository and core features that are included out-of-
the-box, such as communication creation, multilingual support, template creation, and out-of-
the-box integrations.

e Content creation. The features available to create content are covered by this category,
including tools for authoring content, the generation of communications within a business
process, automated communications, and support for interactive communications. Also
included are generative Al capabilities and collaboration.

e Batch production. This category includes the features that are required to create large,
scheduled batch communications such as statements and bills, which should be capable of being
delivered through multiple channels, including print, email, and web, and in a variety of formats,
including HTML and PDF.

e Workflow. Capabilities for creating workflows are covered by this category, including workflows
provided out-of-the-box, which should include a review process for approving communications.
The ability to create more complex business processes should be available, as should the ability
to integrate with third-party business process management (BPM) solutions.

e Cloud capabilities. The various options for cloud deployment are covered in this category,
including the different cloud options available; which public clouds are supported; how the
services are licensed and priced; the ease, cost, and speed of migrating content to the cloud;
and cloud security.

Advanced Capabilities

e Ad hoc communications. Features for creating ad hoc communications are covered in this
category, including how users can create one-off responses to communications received by
customers, how communications can be generated according to business rules, and the
management of delivery preferences.
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e Analytics. This category covers the analytics that are available as well as dashboards and reports
that are provided, including marketing metrics such as tracking sales or measuring the value or
cost of a communication. Also included are Al capabilities, journey mapping, and content
recommendations.

e Security, compliance, and governance. This category incorporates features and functions that
help ensure that communications are secure, compliant, and managed appropriately, adhering
to governance guidelines.

Market dynamics

The CCM market is mature, with the majority of vendors well-established, standalone, specialist vendors.
OpenText is the exception as it has a large portfolio of products in the DXM, content services platforms, e-
discovery, application delivery, application modernization, IT operations, and Al data analytics areas.

For this report, Omdia chose to look at the top vendors that we consider to be significant players in the CCM
market. Below this, there is a larger tier of smaller vendors that do not offer fully capable solutions.

There have been a few recent acquisitions in this space among smaller vendors rather than the larger
players featured in this report. Any acquisitions made by vendors have been strategic, in order to enhance
the capabilities of their offerings. One possible area where we may see acquisitions in coming years is
customer data platform (CDP). Most CCM vendors include some features that are found in CDPs, such as
customer journey mapping, personalization, and content recommendations. CDP cannot be used in
isolation, and it is most commonly used alongside a DXM platform for storing and managing customer
profile data to deliver personalized experiences.

Most DXM vendors have included CDP in their solutions, which means that many of the standalone,
specialist CDP vendors will find it increasingly difficult to compete. Acquiring a CDP vendor would enable
CCM solutions to move further into the marketing space and provide more of the capabilities marketers
require to engage more effectively with customers. Another possible area of consolidation is mergers or
acquisitions between DXM and CCM vendors, as OpenText did, allowing it to provide tight integration
between its DXM and CCM solutions. It is more likely that larger DXM vendors would be the acquirers, but a
high-revenue CCM vendor might acquire a small DXM vendor. However, many CCM vendors provide out-of-
the-box connectors to specific DXM platforms.

Most vendors already have or are developing Al capabilities for their solutions in areas such as analytics.
Now, they are adding generative Al to perform tasks such as generating automated responses to customer
communications, creating summaries of larger pieces of text for display on small-factor devices, providing
interactive advice to users on how to perform tasks such as implementation, and adding interactive
chatbots. This will continue in the coming years as vendors find new ways of applying generative Al to their
products. While there are many benefits to using generative Al, vendors need safeguards in place to ensure
that the technology cannot be misused. Enterprises should make sure that automatically generated content
is reviewed to ensure that the content is appropriate. Generally, it is the vendors that have embedded more
Al capabilities in their CCM solutions that score more highly in this Omdia Universe.

As most enterprises that provide statements or bills will already have CCM and there are few greenfield
sites, most of the investments will be either due to expanding an existing implementation or migrating to a
new CCM solution. Therefore, ensuring that CCM solutions incorporate the latest technologies and the
vendors have comprehensive innovative roadmaps is important to ensure that solutions continue to meet
the requirements of their customers.
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While the cloud continues to make inroads as the deployment model of choice for enterprises in the CCM
space and some vendors find that virtually all implementations are now cloud-based, the fact that there is a
core of enterprises that still want a traditional on-premises implementation means that few vendors have
abandoned on-premises deployments completely. The popularity of cloud deployments means that cloud
options are scored highly in this report, although on-premises options are also recognized.

Figure 2: Vendor rankings in the Customer Communications Management Universe

Leaders

ISIS Papyrus Papyrus WebRepository, Papyrus Adapter/TypeManager, Papyrus
Designer Package, Papyrus Business Designer, Papyrus Operations
Designer, Papyrus Client/Desktop, Papyrus DocEXEC, Papyrus
DocEXEC/PDF, Papyrus DocEXEC/HTML, Papyrus
PostProcessing/DocumentPool, Papyrus WebServer/HTTPS, Papyrus
Server (IPDS/PCL/E-Mail, etc.) Papyrus WebArchive

Messagepoint Messagepoint 23.2, Add-on modules: Messagepoint Connected 23.2,
Messagepoint Composer 23.2, QA Module 23.2, Production
Manager 23.2, Touchpoint Exchange 23.2, Rationalizer 23.2
Healthcare Touchpoint Exchange 23.2

OpenText OpenText Exstream, OpenText Journey

Quadient Inspire Flex R16, Inspire Evolve 23.12, Inspire Journey 23.12,
iForms 14.5

Smart Communications SmartCOMM 30, SmartDX 30, and SmartlQ 30

Challengers
Intense Technologies CCM, REACH, REASY, KYC/OnBoard, 1Vu, UniAssure
Sefas HCS version 2.0, additional modules: HCS Front End Services, HCS

Back End Services, Channel Management, Composition Services,
Connectivity Services, Conversion/Input Management, Page
Manipulation (Post Composition Services), Output Management,
Transformation (Post Composition Services), Production
Management, Resource Management

© 2024 Omdia

Source: Omdia

Market leaders

The leaders in this report are Messagepoint, OpenText, Quadient, ISIS Papyrus, and Smart Communications.
To be a leader, a vendor must have a large number of capabilities across all technology areas and score
highly across the majority of areas. Most will have strong Al and machine learning (ML) capabilities and will
either already have implemented generative Al capabilities or be considering how to exploit the technology.
They will generally have particularly strong areas where they have differentiated themselves from their
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competitors. Leaders tend to be larger and have a higher market profile than challengers and prospects.
However, because they have more capabilities, their products may be more complex to implement,
requiring more extensive professional services and longer and more complex implementation projects.

Market challengers

The market challengers are Intense Technologies and Sefas. Challengers score highly across most
technology areas, but they may be missing a few features that Leaders have or may have less extensive
functionality across certain areas. They are also generally smaller in size, with lower revenue and fewer
employees. Reduced innovation in areas such as Al/ML are typical characteristics of a Challenger. With the
platforms of Challengers typically not being as extensive as those of the Leaders, they are less complex to
implement, requiring fewer professional services, and enterprises with the appropriate skills in-house may
be able to complete the implementation without any external support. Challengers have the potential to
become Leaders by adding a few more capabilities and finding areas in which they can innovate.

Market prospects

There are no Prospects in this report because Prospects are niche players that may play in a particular area
of the market. The capabilities of a Prospect may still be extensive, but because they are targeting a
particular specialized area of the market, not all of these features will be included in a report of this nature,
which compares the capabilities of products that target a much wider market. Deployment options do not
necessarily define a Prospect, and they can be extensive, providing a great deal of choice. Prospects can
become Challengers if they widen their appeal to a wider market by adding some of the missing capabilities,
but this is not always the aim of a specialist, niche vendor, which may have a monopoly in its small section
of the market.

Opportunities

The main opportunity for CCM vendors comes from the expansion into marketing communications. To date,
much of the opportunity has come from existing enterprise customers using their existing CCM to create
marketing material. However, there is an opportunity to sell CCM to large companies that are not
traditional CCM users but have multiple brands and millions of customers who struggle to provide their
customers with timely communications.

Innovative use of Al is another opportunity for CCM vendors, as this is leading to increased automation in
the creation of communications. Combined with marketing initiatives, Al can help marketers create content
for marketing campaigns, generate responses to communications from customers, and send interactive
communications as part of a larger business process.

Combined with a DXM platform, a CCM can be used as a delivery mechanism to send marketing material for
advertising and campaigns through multiple channels. There are advantages to using CCM as part of a larger
portfolio, as it can use capabilities such as customer profile information, which is stored in a CDP and often
included as part of a DXM platform. This customer information can be used to send personalized marketing
messages to fill white spaces on statements and bills or to run marketing campaigns.

Threats

There aren’t many greenfield sites for CCM as the majority of enterprises that produce bills and statements
have invested in the technology, which means that many opportunities are from enterprises looking to
update a legacy CCM. A threat for CCM vendors, therefore, is a lack of opportunities from traditional use
cases for large-batch customer communications. Although some new companies emerge in these areas, this
is countered by consolidation through M&A, which may mean fewer CCM solutions being deployed within

© 2024 Omdia. All rights reserved. Unauthorized reproduction prohibited.



L] . . . .
Omdia Universe: Customer Communications Management,
DMDIA e

2024

an enterprise. A consequence of this is that vendors must look for new markets in which to sell their
products.

Another threat for vendors is the number of CCM vendors in the marketplace, many of which have a global
reach. In the long term, this number may be unsustainable. Although we have seen acquisitions in the past,
the number of vendors has been stable for the past few years, but there may be more consolidation in the
CCM market in the future. Another threat is legacy products and in-house created solutions that may be
difficult to replace due to a high level of dependent code. Vendors need to provide a high level of
professional services to help these enterprises migrate from these legacy products.

Market outlook

According to Global Market Insights, the CCM market was estimated to be worth $1.8bn in 2023, with a
CAGR of over 11% between 2024 and 2032, meaning there are opportunities for vendors in this space. By
contrast, the overall content management space, which includes CCM, is still growing at a forecast annual
growth rate of 12.37% between 2021 and 2026, according to Omdia’s Software Market Forecasts: Analytics
and Data Management, 2021-26. The value of the market is expected to increase from $31,018m in 2023
to $44,112m in 2026, so the CCM market is only a small part of the overall value. However, a closer
relationship between CCM and DXM may impact the projected value of the CCM market over the next few
years.

Omdia Enterprise Insights 2024 shows that more than 28% of enterprises plan strategic investments in
CCM, with a further 34% planning minor investments, which is broadly in line with intended investments in
other areas of the content management ecosystem, including in Al-driven workflow, automation, and
augmentation, which suggests that enterprises are looking for more automation capabilities throughout
their content management portfolios including CCM. At the same time, almost 14% of enterprises have
either not started or are in the early stages of digital transformation in the area of modernizing legacy
applications, so this indicates that there may be enterprises that have legacy CCM solutions that would be
well-advised to examine the feasibility of migrating to a modern CCM, which would provide a modern
platform for sending personalized marketing material as well as bills and statements.
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Vendor analysis

Smart Communications (Omdia recommendation: Leader)

Smart Communications should appear on your shortlist if you are
looking for a multi-tenant SaaS CCM solution, are in a highly
regulated industry, and efficiency is an important factor

Overview

Smart Communications started life as part of UK-based Thunderhead, which was founded in 2001. In
September 2016, Smart Communications was spun out to become an independent company owned by
technology private equity powerhouse Accel-KKR. Smart Communications is headquartered in London, UK,
with offices in Australia, Austria, Germany, New Zealand, Singapore, Switzerland, and the US. In 2014, the
hybrid-cloud solution was released. In 2019, Smart Communications acquired Intelledox, which became
SmartlQ, an enterprise forms automation solution that creates conversational user experiences.
SmartCOMM includes a wide range of features, including Business Events, which generates digital
communications alongside print (or PDF) communications to inform stakeholders or reduce call center
volumes, Al Writing Assistant that provides generative Al capabilities, and Conversation History, which can
be used to hyper-personalize subsequent communications. Target verticals for SmartCOMM are insurance,
financial services, and healthcare (payer and providers), and it also has a large number of customers in
telecommunications, utilities, and government. For SmartlQ, the same markets apply with the addition of
more government, retail, education, transportation, and internal horizontal use cases such as HR
onboarding. SmartDX is a dominant provider in 14 of the G15 global investment banks. Nearly all clients
select multi-tenant SaaS deployments, but hybrid options are available.
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Figure 9: Omdia Universe ratings—Smart Communications

Smart Communications:
Customer Communications Management
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Core Capabilities 84%
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Advanced Capabilities 83%
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Market Momentum 77%

Vendor Execution 80%

Source: Omdia

Strengths

The strongest technology capability areas for Smart Communications are content creation, core platform,
and analytics. In terms of content creation, SmartCOMM has a low code no code design environment with
abstraction that connects the right skills to the right areas of the interface. The Editions feature provides
business users with access to their content, and data-driven previews show what Edition elements appear
on the communication. In SmartCOMM, Editions organizes content in its logical order and the engine
assembles the communications from the content. Content similarity uses algorithms to identify similar
content in communications that can be reused or repurposed. Individual communications can be
automatically generated or created by an employee. When initiated by a customer-facing employee, an
experience is created in either SmartCOMM or SmartlQ. SmartlQ is a guided experience that builds a
communication using an interactive form that collects the required information. It can auto-fill fields with
known information. Automated workflows are available in both SmartCOMM and SmartlQ, with most
clients using their own orchestration, email, and archive systems. The authoring system is optimized for
collaboration in SmartlQ with the @ Message feature enabling users to engage with each other directly
from the application. In SmartCOMM collaboration features include check-out, comprehensive change logs,
and content intelligence to allow compliance teams to check accessibility, readability, and comprehension.
SmartDX offers secure doc boxes for collaborating on negotiated trade documents for the financial sector.

Core features of the solution include a content-based template editor; embeddable editor for process
integration with solutions such as Salesforce and custom forms; multi-language, multi-brand, multichannel,
multi-jurisdiction, and multi-idiom design of personalized communications; data capture and conversation
history; digital delivery and omnichannel orchestration capabilities; workflow automation and integration
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with leading BPM, CRM, core systems, and other critical enterprise systems; content intelligence and
content consolidations; compliance and regulatory reporting; and prebuilt integration with SmartlQ for
related forms and data collection processes needed before or following a communication. Several add-ons
are available, including high-end charting, conversation history, and analytics. SmartlQ is a complementary
technology that creates digital forms that are associated with corporate communications. Communications
are created in either a pure cloud or a hybrid cloud appliance environment. The SmartCOMM embeddable
editor is fully accessible by APl and can be used by Salesforce, Guidewire, Pega, Duck Creek, SmartlQ, and
others. It also integrates with OneSpan, DocuSign, and other e-signature technologies. The Embedded
Template Editor extends availability to a variety of internal employee-operated interfaces for customer-
facing communication generation. The core SmartCOMM platform is available in English, German, Canadian
French, and Spanish, but any end-customer language is supported for communication generation. A four-
layer approach separates tasks by user skill and needs. These layers: data, rules, content, and design are
managed in a single user experience. The browser-based Template Designer is used to create templates, but
some templates can be created via embedded editors from integrations into SmartlQ or other third-party
applications. Generative Al capabilities are provided in the CCM design Ul in the form of the GenAl Writing
Assistant feature, which allows users in the Template Editor to use generative Al to improve readability,
increase formality, or translate into another language at the fragment level.

Analytics capabilities are provided, including Conversation History, which provides reporting and analytics
on the metadata of all communications, tracking offer redemption, sales, offer acceptance, e-delivery
signup, and other critical customer actions. Information captured includes the channel, properties, and
rules-driven content. The data is easily exportable from SmartCOMM via a reference architecture to
analytics and Bl tools, including Tableau, PowerBlI, and Kibana, where it can be combined with customer
experience data from other technologies to provide a full record of the interaction history of customer
touchpoints. The combined insight can be fed back into SmartCOMM to personalize future
communications, content, and channel preferences. It provides context to call centers, account
representatives, and others involved in servicing an account, providing research, compliance audits, and
other relevant customer experience information. Similar capabilities are available in SmartlQ during all
forms or process workflows. Out-of-the-box reports include usage, CMS reports, regression testing reports,
transaction reports, group and user rights, collaboration reports, job management, and channel reports, as
well as orchestration reports on conversation pathing. For SmartlQ users, analytics such as drop-off points,
completion, and time to complete are available to help users find bottlenecks in their forms. SmartCOMM
Usage Reporting provides users with self-service access to communication creation and volumes, allowing
them to track the costs of their communications across different communication channels, types, and use
cases.

Limitations

Smart Communications lacks a few capabilities that competitors have, particularly in the area of physical
production automation. This is mainly in areas where capabilities provided by other vendors overlap. While
Smart Communications can spool billions of pages per client per day, Smart Communications’ technology
does not track devices and jobs and can reroute jobs to alternative printers in the case of a failure. It
partners with best-of-breed offerings such as Crawford Technology, Cognizant, and Ricoh, which provide
automated document factory technology to provide these capabilities. The task of applying OCR and OMR
marks is also left to third parties.
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Methodology

Omdia Universe

Omdia’s rigorous methodology for the Universe product involves the following steps:

e Omdia analysts perform an in-depth review of the market using Omdia’s market forecasting
data and Omdia’s enterprise insights survey data.

e Omdia creates a matrix of capabilities, attributes, and features that it considers to be important
now and in the next 12—18 months for the market.

e Vendors are interviewed and provide in-depth briefings on the current solutions and future
plans.

e Analysts supplement these briefings with other information obtained from industry events and
user conferences.

e The Universe is peer reviewed by other Omdia analysts before being proofread by a team of
dedicated editors.

Inclusion criteria

e The solution must be capable of operating standalone.
e The solution provides integration capabilities to a wide range of applications.

e The vendor has adopted a cloud-first architecture that allows the solution to easily move
between on-premises and the cloud.

e The solution has a significant level of recognition amongst enterprises, covers a range of
verticals, and has a presence in multiple geographies.

Further reading

Expanding Customer Communications Management into a Marketing Tool (August 2023)

Omdia Universe: Digital Experience Management, 2023—24 (November 2023)

Fundamentals of Digital Experience Management 2023-24 (January 2024)

Trends to Watch 2024: Content Management (November 2023)

2024 T Enterprise Insights: Key Findings and Content Guide (November 2023)

Market Landscape: The Importance of Personalizing the Customer Experience Using a Customer Data
Platform (April 2024)
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Ovum Market Radar: Customer Data Platforms (November 2019)
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Citation policy

Request external citation and usage of Omdia research and data via citations@omdia.com.

Omdia consulting

We hope that this analysis will help you make informed and imaginative business decisions. If you have
further requirements, Omdia’s consulting team may be able to help you. For more information about
Omdia’s consulting capabilities, please contact us directly at consulting@omdia.com.

Copyright notice and disclaimer

The Omdia research, data and information referenced herein (the “Omdia Materials”) are the copyrighted
property of Informa Tech and its subsidiaries or affiliates (together “Informa Tech”) or its third party data
providers and represent data, research, opinions, or viewpoints published by Informa Tech, and are not
representations of fact.

The Omdia Materials reflect information and opinions from the original publication date and not from the
date of this document. The information and opinions expressed in the Omdia Materials are subject to
change without notice and Informa Tech does not have any duty or responsibility to update the Omdia
Materials or this publication as a result.

Omdia Materials are delivered on an “as-is” and “as-available” basis. No representation or warranty,
express or implied, is made as to the fairness, accuracy, completeness, or correctness of the information,
opinions, and conclusions contained in Omdia Materials.

To the maximum extent permitted by law, Informa Tech and its affiliates, officers, directors, employees,
agents, and third party data providers disclaim any liability (including, without limitation, any liability arising
from fault or negligence) as to the accuracy or completeness or use of the Omdia Materials. Informa Tech
will not, under any circumstance whatsoever, be liable for any trading, investment, commercial, or other
decisions based on or made in reliance of the Omdia Materials.

CONTACT US

omdia.com

askananalyst@omdia.com
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