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• Industry shifts 

• Building an effective omni-channel strategy 

• Best practice tactics and technology tools 

• Key takeaways

• Interactive Q&A
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All channels are on all the time, and attention 
is being pulled in different directions

145 % higher 
email volumes in 

the last year

YOY 
Notification 

Increase 

Voice: 270%
SMS: 950% 

AR and VR 
growing 42.9% in 
the next 10 years

59% of 
customer journey 

interactions 
included web

CSG SOCJ Report
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It pays to have better CX

14.7%
POTENTIAL 
REVENUE 
LOSS

5.5x
TRUST 
IMPACT

5.8x
ADVOCACY
GAIN

4.3x
PURCHASE 
INTENT
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Personalization is key to capturing attention and showing 
your customers you know them 
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Even with the rise of digital, customers 
still pay attention to print 

96% of individuals 
open and read their

statements

An average of 5 
minutes is spent 

reviewing 
statements

Printed statements 
stay in the home for 

an average of 17 
days

The mail you send can be used as 

a vehicle to drive customer value 

beyond just payment 
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But today’s statement still falls short 

Legacy systems limit flexibility 

Communications lack personalization

Inconsistent experience across print 
and digital channels  

Lack of design clarity leading to 
confusion 
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Successfully merging print and digital channel tactics 
together leads to higher engagement and generates revenue

Drive Relevance

90%

Of consumers 

are more likely 

to buy from 

brands that 

provide 

relevant offers

USPS report
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Successfully merging print and digital channel tactics 
together leads to higher engagement and generates revenue

Tier 1 Cable 
Provider 

36%

Increase in

Response Rate 

with Integrated 

Print and 

Digital

CSG customer case study
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The power of composition 

Easily able to manage, change, and customize 
messages 

Self-Service 
Personalization 
and Targeting 

Composed once for delivery to all channels 
(print, email, etc.) 

Single 
Composition

Added elements like QR codes and SMS codes to 
drive digital adoption 

Digital Tactics Data & Insights 
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Leverage design excellence for single composition, 
distributed across multiple channels 

BEFORE AFTER
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VOC drives improved design and readability,
generating real ROI 

20%
Reduction in call 

center volume 

ADT VOC Research 2021
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Create personalization for sales conversion

• Personalized ads have created a 

13% increase in sales conversions

• 56% increase in response rate when 

the personalized name was 
highlighted
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Leverage personalized transcolor promo 

For one client who mails 14 million 
pieces per month, they generated over 
$500,000 in postage savings over the 
six-month campaign last year
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Best Practice Digital Tactics  

Composition

QR Codes & SMS 

Mail Trace

A/B Testing 11% uptake using SMS codes
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Omni Channel Approach

Drive value beyond just 
payment 

Use composition and trans color 
promo to drive personalization

Add digital tactics: QR codes and 
SMS codes to integrate channels  

Understand your customer’s 
journey
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Key Takeaways 

Drive value beyond just 
payment 

Use composition and trans color 
promo to drive personalization

Add digital tactics: QR codes and 
SMS codes to integrate channels  

Understand your customer’s 
journey

Convert Customers 

Satisfy Customers 

Keep Customers 

Grow  
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Mike Woods– CSG
SVP of Output Solutions 

Michael.woods@csgi.com

Personalization Case Study 

CSG – together, you win. 

csgi.com

The Future Is Adaptive: Leverage Design Excellence to Create a Personalized and

Effective Omni-Channel Communication Strategy 

Rate the session!

Q&A 


