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All channels are on all the time, and attention
is being pulled in different directions

s

YOY

145 % higher Notification :
email volumes in Increase "
the last year

Voice: 270%
SMS: 950%

59% of
customer journey
interactions
included web

AR and VR
growing 42.9% in A
the next 10 years o

CSG SOCJ Report
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It pays to have better CX

14.7% 5.5x 5.8x | 4.3x

POTENTIAL TRUST ADVOCACY PURCHASE
Rg\s{ENUE IMPACT GAIN INTENT
L
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Personalization is key to capturing attention and showing
your customers you know them

5. 9.
| &S A
STRANGER THINGS

Y STRANGER T
*  THINGS
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Even with the rise of digital, customers
still pay attention to print

96% of individuals An average of 5 Printed statements
open and read their minutes is spent stay in the home for
statements reviewing an average of 17
statements 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%

E

UNITED STATES
Of consumers POSTAL SERVICE.

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

NNNNNNNNNN
uuuuuuuuuuuuu

= e T ey S U 0 = =X O e o ol P

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

Don’t miss out on

: — exciting updates
s I ng Ie Pe rsonal |Zat|0n - Ot i o our text notifications by
H H = Self'ser\" ce SCANNING the GR code belaw.
Composition and Targeting

ALWAYS BE THE
TO KNOW ABOL

iisl Don’t miss out on
exciting updates

Opt in to our text notifications by

ot sl b ol s i texting NOTIFYME to 44796

Digital Tactics Data & Insights

ALWAYS BE THE FIRST
10 KNOW ABOUT

+ Ngwest phons devices
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Leverage design excellence for single composition,
distributed across multiple channels

BEFORE

@ Qusstions ! Maks & £ Winit warw.
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Real Protection Invoice Dote: 16157019 Aceount Name:

arl Previcus Balance
Payments & Adustments
Current Charpes
Taxea and Faes
Teoani Dus
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AFTER

Wt BUE murier e e Wt ADPT syt b lestmingl it Page 12
012345478 Sehe Cattisryes
trernctn Sevea perunl

Jun 21, 2020 Jul 10 - Sept 9, 2020

Previcus Balance
Payrrarits and Adjsstmeits

Current Charge
Tames and Fees.

Total Due

ALIF Sercuiity Sarvions
F1905 Vinghes Wiy
Ao, €O 80014

it 11 o

SN CLETONER
1234 STREET
TOWN 5T 12M5-6787

e A o

Pay your bill on-the-go with
MyADT mobile app

1. Dowrload the spp from
ADT. comfupps 1o yout

motile
2.5 b0 o the MyADT app
wting pour uaoriiama and
pavimard
1, Py yous bilh —

BIESLTR
Ad 3 roa

Plaasa saned payment ta:

AT SECLRITY SERVICES
B0 RO X TRTE
PITTSEURGH, P4 152507878
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VOC drives improved design and readability,
generating real ROI

1. PAYMENT DUE DATE O
2. TOTAL AMOUNT DUE
3. SUMMARY OF CHARGES O

10. PAYMENT COUPON Reduction in call
11. HOME SECURITY MESSAGES center volume
12. BILLING INFORMATION CHANGE FORM

ADT VOC Research 2021
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Create personalization for sales conversion

s MOBILE SERVICE
IEXINEEE | sHOULDN'T
S BREAK THE BUDGET! ]
« Personalized ads have created a

Hello Michelle,

13% increase in sales conversions

Mobile

S - * 56% increase in response rate when
e the personalized name was
highlighted

ticzhell vy i yea s reagy Lo join ther kst neteork witho o
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Leverage personalized transcolor promo

Firstname Lastname,
M T R T R AR AN BT,

s 3 Ry For one client who mails 14 million
woLEXARY pieces per month, they generated over

$500,000 in postage savings over the
six-month campaign last year

Save more when you add TV to your SLEXAR nternet® service and enjoy:

» 125+ popular channels » FREE S|LE)\'AR App
P Live sports and news

B Exciusive access to local channels:

ive sports a |
ulls REAsT STRFEnamneL
= =
(e’ s pt 40% mthLE‘(ARa bl

LEXAR CALL1-855-708-3730 POSTAL SERVICE.

LEXAR :om . Reply by 06/30/21
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Best Practice Digital Tactics

Composition

Hello John, Thank You for your
Intarest in Xfinity Paperiess.

b Ge Paperless and

e o
P OO0 -
QW ERTYUI O
ASDFGHIJK

QR Codes & SMS
Text the word PAPERLESS to 36549 s e
orskan up at afnitycom/paperiess, : B 0

=

— o— j . ‘ We make i
Code is printed on marketing insert A\ . vaner e :r;eﬁsymgo

s 2nd go green!

Text the word
PAPERLESS to 39549

=\
You may also sign up at xfinity.com/paperiess.

Mail Trace |

Welcome John Customer,

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 Dﬁﬂﬂ Convert Customers
payment

promo to drive personalization

Use composition and trans color ‘ W Satisfy Customers

L

Add digital tactics: QR codes and

SMS codes to integrate channels 000 Keep Customers
o

Understand your customer’s =

journey Grow
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Rate the session!

Q&A
1 CSE

% Mike Woods— CSG

Michael Woods

VP, Output Product Line at CSG | SVP of OUtpUt Solutions

Business Development, Operations, P&L and Financ...

Michael.woods@csgi.com

D Personalization Case Study

CSG — together, you win.

csgi.com
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