
Advances in technology over the past few

years have helped high-volume print/mail 

finishing centers achieve tremendous 

improvements in both productivity and quality.

These improvements include key benefits

such as lower operating and postage costs,

better quality mail, faster turnarounds,

improved cash flow, better customer 

satisfaction, more effective one-to-one 

personalization, and superior reporting and

control.

The advances have also created new electronic

distribution channels as well as new digital

messaging formats.

But technology that is deployed in isolation

cannot achieve the same results as technology

implemented as part of a carefully coordinated

and fully integrated total messaging solution.

That is the fundamental reason why visionary

business organizations are now ‘raising the

bar’ by reorienting and linking previously 

isolated business activities and functions to

create a seamless ‘closed-loop’ process

encompassing all aspects of incoming and

outgoing customer mail streams.

For many firms, customer communications are 
no longer just a ‘one-way’ path or a ‘business-to-
customer’ channel. Increasingly, customer 
communications are being viewed as the key tool 
in a two-way, business-to-customer-back-to-business
‘closed-loop’ process.

Ideally, this process renews itself as each outbound
message from a business to a customer triggers a
response from that customer, loops back to the 
business, elicits a new communication from the 
business that reflects the added information, and is
delivered back to the customer.

The goal for businesses employing this model 
is to stay in repeated contact with customers 
via a continuing stream of outbound messages.
These messages need to be highly-targeted to 
individualized needs, flawless in appearance and
assembly, produced promptly, delivered in a manner
of the customer’s choosing, and structured to 
facilitate easy response.

Businesses employing this new model are able to
respond more quickly to customer’s needs and 
create custom-tailored messages in either traditional
paper or the newer electronic forms.

All businesses can benefit from this new end-to-end
messaging process because they all share the same
key priorities, regardless of industry, product mix or
geographic location. They all need to:

• Increase customer acquisition and retain 
customers

• Recognize valuable customers
• Increase share of each customer
• Improve cash flow
• Improve customer knowledge base
• Comply with regulatory and legal requirements

Yet too many still manage customer communications –
and attempt to achieve these six key objectives – via
‘silos’ or functions that are not linked together in any
cohesive manner.
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