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Customer Communication Management: 
How to speak to your client 
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 What is CCM and why is it so important? 
A combination of well-known concepts … 

 What is the value of CCM? 
Explained on real banking applications for banking clients … 

 About CCM Platforms 
A view into the details … 

 What has to be done to implement a CCM platform? 
Our seven best practices … 

 
 
 

Agenda 
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CCM = Confusing Communication Management? 
… resulting in a poor client experience 
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Why is Customer Communication so important? 
Communication influences Trust … 

Source: 2011 Edelman Trust Barometer 
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CCM: Customer Communication Management … or 
… perfecting the customer experience! 
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Enables Innovations: Account Statements on Mobile … 
… with business-relevant client interaction 
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… Branding & Content Consistency Across Channels … 

23.09 E-Banking Payment -38.50 
23.09 ATM, Singapore -300.00 
23.09 Assentis Technologies 8250.00 
24.09 Standing Order, Rental -3200.00 
24.09 MasterCard 1253 -1240.80 
27.09 Equity: Buy ZURN -6430.40 
28.09 Equity: Sell ROG 4399.20 
28.09 ATM, Kuala Lumpur -542.35 
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Recommend or Advise in Statements or Notifications 
… use important «Client Touch Points» more effectively 



9 © 2012 by Assentis Technologies | Confidential  

CCM Platform - what does it contain? 
A CCM Platform is the software that connects your bank with your clients 

 Bi-directional adapters 
 Business applications 
 CRM applications 
 Technology applications 

 Business oriented front-end interface 
 Definition and production workflows 
 Rule-based engines 
 Reporting functionality 
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Seven «Best Practices» for implementing CCM 

 Define «multi-channel» strategy 
 «Consolidate data» along clients’ life cycle 
 Eliminate «Silos» 
 «Empower» business users 
 Establish a «CCM Competence Center» 
 Implement «agile processes» 
 Develop an «execution plan with staged processes» 

 
 

… a few tips based on our experiences 
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Empower Business Users … 
… Business needs to be in the driver’s seat, without dependency on IT and  
with direct access to content 

IT 

Component &  
Layout 
Development 

Content Management & 
Report Definition 

Marketing, Research, 
Mid-Office, RM-Team 

Report  
Production 
 

Quality Check 
 

Delivering 

RM’s 

Periodically 
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What is the value of implementing CCM? 

Client Relationship Manager 

 Relevant and timely information  
 Access to same information through 

several channels 
 Interactivity 

 Consistent communication 
 Targeted lead generation 
 Better metrics about the consumption of 

«information» 
 

Product Management & Marketing Bank 

 Consistent communication 
 Shorter time to market 
 Better understanding of information 

usage 
 ... 

 Lower costs 
 Increased customer loyalty 
 Increased revenue 
 Reduced compliance risks 
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Urs Tanner 
CEO Assentis Technologies
 123 Penang Road #02-13 
 Singapore, 248465 
 Singapore 
Mobile: +41 (79) 341 7707   Phone: +65 983 11457  
urs.tanner@assentis.com  www.assentis.com 

Many thanks for your attention! 
Questions? 
 
«CCM Leadership Flyer» at Assentis Booth 
CCM Interview on hubbis.com 
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