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Abstract

Customer communication management (CCM) software tools are designed to create and deliver
personalized, multichannel communications. They provide customers with a secure, cost-
effective, efficient, and reliable solution for managing customer communications. CCM tools fit
into the customer engagement needs of any domain, be it insurance, banking, utility, or
healthcare. Data plays a vital role in integrating with any enterprise architecture of any
domain. Data is essential in multiple ways. Firstly, the CCM tool uses data to create essential
communication about the customer. Other than that, any other information, like offers or any
secondary information that CCM tools need to read, should be included, as well as data about
secondary input sources. Lastly, the data files that the CCM tool creates or writes other than
the customer outputs for reconciliation purposes or post-processing. The paper summarizes and
details how data is integral to the effective functioning of CCM tools, facilitating personalized
content creation, integrating secondary information, and supporting post-communication
processes.

Index Terms - Customer communication management (CCM), Data files, reconciliation,
mapping and reporting

I.  INTRODUCTION

Software for Customer Communication Management (CCM) is created to make and send the
right message through different channels to multiple individual users. It gives companies a
secure, cost-efficient, efficient, and reliable way of communicating with customers and
managing their interactions.These tools address customer engagement needs across various
industries, including insurance, banking, utilities, and healthcare. Data is crucial in integrating
CCM tools into any enterprise architecture, regardless of the domain.Data is vital in several
ways, such as customer Data for Communication Creation; CCM tools utilize core customer
data (such as account details, preferences, and personal information) to create foundational
communications tailored to each customer. In addition to the core customer data, CCM
software may need extra intelligence, like promotional offers, special discounts, or other
relevant data, to make the message more refined and individual. This secondary data comes
from many outlets, such as marketing systems, external databases, or on-the-fly real-time
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updates.Lastly, generated Data Files are helpful for Post-Processing and Reconciliation. Beyond
customer-facing communications, CCM tools also generate various data files for internal
purposes. These can include files used for reconciliation, auditing, compliance, or post-
processing tasks to ensure the accuracy and effectiveness of the communications.

II. IMPORTANCE OF DATA FILES

Data files are among the most critical assets in Customer Communication Management (CCM)
tools’ systems. They are necessary for customer-facing upbuilding communication, handling
internal workflows, assurance of regulatory compliance, and supporting the post-processing
operation. These files fasten communication personification, sustain data accuracy, and record
the necessary information for auditing and reporting. What's more, digital data storage helps
businesses measure and improve the effectiveness of their communication strategies and
control the reconciliation process. Today, they can fulfill all customer interactions correctly,
timely, and according to strict regulations.

Most CCM tools attain speed and accuracy in communication by using data files. These files act
as the major drivers that are used in automated workflows. Thus, they create the process of
copyrighting and disseminating large amounts of customer materials, such as invoices,
statements, or notifications. By leveraging these data files, CCM tools ensure that
communications are composed, formatted, and sent to customers promptly and accurately,
reducing manual effort and the risk of errors. This automation further lessens human workload,
fortifies the typical uniformity, and ensures that customers are given the proper data point at
the appropriate time.

CCM tools generate data files crucial for reconciling the communications created with customer
data. These files ensurethat invoices, statements, or notices match the organization's records and
systems. Companies can identify differences between communications and customer data
through reconciliation files. Thus, they can discover and solve any errors. Customer
information's accurate reflection in each communication through these files is a significant
factor in communication error prevention and consistent customer interactions.

Another important aspect is that CCM technology must adhere to strict data privacy and
regulatory requirements in healthcare (HIPAA), banking (GDPR), and utilities. The data files
created by these tools, as a result, are key components in ensuring communications go out in
compliance with these regulations. Tools often produce data files that are indispensable in
transmitting correspondence in line with regulations. These files are typically delivery receipts,
data protection logs, and customer consent records needed to maintain compliance. Delivery
receipts inform that the communications have reached the intended recipients, data protection
logs trackhow sensitive information is handled, and customer consent records confirm that
communications are sent with the proper consent. These files show businesses how to adhere to
the law and steps to minimize the possibility of non-compliance.

101



\) International Journal of Business Quantitative
7 | Economics and Applied Management Research

Volume-7, Issue-9, 2023 ISSN No: 2349-5677

Data files generated by CCM tools, including customer response data, are essential for
evaluating the effectiveness of communication campaigns. These documents containing
customer usage data allow company members to follow how clients respond to their programs
by monitoring whether they open emails, click links, or reply to the offer. Through this,
companies get the chance to spot a trend, capture the ergonomics of a campaign, and take steps
toward productivity. This data is used to make customer mixtures that save companies money.
It enables the enterprise to rearrange future communication strategies, resulting in more
customer-delivering specific messages purposefully and successively.

III. SETTING UP DATA FILES
3.1 Customer data file

The customer data file is the most crucial input file in the CCM tool, containing the information
necessary to compose communications. This file typically originates from an upstream system
that interfaces with the front-end system, where customer-facing services input the data. Once
collected, the data is transferred into a format that the CCM tool can process to generate
personalized communications.During the design phase, the front-end system provides the
layout of the input file. This layout defines the structure and organization of the customer data,
which will be used for creating communications. The files can be in various formats, such as
Text Files, CSV (Comma-Separated Values), and XML (eXtensible Markup Language). With
recent advancements, other modern formats, such as JSON (JavaScript Object Notation) and
SOAP (Simple Object Access Protocol), are also becoming common for input data.Once the
input file layout is finalized, the CCM developer takes this structure and maps the fields in the
file to the corresponding data fields in the CCM tool. This process is called field mapping. It
ensures that the customer data is correctly interpreted and placed into the communication
templates generated by the CCM tool.This transformation procedure is of utmost importance to
correctly change the data into a personalized format so that the CCM tool can automatically
create and deliver emails that contain the correct customer information. The business can
guarantee high-quality and effective communication processes through thorough definition and
mapping of the fields.

3.2 Reference files

Reference files are another type of secondary input files used by CCM tools. These files are
often needed when the CCM tool requires additional data or information not included in the
primary customer data file from the front-end system. For instance, the CCM tool may need to
reference external systems or datasets for information like customer addresses based on zip
codes or privacy details based on customer privileges, which help tailor the
communication.Reference files typically come from external systems other than the primary
front-end systems that provide the central customer data file. These files offer details that
improve the CCM tool with highly accurate and individualized communications. Reference files
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can be like the primary customer data files, but there are text, CSV, XML, and other structured
formats like JSON or SOAP. Once the layout and structure of the reference files are confirmed,
mapping these files to the CCM tool follows a similar approach to mapping customer data files.
This means guaranteeing that the fields are correctly matched from the reference files to the
communication templates that are relevant, thus making the CCM tool to pull the appropriate
data while creating communications, possible. By integrating and mapping these reference files
accurately, CCM tools can leverage additional data from external sources to enhance the
personalization and relevance of customer communications, ensuring that all necessary
contextual or supplementary information is included.

3.3 Report files

The report files are generated after the CCM (Customer Communication Management) tool
completes the composition of customer communications and serves a vital role in the overall
process. These files are outputs that combine input data and processing information from
customer-run cycles. They provide abundant intelligence and may operate in many ways within
one company.

They provide abundant intelligence and may operate in many ways within one company.
Report files display a snapshot of large batch runs that summarize the situation and result of
the operations. They comprehensively describe the process and ensure that each
communication or transaction is undertaken correctly. If discrepancies occur during the batch
run (e.g., data mismatches or processing errors), the report files can highlight them, enabling
quick identification and resolution of issues.

The report files can be fed into various systems like Channel Managers To route
communications to the appropriate customer channels (email, fax, etc.)—print Centers For
generating physical documents like bills, invoices, or promotional materials.

This ensures smooth downstream processing, enabling other systems to act based on the batch
data. Report files contain rich data that organizations can use for analytics purposes. It offers
detailed trends in data and trend analyses over time, which provide feedback about customer
behavior or organizations' preferences. Communicating customers: They respond by identifying
patterns in customer choices or interactions, which marketing companies can use for product
offerings and service enhancements. Operational Monitoring: These files are critical for the
surveillance of the communication process in terms of health and efficiency. By checking the
report files, teams can check the cause of the bottleneck, analyze the system's performance, and
ensurethat the entire communication line is processed correctly.

In summary, report files are invaluable for providing a comprehensive view of the operations,
offering transparency, supporting error detection, enabling data-driven insights, and ensuring
seamless integration with other systems within the organization.
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IV. MAPPING DETAILS

Once the requirements for the data files are finalized and frozen, the process of defining the
data structure begins. During this period, the developers rely on the guidelines given by
Customer Communication Management (CCM) tools to determine the data structure. This is the
most essential part of verifying that the data moves appropriately and can be validated and
processed in the later stages.

4.1 Defining the Data Structure (Skeleton):

The developers utilize various tools to create the skeleton of the data structure that is most
suitable for the client's needs. This may include specifying the required fields, data types, and
ties between the information (e.g., customer information, transaction details, or communication
preferences). The structure can be flat (simple) or hierarchical (nested), depending on the
communications format needs regarding.

4.2 Mapping Variables to Data Types:

During the mapping process, developers define variables representing different data pieces.
These variables are then mapped to appropriate data types, such as:String: For textual data (e.g.,
names, addresses).Boolean: For yes/no or actual/false values (e.g., "is Active" flag). Float: For
decimal numbers (e.g., prices, amounts).Integer: For whole numbers (e.g., quantities,
counts).The mapping is made so that every variable is precisely the data type it should be. The
proper values are inserted into the correct fields. For example, a string doesn't go in a numeric
tield. This is how errors are minimized in the final output.

4.3 Handling Repetitive Data:

Mapping of repetitive data structure is necessary where there is a need to process repetitive
data, such as multiple accounts for a single customer or transaction details with various line
items. Developers map these data elements as array elements or collections.Array elements
Allow the representation of repeating structures (e.g., an array of transaction details) within the
data. Each transaction or account can be an entry in the array.This ensures that the system can
handle the dynamic nature of such data and that all related details are processed and included
in the output.For instance, when a person makes many transactions or has multiple accounts,
these aspects of the communication process are represented through an array by ensuring that
each account or transaction is handled independently but still an integral part of the same
communication document.Enabling Repetitive Data:

By defining repeating elements as arrays, developers ensure that these elements can be
processed dynamically, which allows the generation of multiple entries (such as a list of
transactions or accounts) in the final communication output. The array's flexibility allows the
output to adjust to the number of entries without breaking the document structure.This efficient
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accounting device proves to be highly practical in the customer billing process, which takes one
invoice with a lot of individual line items and situations where mixed accounts connect to
customers.

4.4 Data Validation and Error Checking:

The mapping process aligns the data structure with the validation rules. This ensures that the
data entered follows the format. This includes checking if numeric fields don't contain text or if
required fields aren't left empty.By defining the data types (string, boolean, float, etc.), the
system can validate data at runtime to ensure that all incoming data is compatible with the
defined structure. Any mismatch or error during data entry can be caught and flagged before
proceeding with the generation of communications.

V. CASE STUDY WITH REFERENCE FILES
Case Study to import dynamic text content from the business site
Consumer Domain: Banking customer
Project: Integrated communication Letters project

Business Problem Statement: As a part of unified solution implementation,the business
requested to keep the letter verbiage dynamic except for customer data (names and addresses,
etc. details). The entire Letter verbiage, except Customer-specific information, was supposed to
be dynamically provided by the business development team. No static contents were addedto
the Letter/design database. The aim was to keep the letter content outside the code base to keep
a lightweight template design and make code changes to a minimum level, keeping letter
verbiage outside the code.

Problem resolution:

As the project required no static content for the letter body to be added to the database, a
Dynamic data access module was implemented to resolve the problem. As text content/letter
body text was stored in the business repository and provided by the business development
team, the project team decided to utilize the pass-through method available in dynamic data
access to solve the problem.

As the external text contents were supposed to be referenced, a file Reference file (a text file
mapped as a key and value pair was created). The Key was a condition to choose the required
letter template, and the value field in the file was the actual contents of the letter. For the
contents of the letter, a placeholder variable was used to hold dynamic content provided by the
business team. Placeholder variables can populate tag-based<b>,<u>,<variable> text to import
formatted static content to achieve the required branding and presentment of the letter.
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Data map of the reference file and dynamic variable.

Z  welcomeletter|bWelcome variablec # + - =] X

File  Edit  View 2

welcomeletter|<b>Welcome <variable>cyustomername</variable><p> Welcome to Best Bank! We are thrilled to have you as a new customer and are excited to assist you with all
your banking needs.<p>Your new Standard Savings Account is now active. Here are your details:<gr><p>Account Number: <variable>Accountnumber</variable>

This Solution worked for the customer. It met the requirements, and project showed in the rapid
development in each development phase.As the data was dynamically accessed, development
and testing time.

VI. CONCLUSION

Data files are at the heart of any Customer Communication Management (CCM) tool. These files
serve as the connection between input data and the final customer communications. These files
are important on several grounds. First, files in the CCM tool are the only ones that get a clear
and error-free solution, and the communication tools are used with other systems. They are the
primary way to deal with different data problems, they ensure smooth communication with the
client, and they also provide some data sets for trend forecasting. Without these data files,
organizations would struggle to maintain customer communications' quality, relevance, and
efficiency.
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