
CHECKLIST The Ultimate Guide to refer when 
selecting your CCM Partner



To enable this, organizations prefer to partner with CCM service providers that promise to deliver a superior customer 
experience via effective communications, and who have expertise in implementing efficient processes, eliminating capital 
expenditure and operational overheads.

With a CCM partner, organizations can focus on their core business while their partner takes expert care of all customer 
communications. Let us take a closer look at the checklist inclusions.

We are entering the new era of 
customer communications, 
where organizations are keen 
on delivering delightful 
experiences to strengthen their 
customer relationships. 
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Why should you search for an incredible CCM partner?



Most companies end up choosing an IT 
services company to support CCM processes - 
but that might not always be the right 
decision. Customer Communications 
Management requires a completely different 
set of expertise that is possible only with a 
focused approach. CCM services companies 
who are dedicated to solely providing CCM 
services are expected to deliver more 
efficiently.

Companies dedicated to providing CCM 
services are more likely to be adequately 
skilled and updated on the latest trends and 
are suitable to be better equipped to help 
define and implement strategies that work 
best for the client.

Are you confused between IT 
services and CCM services?

Why specialization in CCM 
services matters?
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You have multiple IT applications to run your operations. 
They are either maintained by an in-house team or your 
IT services partner. Customer Communications 
Management (CCM) processes typically use data from 
other IT applications, but CCM is a completely different 
process.

IT Services or CCM Services



You need to assess the domain expertise of the potential vendor 
along with their demonstrable track record. A good strategy is to 
ask them about the complexity of projects they have come across 
and how they overcome the significant challenges. You can also 
ask them to describe the most complex scenarios they have 
addressed or review their past work, even if it was created for 
other industry sectors, but should be at least as complex as your 
project.

Does your partner have 
experience of creating complex 
documents?

If you are in a banking & financial services industry vertical, your 
communications contain critical data and you cannot accept 
any errors or defects in your client documents. Presentation and 
creativity do matter, but what’s most critical is – leaving no 
possibility for errors. A CCM services provider who has vast 
experience in successfully dealing with critical transaction data, 
will be the best fit.

How much experience does your 
partner have in creating and sending 
communications with highly critical 
transaction data?
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LAUNDRY LOCKERS

How Much Experience Does Your Partner Have?
Customer communications have now shifted from print and fax to a mix of print and digital including email, mobile and social media. 
When an organization adopts a new delivery method, it requires large-scale implementation in a short time. CCM services providers 
who have greater experience, are expected to be more efficient in implementing new projects at a large scale. They deal with more 
CCM challenges than any individual business and are more experienced in adopting solutions in a lean time frame.



Although service providers can deliver similar outputs using commonly available CCM tools, but you need to know what tools 
are being used for your condition specific customer communications. A more capable and up to date CCM tool facilitates 
efficient processes, better communication, faster turnaround time and eventually a superior customer experience.

A cutting-edge tool has the capability to centrally manage 
various processes like - data management, document 
composition, omni-channel delivery and archival. Tools like 
GMC Inspire, OpenText Exstream, can be a good fit. These CCM 
tools facilitate efficient processes and reduce turnaround time.

Apart from batch and on-demand communications, you may 
also need to send out communications that are prepared 
immediately following an interaction with a customer. You may 
have been managing this requirement on local tools that can 
have a high possibility of errors. If your CCM partner is using an 
efficient CCM tool, they can also provide you a cloud based 
solution that can help you efficiently create and distribute 
interactive communications

What CCM Tools Will Be Used for communications?

Does the tool support key requirements 
like-dynamic documents, cloud based 
interactive communication support, 
omni-channel delivery?
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You should closely assess whether your partner is 
currently delivering the latest CCM capabilities, like 
personalized dynamic documents, interactive videos, 
social media, etc.

Offshoring can provide you many benefits such as cost 
savings, time zone advantages, etc. Even if you are 
engaging with your partner on a fixed cost model, you 
should check if they have offshore delivery capabilities. 
You can leverage their capabilities to hire an offshore 
team when needed in the future. Offshoring can 
significantly reduce costs.

When it comes to on-demand or ad-hoc 
communications, you want to be very quick to respond 
to customers. If your partner is in a different time-zone, 
you can reap time-zone advantages and reduce 
turnaround time. A 10-12 hour difference in time zones 
gives you a 24-hour working environment.

Is your CCM partner currently delivering 
the latest communication capabilities?

Do They O�er O�shore Delivery?

How can you bene�t from a time 
zone advantage?

Will You Be Able to Leverage
Their Expertise out of the box?
Customer communications have consistently evolved to 
more innovative methods for making information available 
at customers’ fingertips. If you want to reap the first mover 
advantage, your CCM partner should be capable enough to 
help you.
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Various stages of your CCM project, can be 
separately optimized to a mix of onsite and offshore 
teams to ensure project success. 

Can You Blend your Onsite 
Team with an O�shore Team?

How capable and experienced is your partner in 
providing you an option to blend onsite, and 
o�shore teams?

Are you getting �exible engagement options? 

It is often observed that blended teams can innovate better. You have 
an onsite team who understand the challenges and key needs while 
you have exceptionally expert people working remotely. Together, they 
can find the most efficient solutions that is not only innovative but also 
helps you achieve your goals sooner and better.

When it comes to projects that have clearly defined scope and 
timelines, organizations are more likely to go with a fixed cost 
agreement. When project requirements are continuously 
changing or extra manpower is required in ongoing projects, 
organizations intend to engage via an FTE (Full time Equivalent) 
model.

How �exible is your partner to provide you an 
option that gives you more control to ensure 
results?

Sometimes a hybrid approach works best - you get the work done in 
time, work closely with the team in an agile manner, share continuous 
feedback and still pay that the agreed cost. You need to assess the 
project requirements.
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Can You Scale-Up/Scale-Down Immediately?

You need to check the bench strength of your prospective partner, and assess whether you can immediately scale up in case 
your workload increases. While scaling-up, you might come across several hidden factors like- minimum engagement time 
(per FTE) or work volume commitment, these can increase your overheads in case the volume of work goes down after a 
certain time.

Most companies do not explore such clauses while partnering, and this might result in a higher overhead at the time of 
scaling-up or scaling-down.

What are the terms for immediate scale-up/scale-down?

Another thing to consider is the 
engagement options your partner 
can o�er, if you are looking for 
immediate scale-up. In most cases, 
the new workload is not treated as 
an extension of the ongoing project 
under the same agreement, as it is 
likely to involve extra resources and 
manpower.
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You’re Ready!
With the above facts taken in to consideration while assessing prospective partners, you are ready to proceed. This checklist 
helps you identify the parameters, but the final decision should be taken after detailed analysis of facts and figures.

Move Ahead with FCI 
CCM, Inc. Pioneers in 
providing top-notch 
CCM Services. FCI has 
one of the largest teams 
of CCM experts and has 
set-up impeccable 
solutions and managed 
customer correspon-
dence for enterprises in 
banking, insurance, 
telecom, utilities, and 
healthcare. 

Whether you are just 
starting your CCM 
journey or are an 
advanced user, our CCM 
Consultancy services 
(GMC Inspire Services and 
OpenText Exstream
Services) will help you 
solve your challenges by 
leveraging the full 
potential of the 
capabilities available in 
CCM. 
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CHECKLIST – 
To Select your 
CCM Partner

Does your partner specialize in CCM services?

How much experience does your partner have in creating and sending communications with highly critical transaction data?

Is your CCM partner currently delivering the latest communication capabilities like dynamic and responsive documents, 
cloud-based interactive communication, personalized video and omni-channel delivery?

Do they offer offshore delivery and provide time zone advantage?

Can you blend your onsite team with an offshore team?

How flexible are your partner’s engagement options – Fixed cost, FTE or a mix of both?

Can You Scale-Up/Scale-Down Immediately?
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Friends Color Images Private Limited, 
BITS Tower, Plot No. 9, 5th Floor, 
Sector 125, Noida, UP 201303, India.
T: +91 120 4787000

309 B Wing, Kanakia Wall Street,
Chakala, Andheri-Kurla Road, 
Andheri (E), Mumbai 400093.
T: +91 22 62817500

FCI CCM, Inc.,
21 Jefferson Ave,
Hicksville, NY 11801
T: +1 212 225 8430

About FCI

FCI is revolutionizing the customer communications. We help organizations of all sizes deliver amazing digital experience to 

their customers with the help of dynamic, interactive and highly personalized communications. Our mission is to eliminate 

the dead, one-way communications and make it easy for organizations to lean on one-to-one customer experiences. 

FCI provides customer communication management solutions and services to help organizations meet their business goals, 

support regulatory compliance, and drive business growth.

Ready to delight your customers?

India Sales OfficesCorporate Office USA Office

https://fci-ccm.com/request-a-demo.php


