Interactive
Videos

The X-factor a successful CCM strategy needs
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A much-used phrase in business is “The Customer is King.”
This refers to the fact that customer satisfaction should be
one of the top priorities of a business if they hope to suvive
and thrive in the long run.
According to a study by Salesforce, 91% of customers say
that they are more likely to become repeat customers of a
company that provided them exceptional service. They are
also the best advertising outlet for your business, word-ofmouth publicity is not just free but also very effective in
customer acquisition.
Customer satisfaction is an important ideal to strive for,
but with busy customer schedules and shortening the
attention spans of customers, effective communication
with them regularly becomes difficult to achieve. Without
a proper communication channel for getting a real-time
understanding of customer needs while also gauging their
current satisfaction levels, businesses can easily fall into
the trap of becoming complacent. This can, in turn, lead to
a loss of customers and revenue.
Communication with the customers needs to be carried
out regularly, and the results also need to be easy to
access and simple to understand. High volumes of generic
communication can put a customer off from approaching
the company proactively while also damaging the
communication channel between the two. “A study by
Project co. found that the perception of a company being disorganised led to 74% of participants moving to a competitor. ”
Having a strategy for creating customer satisfaction by way of effective communication, thus, becomes vital.
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Creating Customer
Satisfaction through
CCM

“Statista determined that 59.5% of the global
population were active internet users as of

January 2021.”A good CCM strategy allows an
organisation to manage, deliver and track

high volumes of highly personalised pieces
of communication shared with customers

quickly and easily. Communication doesn't

Open and consistent communication is important
in all spheres of an organisation's operations.
However, when dealing with customers,
communication becomes more important. Your
long-time customers' needs and satisfaction
levels might change over time, and only regular
communication helps your organization stay on
top of such changes.

always have to beunidirectional. Active

Using modern tools deriving from advancements
in IT, organisations can now better communicate
with their customers more conveniently, resulting
in a need for better management systems for
handling communication. Online mediums now
make various communication channels more
accessible to customers.

customers prefer to communicate and

Listening strategies should take up a large
portion of your communication plan.

Customers need tofind your organisation

open, approachable, and receptive to inputs
and feedback. Thiswill improve long-term
relationships.

Knowing the channels through which your
creating personalised strategies for reaching
out to your customer are importantaspects

of communication. While many traditionally

used communication channels are essential,
an essential part of any Customer

Communication Management strategy in

current times is the use of interactive videos.
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What
are
Interactive
Videos?

On the other hand, interactive videos give a more
immersive experience by encouraging the viewer

to make their own choices, thereby keeping them
engaged

throughout.

The

viewing

times

of

interactive videos are higher, and they have been
proven to enhance conversion rates. Both of these

factors make them invaluable tools for any
business.

Advertisers are always looking for ways to reduce
the bounce rate of customers from their content
and engage them with a particular brand or piece
of content for longer. The higher conversion rates of

interactive videos give them an attractive option
since they outweigh many other online advertising

Interactive videos are different from traditional
view-only videos; they provide users with the
opportunity to participate in the progression
of the video in some manner. Passive viewing
can lead to a loss of interest over time.
The high volume of traditional videos with
similar information also makes them less
appealing.

techniques. Thus, they more than justify their cost

as compared to other, more traditional methods. It

is little wonder that many companies have started
using

more

communication.

interactive

videos

in

their

Interactive videos are here to stay,
and early adopters of interactive
videos are likely to have an a
dvantage over the competition in
the immediate future.
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Using Interactive videos
for better Customer
Communication Management
The storytelling capabilities of interactive videos make them

The branching aspect of interactive videos helps with it since

consumers revealed that they wanted to see more video

depending on the options selected by the viewer. This

great for communication and data capture. “In 2018, 54% of
content from brands in a study by Hubspot.” Customer

participation becomes seamless as they are involved in the
narrative of the video and aren't just filling out a survey or

required to read a lot of information. Interactive videos can

also make participation more fun and engaging by adding

scenarios and challenging certain traits of the viewer, such

the same video can have multiple branches in the storyline
personalisation aspect allows for a high volume of data
captured while keeping the cost low. The story or narrative
may have a different end result for each viewer, which also

makes it more exciting to participate in this process than to
watch a standard video.

as reaction time or decision-making abilities.

Points in the video which are clickable, known as hotspots,

When it comes to high-volume communication with

narrative. Hotspots also make it easier to redirect customers

customers, personalisation of the experience is key.
Customers will likely be more receptive to personalised

communication than mass communication. The data

lead to certain predetermined actions taking place in the
to more sources of information, websites, or landing pages,
depending on their choices.

required for such a kind of personalisation often becomes

The entire communication process can become much more

customers to share a large amount of data while keeping

and simpler to manage for the business; this will, in turn,

expensive and time-consuming to collect. It is difficult to get
them engaged the entire time.

engaging for the customer while becoming cost-effective
enhance the communication experience of both parties
involved.
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How can interactive
videos benefit your
business?
While interactive videos are largely used in advertising or for
eCommerce purposes, companies are now looking at ways to
expand their use. Customer communication is one such branch
that interactive videos are being used for. “A study by Magna
found that an interactive element in videos makes them 32%
more memorable than linear videos.”
Gathering large amounts of data that can be used to serve
customers better is possible with the use of interactive videos.
Interactive videos are also simple to understand and are more
intuitive than other forms of communication. This makes the
real-time responses received through interactive videos reliable.
Collecting such a large amount of data in such a short time
reduces the overall cost to the business..
Customer information can be used to create personalised
communication depending on the needs, interests, and choices
of the customer, as mentioned earlier. This leads to an elevation
in experience for the customer.
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Video hotspots can also be used to immediately redirect

As we have seen here, interactive videos can be a very

taken. This could be useful for increasing sales, sharing

creating interactive videos requires a lot of research and

customers to the next steps related to the action they have
important

information,

or

reducing

the

number

of

interactions between customers and the organisation

before an issue is resolved. Faster resolution of customer

issues leads to more satisfied customers. This kind of

efficiency also makes communication faster and smoother,
allowing organisations to save time and money. .

beneficial tool for customer communication. However,

time as it is important to understand what information you

need from the customers, how best to achieve this through
an interactive narrative, where you can add hotspots and
branches to make the maximum possible impact without

affecting the engagement, along with shooting and editing
of the video.

Though most of the effort will only go into the creation period of the video, organisations might find the process overwhelming.
Customer Communication Management Services like FCI CCM make the creation of interactive videos simple with their
understanding and experience in this field.
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Important factors
for creating
Interactive Videos
The first and most important part of creating an interactive video is putting down the

reason and vision for the video so that these two factors can guide the direction of the
video till the end. Establishing a specific set of objectives that you want to reach
through your video gives an easy reference point whenever you are stuck at
any point in the creation process and reviewing the finished product.

“52% of responders in a survey conducted by Brightcove cited heavy time
investment as the reason they were not able to use interactive videos in
their content strategy.” This shows why it is important to have a clear
vision before beginning so that the process is much faster to execute.

Once you have a vision in place, you can create a map of the user journey,
the various places the video will branch out, and the points where different

interactive features will be used in the video. The map helps define the way
in which you want your specific video to progress in order to reach your
objectives. A well-thought-out map will help in the scripting process.

08
Scripting could perhaps be the most time-consuming part of the
entire creation process. It becomes even more time-consuming
if there are multiple branches at each point in the video, and
those lead to different outcomes.

You will need to create a structure of the story from start to finish
in a way that helps you reach your objectives. Then you will have
to overlay your roadmap on it to check where changes need to
be made.

Multiple branches will need additional scripting for the story to
progress towards a logical conclusion. You may also need to

edit or reduce the scope of your initial objectives after this stage,
depending on the demands of the script and how long the video
is becoming.

An additional step in interactive videos is storyboarding to visualise
where the clickable hotspots will appear at each point in the video.
This will save your time in the post-production stage as you will

have shot the video using proper angles that support your vision
for the final product.

Storyboarding is not essential, but it is recommended to have a
storyboard since finding any inadequacies in the footage at a

later stage may require you to reshoot portions of the video, and
that will tremendously increase the production cost of the entire
video
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Shooting an
Interactive
video

The shooting process is easier if the video is shot in a single
location or against a green screen. However, if multiple

locations are required, you will need to identify and create a

plan for shooting at those locations, the time of day you need
to shoot to best represent the mood of your video, and a

breakdown of the shots you will need. Finding a crew, renting
equipment, finding and getting the right people to face the

camera, designing the sets and costumes are all steps you
will need to take care of before proceeding to shoot.

Once you have gone through these pre-shoot steps and have
all the information, you can finally proceed with shooting the
video. If you have done your research well, then you will find

the shooting process to be quite smooth. Having a breakdown
of the shots will let you structure your shooting schedule to

minimise the shooting time and get all the footage you need
for the editing process to begin.

The interactive video can be animated as well. If the entire

video is animated, then the animation process will substitute
the shooting process. You will save time by eliminating the

need to go through some of the pre-shoot steps, but the cost
of the project might increase.
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Finally, you will need to use interactive video software

to add interactive elements to your video. There are
various programs available for this process, so you will

need to choose one depending on your requirement,
expertise, and budget.

After adding all the elements, you must test out your

video to check if everything is working the way it

should. Any bugs or unclear elements need to be fixed.
Your interactive video can now be reviewed to check if

it is meeting all the objectives you had set initially. In
case any changes need to be made to this version of

the video, you can make those at the stage before it
reaches the customer.

That's it! Your
interactive video
is now ready to send
to your customers
to help service your
CCM needs.
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The world of Customer Communication is constantly evolving
with new innovations in Information Technology or

methodology leading to new breakthroughs. It is important

The next steps
towards Customer
Communication
Management

to stay on top of the latest trends in CCM so that you can
make constant improvements to the communication

process. As new channels of communication open up, the
scope of communication also increases. It is important to

recognise opportunities and find ways to use them to your
advantage.

“Interactive videos are one such step towards better

Customer Communication Management. They create

4 to 5 times more page views than static content, which
directly translates into better lead generation.”

Any new move can take time to adapt and execute properly.
However, the short-term costs of such steps are often far

exceeded by the long-term gains in customer satisfaction
and retention you will have. Interactive videos are now a

trend that various organisations are turning towards, and

getting an early mover advantage can help you edge out
your competitors in this area. The engagement levels,

conversion rates, improved purchaser intent, and boost in
sales make interactive videos a necessity for any
organisation.
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Finding the right
partner
At times, Customer Communication Management requires a lot of effort
and hence gets overlooked in favour of other initiatives. However, it can
cause a big dent in your customer base if this happens. It may prove

beneficial to partner with a specialised organisation at such times to save
time and cost. Organisations that have expertise in Customer

Communication Management can help you skip the initial steps of setting
up an effective CCM system and help your CCM initiatives get off the
ground quickly.

Organisations that don't understand your company's needs can cause

losses, and hence you require an organisation that you can trust. FCI CCM

inspires such trust among industry-leading companies with over 225 million
contacts engaged and more than 8 billion personalised experiences

delivered. FCI CCM brings a vast experience of working with some of the

biggest banking, insurance, telecom, and healthcare brands to the table.
All your customer communication needs, from automation of c

ommunication, personalising your customer experiences to seamlessly

integrating all your data sources and communication channels, can be
achieved through FCI CCM.

Contact FCI CCM today to know
how
you
can
take
your
communication to the next level.
You can also book a 30-minute
product demo to see how FCI CCM
can
help
you
with
your
communication needs. It's time to
take the next step towards
creating a better communication
experience.

