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MODERNIZATION
As digitization rapidly transforms technology,
offering solutions and products for simplifying
and streamlining businesses, it can create
gaps in your existing business processes
and systems. Instead of providing you with
an additional motor to efficiently drive your
business forward, many new business
technologies skip crucial steps that would
otherwise give your business a firmer footing.
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PROBLEMS WITH TODAY'S
TECHNOLOGY STACK
Before you secure your next innovative, technology-driven
solutions service provider, consider the following problems often
seen with today's technology stack so that you can avoid them.
+ Process inefficiency — Enterprise Resource Planning (ERP)
solutions, designed initially for manufacturing companies,
have been providing medium- to large-scale businesses with
a procedural backbone for nearly a decade, mainly for their
extensive applications. However, while these systems support
most departments and functions, many ERP solutions lack
focus on critical service elements that affect process efficiency,
such as:
+ Workflow management tools
+ Order management
+ Complex people coordination
+ Facilitating collaboration
+ Project planning and execution
+ Resource utilization
+ Automated communications

+ Human error — Human error is as inevitable as the sun rising,
even with the incorporation of integrated services modules,
more commonly known as Professional Services Automation
(PSA) solutions. As our economy becomes more and more
services-driven, one reality remains: the majority of workers have
infrequent interaction with PSA solutions. In fact, most of the
actual work in service-oriented businesses — task management,
team collaboration, project management, and coordination
with clients — happens outside PSA solutions. Many f these
processes are particularly prone to human error, either because
they're happening outside of a PSA solution or because the
workers don't know how to use their PSA solution properly.
+ Increasing costs — Building a business that's backed by
cutting-edge technology comes at a cost. Suppose you're
scaling up to a more adept solution. In that case, the switching
costs of moving from one platform to another are often
dramatic, as labor hours and monetary expenses are both
incurred in switching up. If you're purchasing a new software
solution for your business, there are still costs associated with
implementations, integrations, and often customizations. And in
some cases, a business may discover they've made the wrong
software solution choice, which can compound costs as they
need to either switch solutions or purchase add-ons.
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+ Lack of scalability — Reaching the necessary stage where
one needs to scale a given business process is a manager's
dream. Still, it can be challenging if you're not properly
equipped with the right technology solutions that fulfill your
business needs. The handsome revenues you generate may
be impossible to maintain if a once-capable technology stack
is not scalable, eliminating your ability to keep the gears of your
business processes oiled.
WHY MODERNIZE LEGACY SYSTEMS?
In the regulated industries, dynamic content management and
automated client communications are essential for moving
businesses forward. Yet, many organizations find switching from
their traditional legacy solutions to be a daunting proposition.
However, it doesn't need to be, and the benefits are worth the
investment. Let's take a look at a few reasons why businesses
should modernize their legacy systems.
+ Save time and resources — The right technology solution
will integrate the tools and applications that your business
needs to function effectively and efficiently — leveraging your
resources within a more concise timeframe.

+ Deliver services where and how consumers want them
— With an increase in consumer personalization, from
Amazon Alexa user recognition features to the Netflix content
recommendation engine, consumers demand the ability to
complete their interactions with businesses online, through
a multitude of different channels, and with a personalized
shopping approach. Modernizing legacy systems ensures that
your business has the tools necessary to enable customer
interactions according to their desired norms.
+ Increase revenue potential — Modern technology-driven
solutions will free you from the shackles of legacy systems that
limit your capacity for higher revenue.
+ Stay ahead of the competition — Improve your ability to
reach your goals and remain competitive in today's business
ecosystem by employing business solutions that accurately
communicate mission-critical content, like personalized content
sharing and dynamic content management.
+ Empower critical processes — Witness your business soar
as an effective technology-based solution laser focuses on
methods that enhance your revenue generation potential.
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TWO WAYS TO MODERNIZE
MARKETING: CENTRALIZATION
AND AUTOMATION
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CENTRALIZATION

WHAT IS CENTRALIZATION?
Centralization is the process by which an organization's daily
activities — planning, communications, project management,
marketing, and decision-making — become centralized under a
single authority. As one of the ways to modernize your marketing
efforts, it aims to route the critical decision-making and planning
powers toward the center of your organization.
Managing a well-organized marketing technology stack is an
example of a centralization effort — bringing order to the chaos by
grouping technologies to better plan, execute, and measure the
variety of marketing efforts present in most businesses.
The primary benefit of centralization, particularly in large
organizations, is the economy of scale the business gains, from
centralized workflow management to data-handling improvements.
The larger your business, the greater the number of disparate
systems you likely need to manage, making centralization even
more beneficial to your organization. A centralized approach to
managing multiple systems is also a cost-effective way to simplify
system administration and integrations that promote efficiency. For
example, one central login via SSO (single sign-on) means
employees won't be spending time trying to remember passwords,
and the IT department will no longer need to manage password
reset tickets.
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One increasingly popular method of integrating disparate systems
is through iPaaS (Integration Platform as a Service), which
provides a platform in the cloud for enabling the development,
execution, and maintenance of integration between different
business process systems and data warehouses across multiple
groups within an organization.

WHO BENEFITS FROM CENTRALIZATION?
Almost every business benefits from a centralized, customercentric approach. For example, offering a satisfying customer
journey that maintains a consistent brand message has become
strategically imperative if you want your brand to remain
competitive far into the future. But what aspects of your internal
organization benefit the most when you leverage centralization?
Let's take a look.
+ Marketing — Representing the heart and brain of many
business processes, the marketing group benefits from
centralization. Having a centralized place to store and
disseminate their brand guidelines and customer-facing

content expectations to all other parties helps with brand
compliance. With centralized processes, marketers can also
better target consumers worldwide with personalized content
sharing. This is created through tighter interactions with the
IT group so that marketers have the tools and technology
necessary for advanced personalization.
+ IT — IT teams, which play a vital role in ensuring a firm's
employees have the technology needed to do their work,
benefit significantly from centralizing processes that can often
become repetitive. Instead of spreading the myriad of technical
help tasks across individuals in a firm, taking a centralized
approach ensures the same people are sharing knowledge
among themselves and approaching repetitive tasks in the best
way possible.
+ Sales — Sales teams can close more deals with better sales
and marketing alignment. Centralization ensures the sales
team is speaking the same language as the marketing team —
maintaining brand image consistency from the top of the funnel
all the way to customer onboarding and into retention strategies.
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WHY CHOOSE CENTRALIZATION?
Businesses that leverage centralization and modernize their
technology solutions experience many benefits, some of which
include:
+ Improve internal collaboration among departments through
workflow management tools
+ Increase efficiencies of staff performance by leveraging
personalized content sharing
+		Measurable impact of marketing activities using dynamic
content management
+		Innovative ways to reach your customers via automated client
communications

HOW DOES CENTRALIZATION IMPROVE
PRODUCTIVITY, EFFICIENCY, AND
COMPLIANCE?
Your business's ability to communicate effectively internally and
with clients is key. While marketing technology stacks aim to make
complicated processes easier, each stack should be built around
a core of commonly approved solutions. A centralized
communication management system is an excellent example of
this. It improves productivity, efficiency, and compliance in the
following ways:
+		Productivity — Access to the right communication, at the
right time, and through the right means ensures everyone is
on the same page throughout the entire lifecycle of a project.
This increases productivity since employees are not duplicating
work and are generally more in sync as they complete tasks
and pass information along.
+		Efficiency — When teams can access centralized information,
the extra time required to get individual stakeholders up to
speed on project status is eliminated. Therefore, tasks and
projects are managed much more efficiently.
+		Compliance — All team members are continually updated
on the latest conversations, documentation, and information,
which leads to more compliant brand alignment.
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HOW CENTRALIZATION SOLVES BUSINESS
CHALLENGES
Successfully managing projects, whether developing a new
product or launching a new marketing campaign, can be
challenging. The inherent challenges are only compounded when
businesses are utilizing different tools in their technology stacks.
Centralization helps solve these issues by providing businesses
with one centralized source of truth.

Dealing with data
Another leading marker of a successful business is the proper
handling of data. Having a superior understanding of data
provides better insights that lead to better decision-making.

The cost of capturing, structuring, analyzing, and providing access
to reliable information from these data stores requires
considerable time and effort, especially if no business solution is
dedicated to or designed to tackle the particular use case of that
business unit.
There are also regular occurrences in many firms where the insights
from data become more complicated than necessary. It is
imperative to keep the presentation of data as simple as possible
and keep the distractions of tangentially related data to a minimum,
so the decision-makers can easily focus on identifying the right
issues. Choosing the right experts to implement and fully adopt
centralized marketing technology stacks is as essential as the other
elements of a project are to the success or failure of the business.

Companies worldwide understand the importance of data
garnered from the marketing technology stack. However, without
centralization, these data sets become unwieldy at best and
unusable at worst. According to research from Ascend2, the
leading barrier to the successful development and follow-through
of a firm's marketing strategy is the integration of collected data.
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Managing disparate systems
Ascend2's research also illustrated that integrating disparate
systems was another challenge in developing a successful
strategy for utilizing marketing technology. In fact, 57% of
marketers say integration is still the most challenging barrier to
marketing technology success.
Today, most marketers use numerous tools to measure their
campaigns, which often results in redundant data collection and
workflow inefficiencies. This challenge is further compounded
when the redundant data doesn't match, which is often the case
when cobbling data together from multiple disparate systems. It
may also complicate the reports that are generated, which may
lead to an indecisive or outdated business decision.
Several issues caused by disparate systems, which can be solved
through centralization, include:
+		IT prioritization — IT prioritization means choosing a core
stack that is already well suited to a centralized management
approach. In content, communications, or even in data
management, rather than using disparate systems and
integrating them, using a core stack that is already centralized
often leads to more optimal data processing, thus enabling
real-time data reports. This prioritization of the right IT tools
also enables decision-makers to implement changes quickly
based on those reports.
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+		Minimal need for IT — Having a centralized system of
technology tools that are common across the organization
helps eliminate the need for expensive information technology.
You'll rest easier knowing you have less hardware to buy, less
IT services to purchase from consultants or service providers,
and a smaller software and components bill. Having a minimal
need for IT also affects how fast data can be processed.
With centralized data, the business can focus more on the art
and science of decision-making, free from the challenges of
technical management.
+		Data security — Without a centralized data procedure,
different groups within the company may be collecting and
managing data in ways that are inconsistent and prone to
security vulnerabilities. If data is not secure, it can have adverse
effects on a business's ability to make decisions, as they may
be unsure of their data's soundness. Even with the best-trained
and skilled employees, errors still tend to occur, and having a
centralized, secure data system goes a long way in reducing
business losses from error.
+		Various dashboards — When there is no centralized data,
gathering the data that is needed takes a considerable amount
of time. It also tends to be more confusing to choose what data

is the best for your given scenario. Retrieving data from different
dashboards provided by disparate tools could also complicate
the reporting process, especially when there is contradicting
data from the various sources, which also leads to inaccurate
and untimely reporting.
+ Planning and analysis — Another consequence of disparate
systems is that proper planning and analysis become more
challenging, knowing there are potential errors and unreliable
data sets being used in decision-making. Decentralized planning
and analysis could also lead to conflicts between departments,
especially if the data gathered by the departments are not
aligned. Poor planning and analysis and discontent among
different departments can lead to chaos within the organization.
+		Transparency — Disparate systems also result in a lack
of transparency. Although it is possible to achieve total
transparency within the organization, having disparate
technology stacks requires departments to put in more effort to
align their data, set correct expectations, and ensure the data
is being used in transparent and accurate ways.

12

How centralization improves
marketing efficiency
Marketing efficiency is generally defined as the total revenue
generated by a campaign expressed as a percentage of the
campaign's overall marketing cost — including promotion,
product development, and sales. To simplify, marketing efficiency
means obtaining more sales and leads at less cost. This concept
of marketing efficiency is widely recognized as one of the main
goals or benefits of centralization.
Centralization eliminates duplicate data and decreases data
inaccuracies, which leads to lower costs of overall marketing
campaigns without compromising the ability to generate leads.
Centralized data warehouses break free of their silos and begin to
illuminate the full business. This helps marketers create
more accurate and useful reports and use fewer resources
(time and money).

Below are several of the ways centralization helps achieve greater
marketing efficiency:
+		Accessibility — Employees, whether they be in product
development, sales, marketing, or customer support, require
access to usable systems and accurate data. Providing these
groups with tools that are accessible and well-adopted across
the organization helps to ensure they are empowered to
perform their duties. All employees will be better positioned
to do their part in fulfilling the needs of launching a successful
marketing campaign more efficiently.
+		Collaboration — The entire company benefits from
collaboration. Employees across an organization can share
ideas, make real-time edits to content, and receive the reviews
and approvals they need for their portion of the project.
Collaboration is also seen as one of the critical elements for
successful campaigns. All employees in a centralized business
enjoy strong partnerships. In fact, increased collaboration is
one of the primary reasons companies switch to centralization.
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+		Omni-channel excellence — Ensuring the customer enjoys
a unified experience across all possible marketing channels
is a complex task that requires a concerted effort across an
organization. That effort is simplified, though, when the firm
uses a centralized approach to managing technology and
business processes.
+		Compliance — Your brand is only as valuable as how
consumers perceive it, and inconsistent branding leads to
consumer confusion and, therefore, less ongoing brand
loyalty and advocacy. As such, all employees, across all levels
of a company, have a responsibility to maintain compliance
with brand guidelines and to ensure the brand is presented
appropriately to the consumer at every touchpoint. The
smallest mistake or inaccuracy in claims made by a brand can
leave a lasting scar on the brand's value and the company.
The key to building trust with the consumer is to implement
consistency across the brand touchpoints. Centralization
offers tools that enable this type of brand consistency since
there's a central location for all departments to access branded
marketing materials and brand use guidelines. Centralization
also decreases the number of customers lost to competitors
and helps reduce legal liabilities that can occur from not
delivering on brand promises.

In the face of looming economic uncertainty, marketing teams
need to focus on being more agile in their data capture and
analysis so they can focus more on what makes money for their
business, from cross-departmental training to lead generation.
Sadly, in highly siloed organizations with poor centralization, the
martech stack is often underutilized, putting the success of
marketing efforts, and the company as a whole, at risk.
With 91% of marketers reporting to Ascend2 that they don't have
access to a complete, fully utilized technology stack, one must
ask the question: Why are businesses consistently underutilizing
their martech stack?
It is essential for businesses to fully understand and utilize their
marketing technologies to realize their full potential toward adding
value to the business. To assist marketing teams with determining
ways to utilize their martech stack better, let's explore two
different solutions to solve for centralization.
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CENTRALIZATION
SOLUTIONS: BEST OF BREED
VS. INTEGRATED
Choosing between two different
centralization approaches — best of
breed versus integrated — is similar to
planning a vacation. Do you prefer
packaged tours (best of breed) or a
self-planned itinerary (integrated)?

Pursuing a best-of-breed approach
In the late 1990s, the best-of-breed centralization strategy led the way, until the internet boom came along, paving the way for integrated
suites like the Adobe, Salesforce, or Oracle Marketing Clouds. Best of breed is the strategy of choosing a single product (business
applications, system, software) that best meets all of your business needs.
+ Best-of-breed pros
+ Meets all of your defined requirements
+ Helps business managers identify previously unrealized
optimizations that are widely accepted by other firms
+ Allows for easier updates since the system is geared
toward a specific purpose
+ Allows for section updates, including security, patches,
upgrades, and additional building blocks, which can roll
out without affecting other systems on different release
cycles
+ Enables your business to respond to changes in the
market quickly
+ Shorter implementation time given the system's relatively
small size

- Best-of-breed cons
- Doesn't typically integrate with other products in its
environment, or with other systems
- Sharing data across different systems can be difficult
- The required management of multi-licensing agreements
may eat into your resources
- Vendors of these solutions are usually small organizations
that may not be viable in the long term or may not fully
understand the complex requirements of medium, large,
or enterprise businesses
- Can't provide the user's inherent expectation for a
common look and feel
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Pursuing an integrated approach
With an integrated approach to centralization, businesses opt for multiple applications running through a common database and a
consistent user interface to give all business-process modules a familiar look and feel.
+ Integrated pros

- Integrated cons

+ Easier overall integration of your business system based
on a single vendor's set-up workflow

- You need to adapt your business processes for the
missing elements or live with the unavailability of features

+ Straightforward to navigate and administer with a common
user interface that flows throughout the suite of products

- Volume purchasing (enterprise licensing) leaves you with
access to products you may not use or take advantage of

+ Easier for IT departments to leverage an integrated
system, with its more consistent architecture approach

- Adoption and implementation can be more complex

+ Reduced risk by working with only one vendor
+ Encourages the maintenance of longer-term relationships
with vendors, which simplifies system sourcing

- Product and feature innovations are dependent on the
vendor's pace, which may not align with your business's
growing needs

+ Fewer multi-licensing costs required since vendors often
offer volume purchasing

- More vulnerable to a security breach because flaws or
issues are often common across the entire solution

- Can create a "vendor lock-in" feeling
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CENTRALIZATION TRENDS
There are several centralization trends worth noting that dominate
in the highly competitive ecosystem of financial services and
health insurance industries, including:
+ Blending software and services to deliver outcomes —
Software-as-a-Service (SaaS) is a prominent example of this
trend. It allows users to access programs via the internet and
has many business applications, such as file sharing, email,
calendars, customer-retention management, and human
resources via automated communications. Many companies
leverage the SaaS model to address core business functions,
IT, and industry-specific processes.
+ Utilizing iPaaS to increase efficiency — Integration
Platform as a Service (iPaaS) takes much of the development,
execution, and maintenance work out of integrating different
cloud and on-premise solutions that may be used by different
groups within an organization. Using these platforms to tie
together data and processes from across an organization, or
between different organizations, is a hot trend that will only
increase in popularity.

+ Customer-facing touchpoints and automated back-office
process software — Your goal of customer satisfaction
should transcend delivering a great product on time and with a
smile through automated client communications. Having your
customers in mind at every touchpoint will choreograph the
front and backstage elements of your customer's experience.
It's crucial to note that this digital dance is unique to individual
businesses.
+ The "growth hacker" movement — The success of this
trend relies on the flexibility to quickly build new marketing
campaigns or business processes. This type of growthfocused speed within an organization can be attained through
centralized solutions like dynamic content management.
Overall, centralization enables firms to make quicker strategy
pivots, allowing better customer acquisition, conversion,
engagement, and retention, which also promotes sales.
With this trend and the benefit of centralization, product
development, sales, and marketing are also able to more easily
work together to seek quick but lasting growth.
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AUTOMATION

WHAT IS AUTOMATION?
By definition, automation is a set of tools and technologies that
perform manual and repetitive tasks to improve your business's
marketing processes. However, it can also encompass other
aspects of your business, including compliance, legal, IT,
and product.
Most businesses that choose to shift to automated processes do
so to increase productivity and effectiveness. Some general,
day-to-day business benefits of automation include:
+ Frees up employee time formerly spent on manual tasks
+ Offers predictable and reliable execution of common activities
+ Reduces risk of crucial elements falling through the cracks
+ Reduces stress in task management
+		Increases the ability to get more things done
+		Plays an essential role in proactive service delivery
+		Allows you to provide faster and more effective technology
services to your clients
+		Facilitates your marketing efforts
+		Keeps your business running smoothly
+		Increases an organization's ability to scale business processes
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To help you find areas in your daily business processes that could
greatly benefit from automation, here are a few identifying
markers:
+ Recurring activities — look for tasks you do every month,
like running advertising outcome reports, sending monthly
newsletters, queuing up the next webinar, or routing marketing
and compliance content for review and approval
+		Emails — manually keeping on top of email correspondence
takes time, energy, and focus, so estimate the amount of time
you spend following up on emails
+		Tasks that require cues for you to react — think about
aspects of your day that are cue-dependent, like setting an
alarm for a document that needs to be reviewed
Now that you've created a mental list of some of your daily
business tasks that fit the criteria outlined above, consider the
following list of automation ideas for managing your daily
operations and increasing productivity:

+		Sending newsletters — Set up newsletter generation
processes to auto-notify different departments of content
needs, auto-request email recipient list updates, and seek
necessary content approvals.
+		Managing contract expirations — Establish automated
processes to ensure sales associates and accountants are
all in sync and taking the right steps at the right time to more
regularly renew customer contracts.
+		Setting up a webinar — Use automated content routing
and webinar sign-up page build-outs to make capturing leads
generated from webinars easier.
+		Getting approval on marketing content — Automatically
seek approvals on the wide array of content produced by your
marketing and customer success teams.

+ Running reports — Consider setting up auto-generated
reports for those needed on a monthly or quarterly basis,
whether they be for advertising outcomes or lead generation.
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HOW AUTOMATION SOLVES BUSINESS
CHALLENGES
Automation is a game-changer when it comes to solving business
challenges. For tasks that profit from increased scalability through
automation, automation can have an especially significant impact.
Here are several examples of challenges faced regularly by
businesses and how those challenges can be overcome by using
automation:
+ Content management — Providing salespeople, customer
support representatives, and marketers with the content
they need for success is time-consuming, as is establishing
an effective and efficient content approval process. For
content tasks that are repetitive and time-consuming, content
management automation provides significant value. For
example, generating a templated system of emails, landing
pages, reports, and event reminders for a webinar may initially
require a considerable amount of input and expertise from
individuals across the firm. However, automation can quickly
help launch a similar webinar in the future by taking advantage
of pre-built templates and plug-in content that has already
been through the approval process.

+		Manual compilation of reports — Keeping businesses
humming along requires a lot of data processing. This means
handling a vast number of reports — the kinds of reports
needed for making many mission-critical decisions about the
business's future operation. Employees often spend much of
their time compiling spreadsheets instead of focusing on higherimportance tasks for the company. Not only does the manual
compilation of reports entail losses for the company, but these
manual processes are prone to human error. With the help of
automation software, reports can automatically pull together
different data sources to generate a variety of usable formats.
+ Manual file transfers — File transfer is vital for any enterprise.
However, it often leads to a dilemma for businesses since
determining an effective solution for accurately processing and
dealing with a wide variety of different file transfer needs across
an organization can be difficult. For example, one department
may need to transfer large files, another may need to follow
specific security protocols when transferring files, and another
may require a precise log of where each file has been in the
business process. While many larger companies have already
built advanced solutions to handle various file transfer needs,
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many businesses still email files around or manually transfer files
via USB-based portable drives. This is where automation comes
in. For example, Florida-based PSCU Financial Services reports
that they have saved approximately 400 hours per month since
they adopted file transfer automation. Business automation
solutions have a distinct advantage over simple file transfer tools.
With automation, employees can quickly transfer or share their
data through automated means that ensure the data is handed
to the right party, in the right format, at the right time.
+		Protocol setting and enforcement — Depending on the
industry, business type, size of customer base, and a number
of other business characterizations, different businesses have
different protocols and regulations that they must follow to
ensure business success. For example, a financial services firm
that needs to update their fact sheets quarterly must seek input
and approval from various departments, including finance,
legal, sales, and marketing. In contrast, a health insurance firm
would be more concerned about maintaining HIPPA regulations
with any online processes they undertake. Often, these
protocols hamper the speed of processing data resources.

To solve this, automation can streamline any process that
needs to follow a specific protocol by ensuring repeated
tasks are done in a systematic way, and by giving leaders and
managers the functionality they need to review whether defined
protocols are being followed.
Overall, automation also creates more system-wide transparency,
which leads to more accountability within the business. The
company can quickly review all aspects of each business process
and quickly address small problems before they become more
significant issues.
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MARKETING TASKS YOU SHOULD AUTOMATE
Having an automated marketing system that leverages dynamic
content management in an automated content management
system is crucial, but it's also not the endgame anymore. Beyond
a system that goes with the tide, your marketing approach will lag
if you don't widen your automation scope.
For example, running successful inbound marketing campaigns
can be very time-consuming and overwhelming without proper
tools. Here are some examples of marketing tasks that could
benefit from automation:
+		Content management — Updating disclaimers as well
as posting and promoting your business's content can be
automated by sending automatic notifications to your clients,
immediately posting new content to various social media
platforms, and creating an automatic schedule for re-promoting
your content to your social media channels.
+		Templating — Ready-made templates for content creation
makes updating personalized communications much easier.
+		Storefront — The storefront is where your salespeople access
materials to personalize, like proposals, event flyers, giveaways,
and mailers. With an established storefront, all departments
can access the marketing materials they need without
inundating the marketing department but still staying on brand.
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+ Email marketing — Automating your email marketing
campaigns transcends sending a mass email to your leads.
Through audience segmentation and automated email
sequences, you can effectively get your message to the
appropriate audience at the most opportune time.
+		Dynamic publishing — Pulling together content and
publishing physical mailers for clients can prove to be an
arduous task for any size business, with repeated proofing
cycles leading to high labor costs and the decreased flexibility
of quickly turning around mailers. Dynamic publishing takes an
automated approach of pulling in your pre-built and alreadyapproved content and customizing it with internal data,
following your pre-set business rules, to decrease proofing
cycles, and get your marketing materials into the hands of
customers in a faster and more accurate manner.
+ A/B testing — Also known as split testing or bucket testing,
this is a way for you to compare two versions of your webpage
or app to determine which one performs better. The best part
is that this type of testing generates more lead conversions
for your business when leveraged with dynamic publishing
software. By automating A/B testing and examining the results
regularly, you can uncover opportunities to improve and reveal
who your ideal audience is.

BENEFITS OF AUTOMATION
The Economist's Intelligence Unit found that 90% of business
organizations around the world already use some form of
technology that enables automation in their business process, and
73% across all industries stated they are delighted with the
results. Furthermore, 88% of businesses explain that technological
automation is leading to increased human capital productivity.
Along those lines, 77% of companies believe that automation will
be more productive if it complements work being done by human
capital rather than attempting to replace it.
Below are some of the benefits businesses enjoy when
incorporating automation into their business processes:
+		Cost savings — According to a report by Capgemini
Research Institute, companies could achieve as much as $165
billion in cost savings by 2022 through the wide-scale adoption
of automation. This is a huge driving factor in the push for
automation. This is often the leading reason why businesses
pursue automation.
+ Time savings — According to Forbes, approximately 47% of
accounts payable professionals consider manual processes
their biggest challenge. Any time a business can automate
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something that was previously performed manually, the
company saves time. This allows business leaders to reallocate
that time toward core business activities that move the needle
for the business.
+ Improved quality — Automated solutions can remove human
error from the equation, promote consistency, and lead to a
superior end product.
+ Improved customer service — Ensuring your customer
service representatives can effectively and accurately handle
service requests in a way that will delight your customers
requires that the customer service representative has easy
access to a communication repository of pre-approved
content. According to Zendesk, "speed of response (89%),
speed of resolution (89%), and friendliness of representative
(82%) are seen as the most important aspects of the customer
service experience, regardless of the channel." Customer
service-enabled automation can significantly improve customer
outcomes, which is extremely important for a larger company
that works with clients worldwide. Automation can decrease
waiting times and improve overall customer satisfaction.

+ Improve communication — Organizing tasks and
versions via email, sticky notes, and Excel spreadsheets
is time-consuming and often prone to human error. The
communication between departments or colleagues benefits
greatly from automated workflows. With a commonly used set
of tools, everyone within the organization can see what they are
supposed to do, what others are doing, and how their work fits
together. It also makes it easier for top-level management to
optimize projects that are vital to the company.

Benefits of automation for efficiency
Automation takes you less time to get things done, allowing you
to accomplish more within the same timeframe. You don't have to
stress over remembering basic tasks, and you benefit from the
reassurance that your business processes will be implemented
reliably. Here are a few examples where automation increases
business efficiency:
+		Reduced repetition — An automated process that deals
with repeated tasks means employees won't waste time
on tasks that can be done more efficiently by an automated
computer process.
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+ Improved resource management — Because of the
complexities of business processes, many resources within a
firm are often underutilized. Building automation allows the firm
to also build in resource utilization measures to ensure their
capital is working as envisioned.
+		Decreased errors — An automated approach reduces the
amount of papers trading hands, approvals being sought,
and steps being taken. Those are all steps that increase
the potential for error and decrease efficiency within a firm.
Automate those steps, and you'll experience considerable
efficiency gains.

Benefits of automation for compliance
Apart from ensuring that your business passes external
compliance audits, automation via document review software or
document management services software promotes the following
types of compliance:
+		Secure storage in a central repository
+		User identification and authentication
+		Redaction to enable protection of personal data
+		Error tracking and auditing
+		Assignment of privileges, including viewing, editing, printing,
and downloading, which restricts unauthorized activity
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AUTOMATION TRENDS
Due to the speed of automation trend shifts, keeping up with all
the changes can be challenging. How quickly is automation
progressing? What aspects of your business should catch up?
Let's take a look.
+		Business processes adopting automation — Everywhere
you look, automation is catching on and bringing big
productivity and efficiency boosts to organizations. Forrester
expects Robotic Process Automation (RPA) to be a $2.9billion
market by 2021. The World Economic Forum reports that 39%
of businesses surveyed expected that automation would add
productivity-enhancing roles to their firm. In a different study
by Gartner, 66% of business managers rated the automation
of repetitive manual tasks as the top reason for investing in
artificial intelligence (AI). It comes as no surprise, then, that
firms are turning to automation for their marketing, content,
and communications needs. Through combining automated
social listening, data gathering, and on-site behavioral analysis,
marketers are seizing opportunities to build regularly updated
and highly accurate customer personas. A better understanding
of their customers' preferences and buying habits allows for
hyper-personalization through marketing, which is leading to a
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significant increase in marketing and communication productivity,
and ultimately sales. For example, 75% of consumers are more
likely to purchase from a business that recognizes them by name
and then recommends new items for purchase based on their
past behavior and purchases.
+		Automation industry acceleration — More and more
businesses have been turning to automation to keep up with
the dynamic market of products and services.
+ Companies in every industry are contemplating how
machine learning and artificial intelligence can increase
the flexibility and diversity of traditional sales, marketing,
and customer success tasks.
+ From the traditional purpose of collecting data to
generating reports for business leaders, we see an
expansion in the use of machine learning in business
processes. Now, many marketing and sales analytics
dashboard providers will auto-generate new dashboard
widgets for an organization based on this machine learning.

+ Organic visibility continues to fall on Facebook and other
social media platforms, meaning that businesses need
to improve their ROI by either increasing their social
media budgets or doing more with less. From Hootsuite's
content suggestions to DrumUp's AI content curation,
organizations are able to benefit from automated content
curation that allows them to simply publish the most
relevant content.
+ As businesses increase their efforts to optimize
marketing and advertising spend, automated predictive
CLV (customer lifetime value) allows them to forecast
a potential customer's value in the future (i.e., count
potential repeat purchases and automatically allocate
advertising to leverage up the highest CLV segments.
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CASE STUDY

SINGLE SOURCE OF TRUTH–
THE GOLDEN REPOSITORY.
A leading financial service provider decided to begin consolidation
of multiple platforms and suppliers of marketing assets into what
they termed their one “workbench tool.” Two of the primary drivers
to consolidate platforms were:
+		an inefficient and poor user experience in the field, and
+		the need to effectively manage all marketing assets.
Field reps had difficulty finding relevant materials, and/or materials
that were compliant with the latest revisions.
As a result, marketing was bombarded with phone calls that
wasted significant time dealing with material requests.
The firm researched single source, integrated marketing portals
that could provide a “digital briefcase.” The goals were to offer a
superior user experience, reduce costs by consolidating assets
into one repository and create efficiencies for sales and marketing.
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Solution
The firm selected Toppan Merrill ConnectTM (“Connect”)
Storefront to consolidate thousands of marketing assets, including
printed materials, electronic downloadable content, video, kits,
and interactive documents. The new Storefront, (referred to by
the firm as their single source of truth, the golden repository),
maintains all history of these items, along with logic to manage
user suitability, geography, revisions, effective start dates, preordering capabilities, special messaging for content–and it
provides the ability to feature and sunset items.

Results
Marketing can now control, update and filter all marketing
assets from a single workbench, ensuring that all branding and
compliance standards are met. Through user provisioning, all
content is controlled in the field, including print, static and dynamic
kits, electronic and mobile content. With these controls, only the
most relevant, compliant, and updated content is available for
the field; and field reps can find the content they need through a

unified shopping cart that allows them to order personalized items
along with bulk print. Additionally, everyone better understands
what content is being used, and its effectiveness through robust
business intelligence tools.
The main benefits marketing and sales will realize with a single
source platform are:
+		Eliminate multiple marketing asset platforms
+		Provide geographically dispersed sales teams with a single
access source to order relevant content, and streamlined
marketing support
+		Automate digital asset creation and approval
+		Business intelligence to maximize ROI
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HOW TOPPAN MERRILL CAN HELP
Built on the needs of today's clients and the requirements of
tomorrow, Toppan Merrill is your partner for your complex and
regulated communications.
Toppan Merrill offers a shared commitment in using its combined
resources, innovation, best practices, and more than 50 years of
industry experience to expand what's possible for your business.
Toppan Merrill offers collaborative and flexible, technology-driven
solutions backed by exceptional service to more efficiently and
accurately communicate mission-critical content.
Reliable solutions for your business needs
+ Integrated solution — With Toppan Merrill Connect™ (Connect),
you can more easily and accurately reach all your customers
through whichever channel they prefer. Whether you reach your
audience through electronic or print communications (or both),
with Connect, you can leverage a single source of truth for
your communications. Toppan Merrill’s omni-channel solution
allows you to streamline creation, management, production
and distribution of communications for customer acquisition,
customer communication, and sales enablement, helping you
save time, stay organized, and maintain compliance.

+ Centralization — No matter your needs, whether you are
developing new products or marketing existing ones, being
able to tie disparate systems together helps you more efficiently
launch new campaigns and distribute content. Toppan Merrill
Connect provides the integrations between your sales CRMs,
marketing automation suites, email sending platforms, and
any other tools you use to make it easy to access from one
centralized login.
+ Automation — Your team works hard to create valuable
content that will speak to your audience, and perhaps even
harder at getting it approved by all the stakeholders in your
firm. With Toppan Merrill, you can automate much of these
time-consuming communication processes. You can simplify
managing communications, increase internal transparency
into the communication process, and communicate timely and
accurately, and to the best audience.
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WHY TOPPAN MERRILL?
Toppan Merrill has been helping clients to expand their reach in
customer communications for over 50 years. Toppan Merrill's
legacy is built on proactive partnership, unparalleled expertise,
continuous innovation, and unmatched service. As a leader in
hassle-free marketing and communications for regulated and
non-regulated industries, Toppan Merrill is uniquely positioned
to deliver unmatched services to every corner of the globe.
As any marketer or product expert can attest, managing
campaigns in regulated industries like health care or financial

www.toppanmerrill.com

services requires a level of industry knowledge that can only
be gained with time. Toppan Merrill has been working in
these regulated environments and understands the nuanced
approaches necessary to help you get the most out of your
content across any channels your audience may be using.
Toppan Merrill brings industry-level expertise, centralization and
automation solutions, and a "work smarter, not harder" mindset
to client engagements.
Request a demo or call today and let Toppan Merrill help your
business reach its full potential.

