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2016: THE YEAR OF THE CUSTOMER EXPERIENCE
A recent article in the Harvard Business Review
entitled “The Truth about Customer Experience”
defines the customer experience as your customer’s
end-to-end journey with you, not just the key touchpoints
or critical moments when customers interact with
your organization. The customer experience is the
cumulative impact of multiple touchpoints over time,
which results in a feeling of a genuine relationship —
or lack thereof. Customer experience design is the
art and science of shaping an experience that
customers will appreciate, remember, and share
with their friends.

products, a better customer experience delivers
bottom-line results. Studies have indicated that
a better customer experience can:

Businesses of all sizes have good reason to focus on
the customer experience. Whether improving direct
customers’ experiences or the experiences of your
customers’ customers with better communication

In the year ahead, serving customers, enhancing the
customer experience, and driving business profitability
will require print service providers to focus on serving
customers and improving internal operations. InfoTrends’

• Improve customer satisfaction
• Foster repeat customers and customer loyalty
• Increase customer advocacy and referrals
• Reduce customer churn
• Create a competitive advantage
• Increase revenues and sales
• Build stronger customer relationships

LEARN MORE. VISIT POWERFULPRODUCTIONPRINT.COM
2016 ROAD MAP INFOTRENDS WHITE PAPER
Key recommendations and insights, based
on market research and industry examples,
for you to consider as you begin outlining and
planning strategies for 2016.

The next step in the evolution of print production
has arrived. Canon Solutions America is excited
to present two trailblazing digital inkjet presses
that are opening the door to opportunities
you never thought possible.

READ THE FULL OUTLOOK:
INFOTRENDS’ 2016 BUSINESS DEVELOPMENT
STRATEGIES ROAD MAP

VIEW THE VIDEO:
PRODUCTION INKJET IS
CHANGING PRINTING

QUESTIONS? CALL US: 1-877-623-4969 EMAIL US: US.OCEINFO@CSA.CANON.COM

2016: THE YEAR OF THE CUSTOMER EXPERIENCE (CONTINUED)
2016 Business Development Strategies Road Map outlines
the top areas that print service providers should focus
on in the year ahead. It offers key recommendations
and insights, based on market research and industry
examples, to help print providers outline and plan
strategies for 2016. Here’s a summary of key points in
InfoTrends’ report, but be sure to read the full article for
more ways to enhance your customer experience efforts!

your teams, processes, and technologies are capable of
delivering on the experience that the customer expects.
According to InfoTrends’ 2015 study entitled Customer
Engagement Technologies: The State of the Market,
North American and Western European enterprises’ top
objective for communication investments was improving
the customer experience (see Figure 1).
In another InfoTrends study entitled Micro to Mega:
Trends in Business Communications, enterprises with 500+
employees reported that the critical factors for selecting
a print provider were providing the best value, offering the
broadest range of services to enable “one-stop shopping,”
quality output, and access to expert advice (see Figure 2).

Deliver the Right Customer Experience
Delivering a great customer experience starts with
understanding what your customers want and taking
action to deliver it. The hard part is taking what you’ve
learned and adjusting the way your company works so that

Figure 1: Improving the
Customer Experience is
a Priority

What are the most
important objectives
that your company hopes
to achieve by investing
in CCM?

N = 800 Respondents
Source: Customer Engagement
Technologies: State of the Market
Study, InfoTrends 2015

Figure 2: Key Vendor
Selection Criteria: Value,
Service, Quality, Expertise

How important are each
of the following criteria
when choosing a print
services vendor?

N = 883 Enterprise Respondents
Source: Micro to Mega: Trends
in Business Communications,
InfoTrends 2015
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2016: THE YEAR OF THE CUSTOMER EXPERIENCE (CONTINUED)
Focus on Specific Industries to Understand
Customers’ Businesses
Understanding a customer’s business has never been
more important. Today, customers and prospects
research the products and services that they are
considering purchasing via the Internet, and this often
makes service offerings and pricing transparent. The
wealth of online information often prompts buyers to
make decisions before they even speak to a sales rep.
This means that print providers must find new ways
to enhance and add value to the customer experience.
Understanding a customer’s unique challenges and
opportunities starts with understanding his/her industry.
Print providers recognize that a vertical market focus
enables them to target a group of customers in a market
where they have expertise. According to InfoTrends’ 2015
Software Investment Outlook, print service providers’
top strategy for steering operations over the next five
years will be focusing on specific industries (see Figure 3).
Print providers that focus their attention on a particular
industry must fully understand their customers, their
customers’ competitors, and the industry at large —
its trends, terminology, regulatory and compliance
challenges, competitive tendencies, and other key
attributes. In short, specializing in a vertical industry
makes it possible to build products and services that
address unique market needs and position a provider
as a partner that is integral to a customer’s success.
Figure 3: Taking a Vertical
Approach to Drive Business

Which of the following
initiatives best describe
your strategic business
direction in the next
five years?

N = 77 Commercial Printers
Source: U.S. Production Software
Investment Outlook, InfoTrends 2015
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2016: THE YEAR OF THE CUSTOMER EXPERIENCE (CONTINUED)
Communication Relevance Matters:
It’s All About the Data!

By 2018, there could be a shortage of
between a 140,000 and 190,000 people
with the requisite talent to provide
essential data analytics and predictive
modeling skills, as well as a shortage of
1.5 million managers and analysts with
the ability to leverage the insight to make
effective decisions.

Although some say that money makes the world go
around, today’s marketers are just as likely to say that
customer data makes their world go around. Data offers
businesses new opportunities to better understand
their customers through a variety of sources, including
purchasing behaviors, interactions, demographics, and
history. The end objective is to deliver a personalized
customer experience that prompts the consumer to
take a desired action. InfoTrends’ survey of SMBs and
enterprises found that personalization was critical to
marketing communications. According to the study,
64% of SMBs and 60% of enterprises indicated that
communications would either be personalized (oneto-one) or segmented (one-to-few) (see Figure 4).

This can mean opportunity for service providers that are
willing to build, buy, or partner with other organizations
to deliver these capabilities. Some print providers
are starting to expand their data services. Data-Mail
(Newington, CT), one of the nation’s largest direct mail
printers, set up a separate company called Intelisent
to offer marketers sophisticated data services and
personalized one-to-one communications. In addition,
the company provides an array of data driven capabilities
ranging from data audits to predictive modeling.

Unfortunately, pulling insights from data to deliver a
better customer experience is not always easy. Doing
it effectively requires skills and knowledge that some
businesses are lacking. According to Gartner, 85% of
Fortune 500 companies are ill-prepared to exploit big
data in their organizations to support these efforts.
According to the McKinsey Global Institute, by 2018,
there could be a shortage of between 140,000 and
190,000 people with the requisite talent to provide
essential data analytics and predictive modeling skills,
as well as a shortage of 1.5 million managers and analysts
with the ability to leverage the insight to make effective
decisions. Yet according to CompTIA, eight in ten
executives agree that the ability to harness data
would make their businesses much stronger.

Today’s marketers expect to provide a flawless
communication experience to their customers that
delivers personalized content via the appropriate
channel. To accomplish this task, marketers need partners
that understand data. Marketers’ pursuit of relevant
communications will prompt print service providers to
get their data skills in place in the coming year.

Figure 4: A More Personalized
Approach

What percentage of
your external customer
communications or
marketing/advertising
campaigns fit into the
following categories?
N = 1,092 SMBs, 883 Enterprises
Source: Micro to Mega: Trends
in Business Communications,
InfoTrends 2015
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2016: THE YEAR OF THE CUSTOMER EXPERIENCE (CONTINUED)
InfoTrends’ Final Thoughts

VISIT POWERFULPRODUCTIONPRINT.COM

The customer experience is not a fad; it is a concept that
is here to stay. Moving forward, developing an effective
customer experience will be essential to serving your
customers and growing your business. In 2016, the
most successful firms will figure out how to retool their
marketing and sales efforts to optimize the customer
experience and differentiate their businesses in the eyes
of prospects and customers. As we head into 2016, ask
yourself — will you choose to embrace the customer
experience or ignore it?

2016 ROAD MAP INFOTRENDS
WHITE PAPER
Key recommendations and insights,
based on market research and
industry examples, for you to
consider as you begin outlining
and planning strategies for 2016.
READ THE FULL ARTICLE:
INFOTRENDS’ 2016 BUSINESS DEVELOPMENT
STRATEGIES ROAD MAP

PRESSGO IS NOW THINK FORUM
THINKFORUM.COM

Welcome to thINK Forum!
Find all of your favorite PressGo resources and be part of the Customer Community at thINK Forum. Look for
these essential market and business development tools in the “thINK and Learn” section at thINKForum.com:
• Marketing templates
• Webinars

• Training tools
• Industry guides

• The PressGo Blog
• And much more!

If you’re a member of PressGo — you’re already a member of the thINK Customer Community.
Click here to visit the thINK Forum now and check out all of the resources, information, and events this
engaging community has to offer! Follow thINK Forum on Twitter @thINK_Forum.
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BEYOND POSSIBLE

INCREDIBLE AWAITS
INDUSTRY-LEADING
END-TO-END SOLUTIONS
DESIGNED TO MANAGE
YOUR WORKFLOW

When you partner with Canon Solutions America, you gain access to
an incredible range of in-depth services and support, from our industryleading portfolio of digital production presses and superior media to
customized workflow and software solutions that will help you better
meet your customers’ demands. Plus, with our proactive approach to
service and training, you’ll be supported from start to finish.

LEARN MORE. DOWNLOAD THE BEYOND THE BOX BOOKLET AT:
PPS.CSA.CANON.COM/BEYONDTHEBOX
877-623-4969 CSA.CANON.COM

ABOUT CANON SOLUTIONS AMERICA, INC.
Canon Solutions America provides industry leading enterprise, production, and large format printing solutions, supported by exceptional
professional service offerings. With the technology offerings of the Canon and Océ brands, Canon Solutions America helps companies of all
sizes improve sustainability, increase efficiency, and control costs through high volume, continuous feed, digital and traditional printing, and
document management solutions. A wholly owned subsidiary of Canon U.S.A., Inc., Canon Solutions America is headquartered in Melville, N.Y.
and has sales and service locations across the U.S. For more information on Canon Solutions America, please visit csa.canon.com.

PRODUCTION PRINT RESOURCE CENTER

thINK FORUM

Canon Solutions America helps you stay on the leading edge of our
quickly changing i ndustry with free access to our robust Production Print
Resource Center including:

Already a customer? thINK is an independent community of
Canon Solutions America production print customers, solution partners,
and print industry experts. Visit the thINK Forum for resources like:

• Customer videos
• Press demos

• Marketing templates
• Webinars

• Webinars
• White papers

• Case studies
• Articles

• Training tools
• Industry guides

• The PressGo Blog
• And much more!

REGISTER OR LOGIN AT THINKFORUM.COM

VISIT PPS.CSA.CANON.COM

QUESTIONS?
1-877-623-4969
us.oceinfo@csa.canon.com

Canon is a registered trademark of Canon Inc. in the United States and elsewhere. Océ is a registered trademark of Océ-Technologies B.V. in the United States and elsewhere. All other referenced product
names and marks are trademarks of their respective owners and are hereby acknowledged. © 2016 Canon Solutions America, Inc. All rights reserved.

