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About NelsonHall

NelsonHall provides buy-side and sell-side organizations with deeper research and
analyses in front office, mid-office and back office BPO than any other research firm in
the world. The company’s subscription-based model provides subscribers with robust
market analyses, case studies, vendor assessments, contract analyses, market
reports and access to a content-rich BPO contracts database. The firm covers a wide
range of industries including financial services, government and utilities sectors, and
tracks worldwide and regional BPO activity. NelsonHall's home page is www.nelson-
hall.com.

The company tracks business services activity. In particular, NelsonHall focuses on
the following business services and process areas:

o Front-office customer management services

O Middle office industry-specific processing services such as policy
administration, claims processing services, and payment processing

O Back office support services such as HR services, finance &
accounting services, and procurement services

NelsonHall provides information to its clients in a variety of forms, including within:

0 NelsonHall's BPO subscription services, to assist organizations in
developing sourcing strategies and in supporting individual sourcing
projects including vendor short-list development

O Workshops, to assist organizations in identifying the most
appropriate areas of BPO for their organization

O Business case development, to assist organizations in deciding
whether BPO is appropriate for individual processes

For more details, contact:

u.S: France:
Riverside Center NelsonHall
275 Grove Street 4 place Louis Armand
Suite 2-400 Tour de I'Horloge
Newton MA 02466 75012 Paris
Phone: (617) 663 5737 France

Phone: +33 1 72 76 26 54
U.K.:
Atrium Court, The Ring Germany:
Bracknell NelsonHall
RG12 1BW Im Mediapark 8
Phone: +44 (0)1344 393036 50670 Koln

Germany
Phone: +49 (0)221 5540 545
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Abstract

The purpose of this project is to identify opportunities to integrate outbound and
inbound document management processes for federal/central government bodies
around communication campaigns, and to identify associated opportunities for
outsourcing these document management services either collectively or individually.

The geographic scope of the research is:

a Uu.s.

o UK

The scope by industry vertical is federal and central government.

Within document management services, the scope of document services (process
elements) investigated includes:

O Outbound communication, including:

a Campaign management

a Selection of target market, including segmentation & data analytics, and
development of communication strategy

a Design of communication materials
Personalization of communication & multi-channel fulfillment
Q Inbound communication

O

Multi-channel data capture

Data extraction

Content management

Business processing workflow

O Analysis of communications program effectiveness

000 o

a Response analysis
a Program effectiveness & recommendations.

Copyright © 2010 by NelsonHall. All rights reserved. Printed in the United Kingdom. No part of the publication may be reproduced or distributed in
any form, or by any means, or stored in a database or retrieval system, without the prior written permission of the publisher.

The information provided in this report shall be used only by the employees of and within the current corporate structure of NelsonHall’s clients,
and will not be disclosed to any other organization or person including parent, subsidiary, or affiliated organization without prior written consent of
NelsonHall.

NelsonHall exercises its best efforts in preparation of the information provided in this report and believe the information contained herein to be
accurate. However, NelsonHall shall have no liability for any loss or expense that may result from incompleteness or inaccuracy of the information
provided.
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Chapter

1

Introduction

A

Objectives and Scope

The purpose of this project is to identify opportunities to integrate outbound
and inbound document management processes for federal and central
government bodies around communication campaigns, and to identify
associated opportunities for outsourcing these document management
services either collectively or individually.

The resulting objectives of the study are to identify:

O How government departments are currently managing
document based communications programs

O The identities (job titles) of the owners of these outbound
and inbound communications processes for both individual
processes and the overall process set

O The overall operational philosophy of the government
department: end-to-end organizational approach vs. siloed
organizational approach, and how this applies to
communications processes

O The extent of current integration between outbound and
inbound processes within communications programs

O The perceived benefits that would be achieved by
integrating outbound and inbound processes within
communications programs

O The willingness of federal and central government
departments to outsource outbound and inbound processes
collectively and individually within communications
programs

O The willingness of federal and central government
departments to outsource outbound and inbound processes
within communications programs to a single provider

© 2010 by NelsonHall. -1- July 2010
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O The capabilities and experience that federal and central
government departments would expect from vendors
providing outbound and inbound process management in
support of communications programs.

The geographic scope of the research is:
o U.s.
o UK

The scope by industry vertical is federal government in the U.S. and central
government in the U.K.

Within document management services, the scope of services (process
elements) covered includes:

O Outbound communication, including:

a Campaign management

a Selection of target market, including segmentation & data analytics,
and development of communication strategy

a Design of communication materials
Personalization of communication & multi-channel fulfillment
Q Inbound communication

O

Multi-channel data capture

Data extraction

Content management

Business processing workflow

O Analysis of communications program effectiveness

000 o

a Response analysis
a Program effectiveness & recommendations.

The scope of channels for outbound and inbound communications includes:
Paper

Fax

Email

Web

Phone.

0 0o 0 O

© 2010 by NelsonHall. -2- July 2010



OPPORTUNITIES IN DOCUMENT-BASED COMMUNICATIONS SERVICES IN FEDERAL GOVERNMENT Ne |SOI"I Ha”

B
Methodology

This initial report is based on 50 telephone interviews: 25 with U.S. federal
government departments and 25 with U.K. central government departments.

C

Structure of the Report

The report is structured into the following chapters:

Chapter I: Introduction
Chapter Il: Executive Summary

Chapter 1ll: Management of Document-Based Communications Programs,
including

O Management of document-based communications
programs

Level of document related queries
Satisfaction with existing processes
Integration of outbound and inbound process elements

Outsourcing of outbound and inbound process elements

0 0 0 0 o

Buying intentions and process.
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