


The Balancing Act of Managing
Customer Communications in
Regulated Industries

Regulatory requirements are constantly evolving, making it Customer Operational
challenging to balance personalized customer experiences Experience Efficiency
with compliance and governance demands.

Without a structured approach fo this balancing act, you may
have fragmented communication channels, data silos, and

ranging from operational inefficiencies to costly

compliance violations.

To avoid these risks, lets explore how you can ensure engaging
communications while improving compliance. Heres a look at Governance

what well cover: and

+ Key challenges you may face in your journey Compliance

* Essential governance controls for compliance
» Best practices for staying compliant and mitigating risk
+ Risk assessment: questions fo identify compliance gaps
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Key Challenges: Compliance, Data
Quality, and Inefficiencies

The pressure is on from growing regulations to ensure the communications
and experiences you provide customers are secure, accurate, and
compliant. Organizations often face several obstacles on the path to
achieving this balance:

X Lack of visibility and governance in communication processes —
Without centralized oversight, organizations struggle to track, audit,
and confrol customer communications across multiple channels.

X Poor data quality — Poor data quality—whether inconsistent,
incomplete, or inaccurate—makes it difficult to trust your data
and can lead to compliance risks.

X Managing regulatory complexity and changes — Compliance
mandates like GDPR, FCA, the EU Al Act, and Consumer Duty
are constantly evolving, requiring your business o adapt quickly
to avoid violations.

X Siloed, fragmented communication channels — 56% agree that
siloed, communications are preventing them from delivering a
connected customer experience.
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The Cost of Non-Compliance Picture this

Failing to address these challenges infroduces compliance risks that A leading regional bank faced significant challenges in its customer support
can have severe consequences for your business. operations. Many processes were manual and costly, including:

. . X Large-scale local printing and fulfillment for customer communications.
Consider this: The costs of non-compliance are around 3 times as

high as the costs involved with being in compliance. Penalties of X On-demand letter generation and check creation, leading to inefficiencies.

that scale can significantly impact your business, highlighting just X Reconciliation and auditing efforts that required extensive manual work.
how critical effective governance is. Non-compliance can also X No documented audit trail for approval processes related to contracts
lead to operational disruptions, customer churn, and lasting and endorsements.

reputational damage. X Delays in policy binding occurred due to a lack of insights info approvals.
Robust data governance and compliance-driven automation are
crucial to mitigating risk while improving operational efficiency and
customer frust.

With simple governance and compliance conftrols this regional bank achieved:

v An Improved processes for creating, tfracking, managing, and approving
new confent and endorsements, ensuring full auditability.

v A structured, trackable audit trail with a future-ready online system.

. v Faster audit response times, allowing brokers and customers to access
The costs of non-compllqnce are around all communications securely and efficiently.

3 times as high as the costs involved with
being in compliance.
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S Essential Governance
Controls for Compliance

To effectively manage compliance risks and ensure governance across your
customer communications, you need a structured approach fo oversight.

Implementing these governance controls will help you mitigate errors,
streamline regulatory adherence, and protect both your business and
customers. Here are five key governance measures that will help keep you
compliant and efficient:

1. Data Governance and Data Quality Controls are key

The challenge: Poor data quality prevents informed decision-making,
making it harder for organizations fo adapt to market changes and
customer needs. Inaccurate data also disrupts operations, increasing
costs and reducing efficiency.

The solution: When data governance and data quality work together,
you get clear, reliable data you can frust. Reduce your risk with a strong
data governance framework and quickly locate, understand, and
manage your data to uncover actionable insights.
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2. Audit trails: simplify audits and ensure transparency.

The challenge: Human error is inevitable — but the stakes are high
when theres a need to manually update a template. Even one simple
error, if not caught and corrected quickly, can easily propagate
across multiple cycles of content re-use and revision.

The solution: Automating the oversight and control of templates and
copy standards prevents costly errors while reducing delivery fime.
Assign clear and auditable tasks to compliance subject matter experts
and decision-makers — and use workflow comparisons fo highlight
exactly what has changed between template versions.

. Single source archive: centralize and control communications securely.

The challenge: Compliance and governance challenges often
arise when customer communications are scaftered across multiple
systems, making it difficult to frack, retrieve, and verify records.

The solution: A single-source archive ensures all customer
communications are securely stored in one place. This central
repository maintains a record of all communications, reducing the
risk of lost or altered records.
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4. Data masking & Pll protection: safeguard sensitive customer data.

The challenge: People and systems across your organization are
constantly accessing and creating high volumes of sensitive, personally
identifiable customer data, for use in communications, analysis, and
reporting.

The solution: Data masking helps you protect this sensitive information
and adhere fo regulatory and privacy requirements. Modifying the
data to make it unreadable to potential bad actors helps prevent
unauthorized access to personal information.

5. Review & approval workflows: streamline for faster compliance.

The challenge: Approval processes can be complex — so complex
that it takes many businesses 2-3 months or longer fo update a single
communication and its updated business rules.

The solution: Workflows streamline the editing and review processes,
so you can stay compliant and get the approvals you need — faster.
You can feel secure knowing that all communications have gone
through the proper checks before being sent.

precisely.com | 877 700 0970 IO



Best Practices for Staying Compliant and Mitigating Risks

Lets bring fogether what weve covered so far and outline three best
oractices that will help you proactively manage risk, maintain governance,
and ensure seamless customer communications:

v Manage all your customer communications needs in one platform
for easy tracking, approval, and archiving.

Keeping customer communications scattered across multiple systems
increases the risk of inconsistencies, compliance gaps, and audit
challenges. A centralized platform streamlines oversight, providing
full visibility into communication workfAows.

This ensures a clear audit trail, reducing the risk of compliance
violations and making it easier to demonstrate adherence to
regulatory requirements when needed.

Store all communications securely in one place, making it easy
to access records and view what was sent, when, and to whom.

Without a structured archiving system, retrieving past
communications for audits, regulatory reviews, or dispute

resolution can become a time-consuming and error-prone process.

A secure storage solution minimizes the risk of missing or
misplacing critical communications, ensuring quick retrieval for
compliance audits and ofther instances when you need it most.
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Maintain one record of all updates and approvals to speed up
audits and reduce your compliance risks.

f you have multiple teams that regularly make edits and
approvals without a standardized process, you risk unauthorized
changes and discrepancies which can lead to compliance failures.
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Assess Your Risk: Questions to Identify
Compliance Gaps

To ensure your organization stays compliant and reduces risk, its crifical to assess where you
stand today and identify potential gaps in your compliance strategy. To help you get started,
weve assembled a list of questions to help you do just that — quickly:
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Are you able to quickly tell what changes have been made fo your customer
communications and when?

Do you have a way to track whether a customer received a communication electronically?
Are print deliveries tracked (Informed Visibility)?
Can business users see what was sent to a customer (as-delivered communications)?

Do you have documented disaster recovery (DR) plans that are reviewed on an annudal
oasis or more frequently?

How often are disaster recovery (DR) exercises conducted?

Do you have a documented process for granting, reviewing, and revoking user access?
Are you SSAE (Statement on Standards for Attestation Engagements) compliant?

Does your business require PCl DSS (Payment Card Industry Data Security Standard)
compliance?

Did you answer “no” to one or more of these questions?

Precisely customer communication solutions help you mitigate risk
- e Get started
with easy-tfo-manage governance conftrols that simplify complex

industry regulations.
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About Precisely

As a global leader in data integrity, Precisely ensures that your data
is accurate, consistent, and contextual. Our portfolio, including the
Precisely Data Integrity Suite, helps integrate your data, improve
data quality, govern datfa usage, geocode and analyze location
data, and enrich it with complementary datasets for confident
business decisions. Over 12,000 organizations in more than 100
countries, including 93 of the Fortune 100, trust Precisely software,
data, and strategy services to power Al, automation, and analytics
inifiatives. Learn more at www.precisely.com
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