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Introduction
An article in the morning newspaper instructs its readers to visit an online address to obtain more information. An e-mail 
from a conference organizer highlights a special registration offer that matches one in a printed brochure. Thumbing 
through a catalog delivered through her direct mail, an Offi ce manager spots a product and goes online to locate and 
purchase the item. A customer requests an updated product manual CD and is told that he can also access the manual 
online for the latest revisions. Another customer prefers his catalogs and manuals be delivered in print. A third wants 
access to product specifi cations from her wireless device.

These are just a few examples of how reaching customers through multiple touchpoints has become a part of everyday 
life. Without a second thought, customers expect to be able to access content via many channels, and they expect 
this to be done seamlessly. For organizations, this cross-media publishing is no simple matter. It has many complex 
requirements, from managing information to enable effi cient creation/updating/approval/publishing processes across 
workgroups and participants to delivering and communicating that information consistently across channels to provide a 
seamless interface providing one face for the organization to customers and the world.

To accommodate customers’, partners’, and employees’ demands for multi-channel information, organizations have been 
turning to technology solutions. In late 2003, InfoTrends/CAP Ventures conducted an extensive research study entitled 
the Multi-Channel Communications Challenge. This research showed an increasing need to deliver content through 
multiple channels, including the Web, e-mail, extranets, and print. It also showed that many organizations were still 
struggling to achieve those goals.

Many things have changed and progressed since our original research study was conducted. This year’s update on 
the Multi-Channel Communications Challenge will investigate just how much progress has been made over the past 
couple of years and how organizations are continuing to address multi-channel needs from a process and technology 
perspective. Using our previous research as a benchmark, we will see how the market is progressing and how 
organizations are changing as a result. 

Project Scope
This research will analyze the key trends in multi-channel communications with respect to document and content 
solutions, outline the components involved in initiatives, and describe how technology and process changes are being 
implemented to enable organizations to communicate and conduct business more effectively. 

The primary market research in this project includes two research efforts: structured primary market research and 
in-depth user case studies.

Structured Primary Market Research

InfoTrends/CAP Ventures will survey organizations of all sizes from various industries. With a target of over 200 
responses from executives, IT employees, and line-of-business professionals, InfoTrends/CAP Ventures will use 
Web-based survey techniques to explore respondents’ current and future plans related to multi-channel communication 
and cross-media publishing needs and endeavors. 
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This study will revisit some of the crucial questions from our initial multi-channel research to see how viewpoints have 
changed, including:

• Who owns the problem, and who is making purchasing decisions?

• What are companies budgeting towards multi-channel communication projects?

• Who are businesses turning to for solutions?

• Which features are most important to users?

• To what extent do standards such as XML and PDF play into the solutions?

• What factors are driving customer purchases?

• What role does a content strategy play in purchasing decisions?

• To what degree have workfl ows shifted from a print orientation to an electronic-fi rst orientation?

We will also pose new questions to understand the necessary process changes and the benefi ts obtained from investing 
in multi-channel communication solutions, including:

• What types of cost savings have been realized from investing in technology?

• What benefi ts have been experienced from making these investments?

• To what degree has the quality and timeliness of information been improved?

• What are the next major hurdles that must be addressed?

From 2003 Results: Percentage of Content Shifted to Electronic-First Priority

In addition to the primary market research, this research report will aggregate and synthesize relevant secondary research, 
including InfoTrends/CAP Ventures’ extensive knowledge and ongoing research and analysis of the dynamic content 
software market. 
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Case Studies

An integral part of this special report will be case studies about organizations that are fi nding innovative ways to utilize 
technology in cross-media publishing projects. Case study sponsorships are available for vendors with customers that 
are willing to share details of interesting projects, implementations, successes, and lessons learned as a result of their 
multi-channel initiatives. 

The report will contain four to six of these user case studies, based upon evaluating the merits of the implementation and 
the level of detail available from the customer/vendor. The profi les will not just be high-level stories, but rather detailed 
features that offer qualitative and quantitative information. To ensure this level of detail and quality, customers that are 
selected for case studies must be able to discuss deployment and process changes, as well as expected versus actual 
benefi ts of their multi-channel communication initiatives. 

Each of these case studies will include:

• An overview of the customer organization, including a description of its multi-channel communication strategy, the goals   
  it is hoping to achieve, and the problems it is trying to solve

• A description of the selection and implementation processes for the technologies utilized

• A profi le of the solution, including a detailed description of the products used

• An outline of the changes in workfl ow processes, including required skill and position modifi cations

• Measurement and quantifi cation of the benefi ts achieved from the solution 

• Future implementation and deployment plans

• Lessons learned and recommendations for other organizations

• Commentary from InfoTrends/CAP Ventures

In addition to being an integral part of this special report, the customer case studies will also be published as standalone 
excerpts that the sponsoring vendor will be able to use on an ongoing basis for sales and marketing purposes, through 
distribution rights granted by InfoTrends.

Sponsorship Options
Project sponsors will be able to leverage our research for their own positioning and marketing purposes through any of 
the following options:

• Case study: as described in the previous section, a sponsor case study is included in the fi nal published report.    
 Sponsors will also receive distribution rights to the case study for use in their own marketing and sales programs.   
 Previously-developed case study samples are available upon request.

• Analysis report: InfoTrends/CAP Ventures will write a 5 to 7 page analysis report, referencing fi ndings from the study 
 to establish an industry need and solution opportunity. Following completion of this study, InfoTrends/CAP Ventures   
 will work with the sponsor to apply the research results to their specifi c market opportunity. Following the publication   
 of the analysis report, sponsors will be granted distribution rights to use the report or their own marketing and sales   
 programs. Previously-developed analysis report samples are available upon request.

• Presentation in Webinars: InfoTrends/CAP Ventures will present highlights from the research in two sponsor funded and  
 marketed Webinars. InfoTrends/CAP Ventures will work with the sponsor to select the most pertinent fi ndings and will   
 develop a 30-40 minute presentation to be used for both Webinars. The sponsor will be granted permission to promote   
 InfoTrends/CAP Ventures’ involvement to drive participation.
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Deliverables
The fi nal report will include extensive analysis of primary and secondary research to develop a comprehensive 
understanding of the opportunities for document and content solutions in the multi-channel arena, including best 
practices and InfoTrends/CAP Ventures’ recommendations. The material will include:

• An Executive Summary addressing the report’s key issues, fi ndings, and overall recommendations

• A detailed written report with text and charts addressing the objectives of the study

• A set of presentation-style overheads for internal communication of the research results

• Data tabs, charts, and a questionnaire from the study

• An optional on-site briefi ng

Who Should Subscribe?
• Document and Content Solution Providers

• Managed Service Providers and System Integrators

• Technology Vendors with document and content-related products

• CIOs, IT Directors, Line-of-Business Management Personnel, and others involved in purchasing multi-channel    
 communication solutions 

Project Schedule
Primary market research will be conducted in November 2005. Case study profi le interviews will be conducted during 
the months of November and December. The fi nal report will be published in December 2005. 

Key milestones are as follows: 

November 3, 2005    Questionnaire fi nalized

November 11, 2005    Last date for charter subscribers 

November 28, 2005    Data tabs and charts available

December 31, 2005    Deliver fi nal report



Strategic Consultants to the Digital Imaging and Document Solutions Industries www.capv.com

Focused CredibleResponsive Visionary

Terms and Conditions
Liability for Advice

Although reasonable efforts will be made by InfoTrends/CAP Ventures to ensure the completeness and accuracy of the 
information contained in written and oral reports in connection with the proposed study, no liability can be accepted by 
InfoTrends/CAP Ventures for the results of any actions taken by the Client in connection with such information, opinions, 
or advice.

Copyrights

InfoTrends/CAP Ventures retains all Copyrights. Reproduction of any material can be made only with the written consent 
of InfoTrends/CAP Ventures.

Confi dentiality

InfoTrends/CAP Ventures will use its best efforts to ensure that any confi dential information obtained about the Client 
and its business during the course of the proposed study is not, unless agreed otherwise in advance, disclosed to any 
third party without the prior written permission of the Client. InfoTrends/CAP Ventures retains the right to reuse any 
nonproprietary information as part of its ongoing analysis of the document and content solution market.

Timely Delivery

InfoTrends/CAP Ventures will take all reasonable steps to ensure that the time scales called for by the proposed study 
are met in accordance with the agreed-upon schedule, but no liability can be accepted for the consequences of delays, 
howsoever caused.

Terms

One half of the fee will be due upon initiation, one quarter will be due upon delivery of the data tabs, and the fi nal quarter 
will be due upon delivery of whichever comes fi rst: the sponsor case study, the analysis report, or the fi nal published 
research report (based on the option chosen by the sponsor).
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Authorization
Multi-Channel Communications: The Content Publishing Workfl ow Challenge 

Sponsorship Options:

Before November 11, 2005. 

Please choose one of the sponsorship options listed below. Sponsorship includes the complete report with data tabs.

    Option 1: Case study of sponsor’s customer with distribution rights  $9,000 USD

    Option 2: Analysis report utilizing fi ndings with distribution rights  $9,000 USD

Additional Sponsor Opportunities:

    InfoTrends/CAP Ventures presentation in 2 sponsor-marketed Webinars  $3,000 USD

    On-site briefi ng on results       $1,500 USD (+ travel expenses)

Authorized Signature:  

Name: 

Title: 

Company: 

Address: 

City, State Zip: 

Country: 

Phone: 

Fax: 

E-mail: 

Fax back completed form to +1 781-616-2121 attention Sales Department.

    Option 1: Case study of sponsor’s customer with distribution rights  $9,000 USD

    Option 2: Analysis report utilizing fi ndings with distribution rights  $9,000 USD

    InfoTrends/CAP Ventures presentation in 2 sponsor-marketed Webinars  $3,000 USD

    On-site briefi ng on results       $1,500 USD (+ travel expenses)


