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BUTLER GROUP VIEW 

ABSTRACT 

Pitney Bowes Business Insight (PBBI) offers e-Messaging, a solution for two-way e-mail and SMS-based 
communication with customers. e-Messaging enables high-volume delivery; helps personalise messages; 
analyses the aggregated delivery and response status; develops workflow-based automated response 
systems to message replies; and indexes and archives messages to offer a customer-centric view. Client 
organisations with a sizeable direct customer communication operation will benefit from a solution of this 
nature to migrate to the relatively inexpensive and faster e-mail and SMS channels, and fine-tune the overall 
communication process through detailed analysis and a higher level of personalisation. Butler Group is 
impressed with the solution’s functional capabilities and with the focus on working in conjunction with tools in 
adjacent categories and the existing messaging infrastructure. In addition, while modular in nature, e-
Messaging can be tightly integrated with DOC1 and e2, PBBI’s composition and archiving solutions, 
respectively. Overall this is a useful solution for establishing an efficient, bi-directional, cost-effective, and 
continually improving channel for transaction communication scenarios. 

KEY FINDINGS 

 

Strong support for content and message 
attribute personalisation.  

 

Comprehensive reporting on delivery status 
and responses.  

 

Workflow for managing responses.  
 

Supports indexing, archiving, and customer-
centric view of messages sent and received.  

 

Focuses on working with existing 
messaging gateways. 

 

Limited focus on centre operations such as 
agent routing based on message content. 

 

Can process over 250 messages per 
second on a single standard server.  

 

Supports compliance with CAN-SPAM Act. 

 

LOOK AHEAD 

The pipeline includes: self-learning auto message content categorisation; workflow routing of messages 
based on their content; and a SaaS version of e-Messaging.  
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FUNCTIONALITY 

While both postal and e-mail-based customer communication have been ubiquitous processes in many 
Business-to-Consumer (B2C) sectors for many years, significant opportunities still exist for reducing costs 
and enhancing efficiencies. For example, direct mailers can often be replaced by e-mail and SMS, given the 
increasing use of the Internet and mobile phones for all kinds of transactions. In addition, the e-mail and SMS 
channels for customer communication are often one way, with the current crop of tools offering little support 
for the analysis of trends related to bounced messages and responses, and little support provided for reacting 
to different kinds of responses.  

Also, e-mail content needs to be personalised and persuasive, and reporting needs to be customer-centric to 
increase response rates and to work well in conjunction with the call centre and other traditional channels. 
Point solutions exist for each of the areas mentioned above, but many organisations would benefit from a 
suite of tightly integrated tools that support the entire process of e-mail composition, e-mail personalisation, 
the analysis of responses, and customer-centric viewing of in-bound and out-bound messages. 

Product Analysis 

Pitney Bowes’ e-Messaging Solution can work in conjunction with other tools from the company’s suite, such 
as DOC1 for composition and e2 for message archiving, to address each of the aforementioned areas. As a 
stand-alone tool e-Messaging supports all critical processes associated with e-mail and SMS-based 
communication with customers. Content packaged using DOC1 or third-party systems (such as Enterprise 
Content Management Systems and other composition applications) can be assembled into a single message, 
and routed to e-mail servers and SMS delivery junction points.  

Personalisation of the message is critical if customer communications are to be effective, and the e-
Messaging Solution allows e-mail headers, subject line, body, and attachments to be personalised. In 
addition, workflows can be set up to provide responses to specific communications based on the category, 
using an inbuilt workflow engine or a third-party workflow system. A strength of the solution is the ability to 
schedule the delivery of communications, analyse delivery failures and responses, and automatically index 
responses, it is also important to be able to view messages from the customer’s perspective. Therefore cross-
channel customer-centric views of all messages are available, and messages can be archived in easily 
retrievable formats.  

These capabilities can help client organisations realise a number of cost savings and process improvements. 
Transactional correspondence processes such as monthly statements, which by definition involve a high level 
of customisation, can be migrated from hard copy to e-mail. E-mail correspondence can be a two-way 
channel, a significant improvement over the typical ‘No Reply’ e-mail addresses. The ability to view inbound 
and outbound messages in a customer-centric way provide contact centre executives with a single view of the 
customer, integrating views from call centre and messaging channels. This has serious implications for 
compliance as well. The workflow capability can be set up to route categories of responses (or bounces) to 
the appropriate individuals. e-Messaging, when used optimally, can result in an increased use of e-mail and 
SMS, which are rapidly becoming the preferred channels of communication for many customers; add crucial 
insights to the effectiveness of campaigns and on-going correspondence; and maintain an ongoing dialogue 
with the customer. 
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Butler Group is impressed with a number of capabilities, particularly Pitney Bowes’ focus on working in 
conjunction with related tools, such as content development tools and workflow solutions, and with commonly 
available messaging infrastructures, such as e-mail servers and the bulk SMS gateways.  

However, Butler Group believes that the solution would benefit from a slightly greater focus on content-based 
indexing and routing of e-mails, particularly for use cases that involve integration with call centre operations. 
In addition, a more graphical workflow component would be welcome. However it is appreciated that e-
Messaging is still a relatively new solution, and PBBI is already working on some of these capabilities. 
Overall, the solution is applicable to any organisation looking to build an interactive e-mail and SMS-based 
customer communication programme. 

Product Operation 

The e-Messaging Solution offered by Pitney Bowes Business Insight (PBBI) is based on a Model, View, 
Controller (MVC) architecture. It utilises a Web-based interface, which is the View element and can be 
customised by professional services to provide the style and layout favoured by the organisation. This 
generates dynamic Web pages using data provided by the Controller component, which is the core element 
of the solution. Multi-language support is provided by these pages with eight languages supported “out-of-the-
box”. Additional resource bundles for different languages are available. Interfaces are available for a large 
number of tasks including: configuration, workflow, and filtered graphical reporting. Security in the form of 
authentication and authorisation are applied at the Web layer for each incoming Web request. Integration 
through Lightweight Directory Access Protocol (LDAP) with an organisation’s existing authentication and 
authorisation data is also possible.  

The central controller of the e-Messaging Solution is the e-Messaging Core, which provides key functions for 
the processing of both inbound and outbound messages. A data access layer is used by the e-Messaging 
Core to store and retrieve data from a relational database, such as SQL Server, MySQL, or Oracle. This is 
the Model component of the architecture. The data access layer uses object relational mapping in order to 
store and retrieve data in a relational database.  

As a Java 5 application, e-Messaging Solution runs inside a Java application server, which can be configured 
in a cluster to provide high availability and scalability of the applications running within it. This is an important 
consideration when selecting a solution of this nature as organisations in specific vertical markets such as 
banking or utilities will produce mass communications comprising many millions of documents such as 
statements, which we believe will be increasingly requested through channels such as e-mail.  

In order to function, e-Messaging Solution also requires other systems such as third-party databases and e-
mail servers to operate. The solution can also interface with other external PBBI applications such as e2, 
DOC1, and Data Flow Server, and each of these applications has its own configuration options to provide 
high availability, resilience, and scalability. In benchmarking tests e-Messaging processed approximately 250 
messages per second with an average message size of 50kb using a single server, which equates to around 
900,000 messages per hour. In most situations a clustered environment is deployed to provide high 
availability rather than performance.  

In the case of front-end functions such as user interface access and the tracking of messages being opened, 
fault tolerance is provided by the Java application server, database, and e-mail server clustering. For back-
end processing a record of each message sent is retained by the solution including a message Globally 
Unique Identifier (GUID) that is included in the input data. This means that in the event of a failure during the 
processing of a large batch input file a separate e-Messaging instance can continue the processing from the 
point of the failure. It also ensures that the same message is not sent twice and that a customer always 
receives the correct content.  
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In addition Java Management Extensions allow monitoring of the activity and health of e-Messaging Solution 
from third-party systems such as IBM Tivoli, or CA Unicenter.  

 

Figure 1: Architecture 

 

 
 

Source: Pitney Bowes D A T A M O N I T O R

 

Product Emphasis 

In an on-demand world, it is becoming increasingly important for customers to receive communications from 
companies they conduct business with in their favoured format and at the appropriate time. This requires 
organisations to deliver communications in a much more timely manner and in a variety of new formats, 
including e-mail and via SMS messages. Traditional output management solutions tend not to cater for 
delivery via these new channels. Support for channels such as e-mail and SMS means that e-Messaging will 
become the solution of choice for customer communication management using e-mail and SMS for many 
organisations, in the opinion of Butler Group.  
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e-Messaging focuses on a number of key aspects: support for both in-bound and out-bound communication; 
composition, packaging, and personalisation of messages sent to customers; the reporting of the status of 
message deliveries and response processing; and workflow for response handling. In our opinion, e-
Messaging compares favourably with its closest competitors and PBBI’s focus on managing ongoing 
transaction communication (as opposed to e-mail campaigns) has helped the company to assemble the right 
set of capabilities for customer requirements.  

DEPLOYMENT 

According to Pitney Bowes, deployment is straightforward and typically takes between one and five days. 
Installation and configuration of e-Messaging Solution requires knowledge of the infrastructure on which e-
Messaging runs, which includes Java Application Server and the database platform; and an understanding of 
the applications with which e-Messaging needs to interface, which include e-mail servers, PBBI DOC1 
(optional), PBBI e2 (optional), and PBBI Data Flow (optional). To implement the solution for high availability, 
knowledge of clustering of Java application servers, databases, e-mail servers, shared storage, and the 
(optional) PBBI solutions, among others, might be required. Output and content formatting knowledge might 
also prove to be useful.  

The solution architecture and licensing structure allows a modular deployment approach. The standard part of 
the offering includes the core functions of e-Messaging, which are e-mail sending, e-mail archiving, SMS 
sending, and SMS archiving and these can be enabled or disabled as desired. Other additional PBBI 
solutions, which can be added on include DOC1, e2, and Data Flow.  

According to Pitney Bowes, the post-implementation phase involves minimal technical administration. 
However, as would be expected from a solution of this nature, additional resources are required to perform 
workflow tasks related to resolving message delivery failures and responding to inbound messages. The 
number of resources required for these tasks depend on the number of messages being sent, received, and 
failing per month.  

PBBI offers a five-day technical training course and interactive on-line training content. The company also 
offers technical support through PBBI’s Customer Support and Professional Services organisations on a 24x7 
basis with first-line telephone support, free software upgrades, and patches to fix reported software issues, 
through a software maintenance agreement. Consultancy is provided for implementation, configuration, 
integration, and use of the solution by PBBI Professional Services.  

e-Messaging should run on any operating system which is supported by a Java 5 runtime environment. The 
solution is formally supported on Windows 2003 Server, Solaris 9, and Solaris 10 OS. e-Messaging runs on 
Java Application servers, which can be any of the following: IBM WebSphere 6.1, BEA WebLogic 9.22, 
JBOSS 4.05, or Tomcat 5.5. For databases it can use any of the following: MS SQL Server 2005, My SQL 
Server 5.x, or Oracle 10g R2. Some of the optional add-ons for the e-Messaging Solution include PBBI 
software components DOC1,e2, and DataFlow.  

Direct marketing is an age-old process and integration with legacy solutions is a requirement at most potential 
deployment sites. e-Messaging and e2 APIs can be used to integrate with Customer Relationship 
Management (CRM) and call centre solutions. XML file-based interfaces and Web services are used for 
integration with existing workflow solutions. Integration with data streams can be achieved through the 
conversion or formatting of any type of structured data into relevant and personalised content by PBBI’s 
DOC1 solution for inclusion in e-mail or SMS sent by e-Messaging. Also, using Emtex VIP solution from 
PBBI’s sister organisation PB Emtex, content can be rendered into PDF format for distribution as e-mail 
attachments. 



TECHNOLOGY AUDIT 
 

 

 

Pitney Bowes Business Insight – e-Messaging Solution Published 12/2008  

© Butler Group. This Technology Audit is a licensed product and is not to be photocopied Page 6 

Potential risks that may cause the project to fail are the e-mail delivery restrictions that many large ISPs 
impose on bulk mailers. Some impose restrictions on the number of e-mail messages from a single server 
during a given time frame while others reject all messages with commonly used e-mail headers such as 
“return path”. This is usually carried out in order to combat SPAM. e-Messaging provides configurable options 
to overcome the most common restrictions imposed by the large ISPs. 

PRODUCT STRATEGY 

The target market for the e-Messaging Solution is both vertical and horizontal organisations. Pitney Bowes 
targets mid-to-large organisations across sectors such as financial services (particularly Insurance), 
Telecommunications, Energy, and the Public Sector.  

Return on Investment (ROI) can be derived from the migration of physical mail documents to e-mail; improved 
renewals; a reduction of peak call centre traffic; fraud detection by notifying customers of account events; the 
ability to locate and reproduce any customer communication in court; and the efficient management of e-mail 
and SMS delivery, including the handling of events such as failures and escalation to other channels.  

The route to market is both direct and through channel partners. Pitney Bowes partners with a number of 
resellers and systems integrators, including Unisys, Convergys, and Xerox as well as regional Value Added 
Resellers such as Intersoft and Document Dialog.  

The mode of licensing is perpetual. The average project value for a typical installation is between US$50,000 
and US$400,000. A typical implementation can be completed in between one and five man days, and the 
licensing cost accounts for a large percentage of the project costs. Maintenance is provided through two 
different options: firstly an annual maintenance fee of 18% of the licence fee, which entitles the customers to 
new versions of the software and 09.00 to 17.30 telephone support from Monday to Friday; or secondly an 
annual maintenance fee of 21% of the licence fee which entitles the customer to new versions of the software 
and 24x7 support. 

PBBI’s release cycle includes a point release approximately every 12 months. Fixes to specific reported 
problems are made available in maintenance releases which usually occur between point releases. Future 
development planned for the solution includes: self-learning auto message content categorisation and 
workflow routing of messages based on their content; Java Message Service (JMS) interfaces for input and 
output to e-Messaging; and importantly a Software as a Service (SaaS) version.  

It is evident from the solution capabilities and the e-Messaging pipeline that PBBI’s strategy focuses on 
enabling more granular and interactive two-way communication with customers, and expanding the reach 
through a SaaS version. Butler Group believes that given the ubiquity of the problem e-Messaging aims to 
address and the scope of the e-mail and SMS channels, PBBI’s strategy should ensure it a larger share of 
this potentially lucrative market.  
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COMPANY PROFILE 

Pitney Bowes is a global organisation headquartered in Stamford, CT, US. Pitney Bowes Business Insight 
(PBBI) has major offices in Lanham, MD, and Troy, NY in the US; Toronto, Canada; London, Watford, and 
Windsor in the UK; Munich, Germany; Paris, France; Milan, Italy; Singapore; Tokyo, Japan; Noida, India; and 
Sydney and Melbourne in Australia. PBBI is a division of Pitney Bowes Inc., which is traded on the NYSE 
under the PBI ticker. The division was formed in September 2007 through the merger of the two industry 
leaders Group 1 Software and MapInfo. PBBI’s solutions are available in multiple languages in 60 countries. 
Pitney Bowes has more than 36,000 employees across the globe, out of which more than 1,700 are in the 
PBBI division. PBBI has more than 7,000 customers across the globe. e-Messaging is in production at 
several customers including Thomas Cook (UK) who uses the solution for sending travel documents as e-mail 
attachments to travel agents and customers and for managing the delivery and bounces of these messages. 

 

Table 1: Financial Details 

 
Year ending December 31 2007 2006 2005
Revenue (US$ Billion) 6.12 5.73 5.37
Change on Previous Year (%) 6.8 6.7 -
Total Net Income/(Loss) (US$ Billion) 1.66 0.47 2.19
 
Source: Pitney Bowes D A T A M O N I T O R

 

SUMMARY 

The e-mail and SMS-based customer communication solution marketplace is fragmented, and is populated 
with vendors from a number of categories including e-mail marketing and e-mail response management. e-
Messaging compares well against competitors on core communication management features, and its focus is 
clearly on ongoing transaction correspondence. e-Messaging Solution is part of a much larger portfolio of 
Pitney Bowes products that provides comprehensive solutions for the creation and delivery of 
communications, which include products in the areas of output management, data quality, GIS mapping, and 
content management. This provides the company with a powerful sales message, particularly amongst 
organisations that prefer to procure their IT requirements from fewer vendors.  

In regard to e-Messaging Solution, Butler Group believes that PBBI has a compelling solution that will suit the 
requirements of any organisation that wishes to communicate with customers via e-mail or SMS. 
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Table 2: Contact Details 

 
Pitney Bowes Business Insight 
4200 Parliament Place, Suite 600  
Lanham  
MD 20706 
USA 
Tel:  +1 301-918-0747 
Fax:  +1 301-731-0360 
E-mail: clarence_hempfield@g1.com  
www.pbbusinessinsight.com 

Pitney Bowes Business Insight 
6 Hercules Way 
Leavesden Park  
Watford, Herts, WD25 7GS  
UK  
Tel:  +44-1923 279100 
Fax:  +44-1923 279101 
E-mail: info@g1.com  
www.pbbusinessinsight.com 

 
Source: Pitney Bowes D A T A M O N I T O R

  

 

 

 

 

 

 

 

 

 

  

 

Headquarters 
Shirethorn House, 
37/43 Prospect Street, 
Kingston upon Hull, 
HU2 8PX, UK 
Tel: +44 (0)1482 586149 
Fax: +44 (0)1482 323577 

Butler Direct Pty Ltd. 
Level 46, Citigroup Building, 
2 Park Street, Sydney, 
NSW, 2000,  
Australia 
Tel: + 61 (02) 8705 6960 
Fax: + 61 (02) 8705 6961 

Butler Group 
245 Fifth Avenue, 
4th Floor, New York,  
NY 10016, 
USA 
Tel: +1 212 652 5302 
Fax: +1 212 202 4684 

Important Notice 

This report contains data and information up-
to-date and correct to the best of our 
knowledge at the time of preparation. The data 
and information comes from a variety of 
sources outside our direct control, therefore 
Butler Direct Limited cannot give any 
guarantees relating to the content of this report. 
Ultimate responsibility for all interpretations of, 
and use of, data, information and commentary 
in this report remains with you. Butler Direct 
Limited will not be liable for any interpretations 
or decisions made by you. 

For more information on Butler Group’s Subscription Services please contact 
one of the local offices above. 
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