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customer experience with solutions not previously rated
by KLAS. Note that the data represents early findings.

o Note: First Look reports are intended to shed light on the

SMART

COMMUNICATIONS™

Why This First Look?

Healthcare organizations often rely on disconnected
tools to manage customer communications, forms, and
documents, creating inefficiencies and inconsistent
experiences. Manual processes and limited support
for digital and two-way interactions can further slow
engagement. Smart Communications aims to address
these challenges with Conversation Cloud, a cloud-
based platform designed to centralize and reduce
costs for communications. This report evaluates
current customer experiences with the solution in both
domestic US and global markets.

# of Customers Interviewed by KLAS
5 individuals from 5 organizations (Smart
Communications shared a list of 14 unique
organizations; the list represents 100% of the
customers that are eligible for inclusion in

this study)

Smart Communications Conversation Cloud 2026
Modernize & Centralize Customer Communications
While Improving Data Collection Processes

What Does Conversation Cloud Do?

(a customer explains)

“Smart Communications' system is our standard
communication or customer communication
management system. We primarily use it to facilitate
sending out letters and various communications from
some of our core platforms, primarily from our core claims
system. Smart Communications is our primary document
fulfillment vendor for all our government lines of business.
They do all our clinical letters, but they also do our
member mailing cards and other outgoing documentation
for the government programs.” —Director

Top Reasons Selected

Bottom Line

Most respondents report that Conversation Cloud

is an easy-to-use solution backed by responsive,
knowledgeable support and that Smart Communications
isinvested in customers' success with the product.
Respondents praise the turnaround speed, out-of-the-
box capabilities, compliance, and staff expertise; they
also say there is room for improvement with integration
and enterprise-level reporting capabilities. Overall, users
are satisfied with the solution, and all respondents state
that the solution is part of their long-term plans.

Intuitive solution, cloud-based system, fast turnaround times, previous experience with the vendor,

vendor reputation

Survey Respondents—by Organization Type

Payer Government organization M Provider-sponsored health plan

3

Smart Communications Conversation Cloud Customer Experience: An Initial Look

Distribution of Overall
Performance Score

Based on individual respondents, not unique organizations
w # of individual respondents

10

4

1
0 I -

Dissatisfied Satisfied Highly satisfied
(<70.0) (70.0-89.9) (90.0+)

» Respondent score (100-point scale)

Outcomes Expected by Customers

@ Achieved @ Unexpected outcome

@ Pending ® Not achieved

Reduced costs for print and communications

Reduced dependency on external vendors
for communications

Tight turnaround timelines

Timely, accurate customer communications

Time to See Outcomes

M Immediately Over 12 months
M Within6 months [ No outcomes yet, optimistic
6-12 months B No outcomes yet, pessimistic

Key Performance Indicators
Product

Supports has needed Executive
integration goals functionality involvement

A_** A** A+**
(n=5) (n=5) (n=5)

Software grading scale (1-9 scale)

A+=8.55-9.0 B+=7.65-7.91 C+=6.75-7.01 D+ =5.85-6.11
A =819-854 B =7.29-764 C =6.39-6.74 D =5.49-5.84
A-=7.92-8.18 B-=7.02-7.28 C-=6.12-6.38 D- =5.22-5.48

**Emerging data

Likely to Would you buy again? (n=5)
recommend Percentage of respondents who answered yes

A+

(n=5) 0% 100%

F =<5.22

Adoptlon of Key Functlonallty Percentage of interviewed organizations using functionality (n=5)

Security and regulatory compliance: The solution complies with the most
stringent security and regulatory standards (e.g., HIPAA, ISO, PCI, SOC)

100%

Supports multiple languages and accessibility: Support for multiple languages
and accessible formats and standards ensures equitable treatment of the full

member/patient base

Data collection and tracking: Comprehensive data collection tracks complex
customer journeys across devices, integrates third parties/document uploads,
updates statuses, and responds to action or inaction to ensure process completion

omnichannel communication/experience design and digital delivery removes

Reduced IT dependance and increased speed to market: Business-user-friendly -

dependence on IT and increases speed to market

0%




Strengths

Solution is easy to use and completely “l would say that one of the great things about it is its great simplicity; we can determine everything ourselves. We can manage,

cloud based design, and develop templates and the like on our own. We use Smart Communications’ tool for interactive correspondence and
for the online forms on our website. Some providers work solely in a cloud environment, and the system makes things very easy
for us.”—CIO

Vendor is committed to their customers'
success by providing responsive,
knowledgeable support

“The interactions and the people we work with have been really positive. The support we have had has been excellent. It has
been a really good experience to work with Smart Communications. They have certainly helped us out and given us the answers
that we needed to try and get over some of the little hurdles we have had. The vendor's commitment to finding solutions and
working with us to find solutions is really commendable.” —Director

Quick turnaround times and versatile,
compliant solution

“The product is versatile. It is already compliant. The team that supports it is very well-versed in what they are doing. With other
vendors, it sometimes takes us a long time to agree on approaches and solutions, but that happens fairly quickly with this group
because the folks on the other side of the house are experts, know what their product is, and know how they can support us.
That allows us to move swiftly.” —Director

Opportunities

Enhanced enterprise-level reporting capabilities “Smart Communications’ opportunity for improvement is with reporting. They definitely need more enterprise-level reporting,

especially around usage.” —Analyst/coordinator

Increased template flexibility would help with
ease of use and efficiency

“Everybody is moving toward standardization, but everybody wants their standardization to be a certain standardization. Some
flexibility in aligning to clients’ standardizations would be helpful. If I'm putting a set of APIs or interfaces out, it is easier for me if
the vendor on the other side uses mine instead of us trying to customize to use theirs.” —Director

Improved integration would increase
market presence

“The vendor should continue developing out-of-the-box integrations. The issue is that many other vendors have an okay customer
communications management (CCM) system already built into their software. If it were easier to integrate Smart Communications’

Points to Ponder

What Does a Customer Need to Do to Be Successful with This Solution?

Customers explain

Rationalize all templates and eliminate unnecessary
ones: “To be successful, the customer should take

the time to rationalize all of their templates and
communications. We did this, and it was a huge benefit.
We had 500-600 templates in our previous system, and
we were able to eliminate about half by doing Smart
Communications’ process.” —Director

Emphasize specificity and rely on vendor expertise:
“My advice to others is to really be specific and detailed
in the business case and the business problem

they are trying to solve. | have appreciated Smart
Communications’ ability to suggest multiple options.
Sometimes we get tunnel vision.” —Director

tool as the CCM engine for those applications, the vendor would dominate the market.” —Director

Smart Communications explains

« Have a clear understanding of data within the
organization, including where it resides, the formats
the data is in, and how data can be accessed.

« Understand how multiple departments benefit from
streamlined customer engagement. This often
means implementing a shared service model or
center of excellence.

« Understand cloud architectures and SaaS delivery
models, the shift in responsibilities and ownership
from traditional on-premises deployments, and the
benefits of empowering workers and removing
IT bottlenecks.

« Understand how policies and regulations are
currently implemented in customer engagements
and how changes impact the organization.

« Bewilling to create better member and patient
experiences with the new technology instead of
implementing the same experience with
better technology.

Other Relevant Commentary

“The support team has been very good. We
@ have had a very good relationship with them.

They have gone out of their way to help us with
solution design. We work with a lot of the same people,
and | see it as a positive when people do not leave the
company. We have worked with the vendor for several
years, and we have seen the same people the whole time.”
—Director

“Specifically for the pure cloud version of
Conversation Cloud, the scalability, stability,
and reliability are absolutely top-notch. And

the vendor’s customer support is lightning fast, often with
same-day resolutions.” —Analyst/coordinator




Smart Communications: Company Profile at a Glance

Founder
Glen Manchester

Year founded
2001 as Thunderhead; rebranded as Smart Communications in 2016

Headquarters
UK

Key competitors
Adobe, Messagepoint, OpenText, Quadient, homegrown solutions

Number of healthcare customers using multiple

components of Conversation Cloud
14

Total number of unique healthcare customers
120

Total Smart Communications customers
700+ across financial services, insurance, energy, government, and
healthcare markets

Funding

In August 2025, international private equity firm Cinven announced
the acquisition of a majority stake in Smart Communications; Accel-
KKR, who first backed Smart Communications in 2016, retains a
minority stake.

Revenue model

Smart Communications offers a consumption-based revenue model.
The more our customers use our solutions to engage with their
customers, the more value they and we receive. Typically, customers
sign multiyear subscription agreements to our SaaS platform. We
also offer deals with lower year-one investment to accelerate ROI.

Healthcare Executive Interview

Leigh Segall,
Chief Executive Officer

What is the background of Smart Communications’ CEQ?
Leigh Segall sets the strategic direction and vision at Smart
Communications while overseeing global operations. Prior to becoming
CEQ, Leigh served Smart Communications as President, Chief Strategy
Officer, and Chief Marketing Officer. Before joining Smart Communications
in 2017, Leigh spent over a decade leading marketing and consulting teams
inside growing technology companies. Leigh has also served as CMO of
InnerWorkings (now HH Global), building the global brand for the leading
marketing execution firm. Before that, Leigh was head of marketing at
Leapfrog Online (now iProspect) and CMO/Head of Consulting at SAVO.

How would your customers describe your solution?

Smart Communications’ customers would describe the solution as a critical
part of the way they engage with their clients across the journey. While we
are often selected for ease of deployment and passing compliance reviews,
our customers most often describe the efficiencies they gain, the mistakes
they avoid, and the costs they save with our flexible, cloud-native approach.
We help our customers lower their costs to serve their customers while
helping them deliver personalized, timely, and compliant experiences.

What is Smart Communications’ biggest differentiator?
Smart Communications’ biggest differentiator is innovation. From offering
the first native cloud solution for managing customer communications

to pioneering the application of Al to customer engagement, Smart
Communications has established leadership positions in major analyst
evaluative research largely because of our innovative solutions. We also
innovate by understanding complex regulatory trends to ease compliance
burdens, evidenced by market-first innovations in accessibility, translations,
reporting, archiving, and compliance. We innovate in Al governance,
focusing on IP protection, establishing content provenance, and supporting
audits of Al across client portfolios. Our customers receive cutting-edge,
compliant technology.

solution TEChnical specifications Information provided by Smart Communications

Cloud environment
Conversation Cloud is a pure-cloud SaaS
platform built on top of AWS

Development platform
N/A

Database environment
N/A

Mobile application environment
N/A

Security platform
IS0 27001:2022

Confidentiality

Actively maintain multiple security
certifications, including HIPAA, ISO
27001:2022, PCI BSS, SOC 1, and SOC 2; we also
have BAAs in place with vendors such as AWS
and with our customers.

Data encryption

Encryption keys are stored in Amazon KMS,
and the service is FIPS 140-2 compliant.

Data at rest is encrypted to AES-256 via

keys managed through Amazon KMS. Data

in transit over public networks is encrypted
with TLS 1.2. We now also support customer
managed key management for some parts of
Conversation Cloud.

Integration approach

Our primary integration approach is REST;
however, we are able to support HL7
(including FHIR), X12, and other patterns.

HITRUST certification

No; we maintain a third-party HIPAA
compliance attestation, among other
certifications.

Al

Yes; we provide infrastructure and
connectivity flexibility to leading Al
services to improve communication
productivity, customer experience, and
agentic experiences. All our Al innovations
are relevant, accountable, and compliant.
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Report Information

Sample Sizes

Unless otherwise noted, sample sizes displayed throughout this report (e.g., n=6) represent the total number of unique
customer organizations that responded to a particular question. Some respondents choose not to answer all questions,
meaning the sample size may change from question to question.

Sample sizes of 15+ unique organizations are considered fully rated. When the sample size is 6-14, the data is considered
limited and marked with an asterisk (*). If the sample size is 3-5, the data is considered emerging and marked with a
double asterisk (**); no overall performance score is shown for emerging data. No data of any kind is shown for questions
with a sample size of less than 3. Note that data marked as limited or emerging has the potential to change significantly
as additional surveys are collected.

Smart Communications Conversation Cloud Performance Overview

All standard software performance indicators

Overall performance score (100-point scal
P (100-point soale) 2025 Best in KLAS software average: 80.6 |

Insufficient data

0.0 100.0

Culture Product
Keeps all promises (n=5) 100%** Delivery of new technology (1-9 scale) (n=4) A**
Percentage of respondents who answered yes °

Overall product quality (1-9 scale) (n=5) A**
Proactive service (1-9 scale) (n=5) B**

Product has needed functionality (n=5) A%
Product works as promoted (1-9 scale) (n=5)  A+** (1-9scale)

Supports integration goals (1-9 scale) (n=5)  A-**
Loyalty
Forecasted satisfaction (1-9 scale) (n=5)  A+** Relationship
Likely to recommend (1-9scale) (n=6)  A+** Executive involvement (1-9 scale) (n=5)  A+**
Overall satisfaction (1-9 scale) (n=5)  A+** Quality of phone/web support (1-9 scale) (n=4) A**
Part of Iongfterrn plans (n=5) 100%**
Percentage of respondents who answered yes Value
Would you buy again (n=5) 100%** Avoids charging for every little thing (n=5) 100%**
Percentage of respondents who answered yes Percentage of respondents who answered yes °

Drives tangible outcomes (1-9 scale) (n=5) A**
Operations

Money's worth (1-9 scale) (n=5) -**
Ease of use (1-9 scale) (n=5) A**
Quality of implementation (1-9 scale) (n=5)  A+**
Quality of training (1-9 scale) (n=4) B**

**Emerging data
Software grading scale (1-9 scale)

A+=8.55-9.0 B+=7.65-7.91 C+=6.75-7.01 D+=5.85-6.11 F =<56.22
A =8.19-854 B =7.29-764 C =6.39-6.74 D =5.49-5.84
A-=7.92-8.18 B-=7.02-7.28 C-=6.12-6.38 D- =5.22-5.48
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Reader Responsibility

KLAS data and reports are a compilation of
research gathered from websites, healthcare
industry reports, interviews with healthcare,
payer, and employer organization executives
and managers, and interviews with vendor
and consultant organizations. Data gathered
from these sources includes strong opinions
(which should not be interpreted as actual
facts) reflecting the emotion of exceptional
success and, attimes, failure. The information
is intended solely as a catalyst for a more
meaningful and effective investigation on your
organization's part and is not intended, nor
should it be used, to replace your organization's
due diligence.

KLAS data and reports represent the combined
candid opinions of actual people from
healthcare, payer, and employer organizations
regarding how their vendors, products, and/or
services perform against their organization's
objectives and expectations. The findings
presented are not meant to be conclusive

data for an entire client base. Significant
variables—including a respondent’s role within
their organization as well as the organization's
type (rural, teaching, specialty, etc.), size,
objectives, depth/breadth of software use,
software version, and system infrastructure/
network—impact opinions and preclude an
exact apples-to-apples comparison or a finely
tuned statistical analysis.

KLAS makes significant effort to identify all
organizations within a vendor’s customer

base so that KLAS scores are based on a
representative random sample. However, since
not all vendors share complete customer lists
and some customers decline to participate,
KLAS cannot claim a random representative
sample for each solution. Therefore, while
KLAS scores should be interpreted as KLAS'
best effort to quantify the customer experience
for each solution measured, they may contain
both quantifiable and unidentifiable variation.

We encourage our clients, friends, and partners
using KLAS research data to take into account
these variables as they include KLAS data with
their own due diligence. For frequently asked
questions about KLAS methodology, please
refer to engage.klasresearch.com/why-klas.

Copyright

Infringement Warning

This report and its contents are copyright-
protected works and are intended solely for
your organization. Any other organization,
consultant, investment company, or vendor
enabling or obtaining unauthorized access

to this report will be liable for all damages
associated with copyright infringement, which
may include the full price of the report and/or
attorney fees. For information regarding your
specific obligations, please refer to
engage.klasresearch.com/data-use-policy.

Note

Performance scores may change significantly
when additional organizations are interviewed,
especially when the existing sample size is
limited, as in an emerging market with a small
number of live clients.
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