@ Insurance Industry

SMART >~

COMMUNICATIONS™

Modern Conversations
Platform Becoming Mainstream
across Claims Operations

Leading Insurers are harnessing modern conversations platforms
to improve operations

Many Insurers across the globe are successfully capturing the intrinsic value of a modern conversations
platform by harnessing the key capabilities across all of an Insured’s claims processes to improve the
customer experience, increase claims professionals’ efficiency and reduce costs.

While customer expectations are at their highest level ever and claims transactions escalate - with
climate change and other environmental factors intensifying the likelihood of increased losses - there
is no better time for your insurance organization to consider a communications facelift.




Where Does Your Insurance Organization
Fall in Customer Conversations Maturity?
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Understanding Your Current Limitations

Second generation technology is often built on pre-internet infrastructure and is designed to satisfy
regulatory and compliance needs rather than focusing on the customer experience. These legacy tools
are also restricted by capabilities that are no longer addressing the needs of today’s Insurers, including:
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A single channel One-way, Batch-only Limited
(designed for Print/ transactional capabilities interoperability
Direct mail only) communications within ecosystem

On-premise solutions, or legacy applications that have been moved to the cloud versus cloud-native,
digital-first applications, may still limit your capabilities. Cobbling together various “best of breed”
systems can prove to be costly and challenging at best; more likely, this approach also will fail to
produce the optimal results you desire (e.g., generating outbound communications across different
channels, such as email and SMS). Consider options that are purpose-built for omnichannel communi-
cations in the first place. Doing so means you can use your investment both to improve current
processes and to provide a longer-term solution that will grow and scale as your business needs
grow, flex and change.

“By infusing agility to support our business and technology modernization,
we're now fully equipped to continue to scale, automate and unify our
communications both internally and externally. Today, Pekin has reduced

costs by 29 percent by migrating our on-premise solution to the cloud.”

- Subhasis Mukherjee, CIO, Pekin Insurance




What Insurers Should Expect from
a Modern Conversations Platform

Historically, Insurers applied careful consideration when selecting their communications platform to
ensure production of the highest quality print / direct mail pieces — perceived in the past to be the
best demonstration of an Insurer’s brand and product promise.

Today, however, the ability to deliver impactful, personalized and relevant conversations in real time
is a top initiative for all Insurers, shifting priorities from the best-in-class printed piece to the digital
interactions that will make or break a customer’s experience. To achieve this, insurance companies
are prioritizing their futures by investing in fourth generation, cloud-based solutions that transform
customer communications into SMARTER customer conversations. Solutions that are purpose built
for the cloud enable Insurers to take advantage of agility, quick innovation and elastic scalability.

As modern conversations platforms become mainstream, Insurers recognize a set of key architectural
fundamentals that drive meaningful — and scalable — customer experiences, including:

Modern technology standards

Saas, pure-cloud implementations

Scale to handle high-volume batch intelligently

Digital-first orientation

Omni-channel capabilities

Seamless operations with other components of your technology stack



Modernization Path for SMARTER

Conversations in Claims

Insurance organizations that invest in fourth generation modern conversations platforms will
significantly transform the digital communications options available to them and reinvent customer
engagement across all of their operational areas, especially within the claims function. The path
to modernization is not difficult. Insurers can take measured steps that provide a significant
transformation to how conversations are managed. As modern conversations platforms become
mainstream, Insurers looking to make the transition will greatly benefit from established industry

best practices.
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STEP 1

Seamlessly gather information necessary customer information by using
digital, adaptive, and interactive interviews across preferred channels.

STEP 2

Build out interactive, contextual, compliant communication. Initiate
two-way conversations to gather and update as process requires.

STEP 3

Negotiate and execute business critical agreements across internal and
external stakeholders leveraging experience driven workflows to maintain
business rules.

STEP 4

Provide the optimal customer experiences, orchestrating and coordinating
meaningful interactions through a digital experience platform to engage
customers in a true omni-channel experience.



Digital Claims Powered by

The Conversation Cloud™

First Notice of loss

Collect information
from claimants

Using adaptive, intelligent interviews to gather
claimant information changes the dynamic from
what was typically a mundane, impersonal,
friction filled and frustrating customer experience
to a more positive customer engagement.
This approach enables Insurers to provide
conversational user experiences from the First
Notice of Loss, gradually collecting data at
strategic points, only asking relevant questions
that take into consideration previous answers and
allowing the claimant to start and stop the form
as needed, without losing information.

Investigation

Communicate via personalized
interactions across preferred channels

Claims professionals easily choreograph
communications in real time via personalized,
two-way conversations that speed time to
decision, increase the likelihood of reducing
claims leakage and lowering claim disputes.

@ Integration

Sophisticated integrations directly with
core claim systems, enabling real-time data
exchange and optimal user experiences.

Settlement

Collaborate improving
time to agreement

Ensure top-level customer experiences by enabling
collaboration to happen seamlessly during reviews
of complex agreements that require input and
engagement from internal and external parties.
Leverage technology to create a “single source of
truth” though out the collaboration process, while
still managing preferences for all stakeholders
— a decidedly faster and SMARTER approach
compared to yesterday's seemingly endless and
time-consuming back-and-forth communications
required for Insurers and claimants to reach
final settlement.

Vendor Management

Coordinate on-demand,
quick, digital responses

Coordinate all thevariousinputand informational
components required to engage third-party
service providers and deliver a seamless
experience with simpler processes, better
communications and quicker turnaround times.

Intelligence

Advanced analytics to monitor tone and
sentiment to optimize communication
programs.
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The Conversation Cloud is
the only platform delivering
personalized, omnichannel
conversations across the
Collect coora IS entire customer lifecycle.

Communicate Collaborate

The opportunity to improve your claims operations and to deliver more meaningful conversations as
part of your claims process — reducing costs, increasing efficiency, improving customer satisfaction
and more - is just in front of you. Modernization of your communications platforms will unleash
unlimited possibilities for SMARTER conversations. Smart Communications is here to help you in
your journey.

Recognized as a leader by Gartner and Forrester —and most recently named THE leader by Aspire in
its 2021 Leaderboard Assessment — Smart Communications™ is the only provider of a cloud-based,
next-generation customer conversations platform. Built from the cloud up, we help enterprises
deliver SMARTER conversations across the entire customer lifecycle — and at scale. With more than
223 insurance specific deployments, we have the best-of-breed technology platform, the skillsets and
the experience required to help you modernize your customer interactions. Let us help you have
SMARTER conversations across the entire claims lifecycle.

About Smart Communications

SMART Smart Communications is a leading technology company focused on helping
COMBERICAHIONS Insurers engage in more meaningful customer conversations. More than 223+

insurance organizations across the globe trust Smart Communications to deliver
ContaCt US TOday SMARTER conversations across the complete claims’ lifecycle. Its Conversation
WWW.smartcommunications.com Cloud™ platform uniquely delivers personalized, omnichannel conversations

across the entire customer experience, empowering companies to succeed in
today’'s digital-focused, customer-driven world while also simplifying processes
@ m ’ and operating more efficiently. To learn more, visit smartcommunications.com
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