
Business Challenge

As an insurer with a long history, it is easy to get bogged down in 
“tradition” and, over the years, add on more and more technology 
to your tech stack without evaluating it. Atlas Insurance PCC 
was in this situation, and Ian-Edward Stafrace, Chief Strategy 
Officer, helped the team recognize that to future-proof their 
organization and prepare them for another century of leading 
the market in customer experience, they needed to move toward 
a digital-first mindset. A digital transformation would allow for 
simplification of services, processes, and offerings, in addition 
to quicker customer service, enabling them to meet evolving 
customer and partner expectations ahead of the market. 
Stafrace sought to be a facilitator and “unblocker” to progress 
and process, as well as leverage technical solutions that wouldn’t 
become future obstacles. 

When searching for these technology solutions, Atlas’ aim was 
to make the customer journey as simple as possible and design 
processes mindfully centered on the customer, not internal 
operations. Atlas wanted to create “touchless” processes with as little human interaction needed from 
employees and push simplification to the extreme, so they selected industry leading technologies that gave 
them the ability to accomplish the objectives as part of a best of breed solution. Half of Atlas’ business is done 
directly with customers and half through a mix of brokers, agents, and other partners, so it is important for 
them to be known as “easy to do business with.” They already had a great reputation for commercial lines 
because of their underwriting expertise, but they determined that offering more “self-serve” options would 
make them just as popular with partners and direct customers for personal lines. 

Atlas Insurance PCC Pairs SmartCOMM™️ and
Salesforce to Digitally Transform their Business 
and Increase their Market Presence.
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About the Customer

Atlas Insurance PCC is one of Malta’s top insurers, providing policies in multiple lines, 
both commercial and personal, for over 100 years. They write for most lines of business 
which are non-life, including health insurance. With the highest NPS in Malta, they look 
to be the lead innovator in the market.

“Our people should be 
spending more time 
providing added value 
to the customer and 
partner relationships 
than spending time 
doing word documents 
and on process items.”

 – Ian-Edward Stafrace, Chief 
Strategy Officer



Business Outcomes

Because of the established Salesforce relationship, the SmartCOMM implementation was very fast and 
simple. The Atlas team was able to get up and running without any additional professional services support, 
and they took the opportunity to simplify their internal processes to fit the solution, as opposed to overly 
customizing the solution. This helped them accelerate their time to market and keep the interface between 
Salesforce and SmartCOMM as simple as possible, making maintenance in the future less complex. Atlas 
also took the opportunity to simplify their documents and processes – their mantra was “simplification first.” 
Every insurance product that went into Salesforce went through a simplification process. For these products, 
much of the customer journey and relationship occur within Salesforce, and then at the point a document or 
communication is needed, SmartCOMM is engaged to generate the item and then provides it to the customer 
or partner in their desired channel. 
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Salesforce Industries for Insurance was adopted as the core platform, which would provide greater 
flexibility and allow the Atlas team to focus on innovating to improve their customer experience, rather 
than maintaining legacy processes. Atlas was excited to have a cloud-based, omnichannel solution to 
support their processes and have access to Salesforces’ ecosystem of third-party apps to complement. 

Document generation was a big sticking point in their legacy processes. They were utilizing various legacy 
systems to create each document, which was difficult and full of pain points. It was recognized that  to remain 
consistent with their goal of a touchless journey and self-serve mindset, the generation of policies, welcome 
kits, statements, and other document generation use cases needed to be streamlined and automated for 
speedy delivery to the customer. 

Atlas reviewed the market for various document generation options in the Salesforce ecosystem and decided 
on SmartCOMM for Salesforce. As a fully multi-tenant, public cloud platform, SmartCOMM for Salesforce 
integrated with Salesforce Industries for Insurance provides Atlas a best of breed solution for its team and 
partners. The burdens of managing IT drudgery are removed, and these valuable IT resources can now focus 
on higher value-added activities. 

SmartCOMM Integrated with Salesforce Industries for Insurance

Pure Cloud Depoyment

Solution

“If we’re not managing to make the product work within Salesforce or 
SmartCOMM without customization, we need to question why that’s the case. If 
this solution is good for dozens of companies in the world and their customers, 

why are we so complex? We need to simplify and get out of the status quo.”

 – Ian-Edward Stafrace, Chief Strategy Officer
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Future Goals

Atlas Insurance sees a lot of opportunity in the future with Salesforce and SmartCOMM and recognize that 
now they have the ability to grow ahead of the market, instead of alongside. They’d like to remain #1 in 
customer experience, so they will continue to remove roadblocks and create straight-through processes across 
the company. They plan to introduce self-service options to partners for their more complex offerings and to 
create more online offerings, as well as implement SmartCOMM into their Claims processes. 

Smart Communications is a leading technology company focused on helping businesses 

engage in more meaningful customer conversations. Its Conversation 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 and operating more efficiently. Smart Communications 

is headquartered in the UK and serves more than 650 customers from offices located across 

North America, Europe, and Asia Pacific. Smart Communications’ Conversation Cloud platform 

includes the enterprise-scale customer communications management (CCM) power of 

SmartCOMM™, forms transformation capabilities made possible by SmartIQ™ and the trade 

documentation expertise of SmartDX™. In 2021, the company acquired Assentis, a leading 

European software solutions provider specializing in customer communications management 

(CCM) with a focus on the financial services industry.

“We were looking for technology that could address our problems today and 
tomorrow. Salesforce and SmartCOMM are evolving with our needs, and we see 

a lot more potential here in line with our transformation journey.”

 – Ian-Edward Stafrace, Chief Strategy Officer

Since their digital transformation, Atlas has seen its market share in Malta increase to over 19.7%. Brokers 
are shifting more business to Atlas, and agents and other partners are securing more opportunities. They 
now have a simpler sales and services process, which provides them a competitive advantage over others 
because they can serve a client in one visit, rather than having to wait for responses from the insurer and ask 
the client to return at another time. Partners can now request and receive a quote immediately, have it sent 
to a client, bind the cover, and have documentation in hand, all without needing to interact with a single 
human on the Atlas side, a true example of a “touchless” journey. 

With Salesforce and SmartCOMM, Atlas was able to create a comprehensive and easy-to-use online self-service 
offering for auto insurance and go to market within 3 months. They went from not having online offerings 
for auto, and generally only doing 1% of business online, to becoming the best online solution available. 

SmartCOMM’s pairing with Salesforce has helped Atlas Insurance gain new business, prepare to scale for 
future growth, and future-proof their business.


