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As Chief Product Officer of Smart Communications, it is with great excitement and anticipation
that | introduce this white paper on Generative Artificial Intelligence (GenAl) applications in
customer communication. In today’s rapidly evolving landscape, the potential of GenAl both
intrigues and challenges organizations worldwide. The intersection of interest, optimism, and
apprehension at this pivotal moment in the technology market underscores the need for clarity
and strategic guidance.

In the face of this uncertainty, organizations grapple with critical questions: Should they dive
headfirst into embracing GenAl, risking potential rewards against known risks? Or is it wiser to
observe competitors, delaying adoption to mitigate risks at the expense of seizing significant
opportunities? Moreover, what are the consequences of a misstep at this juncture?

Smart Communications stands at the forefront of innovation, offering compelling insights
and solutions to navigate these complexities. Our recent advancements in GenAl for customer
communication applications present a unique opportunity for organizations to swiftly integrate
this transformative technology into their operations. By leveraging GenAl, companies can unlock
unparalleled benefits while mitigating associated risks.

In this white paper, we delve into the nuances of GenAl adoption, offering actionable strategies to
help organizations harness its full potential. From understanding the technology to determining
optimal integration within existing frameworks, we provide a comprehensive roadmap for success.
Furthermore, we showcase how Smart Communications’ pioneering innovations empower
businesses to seamlessly incorporate GenAl into their critical customer communications.

As the pace of innovation accelerates, staying ahead of the curve is imperative. With the insights
presented herein, organizations can embark on their GenAl journey with confidence, equipped
to navigate challenges and capitalize on opportunities. | invite you to explore this white paper
and discover how Smart Communications is shaping the future of customer communication
through GenAl.

Best Regards, ﬁt )
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The Impact of Al in Customer Communications

GenAl is a powerful technology that is being applied more often to improve customer engagement by quickly
generating content. This technology uses concepts of deep learning and natural language processing to generate
new ideas, content, or responses from prompts created by business stakeholders, customer-facing employees,
translators, and compliance professionals. Unlike traditional Al systems, which follow predefined rules and
algorithms, generative Al receives a prompt from a user. It then analyzes vast amounts of data to generate creative
and unique responses as output in the form of text, images, code, audio, and video. This technology has been
in development for several years and has many practical applications. Generative Al for customer engagement
refers to the use of advanced Al techniques to interact with customers in a more personalized, efficient, and
intelligent manner.

As a business evolves, more regulations, more people, and more business needs vie to influence critical
communications that span the customer lifecycle.
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¢ Follow-up responses to campaigns

e Access to digital calculators or configurators
e Appointment scheduling requests

¢ Quotes and proposals

e Welcome kits

e Contracts, policy documents, ID cards

e Statements

e Confirmations, Explanation of Benefits (EOB)
e Correspondence and regulatory communications
e Support and service interactions

e Customer surveys

¢ Renewals and upgrade proposals

Customer Survey

This cutting-edge technology enables businesses to engage with their customers in a more meaningful and
personalized way. It leverages the power of large language models (LLMs)" —Al systems trained on a massive
amount of text data—to generate natural-sounding responses and content. These LLMs are trained to understand
the context and intent behind human queries by reading millions of communications. This makes LLMs ideal for
generating building blocks of customer communications. LLMs are constantly learning and improving, as they
are continuously exposed to more information. Adopting GenAl technology allows organizations to stay ahead
of the competition and provide a seamless customer experience that builds on the totality of communications
absorbed by the LLM.
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To increase the relevance and quality of responses, Retrieval-Augmented Generation? (RAG) optimizes the
output of LLMs. RAGs extend the LLM by exposing it to content from specific domains, industries, or internal
knowledgebases to generate content that is similar to the content already generated by the industry, company,
or department. This means that organizations of any size can quickly harness the power of generative Al without
losing their voice or tone when moving communications to GenAl applications.

Does One Size Fit All?

The simple answer is no. However, there are important nuances to how different organizations look at how
they incorporate GenAl into their technology stacks. Some of the largest, and most heavily regulated, industries
have surprised the tech world by being enthusiastic early adopters of GenAl technology. Some smaller
organizations have been hesitant to adopt this technology because they lack resources to properly implement
and test.

One of the largest banks in the world, JP Morgan Chase & Co, created a proprietary LLM called docLLM3.
According to Ronald Ssebalamu, “This technology has the potential to streamline document-related
processes, improve data analysis, and contribute to better decision-making in financial institutions like
JPMorgan Chase & Co.” When GenAl can summarize massive amounts of transactions, extract data from a wide
variety of financial documents, and generate custom content for customers, a large enterprise is able to make
informed decisions on even small transactions at scale. When a major enterprise like JP Morgan Chase & Co
develops its own LLM, it has more control over the LLM because it controls the dataset that trains and improves
the LLM over time. Most organizations do not have the budget, or structure, to create a similar solution.

While the public attention on GenAl is newer, the problem of bias and errors in Al applications has been
around for years. In a Harvard Business Review article from 20194, “What Do We Do About the Biases in Al?”
traces how biases have inadvertently infiltrated computer programs, using examples from as far back as
1988. When a large organization in a heavily LLM regulated field needs to reduce the likelihood of being
fined, ensure costs to support clients are low, and deliver top tier customer service, the team in charge of
GenAl will want to pay very close attention to the training data the LLM is exposed to during training. Many
organizations are afraid of fines, as recent legal rulings® have held corporations liable for the errors of their
GenAl applications.

Smaller organizations, including intrapreneurial departments in larger organizations, may not have the
resources to develop their own LLMs. They may evaluate a large and growing selection of industry specific LLMs.
According to “The Power of Domain-Specific LLMs In Generative Al for Enterprises” by Raghu Ravinutala®,
“Domain-specific LLMs are designed to capture the essence of a specific industry or use case with an
understanding of its unique jargon, context and intricacies.” Purpose developed LLMs offer a faster route to
GenAl adoption within an industry. These models are not exactly tuned to a specific business’ voice, but many
can be optimized with customer input. This is a less risky, but faster path to access LLMs that can be accessed
for customer communication.

A

4 | The Impact of Al in Customer Communications


https://aws.amazon.com/what-is/retrieval-augmented-generation/#:~:text=Retrieval%2DAugmented%20Generation%20(RAG),sources%20before%20generating%20a%20response.
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https://medium.com/@ronaldssebalamu
https://hbr.org/2019/10/what-do-we-do-about-the-biases-in-ai

An industry Specific LLM appears to be a far better alternative to turning over a generic GenAl solution as many
variables are out of the organization’s control. An interesting Ars Technica article’, “ChatGPT goes temporarily
‘insane’ with unexpected outputs, spooking users” by Benj Edwards from February 2024, explains a short window
during which ChatGPT responses were nonsensical. For organizations that used this solution without some
guardrails, approvals, or Human in the Loop (HITL) controls, customers could be confused at scale, creating massive
spikes in call centers, a flood of negative reviews, and embarrassing damage control projects.

Approaches to GenAl LLM requirements will vary by business size, industry, and regulatory restrictions, so there
is no "One Size Fits All” strategy. While certain organizations have been eager to adopt GenAl technology, others
have been more reserved due to concerns around resources and potential errors and biases. JP Morgan Chase &
Co's development of their own LLM highlights the importance of controlling the training data for GenAl. However,
for smaller organizations, industry-specific LLMs may provide a quicker and lower-risk solution for incorporating
GenAll. By utilizing purpose developed LLMs, organizations can minimize the likelihood of errors and ensure a
more seamless integration of GenAl into their technology stacks.

How Will GenAl Support My Customer
Communications Strategy?

There’s a lot of talk about Customer Experience (CX) in organizations today, especially within the customer
communications management segment. Many authors, consultants, and thought leaders define CX differently.
Then, within each organization, CX is defined in many ways. Furthermore, many departments, teams, and
individuals operate with different views of CX within the same organization. As we consider GenAl applications
in communications, you need to understand who controls (or ignores) CX within your organization.
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Some organizations have deliberately managed CX strategies, complete with a Customer Experience Officer (CXO)
with a focus on all customer experiences from all departments. Organizations that look at CX as a marketing
activity often focus on experiences associated with the journey that converts a prospect to a customer to increase
conversions. Some organizations consider CX as a part of operations, focusing on post-sale experiences that
reduce call center interactions. The more centralized a customer experience strategy is, the more accountable
all customer communications are to a smaller group within the organization. Technology-focused organizations
often develop a Center of Excellence (CoE) to manage Al adoption across the organization. There are new titles
like Chief Artificial Intelligence Officer (CAIO) showing up on LinkedIn profiles that balance business, technology,
and compliance at the highest level of an organization.

When an organization decides to offer personalized content, it must rapidly achieve self-awareness. This requires
changes in strategy supported by adjustments in both structure and technology. Applying Al concepts to
communication requires that every employee in each department is familiar with every communication generated
by any employee in any department, and often some interested parties as well. Al can read these communications
at scale, and RAGs turn these documents into better prompt responses as they become familiar with millions of
new pieces of information from within your organization.

Al technology updates the LLM and/or RAG with these communications. Currently,
communication designers still need to create, update, and translate fragments, sentences,
images, infographics, and other elements assembled to create communications with their
Customer Communication Management (CCM) technologies. This could, and should, be
informed by Al-based suggestions to both save time and improve consistency.

Combining Al with analytics, like A/B testing, results in communications that are assembled from a growing library
of content, as more situations are encountered. As the LLM is trained, the nuances of the customer experience are
easier to understand. This allows an organization to remove situations that cause customer confusion by better
understanding the customer’s view of the interaction. Content will proliferate, which will place an advantage on
systems that centralize designs by channel to eliminate channel-based redundancy while design elements, like
text fragments, images, rules, translations, etc. proliferate within the organization.

As channels and content proliferate, organizations that do not approach the challenge of customer communication
strategically may put themselves at risk for breaking regulations like Consumer Duty®. These regulations enforce
clarity and will require a rewrite of most content within the next few years. When rewriting communications to
conform to Consumer Duty rules, experience designers may want to write exponentially more content that is
optimized for more channels, more personas, and more customer journeys to deliver personalized experiences.
This will require exponentially more content blocks to write, design, and approve, which is a perfect task for GenAl.

@
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CARMEN GONZALEZ
Chief Artificial Intelligence Officer
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Where Does Al Belong in Your Communications Technology Stack?

As technology, experience, and even legislation put pressure on the building blocks of your communications, it
is beyond time to re-evaluate the technology stack you are using to create communications, experiences, and
customer conversations. It's especially important to revisit your communication technology stack as you consider
how, and where, GenAl and other technologies will fit into your technology stack in the future. It's relatively
early in the technology lifecycle for GenAl offerings and approaches. Many organizations, even yours, may get
their first implementation attempts wrong by selecting a technology that doesn’t integrate with other systems,
changes direction after purchase, becomes acquired, or closes. These situations are common at the early phase
of new technologies, so where you choose to incorporate Al into your technology stack is as important as which
technology you select.

It's especially important to revisit your
communication technology stack as
you consider how, and where, GenAl
and other technologies will fit into
your technology stack in the future.

Smart Communicationsinitially decided to bring the promise of GenAl to content generation, by incorporating GenAl
prompt capabilities into any fragment editing experience. This can be used to generate new communication styles
to address more individuals by generation, demographic, jurisdiction, language, or product mix. When combined
with the Editions feature of SmartCOMM, it is easy for users to generate the structural template modifications to
support new types of content and rapidly fill that content with the assistance of GenAl content generation. This
addresses the twin challenges of creating the structure to support more content and the requirement to fill that
content quickly to improve the personalization and relevancy of communications exponentially.

This leaves an important question of what technology is being incorporated into the communication stack. Mature
technologies such as Customer Communication Management (CCM) can have useful lives of over 20 years, with
improvements and upgrades depending on the vendor. Emerging markets generally evolve faster, making larger
pivots, requiring re-integrating to new releases, and experiencing business changes that impact their clients. Smart
Communications has always focused on integration, evidenced by the highly composable product portfolio with
SmartCOMM, SmartlQ, SmartDX, and other offerings. Smart Communication’s approach to GenAl is no different

For GenAl prompt integration, Smart Communications will include access to Generative Artificial Intelligence
technology that our customers can access immediately, experiencing the rapid deployment and instant SaaS
capabilities expected by Smart Communications clients since our first Saa$S offerings in 2012. This Al is accessible
via the full design-time experience as well as the embedded Draft Template Editor, extending Al capabilities to
the Uls of customer-facing employees using your existing systems. This brings in Al capabilities to your existing
systems without extensive rewrites or custom integrations to save you months, or even years, of integrating to
complex core systems.
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Smart Communications chose to offer technology based on the AWS Bedrock GenAl technology, leveraging a
long-term successful partnership that has placed a large investment into scalable, pure Saa$S Al technology with
a proven record of innovation and integration. Choosing the easiest option brings instant access to one of the
world'’s foremost technology providers’ high profile Al solutions. Since Smart Communications is using AWS
Bedrock?, the technology is instantly available, or it can be integrated separately if your technology team wishes
to separately integrate Al technology into enterprise applications.
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Other organizations may choose to “BYOAI” (Bring Your Own Al) and select a preferred vendor for the entire
organization, depending on what team, or teams, manage communications and Al technology. Even if an
organization has multiple teams with multiple GenAl solutions, Smart Communications will integrate with them,
while simply exposing a prompt to the user within fragments, or other relevant areas of the User Interface. If
an organization chooses the BYOAI approach, technology from multiple vendors can be used, vendors can be
changed, supplier mergers can be easily handled, and vendor lock-in can be avoided. This even applies to custom
internal Al solutions. For example, an organization like JP Morgan Chase & Co can integrate their custom internal
Al solution into their communication technology stack.
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Conclusion: Welcome to The Age of Generative Al

The large challenges of customer communication used to reside in the formatting of content for multiple channels
in a growing variety of physical and digital channels. Today’s challenges focus on the proliferation of content
fragments that will be written, translated, and approved for more customer personas, wider ranges of experience
context, and differing levels of urgency. As your organization looks to apply GenAl technology, it may be internally
developed, externally sourced, or a hybrid solution. Your organization may place Al ownership in a CAIO or in
the hands of each project team. Today, Al is evolving quickly, and organizations are adapting almost as quickly.

The chances that your Al technology, organizational strategy, or approach will change are high. “In fact, 60% of
enterprises will likely underperform on their genAl initiatives by failing to engineer connections between data,
Al models, and the genAl applications they adopt or create,” according to a presentation at the IDC Directions
Conference, Crawford Del Prete of IDC summarized in this Computerworld article'. Organizations should develop
deep partnerships with their Al partners, and plan on some pivots.

Smart Communication’s approach of incorporating GenAl prompts that access industry leading GenAl capabilities,
integrate to internal technology, or access your hybrid technology allows your organization to implement GenAl
in the way that is best for your business. If your organization changes its Al approach, a key vendor gets acquired,
or the technology is no longer in line with your goals; the Smart Communications approach lets you quickly pivot
to your new solution. As you lead your business in the age of Generative Al, lead with the confidence that your
solutions will adapt to changes in rules, technology, or business direction. In the age of Generative Al, future-
ready leaders with adaptive technology will always be able to capture the best opportunities.

* *
To learn how your organization can achieve this,

reach out to one of our experts today.

SMART @ www.smartcommunications.com m /company/smart-communications./ , CCMinnovators
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