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At Smart Communications, we understand the 
unique challenges faced by government 
agencies, including outdated legacy systems 
and cumbersome, manual processes that 
hinder efficiency and prevent the delivery of a 
modern, citizen-centric experience.

Smart Communications supports government 
agencies around the world by modernizing their 
communication and data collection processes with 

automated, and secure SaaS solutions. By 
reducing manual tasks and boosting citizen 

engagement, agencies can deliver better services 
efficiently while meeting compliance standards.

By integrating SmartCOMM  and SmartIQ , you 

can elevate citizen engagement, achieve cost 
efficiencies, maximize return on investment, 

and reduce compliance risks.

Explore 5 real-life examples of government 
organizations around the world that are creating a 
SMART future by harnessing the power of our 
modern, centralized SaaS customer 
communications and forms automation solutions.



Smart CommunicationsTM

Challenge:

Commonwealth Superannuation Corporation (CSC) wanted to 
gain a competitive edge over other funds managers while 
navigating stringent regulatory changes. This feat required CSC 
to provide a better customer experience by doing away with its 
legacy communications technology and business processes.

Solution:

With SmartCOMM , CSC was able to transform the customer 
experience by leveraging the cloud communications solution to 
support end-to-end management of all outbound 
correspondence and other documentation production.

Consolidated 15 redundant 
Microsoft Word templates by 
leveraging ‘shared content’. 

Improved the process for 
regulatory compliance 
changes.

Transformed the end-to-end 
customer experience.

SMARTER Conversation #1

Measurable Results:
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Challenge:

An Australian Commonwealth Agency aimed to transform its 
forms into more intuitive, guided user experiences using a 
digital platform. The agency's main objectives were to 
enhance user experiences, ensure compliance, and improve 
process efficiencies for both frontline and back-office staff.

Solution:

SmartIQ  delivered key solutions, ensuring 100% accurate 
and consistent communication while transitioning the agency 
from hundreds of outdated manual processes. It supported 
real-time legislative updates, enabled agile deployment, and 
improved the mobilisation and efficiency of the workforce.

Significant improvements in 
user experience and 
compliance.

Faster turnaround time with 
less manual work.

Supported regular changes 
to legislation with real-time 
updates available for both 
government agencies and 
the community.

SMARTER Conversation #2

Measurable Results:

Commonwealth Agency 



Smart CommunicationsTM

Challenge:

The San Diego Airport Authority was interested in transforming 
complicated permit application forms into adaptive interviews 
to reduce processing times and speed up time to revenue.

Solution:

Leveraging SmartIQ , the department successfully reduced 
costs and—more importantly—the tremendous strain its paper 
applications process had on the staff’s time and resources. 
Furthermore, digitalizing the forms process created a better 
customer experience where applicants are now able to fill out 
the form, sign it digitally, and pay all in one secure portal.

Improved customer 
experience by enabling digital 
interactions.

Reduced cost and time 
burden by eliminating manual, 
paper-based processes.

Reduced application approval 
time from weeks to ~10-20 
minutes.

SMARTER Conversation #3

Measurable Results:
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Challenge:

Wannon Water experienced several problems with their 
paper-based forms. These challenges were most evident 
during the Job Safety Analysis (JSA) – a form-based, 
mandatory risk assessment designed to ensure a job is 
completed safely. The organization receives 
approximately 300 JSAs per month.

Solution:

By engaging SmartIQ and business analysts from FYB, 
Wannon Water was able to replace paper-based forms 
with digital forms while implementing an automated 
workflow and creating data analytics to improve training. 
This resulted in improved safety, compliance, quality, and 
efficiency at the organization. 

Improved cost structure by 
redeploying employees to 
other tasks in the business.

Improved safety standards by 

providing live compliance and 

reporting data.

Eliminated the need for 
scanning, emailing, and 
manual form collection.

SMARTER Conversation #4

Measurable Results:
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Challenge:

A state-based compulsory third party (CTP) insurance 
provider faced challenges with complex, inefficient forms 
that hindered data collection and user experience. They 
needed a solution to simplify form completion, reduce 
errors, and ensure compliance with accessibility and 
industry standards across various devices.

Solution:

SmartIQ  transformed the insurer's forms by enhancing 
user experience, simplifying data entry, and reducing 
errors. Its integration with the organization's systems 
automated data capture, improving efficiency, accuracy, 
and reducing manual input. The platform also ensured 
compliance with accessibility standards, delivering time 
and cost savings through streamlined processes and 
improved operational efficiency.

Improved cost structure by 
redeploying employees to 
other tasks in the business.

Improved safety standards by 

providing live compliance and 

reporting data.

Eliminated the need for 
scanning, emailing, and 
manual form collection.

SMARTER Conversation #5

Measurable Results:

State-based Compulsory Third 

Party (CTP) Insurance 

Provider
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  What Our Clients Are Saying:

Ready to experience the power of 
Smart Communications?

Request a Demo Today

If you're ready to elevate the 

communications and forms processes 
at your organization and achieve more 
like the institutions outlined in this 
eBook, reach out to us for your free 
demo where our experts will help you 

make the shift to creating smarter 
customer conversations.

Request a Demo

“Our implementation time was so quick. We went 
from concept to roll out in just over six months. 
That really speaks to the quality of the products we 
are using.”

—Mike Anderson,
Ground Transportation Manager, San Diego Airport 
Authority 

“Adopting Guided Forms has saved us countless 
hours by eliminating the need to handle permit 
applications by hand.”

—Kimberly DeYoung,
Project Analyst, San Diego Airport Authority

“Communication is such an important piece of the 
customer experience; our customers trust us with 
looking after one of their most important assets, 
and they should feel informed and confident. 
SmartCOMM is helping us to transform the way we 
communicate in line with our customers’ 
expectations. 

SmartCOMM operationalised quickly, 
demonstrating the nimbleness of that platform and 
its ability to keep pace with change. There were 
clear benefits for our staff and customers in that 
initial release.”

—Gemma Zec,
Head of Transformation at CSC

“SmartIQ significantly reduced the applicant 
query rate and additional contact needed to 
clarify information provided from over 80% to less 
than 20% of throughput. This improved 
assessment turnaround times and reduced 
manual processes. 

The success of this first project has resulted in 
SmartIQ being used as the core client-facing 
component on another application process and 
additionally involves data integration to back-end 
business systems. The department is now looking 
to further expand its use of SmartIQ and its 
services across a range of external and internal 
business processes.

—Gary Leifheit,
CIO at Australian Government DIRD

https://www.smartcommunications.com/demo-request/
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1. Industry-leading Expertise

We understand the unique challenges 
that government organizations face, and 
we tailor solutions to address them 
effectively. Our seasoned professionals 
have successfully guided hundreds of 
organizations across various industries 
and are poised to help you do the same.

www.smartcommunications.com

/company/smart-communicaitons./

@CCMInnovators

About Smart Communications

Smart Communications provides the platform that leading 
organizations trust to deliver personalized, consistent and 
compliant conversations across all touchpoints and channels. 
The Conversation Cloud  consists of SmartCOMM  for 
enterprise-scale customer communications, SmartIQ  for digital 
forms transformation, and SmartDX  for trade documentation. 
Over 650 enterprise organizations across the globe rely on 
Smart Communications to simplify and automate complex 
processes and deliver highly secure, frictionless experiences 
across the customer lifecycle.

Why Choose Smart Communications for Your 
Government Customer Conversations?

2. Proven Solutions and Processes
Smart Communications offers 
comprehensive, proven tools and 
methodologies designed to streamline your 
communications and forms processes. From 
system integration to template conversion 
and low-code functionality, our 
sophisticated cloud solutions will have a 
positive impact on your organization’s 
operations.

3. Measurable Results

As you've seen, SmartCOMM and SmartIQ 
have helped our clients achieve tangible 
results, including cost savings, improved 
customer experience, and operational 
efficiency. Our solutions deliver results you 
can measure and appreciate.

4. Tailored Approach

We recognize that no two institutions are 
alike. Our leading cloud solutions are 
customized to meet your organization's 
unique and specific needs. We work in 
partnership with you to understand your 
goals, ensuring a successful approach to your 
customer conversations strategy.

"Professional, accurate and timely communications with customers is key to 
customer confidence in our business. Smart Communications has helped us 
improve on all three aspects as part of our transformation."

—Adam Wagg,
Health and Claims Program Lead, Commonwealth Superannuation Corporation

http://www.smartcommunications.com
https://www.linkedin.com/company/smart-communications./
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