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Overview

For more than a century, Commonwealth Superannuation Corporation (CSC) has 
provided Australian Government and Defence Force employees with retirement 
savings and investment management services. Ranked in the top 20% amongst 
global sovereign wealth funds and government pension funds, CSC is recognised as 
a global leader, including in best-practice investment governance and innovation. 

As the default superannuation provider for employees joining the Australian Defence Force and Australian 
Public Service, competing with other funds managers for customers has not been part of CSC’s mission since 
its inception in the 1920s. Yet regulatory changes encouraging customers to actively shop for and choose their 
superannuation provider required the organisation to take a hard look at its customer experience. Attracting 
and retaining customers became a key priority crucial to ensure growth. 

The organisation started a multi-year, cross-functional Transformation Program focused on the customer 
operating model, looking at every touch point across the value chain and evaluating people, process and 
technology elements involved at every stage. According to the Head of Transformation, Gemma Zec, who 
led the Transformation Management Office, the legacy ways of working were highly transactional instead of 
considering the needs of the customer across the retirement planning lifecycle, from account opening to service, 
across every financial product. Redesigning the pension customer journey meant restructuring the workforce, 
revamping business processes and investing in new technology tools. 

It was clear that CSC’s legacy technology stack could not offer the flexibility and nimbleness required and 
expected by today’s customers. According to Zec, CSC had approximately 30 different legacy tools – many of 
them not integrated – that handled parts of a customer journey. The company had no CRM to provide a single 
customer view, which meant customer communications and basic correspondence was fragmented and not 
as personalised as it could be. 

“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.” 

- Gemma Zec, Head of Transformation



Business Solution: Fully Realizing Customer Experience Transformation 

CSC’s goal was to genuinely transform the business, so the transformation team took about a year to prep the 
company for change—developing the business case, setting up a program team, bringing in new skills, running 
the procurement processes and focusing on culture and mindset before diving into execution, Zec explained. 

CSC are taking opportunities to design customer journeys at a granular level, and look at how it needs to 
structure its workforce, what tools needed to be put in place, and how processes are executed to deliver value 
to customers. In addition to selecting a CRM, they needed to select a communications identity platform and 
customer portal. After reviewing competitive solutions, CSC selected Smart Communications’ SmartCOMM to 
support management of all outbound correspondence and other documentation production. 

Why SmartCOMM? Zec noted some key criteria: the platform is cloud-based, business user-friendly, enables 
improved customer experiences across the customer journey, and met the breadth of requirements for CSC. 
The proven integration with Salesforce was also a key benefit. 

Following vendor selection, the CSC team focused on setting up new platforms while simultaneously looking at 
each process and redesigning them with the customer in mind. The transformation team continued to partner 
heavily with the front-line business to redesign each service with an eye toward better customer experience and 
operational efficiency. In particular the team looked for opportunities to eliminate or combine communication 
templates supporting each of its service lines. 

When CSC launched SmartCOMM, it started with five customer letters generated through an end-to-end process 
in the claims management area. Using the concept of “shared content,” the team was able to consolidate over 
15 redundant Microsoft Word templates and deliver greater consistency in communications. The ability to make 
regulatory compliance changes in one spot – and have confidence that it will update every template across 
every line of business – is a key efficiency benefit.  

Combining SmartCOMM and Salesforce will give CSC a 360-degree view of each customer and the communi-
cations they’ve been sent. Before, with the siloed and disparate legacy platforms, an individual could show 
up in multiple areas as a CSC customer of different financial or insurance products. If a customer’s address or 
beneficiary needed to be updated, for example, they had to call each department individually and they’d get 
multiple letters after the change had been made. Now, changes to a customer record can be made in one place 
in Salesforce, and SmartCOMM will generate a single communication. 

This customer experience transformation has allowed CSC to attract and retain customers in the new market 
landscape, created by governmental policies.   

The Solution: SmartCOMM Integrated with Salesforce Financial Services Cloud 

Pure Cloud Deployment
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“When we went live with our first health and claims journey, the SmartCOMM foundation 
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 came from the 
SmartCOMM component and the fact that letters that have long been manual were automated.”

 – Gemma Zec, Head of Transformation
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Future Plans

CSC is continuing its journey toward customer experience transformation and integrating new capabilities across 
the business. The CSC team is also in the process of implementing a customer-facing portal using Salesforce, with 
Smart Communications supporting outbound communication to create an end-to-end ability for customers to 
self-service. The aim is for CSC to be able to send the majority of future communications digitally utilising the 
SmartCOMM solution, aligning with customer preferences and reducing print and postage costs. In addition, 
the team plans to integrate data from its data insights platform to enable true two-way messaging between 
staff members and clients, in real time. 

Smart Communications is a leading technology company focused on helping businesses 

engage in more meaningful customer conversations. Its Conversation Cloud™ platform 

uniquely delivers personalised, 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 

specialising in customer communications management (CCM) with a focus on the 

financial services industry.

“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
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