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* Digital Transformation & Customer Experience

= Conversation Cloud

= Release Highlights

= Pure Cloud AWS

= Conversation History Update
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Digital Transformation is the New Normal ||\|NOVATE

Digital Transformation Made SMARTer

“Which of the following best describes your firm’s digital transformation?”

56% 15% 7% 21%
Currently Investigating Improving but Completed
underway not transforming

Source: Forrester - The Sorry State Of Digital Transformation In 2018 #innovateUS2019
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The Importance of Customer Experience
INNOVATE

Digital Transformation Made SMARTer

o)
12 O‘ “O e
of businesses say that improving the customer Companies that excel at customer experience grow

experience is their top priority (Forrester) revenues 4-8% above the market (Bain and Co.)

O $1.6 Trillion

The estimated cost of customers switching
due to poor service. (Accenture)

1in3

customers will leave a brand they love
after just one bad experience (PwC)

#innovateUS2019
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A Typical Technology Ecosystem INNOVA‘@TE
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X% o

Data A

ECM

Sales & Marketing Systems Business Support Systems / Operational Support Systems

Core Admin ERP Warehouse

Systems Systems Datamart
C=
Campaign _—
Management @ ﬂ \ O/i)\i/i) .
Call Centers Systems of Analytics & Archive
Help Desk Record Bl
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“Alexa...

... tell insurance advisor I'd like to

. ;' :
D

find an agent in my area.”
~ o .. ask insurance advisor what
v Y total vehicle loss is.”
@'\' A .o ’
Veve ... ask insurance advisor what

N & types of insurance Accordant

¢ o Y

Connected Devices / loT

fJown]|

Atx. @8 [ ~N
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The Conversation Cloud Framework INN ov

Digital Transformation Made SM

Connect to 3 e
Party Systems @ arketplace
&
Validated @
- allagate .\
P pivg ins (9 APl
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sMARTCoMi SMARTDX” =)
Shenne @ 360° View
e of Customer

#innovateUS2019

Smart Communications | Innovate 2019



Conversation Cloud Marketplace

Explore validated plug-ins and verified
accelerators.

Detailed listings highlighting minimum
requirements and a functionality overview.

Each listing offers a demo project guide on
how to implement the offering.

Showcasing internal and partner-led plug-ins
to extend the value of Smart
Communications.
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Job Page Redesign

INNOVATE

Digital Transformation Made SMARTer

The Jobs page has
been redesigned with a
new side panel
providing an ‘at-a-
glance’ view of the
selected job. This new
interface allows for
users to quickly browse
the details of their jobs
without having to open
and dismiss dialogs.

Smart Communications | Innovate 2019
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51-100 of 171

In Progress | 0

Name

SF Range Projectid puliJob

SF Range Projectld puliJob

SF Range Projectld puliJob

SF Range Projectid puliJob

SF Range Projectld puliJob

SF Range Projectld puliJob

SF Range Projectld puliJob

SF Range Projectid puliJob

SF Range Projectld puliJob

SF Range Projectld puliJob

SF Range Projectld puliJob

Spooled 0

Completed 102

Stopped 571

Submitted

03/28/2018 12:46:21
03/28/2018 12:46:26
03/28/2018 12:48:05
03/28/2018 12:49:19
03/28/2018 12:49:40
03/28/2018 12:50:02
03/28/2018 12:50:05
03/28/2018 12:50:53
03/28/2018 12:50:56
03/28/2018 12:51:48

03/28/2018 12:51:52

° ]

Queue

Queuet

Queuel

Queue1

Queuet

Queuet

Queuel

Queue1

Queuet

Queuel

Queuel

Queue1

Status

Test

Details Reports

Queue
Processed by
Submitted
Started
Finished
Duration

Progress

Type
Input File
Template Selector

Project Name

Salesforce Record

Document Setting

Queuel
BulkX19_06-D5-28-00-0B-61
03/28/2018 12:50:02
03/28/2018 12:50:11
03/28/2018 12:50:17
00:00:06

3 transactions processed

Transaction File
/mnt/autofs/input/jstewart/inputhealth_check.xml
JobsGridTS (12.0.0)

Health Check

recordOne

docSettingOne
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Output Config Editor |NNQVA'|'El!
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The Output Config EditOr Within <+ Add Job Setup General Settings Barcode
Template Designer has been O e
enhanced across many areas to S

Spooling

allow for handling of advanced use o ETmlv e ATem] camon
Cases inC|Uding: Print Stream Output e 4

N EW FEATU RE AREAS Envelope Output

* Output Handlers * Thresholds e "l

Email Output 0123456789
. ® SMTP CUStom Disk Output include Expression
* Disk Output P i 5 v
rope IeS Custom Output
Value Expression
© Enve|0pe Sort|ng O Dup|eX & BannerS Barcodes $ pageinfo.getChannelProperties()
M Codabar Barcode eight Module width
.Barcodes Heigh Modul dtr
* Custom OUtpUt (Comlng Soon) I POSTNET Barcode 13 mmy o mmy
Wide Factor Quiet Zone Enabled
3 True 4

#innovateUS2019
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Choice List: Data Item Binding INNOV

Digital Transformation Made SMARTer

In addition to setting Data Items as the default value for Changes to content in the Draft Editor...
Choice Lists at Draft time, users may now bind to data
item, ensuring that the choice value and the data item
value are kept synchronised while editing the Draft I
document.

Cover Type: [Third Party Fire & Theft|{Cemprehensive]

. . . ...and reflected in the Choice List and vice versa
« Works for both single selection and multiple

selection Data Iltems

Cover Type

« Works with any type of Data ltem

« Multiple bindings supported, providing Choice O Third Party Fire & Thef
Relation type functionality

#innovateUS2019
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Choice List: Descriptions

INNOVATE

Digital Transformation Made SMARTer

Choice List and Choice Descriptions are now
exposed separately from the choice title in Draft
Editor. This will allow for additional information
to be displayed about the Choice or Choice List
without using any more screen real estate.

These have also been exposed for editing in
Template Editor

This allows for a more forms-oriented user
experience when working with Drafts

Smart Communications | Innovate 2019

Please select the cover type that the user has
* Comprehensive cover covers all of the parties losses
* Third Party Only cover covers only third parties

* Third Party Fire & Theft covers third parties and losses through criminal actions and acts of god

#innovateUS2019



Choice Lists: Track Net Changes “\"\.mm‘-rgi

Digital Transformation Made SMARTer

Cover Type Cover Type

O Comprehensive Sorppfebepsve

NEW SELECTION MADE

Third Party Only Third Party Only

© Third Party Fire & Theft

Third Party Fire & Theft

Cover Type Cover Type

You have selected: Comprehensive cover. You have selected: Third Party, Fire & TheftCemprehensive cover.

ONLY THE NET CHANGES ARE REFLECTED IN THE DRAFT EDITOR

Choice Lists can now track Net Changes in Drafts

Changes between Choice List values will only have the net changes between the
content highlighted as differences, as opposed to the entire choice content being

marked as inserted for a newly selected choice, or deselected for an unselected choice.
#innovateUS2019
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Minimum/Maximum Values
INNOVATE

Digital Transformation Made SMARTer

Draft Editor will now enforce the minimum
and maximum values set in the Data Model
for dates and numeric values.

This will ensure that any user entered values
are within the valid range.

SC19 Handover

SC19 is due to be released to Customer Preview on Monday August 13th and will be live in produc

It creates a mezh rrpre form-like” experience i B ]
for users and simplifies the process of
working with Draft documents.

#innovateUS2019
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Draft Editor Themes

INNOVATE

Digital Transformation Made SMARTer

To help integration within other
applications, there is now an
additional light theme for use with
Draft Editor.

The light theme is designed to
complement the existing dark
theme to provide users the option
to select the most appropriate
theme for their application.

Themes are configured from the
Draft Editor API, with the existing
dark theme being the default.

uncar the laws of England anc Wake
Party A") {"Party B9

Tannaton Provisns

Spectud Drenty
*Spechied Lring maan “Afkates” i mirton te Party A and Pacty [ for B gumpens of the “Detaut Under Specfed
THIGACRON Droveiedn (SOc10 Saxy) »

Semestund Trin s teon
Soeoted Tiarascton wil bave Be meuwg ioechied » Secton 14

Sowcilmd Transaton.
Spectiod Tiaraacton wil Aawe 1he maaing Ieched I SHCcSon 14 and wil 30 NCkade Se0sres Dwnps 83 detrad
the Porfohs Seags (Randad Terme) Arves atcred Parety
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Copy and Paste improvements

INNOVATE
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Copy and paste from supported versions of Microsoft Word to the
Template Editor and Draft Editor has been enhanced:

* New Style matching functionality will attempt to match styles based
on matching their names from MS Word and the user’s Styleset.
Headings will be matched based on heading level.

« Copying of Individual Images will now bring the image across to the
document. Copying an image and other content will represent the

image as a placeholder, allowing the user to quickly upload the image.

« Subscript and Superscript content will match on styles named
‘Subscript’ and ‘Superscript’ respectively.

Smart Communications | Innovate 2019
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Suggestions

INNOVATE

Digital Transformation Made SMARTer

Data Items may now be defined to have Suggestions. Similar to
Enumerations, Suggestions allow for the user to be presented
with a list of possible values. Unlike Enumerations, these values
are not exhaustive, and the user may choose their own value for
the Data Item by simply typing it in.

Suggestion Data Items are configured within the Data Modeller
and can share the same Schema definition as Enumerations,
allowing an Enumeration to be turned into a Suggestion for
interactive use cases.

Smart Communications | Innovate 2019

Sydney

New York

Paris

Sydney
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Editions Previewer

INNOVATE
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Template Editor’s Preview
functionality now allows users
to control preview attributes
while testing templates

The Messages panel has been
redesigned to give a cleaner
collapsed view, as well as
providing enhanced
information including CJP and
User Keys © vessooes

Message level can be defined
to hide messages of a low
importance

English {Uniled Kingdom)' (1) CHANNEL: Print BRAND: ‘Innov

Smart Communications | Innovate 2019

&V Innovatelnsurance

1063 Centennial Park

WD6 3XX

A 7

Render Waming The contents of fo:region-before on page 1 exceed the available area in the block-progression direction by 16000 millipoints. (See
position 1:1991)

vate Personal Insurance’ (150800000) EFFECTIVE DATE: 08/02/201 :}:‘ﬁ? Waming 1) Exception

Channel

Print

Language

Idiom

Any

Brand

Effective Date

Message Level

Information

English (United Kingdom)
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3ote B 5532
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#innovateUS2019



Scriptable Template Selector Editor
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Template Designer users can now  EEEEEES A

< Add Match Element...

create and edit Scriptable o
Template Selectors.

The new editor uses our text editor
which is also used within Template
Editor including the capabilities of
the functions library and allows the
user to define multiple scripts
relating to each match element
they wish to use for their Template
Selector.

Smart Communications | Innovate 2019
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Draft Editor: Right-Click Menu “\"\m\m‘-r.glb

Digital Transformation Made SMARTer

Draft Editor users may now interact
with their Drafts by using the context
sensitive right-click menu which
presents relevant actions at the
mouse pointer position.

Communications Health Check
This is a test documant for and 0 usSed 10 Prove that the tempiat

This is an example bullet list

This is an example Ti e
bies in the template JUthoring X iese

This feature is very useful for

working with tables, where context e =
sensitive actions can reduce time e e CrtRk M o s S Bt o e on
spent editing. ket e

#innovateUS2019
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Draft Editor: Dismiss Exceptions

INNOVATE
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Users of Exceptions in the Draft
Editor can now dismiss individual
Exceptions.

This allows for users to keep track
of their progress through the
Exceptions within their Draft.

The underlying TML can be post-
processed as part of the external
user workflow ensuring that critical
parts of the document are actioned
by the user.

Smart Communications | Innovate 2019

e M B 8§ = A ?

magna-aliqua.
Ut-enim-ad-minim-veniam,
quis-nostrud-exercitation-ullamco
laboris-nisi-ut-aliquip-ex-ea
commodo- |

undo

5

€© Example Exception Please review excoplion

Bonjour-Monde{’

“Sed-ut-perspiciatis-unde-omnis-iste-natus-error-sit-voluptatem-accusantium-doloremque-laudantium,-totam-rem-
aperiam,-eaque-ipsa-quae-ab-illo-inventore-veritatis-et-quasi-architecto-beatae-vitae-dicta-sunt-explicabo.-Nemo-

enim-ipsam-voluptatem-quia-voluptas-sit-aspernatur-aut-odit-aut-fugit,-sed-quia-consequuntur-magni-dolores-
e0s-qui-ratione-voluptatem-sequi-nesciunt.-Neque-porro-quisquam-est, -qui-dolorem-ipsum-quia-dolor sit-amet -
consectetur,-adipisci-velit,-sed-quia-non-numquam-eius-modi-tempora-incidunt-ut-labore-et-dolore-magnam-
aliquam-quaerat-voluptatem.-Ut-enim-ad-minima-veniam, quis-nostrum-exercitationem-ullam-corporis-suscipit
laboriosam, -nisi-ut-aliquid-ex-ea:commodi-consequatur?-Quis-autem-vel-eum-iure-reprehenderit-qui-in-ea-
voluptate-velit-esse-quam-nihil-molestiae-consequatur,-vel-illum-qui-dolorem-eum-fugiat-quo-voluptas-nulla-
pariatur?”

“Lorem-ipsum-dolor-sit-amet,-consectetur-adipiscing-elit,-sed-do-eiusmod-tempor-incididunt-ut-labore-et-dolore-
magna-aliqua.-Ut-enim-ad-minim-veniam,-quis-nostrud-exercitation-ullamco-laboris-nisi-ut-aliquip-ex-ea-
commodo-consequat.-Duis-aute-irure-dolor-in-reprehenderit-in voluptate-velit-esse-cillum-dolore-eu-fugiat-nulla
panatur.-Excepteur-sint-occaecal-cupidatat-non-proident,-sunt-in-culpa-qui-officia-deserunt-mollit-anim-id-est-
laborum.”

#innovateUS2019



Data Item Change History

INNOVATE
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Improved representation of
document edit history—previously
updates were recorded as deletions
and insertions.

All changes to a data item are now
wrapped inside the same change
element.

This improves the Draft as a tool for
data capture and also facilitates
much more robust data extraction.

Table of Contents:
2

Insurance Document

e in [LoadoaParis

All change history is tracked within the

e \ same change element
This is an example of a Bullet List

john]

This is an example of a Table

Name

NOTE: This change has resulted in updates to the Draft TML. Please refer to the product documentation for more information.

Smart Communications | Innovate 2019
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Template Editor: Side Panel INNov

Digital Transformation Made SMARTer

The side panel in Template Editor eSS I
has been redesigned using our

SmartUl user interface design
language. Users can work more
efficiently with the new, cleaner
Side Panel interface.

T 0

Communications Health Check

This is an example bullet list

#innovateUS2019
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Improved Export and Import

INNOVATE

Digital Transformation Made SMARTer

Project Dashboard Export now
supports folder export.

All Exports now have two new
options:

« To select only released
resource versions

 To select related resources

Export and Import dialogs have
had their interfaces improved.

Smart Communications | Innovate 2019

1. Expor projects or folders

= nusca
BB Domo Ace:

Inciide resources that are referenced by the selected resourc

2. Exportreeased resourcas anly

3. BEviport referenced resourcas

#innovateUS2019



Template Editor: Advanced If Rules INNov

Digital Transformation Made SMARTer

Users can now create Advanced
If Rules within the Template
Editor using JavaScript.

This allows users to utilize the
SmartCOMM function library as
well as any custom functions
defined in their Document Script
or Script Library.

#innovateUS2019
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HTML Preview Area Mouse Resize INNOVATE
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When previewing HTML Sl

< Template @ Preview Draft Health Check HTML with Enclo 4 Human Resources Sample Dat 4 107 > & O

te m p I ateS ! u Se rS a re n OW e - ’ Custom Size 4 [ 759 x 488 € pata = Preview Options
able to use the mouse to =
resize the preview, SMART

Vv Offeree

Forename: William

aIIowing them to quickly Health Check for HTML with Enclosure

This is a test document for and used to prove that the template authoring Title: Mr

- - environment is working as expected. It is a very simple document, and shows a few features to prove
AddressLine1: The Round House
l I I I l I I I C e Scree n that the system is working

AddressLine2: 3518 Dennison Drive

. .
reSO I u tl O n Of a n y d eVI Ce = Bullet list item one is very long and extends past the end of the line. Bullet list item one is very Chyen.Dicgo
.

long and extends past the end of the line. Bullet list item one is very long and extends past the Country: U.S.
end of the line

= Bullet list item two is short ZipCode: CA 94519

= This is the in the list—it's actually a separate list, although in this case joins DateOfBirth: 1961-10-21

seamlessly to the list above
1d: 98098

This is an example of a Table

Tables in the template authoring environment can be very sophisticated, or just simple list this one

PreferredChannel: Print

PreferredLanguage: English

Sex: Male
Email: test@smartcommunications.com

v Job

Position: Operations Director

#innovateUS2019
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Template Editor: Automated PDF Bookmarking — ov

Digital Transformation Made SMARTer

Template Editor users can
configure their Templates to now
automatically create Bookmarks in
their PDF Output.

Bookmarks can be configured to
be generated on individual
Sections and Enclosures, or they
can be applied to all Sections and
Enclosures through the use of a
Channel Job Property.

Communications Health Check

For Advanced Template Designer (ATD) users, this new functionality requires the latest
SC20 ATD to be installed to preserve customized Section names.

#innovateUS2019
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Support for OAuth 2.0

INNOVATE

Digital Transformation Made SMARTer

All public APls can be accessed in a secure fashion using
the OAuth 2.0 authentication standard.

This will provide support for those customers who are
routing requests through a Web Proxy that only supports
OAuth 2.0 and third-party applications which only have
OAuth 2.0 support.

OAuth 1.0 is still fully supported and in many cases is still
preferred.

This new functionality will be made available in a patch release of the product.

Smart Communications | Innovate 2019
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2012: First Generation: Co-located Cloud

— Four global data centers including DR

— Fully multi-tenant for simplicity of maintenance
— On demand and interactive use cases only

— Full set of compliance standards

— Uses Smart Communications’ hardware




T

2014: Second Generation: Hybrid Cloud Appliance
*

— Software virtual appliance linked to our cloud

— Data pathways remain inside customer firewalls

— AIll CCM use cases supported

— Uses combination of Smart Communications’
hardware and customer managed containers

— Unlimited volume capabilities




2018: SmartCOMM Pure Cloud AWS

INNOVATE

Digital Transformation Made SMARTer

SMARTCO!
+

amazon
webservices™

Smart Communications | Innovate 2019

Elastic Scalability (up and down) based on peak communication
needs with global data center presence: North America, APAC
and Europe

Enterprise security, robust back-up and disaster recovery

Enterprise Scale for all Interactive, OnDemand and Batch
use cases

Designed to run on AWS, and leverage the wider array of
Amazon services including S3

Reduced TCO, access to innovation, and avoidance of lengthy
upgrades

#innovateUS2019
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Conversation History

Smart Communications | Innovate 2019

INNOVATE
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Listens and Stores

Tags Actioned
External Events

Analyses Events
During Content
Assembly

Aggregates Insights

#innovateUS2019




Conversation History Example

Welcome Kit No Response Next Conversation

: it Reminder Customer
Sent via After 48 Communication  Hjstory Polled Email Sent Engages
Email Hours Readied With Original

Welcome Kit

Smart Communications | Innovate 2019



Please Share Your Feedback!

INNOVATE US 2019

Visit the P— . Description

demo kiosks SMARTCOMM |
to learn more! for sabesforce
Smart Communications CEO James Brown

welcomes attendees to INNOVATE 2019 and sets
the stage for an exciting two days of learning how
to make digital transformation SMARTer!

Speakers

James Brown
Chief Executive Officer, Smart
Communications

Speaker

Surveys

Ed - .
[E] session Rating

INNOVATE

SMART

Overall Event
Survey

vy
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