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• Intelledox adds cloud-based digital customer 

experience capabilities to the Smart Communications 

portfolio.

• It transforms legacy forms and processes into digital 

and mobile interactions, with:

• Prefilled adaptive interviews, for real-time data 

capture any time/any device

• Built-in workflow automation

• Connectors to systems of record

• Integration to CCM, eSignature and content 

archiving
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SMARTer Digital Conversations 

More meaningful 

communications that 

match customer 

expectations

throughout the  

lifecycle

More adaptive, 

personalized, and 

relevant two-way 

conversations

Automation and 

transformation of 

business 

systems and 

processes

Exceptional 

end-customer 

experiences

Increased 

value via cost

and time savings
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The Challenge:  Eliminating PDF Forms as the Customer Experience

TRADITIONAL FORMS 

PROCESS

• Large libraries of filed forms in PDF and unable 
make these processes mobile accessible

• Maintaining forms for regulatory compliance is 
difficult and delays time-to-market

• Not Intuitive – Forms require training to 
complete and often challenging instructions

• No connectivity to data or core systems 
requiring duplication of data collection

• Lacks Intelligence and Data Validation leading 
to “Not In Good Order” (NIGO)

• Saving data from PDF forms requires 
expensive Adobe Licensing or manual rekeying

Intelledox next-generation adaptive forms

eliminate these issues

DIGITAL PROCESS WITH ADAPTIVE INTERVIEW
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PHYSICAL ELECTRONIC DIGITAL

FACE TO FACE

PAPER FORMS

MANUAL PROCESS

ERP SYSTEMS

WEB FORMS
CRM SYSTEMS

EMAIL

AUTOMATION

ADAPTIVE

CONNECTED

INTELLIGENT

The Digital Maturity Curve: Where are you?
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Assess Current Challenges

• Different Experiences based on browser choice

• 26 separate “if” business processes over 9 pages

• Multiple Attachments Required

• 5 different signature options (trust/corp/individ/etc)

• 6 different options for submission

• Reserved areas for internal use only

• Multiple workflows based on instructions

• Multiple State variations based on input

The Challenge
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The Opportunity - Forms “Re-imagined”
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A New Customer Experience to Drive Value 
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The Steps to “Re-imagine” the Customer Experience

POLICY BILLING CLAIMS RATING MANUAL
RATER

VALIDATION

AUTHENTICATION

OTHER

WEB SERVICES

COLLECT CONNECT COLLABORATE INTEGRATE

Insurance 

Carrier

Underwriter

InsuredAgent

Inspector

Data

Office 

Files

CCM

ADAPTIVE 
INTERVIEWS

CUSTOMER AGENTS
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Opportunities: Claims Use Case (Travel)

1. Interactive (Claims)

2. On-Demand (Quotes/Proposals)

3. Collaboration (Negotiated Contracts)

4. Servicing (Account maintenance, 

Self Service) 

5. Applications (On-Boarding)

6. CRM (SFDC, SugarCRM, 

Dynamics)

7. Migration Studio (AI)

web

pdf

mobile

xml email

print

File

Claim
Adaptive

Interview

ERP BPM CRM

Customer

• Multi-Device Support

• Smart Communications/Intelledox 

Integration

• Conversational Interview

• Custom Branding

• Upload photos

• Capture Data

• Conditional Questions

• Geolocation
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Opportunities: Applications (Motor Insurance)

1. Interactive (Claims)

2. On-Demand (Quotes/Proposals)

3. Collaboration (Negotiated Contracts)

4. Servicing (Account maintenance, 

Self Service) 

5. Applications (On-Boarding)

6. CRM (SFDC, SugarCRM, 

Dynamics)

7. Migration Studio (AI)

Online Quote
Customer Accepts 

Quote

Customer receives 

quotation summary on 

screen

Policy Documents 

an Invoice sent

On-line Adaptive

Interview

Communication Workflow Communication
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Digital Closing of Title Insurance

Immediate value: More than 1 million 

transactions going live out of the gate

• Customer application time reduced from 10 days to 1

• Escrow officers cut process time > 50%;  from 48 to 

20 minutes per application

• Digitization of data collection and integration with 

legacy + external systems reduced not in good order 

(NIGO) rates from 12.5% to 4%

~$4 billion
title insurance 

revenue

90% 
Faster Application 
Turnaround Time

60% 
Improved

Mortgage Officer Productivity 

32%
NIGO 

Improvement

Multiple forms Records Search Title Examination

Reviews

Digital

Interviews

E-sign

Traditional Title Application Journey:

Forms, Paper and Time Intensive

New Digitally Enabled 

Title Application Process 

Challenge: How to close faster and deliver a seamless customer experience and reduce fraud 

Solution: Enable digital transformation of their closing process

Results: Superior service & significantly increased productivity

Leading US Provider of Title Insurance and 

Property and Mortgage-Related Services

~3,000 open 
orders 
per day

Documents

Complete

Clear to Close

Example in Customer 

Acquisition
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• Accelerate turnaround time to complete new 

policies by as much as 90% and increasing 

revenue

• Slash incomplete and NIGO error rates from 

35% to less than 2%

• Launch new products faster by reducing 

development time by more than 75%

• Improve customer service and reduce support 

calls by as much as 55% a

• Improve agent productivity by 60% or more 

High-Level Ways Insurers 

Measure the Business Value 

of Digital Transformation
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