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SMARTer Digital Conversations 
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A SMARTer Conversation 

Customer Information

Customer

CORE SYSTEM DATA

Sample Use Cases: 

• Applications

• Policyholder Servicing

• FNOL

Customer Communication 

Management

web

pdf

social

video

mobile

xml

email

archive

print

fax

voice

other

Forms 

Transformation

Adaptive Interview

Powerful Data Integration / 

Transformation

Workflow & Approval
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Introducing Adaptive Interviews

Confidential
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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 forms transformation solves 

this issue

DIGITAL PROCESS WITH ADAPTIVE INTERVIEW

Smart Communications | Innovate 2019
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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/corporate/individual/etc.)

6 different options for submission

Reserved areas for internal use only

Multiple workflows based on 

instructions

Multiple geo/state variations based 

on input

The Forms Challenge

https://eforms.metlife.com/wcm8/PDFFiles/31163.pdf
https://eforms.metlife.com/wcm8/PDFFiles/31163.pdf


Scale the Conversation™

Business Owners Insurance Application

CUSTOMER PROBLEM

• “I need to get coverage for a new rental 
property I’m purchasing”

• CURRENT PROCESS: 3-5 DAYS

- Download 4 page form from website or email

- Print and fill form

- Scan completed form

- Email/mail completed form to insurance carrier

- Information rekeyed into rating system

- Agent rates coverages

- Agent creates an application with a quote and sends to 
insured for signature

- Additional binding coverage form created for signature

New process: Under 5 Minutes
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A New Customer Experience to Drive Value 

Smart Communications | Innovate 2019
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There are a variety of use cases across 
different industries

Common Insurance and Healthcare use cases include:

- New Account Opening

- Quotes / Proposals

- Claims First Notice of Loss

- Change of Beneficiary

- Policyholder Updates

- New Business Applications

- Employee Onboarding

- Agent Communications

- Forms Transformation

- New member enrollment

- Member Servicing

- Claims Appeal Process

- Customer Onboarding

- Provider Contracts

- Licensing and Credentialing
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A Complex and Changing Insurance Landscape

Awareness Information

Personalized Outreach

Proposal

Quote
Distribution Channel 

Management

Policy Issuance

New customer 

onboarding material

Alerts

Policy changes

Billing

Claims Correspondence

Renewals Agent servicing

Awareness Consideration Purchase Implementation Retention Advocacy

ACQUIRE ONBOARD SERVICING

Acquisition Challenges Onboarding Challenges Servicing Challenges

• Increasing cost per acquisition

• Quote to issue turnaround time

• Changing customer demographics

• Changing customer buying behavior

• Differentiating brand and product in 

a price driven environment

• Multi distribution channel pressure

• Slow processes

• Lack of data insights

• Data inaccuracies

• Difficult to change transactions

• Exposed risk

• Non-compliance

• Lack of data clarity

• Legacy systems

• Regulation and compliance 

challenges

• Manual processes that are not digital 

first for agents or customers

Application

New Product Offerings 
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The Opportunity - Forms “Re-imagined”

Smart Communications | Innovate 2019
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Claims Demo Scenario - FNOL

AUTHENTICATION

CORE SYSTEM

CRM BPM ECM ERP OTHER

CUSTOMER
FNOL

CONIFIRMATION

CLAIMS 

SERVICE REP

MOBILE 

ADAPTIVE 

INTERVIEW

EXPERIENCE

3RD PARTY SERVICES AND DATA

VALIDATION

AUTHENTICATION

FRAUD 

DATABASES

SYSTEMS OF RECORD

SMART COMM 

DRAFT EDITOR

CALL
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DEMO

Auto Claims
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Reduce Risk and Improve Compliance

- Validate and authenticate known and unknown information relating to the claims 

Accelerate Time To Market

- Use data captured from claimants to directly trigger and personalize in a Smart 

Communication authored communication 

Enriches the Claims Experience

- Provide interactive, mobile friendly experiences for FNOL and Request for 

Information

- Enables and in-the-moment claims experience

- Only ask for information that we don’t already have from the claimant

- Start and finish the process from any device

Increase Efficiency and Reduce Operational Costs

- Reduction in call center costs through digital data capture

SMARTer Together

Empower Business Owners

Modern drag & drop designer tools reducing dependence 

on IT
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Get SMARTer Fast

LIGHT

• Fully Adaptive Interview –

integrated with Smart 

Communications

• Simple workflow and routing

• Connect to internal data base

• Export data to file format of choice 

(CSV, XML, Excel, etc)

• Self-contained single use case

Go Live – 4-6 Weeks

MEDIUM

• Everything in Light +

• Advanced workflow and routing

• Integration with multiple internal 

and external data bases

• Read/write with external and 

internal databases

Go Live – 6-8 Weeks

FULL SERVICE

• Fully automated application from 

start to finish

• Multiple advanced workflows

• Integration with multiple data 

sources and web services

• Multiple languages / multiple 

jurisdictions

Go Live – 8-12+ Weeks
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Questions

More information: 

https://www.smartcommunications.com/smart-communications-acquires-intelledox

Contact Kate McDermott with questions and to schedule a time to talk further about your scenario:

kmcdermott@smartcommunications.com

https://www.smartcommunications.com/smart-communications-acquires-intelledox
mailto:kmcdermott@smartcommunications.com

