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About the
Company

Business
Challenge

A leading insurance organization handling over 40 million customer
communications annually was operating within a fragmented legacy
ecosystem. Communications such as policy documents, renewals,
endorsements, and notifications were distributed across print, email,
and SMS channels.

Despite its scale, the company faced growing inefficiencies due to
disconnected systems, duplicated processes, and increasing regulatory
pressure. The lack of a unified communication framework made it
difficult to maintain consistency, ensure compliance, and respond
quickly to business needs.

® Template Complexity and Redundancy

The organization was managing more than 400 document templates,
many of which contained duplicated content such as terms, clauses,
and branding elements. This redundancy made updates highly
inefficient. Even minor changes required modifications across
multiple templates, increasing effort, turnaround time, and the risk of
inconsistencies.

® Slow Regulatory Change Implementation

Operating in a highly regulated environment, the insurer needed to
frequently update policy clauses and disclosures. However, due to
heavy reliance on IT and lack of centralized control, implementing
these updates took 6—8 weeks. This delay not only impacted agility
but also introduced compliance risks.

® High Error Rates and Manual Dependency

Business rules were embedded directly within templates, and manual
updates were common. This resulted in an error rate of approximately
3%, affecting communication accuracy and customer trust. Errors
often led to rework, increased operational costs, and higher customer
complaints.

® Performance and Scalability Issues

Batch processing of documents took over 9 hours, and system
performance degraded significantly during peak periods. This
impacted timely communication delivery and strained operational
resources, especially during high-volume cycles such as policy
renewals.



Our
Solution

To address these
challenges, the
organization
implemented
SmartCOMM CCM
as a centralized,
scalable, and
business-friendly
communication
platform.

The implementation
of SmartCOMM CCM
delivered significant
improvements across
operational efficiency,
compliance, and
customer experience:

e Template Consolidation and Modularization

The existing template landscape was rationalized by reducing over
400 templates to approximately 120 modular templates. Reusable
content blocks were introduced for frequently used elements such as
clauses and headers. Business logic was separated from presentation,
making templates easier to manage and update.

® Centralized Content and Rule Management

A centralized rule engine enabled business users to manage and
update communication content independently, without relying
heavily on IT. Version control ensured proper governance, auditability,
and compliance tracking.

e Unified Multi-Channel Communication

SmartCOMM enabled a single-template approach for generating
multiple outputs, including print-ready PDFs, HTML emails, SMS
messages, and portal previews. This ensured consistent messaging
across all customer touchpoints while simplifying the communication
process.

® Performance Optimization and Scalability

SmartCOMM Scaler was implemented to enable parallel processing
of high-volume document batches. Data integration was optimized
to improve processing speed and system responsiveness, ensuring
scalability during peak demand periods.

70% Reduction in Template Volume

Consolidating templates simplified the communication ecosystem,
reduced duplication, and made ongoing maintenance far more efficient.

Accelerated Regulatory Updates

Clause update timelines reduced dramatically from 6—8 weeks to just
4-5 days, enabling faster compliance with evolving regulations and
minimizing business risk.

Improved Communication Accuracy

Error rates decreased from 3% to less than 1%, ensuring higher
consistency and reliability in customer communications while reducing
rework and associated costs.



3x Faster Processing Performance

Batch processing time improved from 9 hours to 3 hours, enabling faster
turnaround and ensuring timely delivery of critical communications.

Reduced IT Dependency

Business users gained direct control over content and rule updates,
allowing faster changes and freeing IT teams to focus on strategic
initiatives.

Lower Operational Costs

Automation, reduced manual intervention, and streamlined processes
significantly lowered operational overhead and maintenance costs.

Enhanced Customer Experience

Customers received accurate, timely, and consistent communications
across all channels, leading to improved satisfaction, trust, and
engagement.

Improved Scalability and Future Readiness

The platform now supports large-scale communication demands
efficiently, ensuring readiness for future growth and increasing volumes.

Stronger Governance and Compliance Control

Centralized management and version control improved auditability,
reduced compliance risks, and ensured better oversight of
communication processes.

Faster Time-to-Market

The business can now launch new products, update policies, and roll out
communication changes significantly faster, improving competitiveness
in the market.

By adopting SmartCOMM CCM, the insurance company successfully
transformed its communication operations from a fragmented, IT-
dependent model into a streamlined, agile, and scalable framework.

This shift not only improved operational efficiency and compliance but
also enabled the organization to deliver a superior and more consistent
customer experience, positioning it for sustained growth in a competitive
and regulated industry.
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BelWo develops, deploys, and manages

Customer Communications Management
(CCM) solutions for enterprises and print
service providers worldwide. As a solutions-
focused partner with deep expertise in

CCM, enterprises turn to us to support
complex CCM initiatives that range from
smaller-scale document applications to full-
scale omnichannel digital experiences. Our
mission is to help our clients meet strategic
CCM goals, add value to every customer
communication, reduce costs and improve the
workflows of mission-critical CCM processes.
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