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SUCCESS STORY
ARAG, ELAINE &
KWSOFT

ARAG, founded in DUsseldorf in 1935, is the largest
family-owned company in the German insurance
industry and the world's largest provider of legal
insurance. Active as a versatile quality insurer in 19
countries on three continents, the Group offers its
customers in Germany not only legal insurance
but also its own unique, needs-based products
and services in the composite and health
insurance segments.

ARAG is focusing on digitalising its customer
communications in order to meet the needs of its
customers.

CHALLENGE

ARAG sends a large number
of transactional documents
to its customers every day.
ARAG is now focusing on the
consistent digitalisation of
its mailings. The primary
goal is to communicate
using modern channels and
in a way that suits customers,
while also using efficient
processes.

This leads to an increase in
the quality of communication,
higher customer satisfaction,
greater use of sustainable
channels and cost savings.

SOLUTION

ARAG digitises document
delivery by integrating the
ELAINE Transactional
Message Hub with the CCM

solution Serie M/ from kwsofte.

The ELAINE Transactional
Message Hub automatically
creates customer-specific
transactional e-mails based
on customisable templates.
The metadata and the PDF
documents to be attached
come from Serie M/.

If ELAINE registers an email
bounce, a postal dispatch
can be triggered
automatically via the M/
series.

RESULTS

+ Significant cost savings
through savings on postage
and material costs

» Secure email delivery
through whitelisting, TLS
encryption and sending via
CSA-certified servers

+ 99% deliverability

+ Increased customer
satisfaction through direct
confirmation of daomage
reports via email

+ 80% open rate
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DIGITISED DOCUMENT DELIVERY:
THIS IS HOW IT WORKS

ﬁ
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HIGHER CUSTOMER 80%
SATISFACTION open rate

THROUGH REAL-

TIME RESPONSES

+ Efficient document delivery: By connecting MUSTER123456789.
Elaine, time-critical documents are

Sehr geehrter Herr Mustermann,

Mit freundlichen Grafen aus Dusseldorf
transmitted ele.ctromcolly o.nd quickly to It ARAG Kunden-Service
customers — with a 99% delivery rate.

. . . i Alles auf einen Blick: Wussten Sie, dass wir dieses Dokument fiir Sie auch in
Improved customer journey: Thanks to direct unserem Kundenportal ,Meine ARAG" hinterlegen?

response to customer enquiries via email, _ ) _ i _
Einmal registriert, haben Sie dauerhaften Zugriff auf alle Nachrichten zu lhren

seamless and responsive communication is Vertragen, Versicherungsscheinen und Schadenmeldungen. Sie kénnen direkt
made possible. . . mit uns kommunizieren, Daten dndern oder Services in Anspruch nehmen
H Ig h Iy persona I Ised Probieren Sie es aus und registrieren sich mit Ihrer Versicherungsnummer MUS-
e ene . . ° ° TER123456789 und E-Mail-Adresse
+ Significant cost savings: By digitising the communication
postal dispatch and simultaneously saving
on postage and material costs. by sending individual messages as a

PDF attachment.

ARAG Rechisschut Schaden Nummer




G R EAT E R AARAG Transaktionsmail Nicht freigegeben  $% () ) Desktop Browser - & Bearbeiten Html

Struktur anzeigen @  Content ausblenden

Artikel Layouts th Pfad
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Kombinationsartikel mit Anrede
B9 Artikel

Inhalt Style Eigenschaften >

* Independent template management: The
Link-Url
marketing team can independently maintain LS e x @

®

[ 1_R- Switchimage_600_300
and edit the transactional mail templates B Atikel Bildlinks
WIthOUt |T Support ) Artikel Online-Version I Anrede
B asdad  untesfogendem Lk Eingabe
2) CEIAED [;alutation id(29)],
 Flexibility in marketing content: ARAG B e e —
[3) Editorial
marketing content can be integrated into B Editorial D — Textarea
templates in self-service. B Edtorl Wi ARAG K oryod
[9) Editorial
[ Editorial Alles auf einen Blick: Dieses [ ariegen wir far Sie orstandiich g H
e auch in unserem Kundenpo
+  User-friendly editor: The ELAINE Message S | L —
Editor mqkes it eqsy to edit templdtes using @ In Ordner speichern () leere Zwischenablage (@ Papierkorb

drag and drop [ [ —




ALL THE BENEFITS AT A GLANCE

COST REDUCTION @

through more efficient processes and QUAL'TY ASSURANCE (ﬁ

savings on postage costs

prior to shipment, by means of automated tests
according to a defined set of rules

ENABLEMENT & a
EFFICIENTCY INCREASE

through IT-independent template
management HIGHER CUSTOMER @
SATISFACTION

by responding directly to reports of damage by
email (80% open rate)

SECURE DELIVERY @

of transactional emails through whitelisting and
bounce management with 99% deliverability

Sustainability @

by sending e-mails in a more CO2-efficient
way
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OUR CUSTOMERS
ABOUT ELAINE

Arno Kircher
ARAG, Head of IT Coordination

‘With ELAINE, we as an insurer have taken an important step towards digital
customer communication by sending documents via email. The
implementation and the start of production were accompanied
constructively and with a hands-on mentality. At the same time, we are still
at the beginning of our journey with ELAINE — there is still a lot more to
discover and expand.’

~ elaine



ELAINE — ALL THE POWER OF DIGITAL MARKETING
AUTOMATION FOR VALUABLE CUSTOMER RELATIONSHIPS

CONNECT AUTOMATE ENGAGE

Seamlessly integrate ELAINE into your i Automate marketing interactions, data Create valuable customer

existing system Iondscope! processing, processes and workflows, relotionships through hlghly
as well as Cqmpqign sequences of any individualised and automated

complexity. communication.
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GET IN TOUCH
WITH ME!

CONTACT

WOULD YOU LIKE TO FIND OUT
MORE ABOUT ELAINE?

STEFAN VON LIEVEN

CEO
stefanvonlieven@elaine.io
0228 - 227797 23

ELAINE technologies GmbH
SHINE WITH BETTER ZanderstraRe 7

MARKETING EVERY DAY 53177 Bonn
+49(0) 228227797 -0

www.ELAINE.io



ABOUT
KWSOFT® &
- THE M/SERIES

GET IN TOUCH kahn & weyh Software GmbH, or kwsoft® for

WITH ME! short, offers leading customer communication
L]
management solutions for company-wide

| written customer commmunication — from creation
Do YO U STI I-I- HAVE to dispatch. The basis for this is the Series M/
MARCO LEVEN standard software, which ensures maximum
Q U E ST I o N s A Bo U T automation, a high level of user-friendliness and
T H E M I S E RI E S’ Partnermanagement kwsoft® an optimal customer experience.
° ool marco.leven@kwsoft.de
i : - at

. ‘ 0151 - 55142270 What does Series M/ do?

Targeting customers with the right message
through the right channel is becoming
increasingly complex and requires a powerful
CCM.

Series M/ meets this challenge with three
perfectly aligned modules and acts as a central
hub for communication and document
processes.

Serie M/

kwsoft
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