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Introduction

Andrew Hellard — Product Marketing Manager, GMC Software

10 years experience in insurance
= Experienced with both Property and Casualty and Life insurance

= Managed full legacy Customers Communications Management migration at a $1 Billion USD Property and Casualty insurer

15 years experience in technology
= Team and project leadership in insurance and marketing
= Web-based insurance application development for both customers and agents
= Mobile application development using multiple frameworks

Education and Certifications

= Electronic Document Professional — Xplor International
= Masters in Business Administration — The Ohio State University
= Management Information Systems, B.S. — Miami University
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What is digital insurance?
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Insurance ClOs worldwide have
identified digital transformation as the

most disruptive factor for their 1
industry

Gartner — Predicts 2016: New Technologies and Business Models Will Drive Digital Disruption in Insurance
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Figure 1. Transforming Into a Digital Insurer Overview

Drivers Business and
for Change IT Transformation

BigData ———p
Cloud Computing ————Jp»
Digitalization ——p»

Competition —pp»

Life
and
P&C Insurance

Consumerization ——Jp»

Mobility

Regulations ———p»

Social Media —————

Source: Gartner (January 2016)
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Digital Insurance

Digitalization

Enabling digital transactions
to improve margins or
optimize operations

7 2016 - © GMC Classification: PUBLIC

Digital Business
Generating new revenue or
creating new customer
experiences
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Digital Insurance

Digitalization of New value New
@ existing processes @ Propositions @ competitive
| i . positions
- Stage } Stage } Stage } Stage } Stage ,
1 2 3 4 5
@ [ _
New digital New operating
revenues and models

experiences
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Insurer Returns 2011-2013
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Source: Gartner, Best Practices for Developing Digital Leadership in Insurance
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Gartner Predicts 2016: digital insurance

= By 2018, more than 50% of life and P&C insurers worldwide will
partner with or acquire insurance technology startups to secure
their competitive positions.

= By 2018, 15% of insurers will deploy smart machine technology to
improve profitability and customer experience.

= By 2019, telematics adoption will lead to overall personal auto
insurance premium income reduction of 20%.
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Gartner Predicts 2016: digital insurance

= By 2018, at least 5% of life insurance companies will offer pay-as-
you-live products.

= By 2018, escalating IT debt will force more than 100 insurers to
restructure, be acquired, outsource their IT operations or go
bankrupt.
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Technology challenges to digital
Insurance
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Technology Challenges

= “IT debt" is the cost of clearing the backlog of maintenance that would be required
to bring the corporate applications portfolio to a fully supported current release
state

= Gartner estimates that the global IT debt in the insurance industry has grown to
more than $110 billion, while insurance IT budgets have remained largely flat.

= Gartner estimates the majority of insurers across the globe still run more than 50%
of their core insurance applications on legacy systems.

= Latin America IT budget increases lag the rest of the world
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Figure 3. Insurance: IT Spending as a Percent of Revenue
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Mote: The value for 2016 is a projected figure, and is based upon projected 2016 IT budgets provided by Gartner clients.

Source: Gartner IT Key Metrics Data (December 2015)
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Figure 10. Insurance: IT Operational vs. Capital Spending
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m Capital = Operational

Source: Gartner IT Key Metrics Data (December 2015)
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Figure 8. Adoption of SMART Technologies, Latin America vs. Global
Latin America

Thinking Machines

Robotics

Augmented Human

3D Printing

Sensor/loT

Global

Thinking Machines

Robotics

Augmented Human

3D Printing

Sensor/loT

m Not relevant right now = On the radar, but no action planned
= In midterm or long-term planning u Actively experimenting
Have already invested and deployed
Values represent the percentage of respondents and may not total 100% due to rounding. IoT = Internet

of Things

Source: Gartner (January 2015)
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28%

Insurance leddsus@cnsioldd Widir wighnrifationas tigitaldigidsdgyprogressive
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1. High failure rates in insurance legacy modernization challenge CIOs — Gartner Research 2014
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How can we meet customer digital
needs in this environment?
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Customer communications in
digital insurance
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Insurance is a promise, not a product

Nature of insurance requires documents

Outbound communications are the only interaction many
customers have with their insurer

Most customers have so little contact with their insurer that each
communication is a moment of truth

Communications must be a part of any insurers customer
experience strategy
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e [nsurer to customer

Connection e Broker to customer

e Technology
e Personal

Experience
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The Mexican Digital Customer

" 62.5M smartphone users

59.8% of mobile phones are smartphones
" 41.4% smartphone user growth from 2014
= 65M internet users by end of 2015

Oe0000000

Source: The Competitive Intelligence Unit, August 2015
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Figure 13: Consumer satisfaction with outbound communications

Asia
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Source: EY, Global Customer Insurance Survey 1
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Figure 1.4: Use of Channels at Least Once a Month, by Age and Region (%), 2015

Customers Using Traditional Channels at Least Once

a Month, by Age and Region (%), 2015

Customers Using Digital Channels at Least Once
a Month, by Age and Region (%), 2015

PP Gap PP Gap
30.7% 37.1%
G =3 e ez |
) 33.6% 39.5%
MNorth America m Morth America m
26.6% 2.1%
Europe m Europe m
. . 46.7% 58.7%
Latin America m Latin America 221
30.5% 34.6%
Developad 25.7% Developed
Asia-Pacific 17.7% m Asia-Pacific
Developing 40.8% Developing
Asia-Pacific 24.65% m Asia-Pacific
W GenY
m (Cihers
Mata: 1. Qusstion asked: *How often do/will you usa the folowing channets for your msurancs needs? Frequency of Use: Weskly, Onca a Month, Once in Thres Months, Twice a Year,

Yaarly, Never™; The values considerad for the abowe charis ams Weekly and Onca a Month
2. Traditional channals include Agent, Broker, Bank, and Phone; Digital Channals nclude Intermneat-PC, Intermet-Mobile, and Social Madia

Sourca:  Capgemini Financial Servicas Analysis, 201 5; Capgemini Vioice of the Customear Sumvey, 2015

Source: CapGemini, World Insurance Report 2016
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Figure 1.6: Positive Experience in Channels, by Age and Region (%), 2015

Positive Experience in Traditional Channels,
by Age and Region (%), 2015
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Sourca:  Capgemini Financial Senvices Analysis, 2015; Capgemini Voice of the Customer Survay, 2015
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Figure 1.8: Number of Customers Likely to Purchase Insurance from Technology Companies, by
Age and Region (%), 2015

60%
48.0% 47 2%
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2
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Mote: Question asked: "On a scale of 1-7, how likey would you be to purchase insurance policies from top technology brands such as Google, if they foray info insurance™?; Ratings 6 and 7 are
shown in the chart
Source:  Capgemini Financial Sanvices Analysis, 2015; Capgemini Vioice of the Custormer Survey, 2015
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What would be a better way?

Connection Experience

e Communications are e Customer chooses
personal and relevant engagement channel

e Personalized messaging e Not dependent on
on communications physical mail

e Customers feels that e Conversion in minutes,
the company not days or weeks
understands his needs e Minimize customer

frustrations
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Agents and Brokers

Agents are a critical part of the customer
experience

Agents have the most contact with customers

Agents are struggling with digital transformation

Insurers must help agents with this transformation
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How can GMC Software help?

SSSSSSSSS



Femw
o uy,
N
A0 o

Customer Communications Management

M""”ﬁu

Solution enabling the creation, management and delivery of
personalized outbound communications across many
channels and formats.

: CONFIDENTIAL
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Policy System

EE=e
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Meet digital customer’s expectations

Refine the
customer journey
Engage and optimize
consistently, moments of truth
Drive clients to create
lower-cost, multichannel
Digitize legacy higher-impact experiences
paper processes channels
Optimize every (e.g. digital
touchpoint onboarding)
Marketing, quotes,
policies, contracts,
claims correspondence,
loyalty programs,
renewals, notices
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Browser-based Interactive

6 @ localhost:8080/interactive/?7id=109e2943-c75d-4d4e-bT7a-d7eb3bd2d7 c Q, Search

S

|

wB 9 3 A D

Arear 1 . Content
roicy noTer: ropert wnes
Claim Number: 58438
Mr.
Robert Miles
14024 Northeast 4th Street
Seattle, WA 98101
Getin Touch g Claim Summary
okl
We are available to deal with = Accident Claim Number. 58438
your requirements on the i Incident date January 31, 2012
phone 13237537473 Mileage of your vehicle

March 7, 2016

Response to Claim Payout Enquiry

Dear Mr. Miles,

v regarding the payout issued subsequent to the accident

claim 58438, reported on 2012/1/31.

Before | move to the payout explanation, let me assure you that when settling insurance claims Vital
Insurance p ds in full pli th applicable federal and state laws, General Terms and

Conditions and the terms and conditions of your Full Auto Insurance policy (hereinafter T&C).

Payout Explanation

The damage to your vehicle resulting from the reported collision was considered total. Thus, in

Client's Title
Salutation

E= Contacttype

Select a type of a contact used by the
customer.

(") Phone The customer contacted the Vital
Customer Center by phone.

() Email The request was sent by an email.

(®) General The other way of contact.
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Browser-based Remote Authoring

Homeowner Applica

tion x

e
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Vital All questions must be answered in full for all residences to be included in this insurance ™
home = = 5} )
Block Variant Table Insertion
Paint
Applicant Information
Title First Names Last Name Occupation Date of Birth % "[:
sApplicant's Titles sApplicant's First Namess  sApplicant's Last Names  sApplicant's Occupations  $Applicant's Date of Birth: .
Applicant’s Mailing Address: sApplicant's Addresss Page Break Categorized
7IP Code:  sApplicant's ZIP CoPhone #  sApplicant's Phone Numbers  Email:  sApplicant's Emails Content

Residence to be Insured

\ € | @ localhost:8080/interactive/?template-draft-id=bciceef0-f732-4e95-bBad-5c523 Tcffa0#viewMode=edit S Q, Search wBa @ % # (]

Available Content

Residence Address ZIP Code
sResidence Addresss sResidence ZIP Codes +
Residence Type (tick relevant boxes):
XDwelling 3¢ Apartment xCDnduminium xrnwnhuuse Blocks Documents.
Rowhouse XCO'DD
Other (specify): sOther Types .
Achievements
State Year of Construction:  sResidence Yea Achievements Our achievements have been recognized by
independent institutions, for example, Vital Insurance has
Unaccupied Residence (select level of cover): been awarded the Most Innovative Insurance Provider
X L=dlld z)R Ldllg) prize at the Mational Insurance
Level 1 Level 2 Level 3
Level 1 X Level 2 Level 3
Level 1 Level 2 X Level 3 e
Appreciation
Uneccupied Residence Questions 0On behalf of vital Insurance, | would like to express our
Yes No sincerest appreciation for your continued patronage. Itis
Is the residence te be insured fully furnished for regular habitation? X Yes No because of clientslike you that we are able to continue to
ves X Mo
Yes No
Do you intend to or have any plans to or have applied to demolish the residence? X Ves No
Yes X ng
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Interactive mail merge for brokers
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Approval Workflow Editor
manages complex compliance issues

Created Assige - Assigned to write. SEnior review Apprave
ey s LY = ° 4%

T S s Define approval
processes for different
departments, templates,

transactional processes
using GUI within web
browser
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Native mobile approval apps

5’ Google Play

My apps
Shop

Games
Family

Editors’ Choice

My account ®
My Play activity
My wishlist
Redeem

Send gift

Add credit

Parent Guide

Categories v Home TopCharts  New Releases

Inspire Mobile Approval

GMC Software  Business HRKRRKG 2

® Everyone

This app is compatible with all of your dev

es

Mot apgeaval

The Inspire Mobile Approval application allows yeu to review documents processed in Inspire

Interactive; by viewing their histery; commenting on them; and executing related, predefined appreval

O~ Z

“r» — € @ [comcman 0] ®

[#] Add to wishlist m
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File Edit View Controls Store Help

< 1B O A e My Apps My iPhone Apps My iPad Apps  Updates ~ App Store
App Store > Business > GMC Software AG

Inspire Mobile Approval =
GMC Software AG >

Details  Ratings and Reviews  Related

iPhone Screenshots

818 PM arro 815 PM

€ Action € Preview o 0

€ Preview

I® Refuse
Get v Dear Ms. Benson, Vo
Refuse 1& Approve

Lam writing to you in response to your email

Rating: 12+ To enquiry regarding the payout issued subsequent
10 the accident claim 81147, reported on March
Diana Parsley 8,2012
LINKS

Before I move to the payout explanation, let me
assure you that when setlling insurance claims
Vital Insurance proceeds in full compliance with

License Agreement

applicable federal and state laws, General Terms BN RRROSY
© GMC Software and Conditions and the terms and conditions of .
your Full Auto policy ( e

T&C).

Payout Explanation

“ The danage o your vl ealing o the
reported collision was considered total. Thus, in

accordance to the terms and conditions of your
Full Auto Insurance policy, you are eligible to
receive the estimated market value of your
vehicle, minus the deduction of $500, as agreed
in vour nolicy contract
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Mobile Advantage SDK

Core Systems

& GMC backend

oy

iPhone, iPad,
Android

Smartphones
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New cloud-enabled automation tools
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Customer Journey Mapping

Customer Journey Map

= All product lines =
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What does this mean for you?

Improve customer relationships
with each interaction

<

® e ®

Connect business to clients with
easy to use tools

Build once, deliver to all channels

o

Say “Yes” to the new digital
customer
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Your Questions
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GMC wants to help you transform your business

Quantify the
value of
communications

Engage your Create new
customers business models

Increase the Bring new
strength of your products to
connections market faster
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Figure 5. Top Technology Priorities for 2015, Latin America vs. Global

Latin America Global

1. Infrastructure and Data Center 1. Bl/Analytics

2. Bl/Analytics 2. |Infrastructure and Data Center

3. ERP 3. Cloud

4. Cloud 4. ERP

5. Mobile 5. Mobile

6. Networking, Voice and Data Communications | | 6. Digitalization/Digital Marketing

7. Digitalization/Digital Marketing 7. Security

8. Security 8. Networking, Voice and Data Communications
9. Application Development 9. CRM

10. IT Services/Automation

10. Industry-Specific Applications

11. Enterprise Applications

11. Legacy Modernization

12. CRM

12. Enterprise Applications

Source: Gartner (January 2015)
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Figure 11a: Percentages of consumers who would consider using these contact methods (assuming they were
available) when interacting with their insurance companies

Latin America
Inguire Questions Seeking Assistance | Researching | Managing Cancel my
about new about an financial with a claim | different your current | your policy | policy
insurance existing advice types of policy
policy policy insurance
Web chat 48% 50% 37% 34% 39% 30% 2T% 20%
Email 43% A42% 41% 32% 39% 38% 38% 27%
24-hour 38% AT% 39% 53% 31% 41% 36% 41%
telephone
—atline
Maobileapp | 33% 37% 29% 34% 37% 30% 25% 18%
Interactive  31% 35% 2% 31% 35% 30% 22% 15%
support
Video 24% 31% 32% 24% 35% 22% 16% 12%
tutorials and
guides
None ofthe | 11% L 11% 10% 10% 12% 17% 22%
above

ote: Interactive support is defined as combined phone and remote control of a customer's compuber screen

Source: EY, GIobaICustomer Insurance Survey
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What does this mean for your customers?

An exceptional
communication experience

i
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