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How Insurers Are
Creating Uniquely
Personalized

Services Through
Digital Transformation

9 Steps To A Customer-Centric
Competitive Advantage
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The opportunity C
fO I | nsurers tO d ay Discover the 3 steps to achieving a customer-centric competitive advantage

Acknowledge the barriers to digital transformation

Capitalize on evolving market conditions

There is an opportunity for insurers to take
advantage of these changes to build deeper,

Reimagine the value chain with decision intelligence

longer-lasting, and more profitable relationships
with their customers.

1
Z
3 Leverage the power of Al
4
O

Maximize ROl with key areas of focus

But to do this, iInsurers need to be more data-
driven and customer-centric.

While the potential of becoming genuinely data-
driven Is powerful, many insurers continue to
struggle to maximize the opportunities presented
to them.

89% 130% 1.2-2.8

of organizations increase in policy sales Increased product density

have challenges and lead conversion by of insurance clients
generating a single using advanced decision when using market
customer view analytics and Al leading personalization
approaches
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of data deemed potentially
useful I1s actually being analyzead
In day-to-day decisions

- Maximize Your Decision Intelligence
by Analyzing Contextual Data Across
the Enterprise
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1 Acknowledge the barriers to digital transformation

Acknowledge The Barriers
To Delivering High-Value
Transformation At Scale

There are some common barriers to delivering high-value transformation:

1) Mindset or a history of restricted technological investments
2) The growing breadth, scale, and complexity of the data landscape

3) A continued strain on operating costs

Further investment in modernizing systems and
adopting new technology is required to unlock the
value in data available to insurers.

guantexa.com

of iInsurers expect the
use of advanced analytics
to Increase over the next
three years.

But most insurers lack
the right data foundation to

maximize value from It.
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Ihese barriers highlight the need for
Insurance organizations to be able to

to derive a
more holistic, trusted and 360-degree
view of all customers across all brands,
products and segments.
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1 Acknowledge the barriers to digital transformation

Lack of Complex &

technological fragmented
and data data
maturity landscape
{{ Carriers have yet to fully ¢ For all the talk of
realize the potential of their acquiring a single view
data assets—for example, of the customer, most
claims histories and Insurers are some way off
distribution interactions. // this ideal. //
- McKinsey - Deloitte
Poor quality data combined with legacy Disparate and fragmented datasets prevent
technology that is not integrated or unable iInsurers from gaining a 360-degree view of their
to scale hinders the growth opportunity for customers. This is due to siloed data, businesses
Insurers. It also obscures a true digital view of being organized around products and brands rather
customer behaviors, making it difficult to quickly than the customer, and the increasing availability of
make decisions that will prevent churn. internal, external and alternative data.

guantexa.com

High
operating
costs

‘¢ From 2012 to 2020,
technology’s average
share of operating costs
rose by 36% (for P&C) and

10% (for Life). //

- McKinsey

A continued strain on operating costs is forcing
Insurance organizations to rethink their business
and operating models to improve productivity
and performance at the back end and deliver an
enhanced customer experience at the front end.
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2 Capitalize on evolving market conditions

Capitalize on Evolving
Market Conditions

Insurers are continuing to be faced with an intense variety of market pressures and conditions.
These include increased competition, mounting regulatory costs, low interest rates and
changes in social and climate risk. Managing these requires insurers to be more customer
centric and data driven in their ability to better target product conversion and risk selection to
protect both their top and bottom-Lline financials.

As well as this, four key trends look set to continue to change the shape of the insurance market now and into the future.

900 er D\ Insurance (® Product
WW ations ecosystems &, variety

Customers increasingly expect seamless
experiences — especially in personal
lines and SME markets. This includes
joined up omni-channel interactions
and smooth verification and servicing

processes - including mid-term
adjustments and claims. Evolving
customer expectations have been
flagged as the biggest challenge facing
the insurance industry.
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The digital ecosystem of technologies,
services and available data is driving a
shift from legacy tools and processes.
Whether it be the future of embedded
Insurance or the evolving concept of open
Insurance, being able to integrate as part
of this ecosystem in an agile and scalable
way, without over-complicating customer
experience, presents significant
opportunities.

Reimagining the insurance value-chain
should include assessment of the mix
between core and commoditized products
of the past, and diversified and innovative
bundled offerings of the future. The ability
to tailor to customer needs which are
iInfluenced by data-driven insights and
on-demand actions will drive deeper
relationships with customers and provide
additional revenue streams.

To ensure success,
the insurers of
tomorrow must

generate increased

value from digital
transformation and
personalization.

/\/| rgers &
nﬂﬂﬂ quisitions

Activity of the past two years and
anticipated market consolidation serves
as a route to acquire new portfolios/
customer segments as well as creating
the potential for increased technology
complexity, siloed operations and a
fragmented view of the customer.
Consolidating data assets quickly in order
to deliver to data-driven personalized
Insights to both existing and new
customer bases is crucial to maximizing
the value upside.

Quantexa©?2022
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2 Capitalize on evolving market conditions

Thriving in Times of Change
Amid the headwinds, these changing market conditions can create huge opportunities which play to the advantage of I n S u re rS W h O

data-savvy insurance organizations. Investing to stay out in front and lead the way in data-driven, customer-centric
decisions enables you to build an intelligent, truly digital insurance organization - one that delivers personalization to
drive increased customer value.

@), 0, _ and
R~ Becoming Digital-First Ecosystem by Design
e Invest in front to back digitization to meet and surpass e Transition to an open and flexible architecture to enable h t h
changing customer expectations partnerships across the insurance ecosystem a r n e S S e p O W e r
e Deliver seamless, personalized experiences across e Build intelligent microservices which enable low-cost, _
channels driven by customer-centric data profiles and scalable integrations with partners and empower a highly
insights connected data-hub at the core O a a O e I Ve r e
e S, hest f
Data-Driven Diversification 5 Agile Data Capabilities eSSl €X p eriences 10or
e |everage varied data assets to build a holistic e Develop agile data capabilities that quickly connect . .
understanding of your existing and prospective customers disparate data to gain insight which will maximize revenue t r r ] l l
and markets opportunities from mergers & acquisitions C u S O e rS W I W I n -
e Use this to inform how you introduce product variety and e Utilize Data Fusion techniques to accelerate migrations/
accelerate penetration across your customer base and transformations, reducing IT expense to deliver
wider market operational continuity faster

Insurers must invest in digital transformation to meet increasing customer demands, reduce operational costs and
optimize risk management. Organizations that will succeed in the future will be savvy in their current investments.
This means:

e Not simply being digital but generating value from digital

e Delivering transformational change to build a data-driven enterprise that focuses on operational and analytical utilities
built around customer-centricity

o Making effective use of data and technology across the enterprise - from underwriting to customer service and claims
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3 Leverage the power of Al & Advanced Analytics

I P ‘ Where Al investment are paying off for insurance companies
eve ra g e t h e Owe r Of A I . Currently realizing . Not currently realizing . Not currently We haven't yet
benefits benefits but expect to realizing benefits invested in this

within two years and do not expect to area

within two years

[ ]
Create better customer
& Adva | |ced AI 1 d l.yt ICS e [
decision-making . 9%

Evolving customer needs and expectations have been identified as the biggest nnovate our products ey I ew 9w 1%
Issue facing the industry over the next three years. o services

or nerease productiity AN
or increase productivity

Customers expect smooth digital experiences, instant fulfilment, and personalized engagement - but

: : : Achieve cost
few insurers are meeting these expectations today. el o <000 ™
As customer expectations continue to evolve, insurers need to ensure the gap between expectation and Reduce _- 99,
reality does not widen further. risks

Grow

A

revenue

Managing Changing Customer Expectations Through - PWC

Artificial Intelli Al d Ad d Analyti ..
rtificial Intelligence (Al) an vanced Analytics Accelerate the pace of digital

A truly data-driven digital transformation strategy needs to combine the availability of innovative tra nSfO rmatlo N an d th e

technology that drives richer insights and creates a greater understanding of customer behaviors.
Artificial Intelligence (Al) and advanced predictive analytics is being leveraged to better understand the

customer needs and provide insurers with accurate insights to make critical decisions at the right time. d d O pt I on Of d dva n Ced dNa lyt I CS
To have this information readily available enables insurers to quickly pivot, become a disruptor and have {o powe I pe rsond llzed , dyna m | C
the capability to build customer-centric business models at scale.

and relevant engagement.

guantexa.com Quantexa©2022 9



https://www.quantexa.com/
https://www.pwc.com/us/en/tech-effect/ai-analytics/ai-predictions/insurance.html

4 Reimagine the value chain with decision intelligence

m
. ead with Contextual Decision o e ology called o1

enables the connection of disparate data
- - ts, th i f a trusted vi f
Intelligence Technology to Realize  :ipriesiondsioinessystems, e
building of context around customers
- | | t h d networks,
True Transformational Change nd the operationalzation of analytial
models to drive decision-making across
multiple use cases.

How the CDI platform works:

Entity Network Advanced
Resolution Generation Analytics

> > e D _ @?Sﬂi?

Visualization

909 lﬁ% %

‘hr P? N -
Connect data Create a dynamic Build analytic models Visualize and explore
wherever it is, view of the bigger based on real-world your data
however it Is picture expertise

| ——, r-\_\
Internal Data 5 ( ) External Data

guantexa.com
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4 Reimagine the value chain with decision intelligence

Invest In Digital

Transformation To
Stay Ahead

e Connect disparate data across internal and external
sources to provide a holistic, contextual view of a
customer (individual or business]

e Provide both a deterministic (golden record) and a
probabilistic (analytical] view

o Flexibly support multiple use cases - from underwriting
to customer service and claims insight

e Support for advanced analytics and machine learning -
Including graph and network analytics

e Support for real-time data processing

e Enable seamless integration with existing technology
estate

e Become cloud-native

guantexa.com

This type of platform provides

a single view that pulls together
disparate data from across the
organization and distributes
Information and insights to
users and systems to inform
human decisions and drive
automation.

C‘\ Network Visualization

> This intelligence layer is key to any

successful digital transformation
and enables a more dynamic
and personalized approach to
customer engagement through

digital channels.
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4 Reimagine the value chain with decision intelligence

Keeping Pace with Digital
Transformation

While many carriers are experimenting with Al, few have truly scaled

their capabilities across the enterprise. As Al becomes more prevalent

and algorithm creation becomes commoditized, carriers will be able to
fundamentally reengineer core processes and become predictive in nature.

Al will disrupt distribution, underwriting, claims, and service as core
processes become Al-enabled. This will create a “"human in the loop”
model that increases productivity and allows for higher-quality touchpoints
with customers. Carriers have yet to fully realize the potential of their data
assets.

In addition to reengineering core processes, leading carriers and
ecosystem players will use the advent of Al to create products and
services based on data and analytics.

Insurers need to move quickly and transform
data and analytics capabilities to support digital
transformation and keep up with consumer
demand and competitive pressures

guantexa.com

New technologies
such as

provide an agile
and scalable solution
that enables Insurers

to drive their digital

transformation journey
to expedite customer-

centric products and

services to win market

share.
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B Maximize ROl with key areas of focus

Maximize
ROl With
Key Areas
of Focus

Having invested In a new data and
analytics platform, and to maximize
return on investment and impact for
customers, insurers should focus on
the six key areas:

guantexa.com

o B

Intelligent
Underwriting

O * ik

Customer
Service

Cross-sell

Expand the scope of data
Develop a more holistic understanding of your customer and their context

Enable dynamic pricing

Increase in allocation of digital spend for customer servicing — which will move
to 25% of total digital investments over the next three years (PWC]

Important to retain human touch and enhance with digital capabilities

Agent servicing with a 360-degree view, actionable insights and increased
visibility of recent touchpoints - resulting in better customer experience and a
reduction in servicing costs

Leverage a holistic view across brands and external data enrichment
to better understand customer needs and identify cross-sell
opportunities

Use Machine Learning and Artificial Intelligence to automatically
identify the highest value targets and provide relevant offers - like
Mitsui Sumitomo Insurance that generate over 900,000 sales leads per
month driving up to 130% increase in sales agent productivity

Quantexa©?2022
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B Maximize ROl with key areas of focus

Leading carriers and
ecosystem players will
use the advent of Al to
create products and
services based on data
and analytics.

guantexa.com
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Digital Hyper-
Personalization

New Product
Development

C

Interaction via digital channels should feel personalized and frictionless.

Enables insurers to have a dynamic capability to serve up relevant content
and offers to users, and even respond to changes in browsing behavior

Capabilities include simple autofill of forms to dynamic delivery of offers;
or rebates based on Internet of Things (loT) or telemetry data; or the
recommendation of commercial insurance to a personal customer based on
knowledge of business affiliation from third party data

Leverage a holistic view of the customer to better understand propensity
to claim and likelihood of fraud to reduce loss ratio and improve claims
experience

Analysis of claim value can help insurers identify anomalies and reduce
losses due to the straight through processing

A growing need for diversification to help differentiate organizations from the
competition, reduce concentration risk and establish new revenue streams

25% of investment spend in insurance firms is allocated to new product
development. As a result, insurers expect a third of premium value in the
next three years to come from propositions that are not being offered today

Utilize the power of data and analytics to better understand what products
and services will resonate with your customers - and to test, learn and fail
fast

Quantexa©?2022
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B Maximize ROl with key areas of focus

How Investing in New Technology Helps Insurers

In every area of focus for insurers - whether it's about pricing risk Q Chanaing customer expectations are here to sta
correctly, determining which offering is most relevant, or what new ging P y

product would hold the most appeal - the key to success is having a
360-degree view of their customers. Q Digital transformation will continue to accelerate

Data will play a huge role in this transformation - from product _ _
development, to customer servicing right through to automated operations. Q Advanced analytics and new technology will be the key to

unlocking value from data to drive value-added services

Leveraging new technologies can enable insurers to overcome these and build customer loyalty

challenges and become more data-driven.

Four elements of a high-performing digital insurance organization

O O Digital /\ Advanced R An K’ Automated
q\é_) portfolio of L/ Analytics omnichannel @ Operations
H) % products & @a customer M
experience K/

services with
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Start your
journey to
creating digital
personalized
services today.

Find out here >
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