How can software
vendors help brokers
and underwriters
deliver better

customer outcomes? |
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Who Is your customere

a)Policyholders
b)Brokers
c)Underwriters
d)Internal stakeholders
e)Other
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Does proximity to the end
INnsured IMpact focus on
customer outcomese

f Claims




Taking a London Market Broker example...

There are opportunities to drive better customer outcomes throughout all of these areas:
Price Forbes launches digital General Aviation facility

20th April 2021 - Author: Ch

Marsh Launches Cyber Incident Management
Service to Support UK, European Clients

Independent insurance broker Price Forbes has launched a new digital General Aviation facility designed to quickly
quote and bind risks with a leading Lloyd's syndicate.

& Email This Subscribe to Newsletter n m This development within Price Forbes' proprietary EDGE platform is ‘

expected to improve speed of service and placement for clients by

delivering quotes in real time. Tysers launches Tconnect insurance platform

EDGE is a Cloud Based Web Application developed by Ardonagh

. . i) . . 24th August 2021 - Author: Katie Baker
Specialty to provide a digitised broker experience in the London N

Article 0 Comments

Market Insurance k Tysers has launched Tconnect, a cloud-based platform designed to consolidate processes and

automate the end-to-end life cycle of a policy.

Insurance broker Marsh announced the launch of its Cyber Incident Management

(CIM) service to support clients headquartered in the UK and Continental Europe to The platform will enhance Tysers’ operations by providing automated
prepare for, respond to, and recover from cyber incidents, as well as increase their sanction king, task and query management workflow, contract _ll_

E ili certainty checks, as well as centralised governance and valuable
cyber resilience. ; :
yberres management information.

TYSERS

Mo standand for Endorsement ECF notification, EDI, Wirsback, CWT

MRAL for Renmaal

Transitional Risk Record {TRR)

Cuscie

Partial COR (Opbionaly




How does Change

Happen?

Start the Cycle

Customer Focus
Evaluate Gaps
People not Process
Feedback loops
Change Management
Integration & Ecosystems

Future proof technology & partners

Empowered Staff

~

execute

Insights at their fingertips

Systems allowing them to

Trusted Adviser \
Status

Improved Customer
Satisfaction

Increased Loyalty &
Revenue

Better Customer \
Ovutcomes

Ability to beat the
market

MI to evidence this to
customers
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How mature is your Change
Programme?e

ad)No current programme
b)Haven't started / planning
c)Mid-project

d)Completion phase
e)Benetfits realised
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What is the primary focus area for that
Change Programme®e

a)Process optimisation

b)Cost reduction

Cc)Revenue growth

d)Customer outcomes
e)Product development

f) Data management/analytics
g)No change programme in progress
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Discussion (1 8
How Is improving Customer Outcomes being focussed

on within your change programmes?e

(And what KPIs are used to track Customer OQutcomes in
your businesse)

Novide
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Profitability
Analysis

v Single portfolio view
with dynamic
granular insights

Accurate revenue
iInsight in real fime to
assess performance

Novidea

10

Contacts v unts ~  Enquiries

it Novidea  Home

Quotations

Poliies v Quote&Bind v  Postings v Claims

Reports v

Dashboards

Chatter  Customers Intelligence v

*\vor‘;na

Customer Intelligence V s

222,920 (64%)

View Report (Renewed Policies

21 (140%)

Prospects Status

Policies Segmented by Status

B

Pipeline by Line of Insurance

Enquiries v

Novidea Home  Contacts v  Accounts v

Dashboard

Quotations

Dashboards

Customers Intelligence v Custo

New Policy Sales (Premiums)

—

222,920 (64%)

31,579.7 (70%)

Broker Overview R R
| Y
Monthly Commissions x mission from New Business L -«
L
ol o
& .
E w2 °

21 (140%)




Customer

Intelligence not

Policy Admin

v Customer centric,
not Policy centric

v Automated alerts to
Account Handlers at
the point of need

O ek

Details

v

Fields

Novidea

News

Hor

me

Contacts

Accounts v Enquiries v Policies » Quote&Bind v  Postings v eports ~  Dashboards w  Chatter

Contacts

Actionable Intelligence

Enquiies  Quotations  Policies  Claims

details.

Time Measurement

00:00:02
| \

Start New Measurement

skerage Amount

No Charge
Tesco - New Store Blackpo: v

Agreement and Task selected

B 2sa@

Customers Inteliigence v Customer InteliigenceWizard ~ More v ’

We found cross sell opportunities for Tesco Bank. Click for more

& light--ukterm--nbu.cs174.visual.force

=)

ortfolio W Commission QPmﬁtdL\illw

Customer Portfolio Analysis

Commission Chart

Moton 8.4%
Motor Fleet: 0.0%
Employer's Liabiny: 0.1%
Commercial Property: 5.6%
Public Liabiy: 0.0%

Directors & Othcers: 5.3%

Property: 21.7% Property All Risks: $3.0%

Sum of Commissions: £365,438.85

@ Salesforce « Enterprise Edition - Google Chrome - (=] X




Composable
Business Processes

v User define common
tasks & track SLAS

v Construct automated
framework for
customer service




Home  Accounts v  Contacts Enquiries v Quotations v  Poiicies v  Quote&Bind w  Postings v

Renewals in Next 30 Days.

Policies by Insurer

A Q  searcn.

Reports

As of Today at 13:56 €'

s of Today 2t 1336 €

Al w Q Search Quotations and more...

Novidea Home  Contacts v  Accounts v  Enquiries v  Quotations v  Policies »  Quote&Bind v Postings v

Details  Risks  RequestsForQuote  Proposals  Signed Lines

Quotation Name.
Required policytype @
Inception Date
Expiration Date.

Status @

Business lines description @
Main Contact

Insured

~ Order
Coverage Amount
Order Hereon
‘Written Lines Basis

v System Information

Created By

v Documents

File. &
Oedeax
DeBsnzm
Ochwoa
Oex Ll

Marine Quotation 2019
New

24/04/2019

20/04/2020

Awaiting Carrier Responses

100,000,000
80%
Percentage of Whole

@ Paul Evans, 26/04/2019 09:07

File Name ~ Document Type
Reserve 3 restaurant for Wednesdoy 15 in Manche..  Comespondenc...
Debit Note docx Coresponden...

Standarg Business Terms.

Policies

Owner

Date SentReceived
231042019 2236 51

231042019 101813
231042019 10:18:13.

180472019 1133:00

@ Paul Evans
Subscription - Locked
Intel Lid

Claims v

o Weller, 28/05/2020 08:57

Filing Date  Owner
241042019
082913
24042019
o348z

241042019
082625

24042019

© Remarks
TEST

Claims ~  Dashboards

Reports v Dashboards v

Seww s | Advanced Search | Mark for Fiing | Send Emal ] ‘

| e4s

Chatter  Customers Intelligence

Today's Events

1630 Team Meeting
08/03/2021 17:30

Today's Tasks.

Generate Policy Documents |
101359

Ttems ta Approve

Marine Quotation 2020

Quotation + Submitted by Gino Weler

Renewal Application - Directors & Officers - Intel Ltd - 30000488
Quotation + Submitted by Paul Evans

View Al
Sortby:
Latest Posts Q Search this feed
Gino Weller
26 Navember 2020 at 08:37
As all of you know, we have recently launched a new Cyber Liability product together with AXA
2 the underwriter. We have shared various training materials and would like you to participate
In this short survey. It is Important for the group to make sure you have all the information
required to sell this product effectively Piease rate how usetul the training materiais were:
‘Very useful. I have everytning I nesd. (2)
‘SOMWWNAT Useful. STl require training on coverage & wording. (1)

Not useful. 1 do not know how to sell this product. (1)

a Like.

@ 2aa @

Chatter  CustomersIntelligence ~  Customer Intelligence Wizard ~ More ¥ s

Documents = Edit | Clone | Delete

Filters: All time - All activities - All types ¥
Refresh « Expand All - View All
~ Upcoming & Overdue
No next steps.

To get things moving. add a task or set up a meeting.

No past activity. Past meetings and tasks Marked as done Show up nere.




Discussion Topics )

KA

Are there areas of the value chain which you think
deserve more attention?

(Can these be improved by individual firms, or does the
market need to facilitate or move as a collective?)
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How can core technology support you?

e-Payments

Insurance
CRM

Analytics & Insurance
Reportin wanage Marketin
P 9 ol 2 g

Data
Enrichment

Services

Document ; Cutomer
Management Portal

Integrated

i Commercial
Accounting

Lines
Rating

General
Ledgers

Digital
Marketing

Email
Integration

74

L/

Novidea



Cust
omer Journe
4

P

457 -

Yy




