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The rising need of multi-access —

Over 70% of customers require multi-channel interaction
Indispensable interaction modes
Protection Health insurance P&C
% of owners )3 % of owners )3 % of owners )3

11.0% 11.4% 10.9% 10.5%

== Attitude towards remoteness =
== Attitude towards remoteness I~
== Attitude towards remoteness -~

9.5% 8.6%
32% 30%
Income Low  Medium  High Income Low  Medium  High Income Low  Medium  High
I Remote [ Hybrids [ | Relational [ Remote [ ] Hybrids [ | Relational I Remote [l Hybrids [ | Relational

Note: Interviewees said where was situated their income among the 10 proponed brackets, the 3 lowest ones were named "low", and the " highest ones were named "high" (e.g. for the
US, brackets are "less than 15000", "$15K to $25k", "$25K to $35K", "$35k to $50k", "$50k to $75k", "$75k to $100k", "$100k to 125k", "$125k to $150k", "$150k to $200k", "$200k to
$250k", "More than $250k") Question: "In general, how useful are or would be to you the following interactions modes when it comes to dealing with your insurance providers? “
Source: Consumer Sentiment Practice Area Survey April and May 2012
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Traditional vs. Direct: a dangerous fight —

All consumers auto

Previous Current Next

olic olic olic
Agent Direct POeY POy POTY

B Direct [ Agent

% % of US drivers

The battle between direct and agency carriers is over the middle channel share
= % of Auto policies
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1. weighted average based on relative share of Gen Y and Gen X in US population, based on U.S. Department of Transportation, Federal Highway Administration, 2008
Note: previous channel is the first channel for those who switched only once; previous channel and current channel are the first channel for those who have never switched
Source: BCG Next Generation of PC insurance consumers survey Jan 2011, n=1,975 auto policy holders
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Agents will stay key for long,
In many continental Europe markets

Importanza
canale principale —

&
. I—Agente I I

~ Agente

50 - Mercati ancora
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telefonici Piena
. Telefonata multicanalita
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Intensita comportamenti multicanali*
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Territorial advantage —
Restructure networks to get the most out of each territory

Categorization of markets by Categorization a of market type,
attractiveness and agent coverage attractiveness and required agent model
’:‘, 1 Matching of market attractiveness and
. - & i « ~75% of most attractive markets were
3 o ' not assigned to agents
el | “eglh.|
i ' vl 2 Categorization of market type
- 2 > | - 8 different market types defined
B A !:‘:_,.. 3 Definition of agent model depending on
Bt - : F LW market type and attractiveness
[ A5 B . « 5 different future agent models defined to
Cas e~ Ny best serve specific needs of specific
E A3 ; ; / — e . I .-::::?.-:f market
A2 % i f

Covered markets
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New approach to Middle Market —
Build judgmental expert systems

1 2 3 o 4 5 6
o n-site : :
SEITELRY Data collection inspection Risk analysis Judgmental Risk quotation
screening ) Expert System
(for larger risks)
] |
* Check vs. risk * Risk parameters * Loss prevention * Financial analysis e Risk profiling | » Technical
taking guidelines (e.g. # of locations, status i accordingto JES ' premium
(e.g. excluded # of employees) * Fraud risk | criteria :
" risks, black-listed * Collection of assessment : : * Terms and
@ parties) * Claims loss record  missing data/ risk 1 * Qualitative/ 1 conditions (e.g.
E parameters - Scoring systems | quantitative risk | deductibles, max.
0 * Check vs. other * Financial history and thresholds I assessment | coverage, policy
< incompatibility * Development of — risk exposure : 1 exclusions)
causes (e.g. risk < Detailed client risk scenarios (MFL) | * Guidelines for the |
covered by questionnaire — probability — expected loss ' UWer e Re-insurance / co-
another Group — severity : 1 insurance scheme
company) ! |
: :
1 |
N *Go — No-go UW file * Go — No-go | *Go —No-go | * Quotation to
= ! ' client/ broker
3 *Scoring output/ ; < Adjustment to I
' input for pricing | scoring output!/ |
1 1
L |

1. JES typically highlights also opportunities to adjust UW guidelines
Source: BCG experience
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Option to integrate the two steps/ systems

and pre-screening parameters
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