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Serhat Guven, FCAS MAAA

America’s Leader for Willis Towers Watson’s
Insurance Consulting and Technology group
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Willis Towers Watson

LI'I'LI The partner of choice for innovation and transformation in the
iInsurance industry.

We offer a powerful combination of advisory services for
insurance companies, integrated with technology solutions and
market-leading software that is underpinned by unparalleled
analytical capabilities.
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Driving Innovation
It is all about the consumer...

AMAZON AND GOOGLE
HAVE CHANGED
CONSUMER

EXPECTATIONS
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Technology, Sophistication, and Automation
Insurance industry themes and market trends

" Insurtech and technology investments:
" Improve interconnectivity of systems

Shift towards digital platforms to improve business processes @ @
e

Increases consumer engagement and satisfaction
Makes it possible to gather more data than ever

® Advanced analytics unlocks the value from technology investments:
" Prioritizing back room operations
=  Streamlining the underwriting process

Example applications
" Understanding policyholder behavior

® Targeting distribution and prospects = Vehicles — UBI, proactive maintenance
= Designing products that maximize cross sell * Home — energy monitoring, _
= Claims triaging and optimization security/fire/flood alarms, metrics collection

= Person - fithess management, smartphone

. . . services
" QOperational effectiveness connects solutions

" Speed to market
" Workflow automation and expense reduction
" Process improvements through connectivity

= Container tracking, livestock monitoring
= Industrial process monitoring

willistowerswatson.com WillisTowers Watson 1LI"I"Ll 4
© 2019 Willis Towers Watson. All rights reserved. Proprietary and Confidential. For Willis Towers Watson and Willis Towers Watson client use only.



Solutions needs to support strategy
Customer experience — growth - innovation

" Internal and external solutions have to align with core strategy

» Technology provides » Successful expansion into » Impact and integration
more data about the new regions and classes with all infrastructure —
customer to develop through a test and learn both legacy and modern
individual solutions that strategy
maximize engagement - Effectiveness requires

* Need to exercise caution deployment with accuracy

* Individual solutions use especially with and speed in a real time
analytics that are less uncertainty in regulation framework
transparent or newer class

 Key solutions to improve
 Key solutions in aligning » Key solutions to grow decision making:
customer strategy with prudently: broader market Efficiently connecting
technology solutions: knowledge and analytics to systems to
single customer views, experience deliver underwriting
underwriting, pricing, and workbenches and real
claims time decision engines
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Innovation driving analytics and customer engagement
Artificial intelligence — sounds exciting!!

" McKinsey: Tech giants invest $30Bn in Al

: Google Microsoft
R&D in 2016 2
The last 10 years have Our strategy is to build
_ _ _ _ been about building a world best-in-class platforms
® Accenture: Financial Services companies that is mobile-first ... but in and productivity services
: : . 0 the next 10 years, we will for an intelligent cloud and
mye_stmg in Al could boost revenue by 32% shift to a world that is Al- an intelligent edge infused
within 5 years first, a world where with artificial intelligence
computing becomes (“Al’)

universally available — be
it at home, at work, in the

= Multiple disruptive opportunities in car, or on the go.

insurance:

" Enhanced understanding of customer and risk
= Automation of First Notice of Loss processing
® Tailored robo-advise

® Underwriting automation

® Fraud detection

Microsoft’s vision statement

Sundar Pichai, CEO Google (2017 10-K Filing)

= Deep Learning
= Multi-Agent Systems

= Automated Planning and
Scheduling
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Innovation driving analytics and customer engagement
Artificial intelligence — what is it...really

" Large scale neural network
(often millions of nodes and
many layers)

" Recursion and non-linearity

" Many network architectures
supporting a diversity of
applications

" Single learning operation
replaces feature extraction
and modelling

input layer
hidden layer 1 hidden layer 2

Convolutional Neural Networks

Optimized for image analysis

Network learns at multiple levels
of abstraction (e.g. edge, wheel,
car)

Advanced systems have
exceeded human-level image
classification ability

Vehicle _claim Image analysis
severity supporting medical
validation & diagnosis

estimation

Recurrent Neural Networks

= Optimized for classification and
prediction of time series, natural
language text & speech synthesis

= Advanced systems have exceeded
human levels of reading
comprehension

Sentiment analysis  Comprehension
Machine translation Claim triage
Image captioning

i Claim notes: Mild
arthritic change in the
right LO-SO facet joint
with minimal bulging of
the annulus. No focal
herniation. Otherwise,
unremarkable MR scan.

“A woman is throwing
a Frisbee in a park”

willistowerswatson.com

© 2019 Willis Towers Watson. All rights reserved. Proprietary and Confidential. For Willis Towers Watson and Willis Towers Watson client use only.

WillisTowers Watson L«lI*"I"ll 7



What does the customer want
Keep it simple...

" Insurance is contractual protection that requires complex decision making and
judgement

Am | covered under the policy? |n novatiOnS

Who is liable in this accident? ShOUId make
the insurance

Is this repairable?

| | _ transaction
Which provider can help- eaSier/ faSter/
Can | trust this carrier? better for the
customer!
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Case Study

Innovations in the Underwriting Process
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Core business functions and workflows
Innovations through key processes in core operational areas

Research & Understand the Initial acceptance
Pipeline risk and context decision

Price the risk
Present the deal :
ontions Negotiate
Terms and P
Conditions

Develop deal
options
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Getting to the Future State
Four Major Areas of Development

O

Business

Data Strategy
& Delivery

Analytics &

Sradlieiian Decision & Deployment

Reporting
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Data Strategy and Delivery
Expand Data Capture to Enhance Underwriting

Input Data E

f |r“ I
Ty " ||I_F p}‘lh

..........

Reports.

» Digitization OQ

| was definitely under the speed limit.
The other car came out of nowhere, as |
was going along minding my own
business. But | hit her in the rear so |
suppose it is my fault, isn’t it? I'm worried
about my no claims bonus, will | pay more
next year?

DATA

Portfolio Planning
Competitive analysis
Understand the universe
of risks
Growth strategies
Target marketing

“As-if” scenarios

New Opportunities
E&S
Other products

willistowerswatson.com
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ANALYTICS

Deploying Analytics to Support the Business

Analytic applications across the Underwriting process

Price the risk

Negotiate

Present the deal

()
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Understand the

Research &

Terms and

c
Q
0
o
Q
o°

risk and context

Pipeline

Conditions

Develop deal
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Traditional decision making environment
Spreadsheet solutions: Tons of sheets and lots of formulas

Motor Trade Tech Price Calculator ..

Basic Details

Quote Number

User detai

finind /ctandardg

Full title of insured

Branch

Material damage

Business interruption

Extensions

Accompanied Demo

Extensions

Extensions

Locations 1 Quotg
u
Target Premium [ex. IPT) £4,800.00 Broker Mg
Product SME Broker refel¥
Inception date 01/03/2018 ERN reference
AXA share 100.00%
Renewal method 2 NOTES: NES VANTS £50
Business Description Wheel Repairs
‘Occupation/Rating Code Loc 1 3721 - Body Repairs only
Basis of driving [MAM) Named drivers

Employers liability

Products/public liability

Road risks

add a quate number and branch

CLICK ME TO ACCESS THE SAVE FOLDER

Manage your Save locations

Save this quote
Save quote to wuro

Email

Phone

Title

\

Doc.M.

Engineering Inspectig
Maney
Wrongful con;

Legal expeg

=

v

5.00
£0.00
£0.00

£0.00

£0.00

d sickness

£0.00

£0.00

£0.00

o

\

Please select the vd
appropriate

Option

£749.51

£6,995.41

VALIDATE THE QUOTE

If option 3 is selected

DECISION & REPORTING

-
Unhide

Unhide sheet:

BranchDetails |—|
Risk Validation e
Branch Chooser

Additional Drivers Matrix MTA
Ratings area (2)

Rating Areas

Full Summary Letter Direct old I

| ok || canc ]I

=IF(AND(B191="Y",G191=1), MIN(B1
85*0.7,1186*0.25),IF(AND(B191="Y",
G191=2),MIN(B185*1.2,1186*0.4), IF(
AND(B191="Y",G191=3),MIN(B185*
1.5,1186*0.5),IF(AND(B191="Y",G191
3),"REFER",0))))

willistowerswatson.com
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DECISION & REPORTING

Modern well integrated environment
Provide information to the underwriter to support decisions

Hul"0" Bull Underwriter Workbench

w AVERAGE PORTFOLIO PREMIUM - VEHICLE GROUP BREAKDOWN - -
2 = Iechnology & Data In action
o3
* Policy Premiums by Vehicle Group (relative to portfolio)
. .
- -
] > " An analytlcally driven workbench
-
160 -
2 :
(i ] T =
o
=1
=
2
k= °
S us and Goach ar " pecial Vanicl -
| - e l Underwriter Workbench | o O
Porttollo Maar slactad 1 ih Parcanti
Policy Number % Title * Line of Business s Renewal Date ¥
Vehicle Group Level Information g Q0012345 CarCare Contre Motor 4May 2019 i
Number_Vehicles | Pollcy_GWP | Claime_inoured | AvaPrem_Policy | AvaPrem_Porfollo_| RiskAd_GWP S = )
| Bus and Coach 5| $11.061 $18.724 | 82212 $1.943 $9.715 T H2860021 Handsome Ceb! Motor; Hikane 2016
= 7"i 328 | 812,607 8983 | s1.168] ae.138 K] H3889921 Millr Realty Property 27 Fob 2020
HGV | .'|‘ $6,572 | sﬂ‘ SZ.IHI‘ s??m‘ $6.604
Pev 3| 4,095 | so| 1,832 s1.673 s5.018 Ka590021 Champlain Group Property 14 Aug 2020
Special Vehicle 2| s2041) so| s1.07 914 | 1,020 =
Van 21| sa0.745) 52,64 | s1.464 s1576| 833005 Q002345 [HEEeo0 T eaas
79677 | 533,974 | s1.350 | sana02| )
> . = Q CAR CARE CENTRE Target Premium £6,000.00
Policy Breakdown By Vehicle Group 2 Q0012345 Inception Date 21 Nov 2010
) ml Number of Locations 2
Business Description Motor vehicle service and repair
= O Code Car/' e only —
- o Basis of Driving Any driver E
- o
- .E POLICY RENEWAL INSIGHT
12 80 ©
I
-’ POLICY KPIs TECHNICAL PREMIUM COMPOSITION

Policy Information Policy Statistics o risk premium, bas
PostCode 28 GWP $79.677
. Trade Marfactumng Eamed GWP $43.440 Ultimate Claims Cost Per Vehicle Average Cost Per Vehicle
| | S f t k Broker | Broker T | Commesion $8.207 UWYesr Heet Size | AD TPPD TPBI Total A Years Aversge 51783
Cree ns Or eXeCu I ng Wor ‘&-‘Cf! :Hlﬁ :hcu'vedcl-vl: 533371‘ 2010 62 $191 $522 $1.204 $1.917 Last3 Average $1,186
Class Product 1 Number Of Vehicles 59 201 62 s $292 $2222 $2.626 Last5 Average $1.756
212 58| siee|  s30| s2049|  sasee Selocted s1783
[ ] S - H H Policy GWP 013 ) s si1s3 s77|  s1.000 =
xperience Risk Premium
creens presenting Insignt i -
| Modeled GWWP s149.344 2015 59 s239| s ssos|  s1.067 Vehicle Numbers 59
!Av'aqu Podfolo GWP 85,392 Emwionce Rk ooy o524

GWP Comparison

= Context sensitivity

Modelled Risk Premiums
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Effective innovation requires seamless
Agile design and deployment -

Faultless

INSURANCE

Car insurance tailored to fit you

> Our 24/7 emergency helpline is here to >
help you. All our call centre staff are
fully trained to get you back on the
road as soon as possible.

Enhanced vandalism cover included as
standard. If your car is vandalised not only
will we repair the damage, but we won't
count it against you at renewal.

) The more cars you insure, the more you

) Our approved repairers guarantee repairs
could save with our multi-car discount

for 5 years so you get peace of mind.

What our customers say about us
You don't have to take our word for it, our customers will tell you all about our service.

From start to finish it was all taken care of. Mary, Hull.
The call centre staff were courteous and helpful. Mike, Scunthorpe.

Changing my policy details was fast and efficient. Paul, Birmingham

Do you have a pet?

Have you considered how you'd afford vet fees if your pet got sick?

If not, pet insurance could be for you. For a low monthly fee w

e'll take care of emergency
vet fees, up to a specified annual limit.

Integration

\

—

Breakdown when
But if
the first cover you

e out Car or Van Insurance
Minimum premiums apply. Discounts
applied cons: ly.

1
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Benefits of Effective Innovation
It is not just change for the sake of change

Speed to = Increased agility of pricing and portfolio management
market = From MI to decision to execution within a day (or hour)
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Conclusion: Revolution requires change
It is a lot more than buying shiny things

= Controlled, restricted = Empowered, encouraged
= Theoretical correctness = Commercial focus

= Long review cycle and Ml = Rapid review cycle and Ml
= Predict and measure = Test and learn

= Monthly/weekly change slots = |ntra-day changes

= Reliant on IT support = Direct systems access

= Manual processes = |ncreased automation

Traditional Future
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Thank you
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