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TO IMPROVE SALES AND REDUCE COSTS




TODAY WE WILL TALK ABOUT...
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Why captfure and intelligent use of real-fime customer data is
key to your success in driving sales and reducing costs.

Customer-Centricity, what it means to carriers, brokers, TPAS,
employers and employees, and why it drives sales.

How data analytics and ‘test and learn’ using artificial
intelligence can transform your customer engagement and
marketing, reduce your costs, and dramatically increase your
sales and ROI.

How new technology can transform noft just the enroliment
experience, but provide hugely valuable customer insights,
and give you a sustainable competitive advantage over your
industry peers.




AFINIUM

» Afinlum = 20 years experience of data-driven
marketing across multiple industries.

* Harnessing data and technology to
generate sales.

» Personalizing individual user experiences.

. ...If you can’'t measure it, you can'’f fix if.




CUSTOMER CENTRICITY

* What does it mean and so what@e

* Moving from Product-Centric to Customer-
Centric.

» Using customer data to transform the
enrollment experience.

* And provide valuable insights that increase
sales and customer lifetime value (ROI).




DATA DRIVEN VS. STATIC ENROLLMENT

- Creates an interactive personalized journey for each
customer that emulates the service provided by your
best sales advisor.

« Educates, informs and instantly responds so that sales
opportunities are never lost.

* Provides customer-centric tools and functionality that
maximize the value of your broker and client
relationships.

- Data analytics and automated algorithms provide
cR:gnﬂnuous measurement, reporting and increase your
.
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PERSONALIZED VS. GENERIC MARKETING

» 63% of consumers reported they may defect
from brands due 1o irrelevant content.

» Of that group, 41% would consider ending @
brand relationship due to irrelevance.

» 22% already have.

Source:www.mindfereinc.com
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Insurance sector shows highest response rates across
all industries for personalized campaigns

Industry Visit Rate Response Rate

Advertising, PR & Marketing Services 5.61 3.42
Apparel & Accessories 2 13.3 0.18
Art, Media & Entertainment 7 4.32 2.74
Automotive 136 1.54 1.12
Construction 4 1.04 0.38
Consumer Electronics 2 3.59 2.4

Education 92 3.24 2.01
Financial Services 60 4.28 3.15
Food & Beverage 1 1.51 1.49
Furniture & Appliances 1 3.65 2.23
Government 5 11.97 8.40
Health Care 22 3.93 2.10
Hotels & Travel 3.37 0.36

_

IT, Software & Hardware 4.25 2.12
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THE ABILITY TO CREATE COMPETITIVE ADVANTAGE USING ANALYTICS
SURGED DRAMATICALLY IN 12 MONTHS, IMPACTING THE BOTTOM-LINE

Respondents who say

analytics creates a p yr
Organizations achieving

com pEtItIVE advantage a competitive advantage
with analytics are

2.2X

2011 58%

more likely to
substantially outperform

- 5 7 OA) their industry peers
iIncrease

2010

Ratio of respondents who indicated analytics creates
a competitive advantage to those who indicated it
did not and the likelihood they also indicated their
organizations was “substantially outperforming their
competitive peers”. The ratio was 2.0 to1 in 2010.

Source: The Mew Intelligent Enterprise, a joint M{T Sloan Management Review and IBM Institute of Business Value
analytics research partnership. Copyright® Massachusetts Institute of Technology 2011,
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PLATFORM OBJECTIVES

» To help carrier and brokers / TPAs win and retain
business through added value tools and
features.

- To personalize the journey for each customer
and make it easier for them to understand and
purchase products.

» To support automated sales and marketing to
iIncrease sales and reduce costs, using self-
learning data analytics and algorithms.
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EVENT TRIGGERED VIDEO
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CONTEXT BASED VIDEO




INTELLIGENT CALL CENTER/BROKER AND
SALES CHANNEL INTEGRATION

Hecent chemistry developments

Date of Birth and innovations.
*Social Security # 123-45-6789 ! e ACS Green Chemistry Institute®
¢ Noteworthy Chemistry
* Gender of Member Male -] e Patent Watch

Member’s Title @

If you require any help completing
your application, please contact our
helpline at: 1-800-123-12345, or click
here to request a callback.

*Member's First Name Michael ]

Member's Middle/Maiden Initial

“Member's Last Name Jennings

Member's Name Suffix @ ]t;
*Marital Status Married [z]
*Date of Marriage @ 112/12/2001

*Do you intend to reside outside the U.S. inthe next 12 | __ Please Select -- El
months?

“How did you find out about the Online Application site? | - Please Select - E[

Underwriting Questions

As you have requested one or more products that require underwriting, please also complete the following
auestions

- ]



SECURE DATA RETENTION ALLOWS MEMBERS
TO PURCHASE AT LEISURE

months?

*Do you intend to reside outside the U.S. in the next 12 | _. Please Select - E]

*How did you find out about the Online Application site? | _ Please Select — E]

—Underwriting Questions

questions

*Height (ft) @
“Height (ins) (@)

*Weight (Ibs) @

As you have requested one or more products that require underwriting, please also complete the following

(=[]
~ ]

=l ezl

__--'""!-...__

/

« Back | | Next o[ | Save for Later

| Retrieve saved @ Cancel |

\_//

A
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~
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HTMLS AND MOBILE DEVICES

il ATET = 5:21 PM
iPhone 3G/4G & iPod Touch tester

POTaIes

vl on your awn

Dan’t miss out on this opportunity, and remember, these group rates are
avallable only 1o GQS Corporates employees

Coverages We Make Available to You
Group Life (including Accidental  [Tell me more about this coverage -

Death & Dismemberment) view
caloulator

extend the
coverage

Diental (Valuntary) Please Select
Medlcal Insurance - Please Select -

Long Term Care - Please Select -

il ATET =5 5:21 PM
iPhone 3G/4G & iPod Touch tester

74GQS

Welcome Andy, to your GQS C Web Enroll

The G5 Camparates Spansoned Insurance Program affers you leverage the

burying power of G5 Carporates to obtain high quality coverage at a price
you may nod be able to find on your own.

Dan't miss cut on this opportunity, and remember, these groep rates are
available only to GOS Corporates employees!

Coverages We Make Available to You

i fincluding Aeocidantal Please Select
smemberment) view

calculator

Dental (Voluntary) -- Please Select --

Medical Irsurance — Please Select —

Lang Term Care - Please Select .-

Choose just ane insurance plan, or consider applying for mult ple plans:

* Whether you're applying for a single insurance policy ar several, your
applcation doesn't invobve any risk, cost, or obligatic
# (e cenerane is isued we decide which b ke

-l ATET = 5:21 PM
iPhone 3Gi4G & iPud Touch lesler

Information abowt You

You will be required to enter your First Name, Middle/Maiden Initial,
Last Mame, and Soclal Security # again at the end of this process. An
exarct mateh will be necessary in order to proceed with the e-sign
Submit.

Nate: * indicates 3 required fisld
Yo must supply a valid
employee number.
Date of Birth
*Social Security # I

A valid Social Security Number
must be supplied

*Gender of Applicant
Gender must be supplied
Applicant's litle @
Applicant's First Mame
Applicant's Middle/Maiden Initial
" Applicant's Last NMame I
Last name must be supplied

Applicant's Nama Suffix @

*Marital Status ase Select




MULTI-LEVEL REPORTING PROVIDES VALUABLE
INSIGHTS FOR BROKERS AND CLIENTS

KEARNT A
afinium

soawurnodasare

Traffic Report

This page allows you to view a guick summary
of user activity on the system.

A& traffic light notation indicates whether a
spedific index reveals any concerns,

Show entries for | TPA Self Service Portal

» | from the__lagt] 20 [ | | dayis) v | ‘

—Summary Report

Summary data

Total unique visitors:

HOME

PRESENTATIONS

MAMUALS

FORMS

GMAD CONTACTS

PRODUCT SUMMARIES

Photos

FORMS YOU MAY NEED

Introduction

Count Ratio Action Status
23 100% [
22 95% [ L
19 82% [
18 78% [ L
17 73% [ L
16 69% [ oL,
15 65% [ L

7 30% [d L
1 4% (@
1 4% [ &

L L oeoflc o) oflc ofc ofc o o

—Mailings (Demo)

Summary data

Recipients

Opened message

Wisited Portal

Applied Online

Count Ratio Action Status
450 100% [ =,
153 34% [

2 1% ({4
1 o=1% e

0T T

N
=ra
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NOW YOU HAVE CUSTOMER INSIGHTS...

- Data analytics and personalization allow you to
identify and respond immediately to sales
opportunities before they are lost.

- Understand what your customers really think and to
steer and guide them.

* Monetize your client relationships & increase their
lifetime value.

N Vs S
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MONETIZING CUSTOMER DATA.....

Collect

Collate

Classify

Communicate

-

o

Commercialise

A

Collect Customer Data from all touchpoints:
Transactions, Mokile, Social MNetworks, Call Centre, Website, Customer Services.

Collate Customer Data into a single customer view
across all interactions and transactions.

Classify, analyse and gain insights

from Custcmer Data to understand behaviour and preferences

Communicate 1-2-1 using multiple preference based channels (email, SMS, etc)
revelant, timely and informative content based on Customer Data.

Commercialise the customer relationship using Customer Data
to transform the buying experience into one click.

AfiniuM
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MAXIMIZING LIFETIME VALUE

» Stream can interpret and understand individual
behavior and preferences.

* Instantly steer the conversation or fransaction, using
predictive signals and algorithms.

« To ensure sales opportunities are never lost.

N =
/



MEASURABILITY

* Enrollment technology that fracks all customer
inferactions creates:

» Better understanding of customer behavior,
needs & preferences.

* Personal web communication & marketing portals
for each customer based on this.

* Timely, regular follow-up to increase cross-sell and
customer lifetime value.

A
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THE FUTURE

* In foday’s world, customers expect companies to
know who they are, and deliver an experience that
reflects that knowledge.

» Using platforms that enable the customer
experience to be automatically personalized is fast
becoming a necessity.

« Companies that fail to understand this are getting
left behind by nimbler, more savvy competitors.

A
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THE FUTURE IS NOW

« Capture and intelligent use of customer information
is the key.

» Personalizing the customer experience = increased
sales.

* New technology allows this to be done seamlessly
and easily.

- And on a larger scale than previously possible.

A
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