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Claims Management in the ‘Digital Age’

The ‘Internet of Things’ has revolutionized many traditional markets...

Travel Agencies Booking

1 *
Booking a ticket, a hotel, a car: it is all done online with complete price transparency
5 The Music Industry g
(liTunes w
A local record store and CDs: music is readily available on all sorts of platforms Spotify
- Newspaper and Print Media
Used to be primary source of information, now truly yesterday’s news
(Electronic) Retailers » zalando
4 _ _ _ _ _ _ amazon V4
Online retailers have reshaped industry with low prices and free delivery
Taxi/Mobility market
: y U

Trend in behaviour to preferring paying for usage over ownership (less emotion)

....and many more (postal service, movies etc.), but also automotive industry (e.qg. connected cars)




Claims Management in the ‘Digital Age’

.... And The Digital Disruption Has Already Happened .......

World largest taxi company owns no taxi’s (Uber) 9

Largest accomodation providor owns no real estate (Airbnb)
Largest phone companies own no telco infra (Skype, WeChat) Q
World most valuable retailer has no inventory (Alibaba) gLAlibaba,com
Most populair media owner creates no content (Facebook) n

Fastest growing banks have no actual money (SocietyOne) SocietyOne
World’s largest movie house owns no cinemas (Netflix)
Largest software vendors don’t write the apps (Apple & Google) & Apple Google

afbeeldingen

InsurTech (ISP) owns no risk (CCN) m
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Claims Management in the ‘Digital Age’

...making ‘Digitalization’ a top priority on executive board agendas

Technology Changes

* New options for customer interaction

* New ways of assessing and managing
risks & claims (Big Data, Internet of
Things)

* Challenging IT Legacy systems

Consumer Changes

« Shift to online channels: orientation,
comparison, review and actual

purchasing

* Increased need for consumer-centric

products

* Not willing to pay for face-to-face

services

Regulatory Changes

* Solvency II: requires substantial

investment in improving systems

» Conduct of business: trend toward

enhanced customer protection

» GDPR: Data Protection

New players will take over:
e.g. Lemonade

How to keep ‘digital’ generation
satisfied?

Outsourcing non-core activities
to ‘specialists’




Technology & Customer Expectations

Digital renter's insurance startup Jetty unveils one-question quoting tool

Jetty

Insurance for A
your place in o

the city. .._J,;. W&‘A
4 |

1 . \
, . E , :
il 3 lasstha®.

Je

* One step quoting tool o e e | =9
* Only input: Home Address il - -mif;.:;:;f: =
© Uw: - — T o=

* neighborhood crime rates, - i = - =

* Buiding age
e Estimate salaries
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Technology & Customer Expectations

Change Customer Behaviour

The Evolution of
THE PAST THE FUTURE
Technology Makes Experience Technology Makes
Worse Experience Better
Open9-5x5 Q 24/7 Open 24x7
Company is in control of Customer is in control of where
where interaction happens interaction happens
Customer Repeats / i- Company Knows Information
Information On Every Channel < From Every Channel
Call Center Volume Is High O @ Mobile "el:sl:lggll'i" Volume
Customer Finds Content é\ "Q\ Content Finds Customer
Customer Fixes Product 0, "_- Product Fixes Product
Agent Works In Ten Systems ,_,_,0 3 Bgvst By Theoagh
Y ) One System
Customer Service Has No : Customer Service Gets
Budget D ) Marketing’s Budget

BLAKEMORGAN
www . blakemicheliemorgan.com




Claims Management in the Digital Age

Technology & Customer Expectations




Claims Management in the ‘Digital Age’

... but Claims Administration is largely based on the old ‘paper’ world

: e . : Closing &
Claim Notification Damage Evaluation Settlement

T
I
e
M.
m m » k

@ Notification 9 Authorisation @ Settlement of Claim @ Billing & Payment
9 Claim Opening 9 Estimation ﬂ Recourse

./

...The current claims process is not ‘lean’ and does not appeal to the ‘digital customer...

In relation to the Green Card system the settlement of claims can be challenging and time-
consuming, since multiple parties from different countries are involved with different rules relating to

civil liability, limitation periods and compensation of damage...




Claims Management in the ‘Digital Age’

...while technically digital solutions are already available....

7y
@ | mm‘ 1
General Collaboration o Policyholder Self-Serve

> ) |2

Verisk Analytics

Policy holder reports FNOL

Desk adjuster collaborates with
policyholder using ClaimXperience

Video Collaboration — ¢=%"
:" _ _ o Rea
3 Adjuster triages the claim with w2 X
Contractor Collaboration Contents Collaboration an appropriate response [~ﬁg
1 Take picture & Upload request E/
v
2 Receive quotes (within 24h) =
2
3 Compare & Choose repair shop =i

...The claims industry lacks a platform that connects the different innovations already available...




Claims Management in the ‘Digital Age’

...CCN provides overall solution for claims administration ....

Claims

U U J U U

Contractors /
Repair
Professionals

Insurance Agents Loss Investigators
Companies 9 Adjusters | Stakeholders

h ...Digitalisation of entire process + real-time access for all parties involved in the process

... A transparent and efficient platform to manage your claims administration ...




Introduction CCN
Introducing CCN i-Report claims platform for insurance

Whether it’s buying the right insurance product or finding the best credit card, people
want an easy way to understand and compare financial products online. But, when it
comes to submitting an insurance claim, 80% of people find it difficult, time-
consuming and complicated. That’'s why today we’re introducing CCN’s i-Report for
insurance products in Europe. This represents the newest addition to a suite of CCN
services designed to assist people make confident, more customer-friendly claim
registration.

CCN i-Report for insurance claims provides a seamless, intuitive experience for
submitting a claim by your customers online. Whether you’re a EU-wide insurance

provider or a local one, people searching for online claims applications on their STEP 1 - REGISTER
phone or computer can find you along with a ‘Fast-Easy-Simple’ way — all in as little ;
as 5 minutes. And when users have registered once, they can immediately submit sty s oo

their next claim and select the appropriate insurance carrier. They can add additional
information or documents online or over the phone through one of our claims agents.

Nowhere is customer engagement more important than in the claims area. So what
do claimants want? Here claims registration represent the moment of truth for
insurers, because the speed of the insurer’s response is critical to satisfy the desire
customers have to obtain instant information on a variety of channels. The ability for
insurers to provide this new level of claims performance impacts the value being
created to customers from all demographics.

[{dY] Claims Corporation Network
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Claims Management in the ‘Digital Age’

...An Ecosystem platform that connects with customers.

Claims Services to ...

build a connected network

to strengthen its European

offer its services towards
operational position by

supporting with

ecosystem services

... let’s meet the initial objective of the Clients:

...to optimize
claims
processes,
shorten claims
cycle times and
reduce claims
costs

support clients with a

platform that allows for

fast, easy and simple claim

handling

— upmost efficiency in ‘FES’ claims settlements

13




Strong international & specialized partners creating an

ecosystem

* Leading bailiff and debt collection agency in the Benelux
@ Flanderiin * 14 offices in the Netherlands and Belgium
* Over 550 employees incl. legal, finance & business support

* A global network of >3,000 body shops globally, of which >1,500 in EMEA
* Part of listed producer of paints, coatings and specialty chemicals Akzo Nobel

* Leading worldwide road-side assistance providing trailer leasing, rental, maintenance and value added solutions to
transportation and logistics customers in Europe
* >60.000 incident p/yr, 15 countries, 2,500 FTE

* A global provider of fraud, risk & compliance solutions for insurers
* 100% focused on the non-life insurance sector
* Active in over 15 countries with 100+ implementations

* Market leading provider of telematics services and data analytics solutions
* Primarily focused on the insurance and automotive industries by collecting contextual vehicle, locations and crash data,
as well as driver behavior information to support usage-based insurance policies (‘pay-as-you-drive’)

* Specialist global provider of insurance, claims, risk, OHS and fleet management software solutions

Noere * Part of NTT Data with operations in >40 countries

* A global car rental company providing car rental, commercial fleet management, used car sales and commercial truck
rental operations
* Present in over 85 countries with more than 7,600 locations

* A listed data analytics and risk assessment firm
i%Verlsk * Uses proprietary data sets and industry expertise to provide predictive analytics and decision support solutions in fraud

prevention, actuarial science, insurance coverages, fire protection, catastrophe & weather risk, data management, etc. 14
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Going way forward

Partnerships & Cooperation is key to create the supply Ecosystem

Munich Re’s Digital Partners

= 2 Flightinterruption e i ) Cross-selling e
B' i n k insurance solutions ="~ O simplesurance platform
BOUGHT Group buying — o Products for the p—
BYMANY insurance scheme == sharing economy =
> Online car rental sy P2P phone g
hm:’\ Drover marketplace ==(SO-SUre insurance e
Je Deposit & renters = tr ~ On demand micro- =
insurance provider = OV duration coverage T—
nimblia : , :
Credit protection g Mobile first personal  cwpe
N services for SMEs P— lines broker =
Digital commercial Travel Compensation
next = : . _
broker = Q FlightClaim salluriian

coverager www.coverager.com




New ISP platform based on Al

FlightClaimEU.com based on EU regulation EC 261 / 2004

* Digitaal Claims platform

e Al supported technology

* Covering all nationalities

* All EU carriers

* Non-EU carriers departing EU
 Compensation based

* Over 2,5M paxin 2017

* Easyasl1,2,3

Has your flight been delayed,
cancelled or were you denied
boarding?

® X m—

Flight Flight Denied
Delayed Cancelled boarding

Get compensation up to €600 on

£ )FlightClaim

16




‘Future of Claims Management’

... IRANSFORM OPERATIONS TO MEET FUTURE NEEDS ...

WELCOME IN THE 4™. INDUSTRIAL REVOLUTION!

17




CCN Group
.. Let’s connect & cocreate a digital evolution! ....

E: c.werff@claimscorpnetwork.com
W: www.claimscorpnetwork.com

[{4T] Claims Corporation Network

FOLLOW US ON
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