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‘('( Today’s Discussions Points

Share insights & latest research...
= Quick State of Industry
= Distribution Drivers and Spending

= Distribution Roadmap and Solution
Marketplace

= (Call to Action
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o External Influencers

Driving “Change” creating opportunities and possibilities

Economic Turbulence & Market Recovery
Market Share Competition

Business Process Focus

Demographics Shifts \
Distribution & Delivery Changes .\f
Mergers and Acquisitions ?
Technology & External Data Adoption |
Sourcing Strategies i/
. Regulations & Compliance
10.Catastrophe/Climate Shifts
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Traditional Business Drivers

Business
Optimization
(scalable)

Enterprise 111 Profitable

Risk "
Management " Bg=INEiS Gtro'WﬂE)I
(compliance) ¥ DRIVERS (sustainable)

Customer
Service

(agile)
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‘7' Current Mode of Insurers & Agencies

Transforming

Growing

0,
Sustaining o5%
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Surviving
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Key Business Drivers — Insurers & Agencies

Business growth: current
lines/markets/geographies

Business growth: new
lines/markets/geographies

Pricing precision for profit

25%

66%

Growth Drivers

Business process optimization
Cost containment/
expense reduction

Current technology
too costly to maintain

Efficiency Drivers

Customer service
Regulatory pressures
Competitive pressures
Agent demand

Customer demand

58%

External Drivers

BN Agencies
@S Insurers

Source: 2010 SMA Research
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o5~ Insurers Trends in IT Spending
@ 2010-2012

IT Spending is Moving Beyond the Front Office
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Agency & Insurer Projected IT Spending
for Distribution 2010-2012
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‘:' Comparison of Insurers’ Projected IT Spending Increases
" for Distribution by Line of Business over Next Three Years

Personal Lines (PL) vs. Commercial Lines (CL) IT Spending Plans — 2010-2012
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‘j Status of Independent Agent Automation

Real-time inquiry or service

Real-time rating / personal lines

Real-time rating / commercial lines

m Real-time ™ Not Real-time

Source: getrealtime.org survey, May 2010

69% 31%
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| 22% 78%
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‘57 The Distribution Matrix

Customers Communications
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‘;" | SMA Top 10 Imperatives

Make GOVERNANCE Work

Chart a Course to

PROFITABLE MARKETS
Benefit from \ Fast Path \
BUSINESS o NEW PRODUCT
OPTIMIZATION DEVELOPMENT

Rethink \ Put the Drive Dynamic
LEGACY — DATA DISTRIBUTION

. to Work Channels

Capitalize on Apply Smarts to

Intelligence to UNDERWRITING
manage LOSSES :
P Link CUSTOMER

COMMUNICATION
Holistically
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Make GOVERNANCE Work
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== Drive DYNAMIC DISTRIBUTION CHANNELS...
“ navigate and manage expanding channels

Social Networking

Prospects/
Customers

Agents Carriers
)
Brokers, /

'l MOA'S by

. ®Q y Agent sales and
Commer0|al 2 Human ( \ service portals
- : Telephone /] Data Exchange
| Based interaction -I.V’- % 2 (upload, download

" Unstructured Data - — pu

Computer based \E Ej . ;

A ] interaction Exchange (fax, mail,
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e-mail, pdf)
Individual
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DYNAMIC DISTRIBUTION CHANNELS
... Future State

(
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Types of Needs/Solutions for Distribution
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fA Agency IT Solution Providers for Distribution

Number of IT Solution Providers
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Insurer IT Solution Providers for Distribution

Number of IT Solution Providers
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.:’-’* Rethink LEGACY
| ... Use a modern application architecture

COMMUNICATION
OPTIONS

USER INTERFACE
LAYER

APPLICATION
LAYER

ADVANCED APPLICATION
COMPONENTS (SERVICES)

CONTENT MANAGEMENT
TOOLS

DATA SERVICES & TOOLS

INFORMATION TYPES

Source: 2010 SMA Research
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‘i | Maturity Model for Distribution

* Real-time multichannel
integration

* Ability to capitalize on
cross-sell opportunities Masters

» Business tools for agents

* Near-real-time multi-
channel integration

» Customer self-service

+ Single view of customer

Movers

* Independently managed
channels

* Agent access to policy Mainstreamers
information

» Customer information is
dispersed
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» Agent upload/download » Agent portals — service & | * Social media connection

» Agent portals - sales sales » Advanced mobile apps
+ Sales tools * Insurer self-service portal | * Unstructured data import
* Online quote » Basic mobile apps (text) » Agent collaboration

» Online quote/bind/issue » Real-time chats
Technology Capabilities =
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og Call to Action/Summary

 Create a holistic distribution strategy

* Prioritize what you need to do tactically and long term

* Understand and determine your tactics and plans to deal with social media
* Engage your agents and customers in the process

* Incorporate external data and analytic tools/engines to drive your success
* Recognize that business process and capabilities are changing

« Create a three to five year roadmaps

« IT Approaches that deliver the flexibility are mandatory for survival and
success

 Execute and communicate
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©2°"" SMA Contact Information

Questions/Discussion

Authors

Deb Smallwood, Founder Karen Furtado, Partner
kfurtado@strategymeetsaction.com

dsmallwood@strategymeetsaction.com

Mary Ann Garwood, Partner

mgarwood@strategymeetsaction.com

Mark Breading, Partner

mbreading@strategymeetsaction.com

www.strategymeetsaction.com/our-research
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