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Intelligent Information
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Agenda

* MorganAsh

* What we do

® European issues

® Tele-Interviewing details

® Results
— Non-disclosure
— Dr report replacement (APS/GPR/PMAR)
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Who are MorganAsh ?

e Aim: - To provide good quick information
to overcome the problems of the industry

* UK, Ireland & Germany

e 24 insurance company customers

® Tele-interviewing for over 3 1/2 years

® Completed over 30,000 Tele-interviews

* Wide experience
« IP, CI, Life
» Varying distribution channels
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Services include

® Tele-Interviewing

® Tele-Underwriting

® Tele-Data Capture

® Tele-Claims

® Complete information collection
e Underwriting support systems
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European problems

* Reduce costs
— Medical evidence
® Increase speed
— Medical evidence
* Reduce non-disclosure
* Reduce incorrect declinature of claims
- 20%
— Regain consumer trust
* Make easier to sell
e Compliance issue for advisor — don’t want liability

* Broadly same as North American
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Tele-Interview detalils

* Nurses
® 20-45 minute duration
® Covers
— Application form
— Questionnaires
— Dr reports
— Occupation, sports, medical
— Lifestyle
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Tele-Interview details

e Rapport

® In depth interactive conversation
— Advanced cognitive interviewing techniques

* Off script

® Listening to the answer is more important
than asking the question
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AURA

Engine

AURA (RGA Technology Partners)

For Tele-Interviewing

— Tele-Underwriting (automated decisions)

* Manage & triage

— Company, product, gender, sum assured, distribution channel
— Full (Big T) and discretionary (little t)

— 42 different scripts

Captures both structured and unstructured data
Delivers

1. Précis report (PDF) for manual underwriting

2. Précis report + automated decision
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Systems

* Virtual contact centre

— Home working
* VoIP Telephony & recording

— All recordings indexed mp3 files
® Case Management systems

— Transparent — Life Co access

* Scheduling & resource management
systems

Authorised and regulated by the UK Financial Services Authority




Performance record

* Complaint from applicants is less than
1/1700 cases (0.06%)

® Turn round times
e Scheduling call to prepare for interview
e Mean 5 - 10 days

e System availability 99.7%
® Quality >95%
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Non Disclosure on app. form
compared to Tele-Interview

e Total NDL 69%
e Material NDL (disability) 34%
* Material NDL (life, CI) 24%
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NDL on Tele-Interview

e Total NDL
e Material NDL (disability)
e Material NDL (life, CI)
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Dr Report reduction

® Tele-interviews alone cover
75-90%

® Tele-interviews identify info required for other
10-25%

® Varies with product, age profile
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Claims

* MA - ZERO contested claims to-date
— ~30,000 cases
— 3.5 years (although most within 1 ¥2 years)
— Majority disability

* Unlike some in-house operations
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Case Study — Big T

RBS & Nat West branches

NUHC disability product

Full Nurse interactive Tele-interview
— Semi-structured

— Probing, off-script

AURA

Collecting all information from
applicant

Halved non-disclosure

Reduced requirement for med evidence
by ~70%

Authorised and regulated by the UK Financial Services Authority

113

One year ago, we commenced
Big T tele-interviewing on our IP
business through two of our
largest business partners, with
MorganAsh. So far, we have
experienced a high level of
positive customer satisfaction
and no contested claims to date.
The incidences of serious non-
disclosure that would have
altered the underwriting terms
offered have been halved.”

Jon Parker

Chief Medical Underwriter
Norwich Union Health Care
Sept 2007

Case study — little t

Bank of Ireland Life
Discretionary interview

— Only interview cases depending on
disclosure

— Can ask all questions or just those on
identified conditions

e Full Nurse interactive Tele-interview
— Semi-structured
— Probing, off-script

* Replace GPR/PMAR
— Saves time and cost
Improve disclosure in these cases
Easy to start
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"Tele-interviewing has
enabled us to replace a
significant proportion of
our GP reports thereby
cutting the timeline for
receipt of medical evidence
by more than 60%. It has
also been well very
received by our own sales
force”

Noel Finnegan
Underwriting Manager
Bank of Ireland Life




“We will look back and wonder why
we ever expected a salesman to
collect detailed medical information
independently”
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Thank you

Andrew.Gething@MorganAsh.com

Register for newsletter, email
newsletter@MorganAsh.com
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