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Insurers are finding new business models...

Velocity

Lack of
Insight
Inefficient

- A, Access

Variety

Inability
to Predict

Traditional Approach

Sense and respond

Instinct and intuition

S —

Skilled analytics experts

Back office

Automated

N

New Approach

Predict and act

Real-time, fact-driven

Everyone

Point of impact

Optimized
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....as business challenges become more “dynamic”

players and distribution channels
ip and collaboration across stakeholders

ncreased product / service differentiation

sues delaying competitive responses

ation, specialization & standardization

sive core legacy systems
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Insurers know WHAT to do....need help with the HOW

§ Enable LOB to execute business
strategies and decisions

§ Make it easy & quick to solve current
business problems

§ Reduce the volatility of risk with
dynamic control points

§ Consistent & cohesive business
policies, processes & decisions

Unstructured

Lol s
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An Integrated Approach to address Insurance Needs
IBM Insurance Industry Framework

. . : Solution for a specific pain-
Insurance Solutions / Applications : point, implemented by IBM and

{} : business partners

U Improve time-to-value
U Make standards consumable
U Reduce implementation risk
U Ease of interoperability with
legacy & 3rd party apps

Integration, Collaboration,
Information, Software Delivery,
Analytics, Service Management

Servers, Networking, Storage,
: Cloud Computing
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Insurance Framework Solutions
IBM Insurance Industry Framework

Customer Retention &
Growth

Core Insurance
Transformation

Single View of Customer

IBM
Insurance
Industry
Framewor

Customer
Care and
Insight

Distribution

Integrated Risk

Management

Insurance Financial Planning &
Performance

Insurance Fraud Analysis &
Prevention

Solvency Il Compliance

Insurance Operational & IT Risk

Smart Claims

Underwriting Optimization

Agile Policy Administration

Insurance Product
Development

Insurance Executive Insight

Insurance Work Optimization

Insurance Legacy
Transformation

Agency Collaboration

Insurance Self-Service

Insurance New Business
Streamlining
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How does an Insurer use the Insurance Framework

Improved Time-to-Value

§ Never start from scratch,
with pre-built accelerators
§ Assets certified and
tested on IBM’s industry-
strength software

§ Insurance-specific
patterns to provide
consistency across
solutions

§ Leverage insurance
standards based
assets, methodologies

.................................................................................. o o and architecture to
SPre-built insurance assets promote reuse across

reduce cost of development solutions
§ Common reference architecture

and proven methodologies ensure

reduced risk in solution delivery
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Client Challenges

8 Globalization has led to the entry of new
competitors into the Indian market; this Indian
insurer needed greater flexibility in their
operations and processes to be able to
compete

Solution

§ Created an insurance virtual office and self-
service infrastructure that provides electronic
access to policy information to customers,
employees, and agents

Smarter Business Outcomes

* Reduced time to provide new products to the market

* Increased sales by allowing agents faster access to information

* Improved information access for all the stakeholders through multiple channels
* Improved customer service by enabling end users to utilize self-service options
* Increased internal efficiencies through redesigned workflows
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Case Study: Professional Provident Society @

Client Challenges

8 PPS wanted to improve its ability to respond to
changing customer demands and stiffening
competition

The inherent nature of legacy systems had made
application and product development very
complex, costly and fraught with risk

Solution

8 Replaced legacy systems with a modular
application infrastructure and unified disparate
policy systems

Smarter Business Outcomes

* Brought 9 new products to market in < one year

* Reduced application development costs by 50 percent
» Decreased audit findings by 80 percent

» Eliminated more than 90 percent of system code
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Insurance Framework Accelerators & Assets

§ Accelerate SOA ¢
solution delivery with § Reduce manual
integrated process, intervention and transform
] service & data models WebSphere data to ACORD standards
Transformation
IAA/IIW Extender ACORD
Pack
g™y 5 Implement WebSphere
S 2 BpM solutions faster R
WebSphere Insurance  with pre-built assets e § Build components on

Content Pack P

legacy systems faster by

using IAA models in an

Insurance Transformation . .
,Eﬂ'v integrated and agile
— $ Integrate ACORD Workbeneh delivery platform

electronic forms to
reduce manual

ACORD eForms processing . N

(ACORD product) - § Integrate standard data
pa——— services with customer data
w § Reduce manual —— warehousing capabilities
|3 intervention to provide MDM — IW

efficient XML data Asset
DB2 pureXML for management using
ACORD templates ACORD standards
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Focus on business-IT alignment

| 0]
[!:n:!!
£ ;
i;:!]iﬂ

IBM Insurance Industry Framework
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Insurance Framework spans entire solution Ilfecycle

Vendor / Partner
Systems
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Insurance Framework Architecture Patterns
Example — Content Aggregation

«sLbsystermn»
Data Sources
WLISEx WLISE R
User Indentity/Credentials, Retrieve Content Retrieve Data
wLIgER
Apply business logic
asubsystems “Lise «subsystems «subsystems asubsystems
Client Request Content Content Producers Composite Business
Aggregators Services
HLISER
i _ Generate Presentation Content
Authenticate & Autharize
WLISEx wslbsystem»
wsLbsysters: Query for Content Providers i Presentation Logic
Security €S
Publish Capabilities
LS E
User Preferences
«slbsystem» wsuUbsysters
Personalization Content Catalog
LISEx
Assemble Content
«slbsystem»
Assembly Tools
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Insurance Framework — Key Facts
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Standards supported by Insurance Framework

The ACORD Framework is the next evolution of standards
ACORD Framewor I( development and a new era in what ACORD delivers to the

insurance industry. The industry is becoming more
diverse and the marketplace more global. The ACORD
Framework represents a single streamlined business

) e-Business Standards for the European Insurance Industry

[ 8 Bazed on the eEGT Data Model messages are produced for

* policy administration
® claims handling
® accounting & statistics

within the following lines of business

# personal lines insurance

* commercial lines insurance
® Cargo insurance

# health insurance

model for standards creation that is flexible enough to
cross lines of business and geographic borders.

6‘}"1 f—"-'---',-,% .

IRl & Insured Retirement Institute

5
i
-

Under its new vision, IRI will be the authoritative
source of knowledge pertaining to annuities,
insured retirement products and retirement
planning.

IBM Insurance Application
Architecture (IAA)The Insurance
Application Architecture (IAA) is
a comprehensive set of insurance
specific models that represents
best practices in insurance and is
a natural extension to the
Component Business Model.
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Standards (e.g. ACORD) define the “WHAT”
IBM’s significant contribution to ACORD

Leverages IAA
process maps

Business
ictionary

Leverages IAA
business terms

Process
Maps

Service
b Maps

- Component i

Model

Leverages IAA

business object
model

© 2009 IBM Corporation
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|AA defines the “HOW”

Hunl]

Focus on leveraging models to build new solutions

Component Business Model {((CBM)

Insurance Applicatien Architecture (LAA)

© 2009 IBM Corporation
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Incremental Transformation with the Insurance Framework

Achieve a
simplified
and agile
infrastructure

d on the value of
previous solution

projects and reuse
assets

work-based solution
implement to deliver a

© 2009 IBM Corporation
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Insurance Framework Solutions
IBM Insurance Industry Framework

Customer Retention &
Growth

Single View of Customer

Core Insurance
Transformation

IBM
Software
Foundation

Customer
Care and

Distribution

Insight

Integrated Risk

Insurance Financial Planning &
Performance

Management

Insurance Fraud Analysis &
Prevention

Solvency Il Compliance

Insurance Operational & IT Risk

Smart Claims

Underwriting Optimization

Agile Policy Administration

Insurance Product
Development

Insurance Executive Insight

Insurance Work Optimization

Insurance Solution
Transformation

Agency Collaboration

Insurance Self-Service

Insurance New Business
Streamlining
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IBM Insurance Industry Framework

Agency Collaboration -
Insurance Framework Solution, Make-It-Easy-To-Do-Business-With

§ “Any-time, Any-where, Any-way” agent / brokers and other intermediary
distribution channels access to insurance carrier

§ Objectives are to reduce sales and service cycle times by effectively collaborating
with the distribution channels

(o] cosones |t | G | oo L UL . 7 Insurance Framework asset

Customer Search = Suggested Actions @ Based On IBM SOftware
| "

Payment Due for Auto Policy .

New Search Results take payment @ P I d I I b
Auto Policy Good Student Orta a'n CO a' Oratlon
Discount

Shean, Alice Recent Communications i ” 1
/,.,:-1_' et Date Time Activity : ] };I:;;i Bolicy expiring soon teC h n O I Og I eS
< Larga, Florida 2008-03-24 14:04:30 c:altled tT increase uninsured moterist coverage on L
33770 : o _Eiu D.pD icy L = i 1SUr .
W7 727-555-1222 AR iR ;ﬁagﬁmﬁrg change on auto policy, @ B en efItS
@ ashean@networkfi.com 2008-03-27 11:24:30 says that neighbor is getting better home policy Agent Toolkit
: rate from competitar 9 ] C 1 t t & bI t f
Ratiog: Jededcde 2008-04-01 16:09:12 faxad request for change to beneficiary on term Iife u onsisten reusable set o
policy ‘
g 2008-04-07 16:09:12 requested reversal of late fees; automatic payment assets for AUtO & Home
@ @ P from credit card failed
A s Quote tasks for agency
[~ vaic sumary Y pamens channel (Process & Service
Policy Type  Policy Number Term Amount Effective Date Expiration Date mOdeIS’ Com po nents)
@ Corelns Home777 £2180.00 2008-02-07 2013-02-07 "
£ commnns $435.00 2008-02-07 20130207 Opats Pl i Based on IAA standards
0? Corelns Auto779 £94.50 2006-04-01 2011-03-31

U Rich agency tool-kit

© 2009 IBM Corporation
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IBM Insurance Industry Framework

Insurance Self-Service Distribution
Insurance Framework Solution, Improve Customer Stickiness

§ Enables insurers to bring functionally reach portal and websites on line
substantially faster, with less risk and cost

8 Objectives are to use online self-service capabilities to help differentiate an
insurer’s offerings in the marketplace

@ Insurance Framework assets

en e @ Based on IBM software
— $4174 : @ Portal and Collaboration

your six month premiur technologies

policy coverages vehicle coverages additional vehicle
coverages
50

@ Integrate & expose legacy
system functions & data
(Websphere)

@ Benefits

i Consistent & reusable set of
assets for Auto Quote and
Claim tasks for consumer self-
service (Process & Service
models, Components)

U Based on IAA standards

50000 / 100 100 100

T edical
en

U R|Ch consumer ihe(rjmeorporation
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IBM Insurance Industry Framework

New Business Streamlining Distribution
Insurance Framework Solution, Dramatic improvements in response times

| ]
i
(i
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§ Focused on operational efficiency and supporting the agents for new business

8 Objectives are to maintain/reduce costs while increasing service to a carrier’s
distribution channel for acquisition of new business

Campaign = Quote = lllustrate = Apply = Underwrite= Accept Prem.= Issue= Admin.

@ Insurance Framework asset
@ Based on IBM software

@ Portal & BPM technologies using
reliable and scalable infrastructure
@ Benefits

U Consistent & reusable set of
assets for New Business lifecycle
(Process and Service models)

U Based on NAVA standards
U Self-service tools for producers

© 2009 IBM Corporation
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IBM Insurance Industry Framework

Customer Retention & Growth

Insurance Framework Solution, Retain-Create-Grow More Loyal Customers

Customer Care & Insight

§ Focused on increased customer profitability though predictive analytics

§ By analyzing the results from historical campaigns and products, build models that
accurately predict how likely each individual customer is to accept each offer.

@ Insurance Framework asset
@ Based on IBM software

T @ Benefits
T v i Grow profitable revenue and
control underwriting risk.

| U Grow the value of each individual
- - customer by reducing/Stabilizing
levels of churn & retaining existing
il customers by providing added value
T products

= R U Cross-sell and up-sell

© 2009 IBM Corporation
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Single View of Customer

Insurance Framework Solution, Greater insight & market effectiveness

8 Provides the insurers an integrated view of their customers across
multiple business units and information silos

8 Reduced errors improve efficiency of customer data integration

@ Based on IBM software

@ Benefits

U Achieve a comprehensive, single
view of the customer to maximize
business

‘D @ 3

| Location Account Product

U Use enterprise-wide master
customer data to manage customer
privacy and to manage customer
preferences

Single view of

CUSTOMER

U Easily handle High Value
Customer across lines of business

© 2009 IBM Corporation
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Smart C|a|mS Core Insurance Transformation
Insurance Framework Solution, Improves Customer Loyalty

1
1
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§ Focuses on improving customer retention by providing satisfying, transparent,
collaborative and rich claims experience

§ Objectives are to use self-service tools to lower the cost of managing claims

Notify = Record Claim = Automatic Processing = Adjuster Investigation = Settlement

@ Insurance Framework asset

Damage Info

click the vehicle panels below to describe the damage ! claim information Q Based on IBM SOftware

@ Benefits

U SOA methodology and
architecture modernizes claims

Rl A processing to over-come inefficient

damage detail ¢ and costly manual claims
hail damago (1) ¢ management
! U Process, Service, Ul assets

 Hail damage = === ; (based on IAA mOdeIS)

U Web 2.0 experience

© 2009 IBM Corporation
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Underwriting Optimization

Insurance Framework Solution, Improved operational efficiency & productivity

§ Focuses on improving the speed, efficiency and quality of decision making while
creating an optimal underwriting environment for policy issuance

§ Objectives are to enable underwriters to write policy’s with the least possible
amount of risk

Edit b [Acrions: | Prererewces | WokpLACE |UPLoA |Lauwon | PorTroLto | Reporrs |Scaw On-Demano | TRace | Conetcure |Hew | Stonore

£ ot vor @ Based on IBM software
e G - and ISV applications
1 —1 .
e @ Benefits
fui= , At U More accurate
WorkSearch | DocSearch | EvantSesech | Resulte .
e " : processing and
oy . : enhanced decision-
Doc Type] CONTAINS A i maklng,
i Search Clear |

U Improved underwriting
portalo View collaboration and
View Templates:  AUTUnderwriter V|REFIEH|}TDEIIEL| Layouts: Defaut vlﬁll1|D|'I.ETE|RE¥TII.L| Customer responS|VeneSS

Cpe:In Pl Erd Rt work Quotald AUTUndarwriter = AUTDesdline & 3 AUTCommant = LinaOfBusinass & Product & Underwritar = B
' : | ' : — U Simple management
G EH 1S Jane Doe 9/14/2008 12:00:00 AM Carrats R Us Pew Account Produce Carrots Jane Doe .
| I 58765 Jane Doe B/15/2008 12:00:00 AN Rabbit Packaging Addibanal Funding Distributing Packaging Jane Doe Of exce ptl 0 nS (e . g .
Items found = 2

auditing).

© 2009 IBM Corporation
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Agile Policy Administration T —
Insurance Framework Solution, Componentized policy administration solution

§ Focuses on end-to-end policy administration for Life, Health, Annuity with a
flexible rules-driven approach and simpler integration

§ Objectives are to significantly improve speed-to-react to business changes

Home Help  Log Out

IBM Genelco Insurance Administration Selution

Inquiry = Alpha Search = Client Search > Client Search = Display Policy

Welcome, Administrator Friday, September 25, 2009

== @ Based on IBM’s industry-

Accounting » ABC Life Insurance Company Additional Fields Strength appllcatlon Server’
@ all currency values expressed in Dollars [us]. Agent

Agency 2 cy p

B fit:

- . =i database and rules

it , Policy Number GSL0000018 Loans H

Company Properties 3 Status Premium Paying Palicy Notes teCh nOIOgleS

Etrarts , Effective Date 06/01/2003 Policy Values

; Premiums -

AR ' Transaction History @ Beneflts

New Business 3 A

Off-line Processing » Premium 1,000.00 Premium 2,000.00 .. .

o ! posicy Fee 0.00 Policy Fee o U Access anytime and

Plan Maintenance » Collection Fee 0.00 Collection Fee 0.00

Palicyowner Services 3 - Premium Calculation Calculation is anyplace

L i (mm i Inhibited Inhibited . )

M U Reusable functions and
Payment Frequency Semiannual Suspended/Reason No SerVICeS reduces COSt for and
Payment Method Direct Premium Notice Contract As Of Date 09/25/2009 tl me for CUStomlzathn
Paid To Date 12/19/2008 Next MAV Date 10/01/2009
Bill To Date 02/22/2008 Termination Date o H H
Last Statement Date 08/29/2009 Variable Product No u Based On hIStorlcaI
Last Statement Type Premium Notice variable Class business |Ogic & experiences
Contract Type Insurance Contract AuiomabcirS oo 0 f 1 1 f

Count rom existing customers o

Account Control 2 o x . .
CME Primary Dividend Option thIS SOI Ut|0n
Group Number Secondary Dividend Option

© 2009 IBM Corporation
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Insurance Executive Insight

Core Insurance Transformation

Insurance Framework Solution, Blueprint for executive business control

§ Focuses on timely effective insight into the operational and financial success in
the areas of Underwriting (New & Renewal Policy Activity), Claims (Incurred,

Reserved, Paid / Large), Production (Region, Agency)

§ Objectives are to provide executives to self-serve their reporting/analyses needs

&) keep thisversion ~ | P ey o By v + [ Add this report ~

Southeast DPW($) Regional Detail 2008
Southeast DPW($) Distribution For FY 2008 Strategic Business Unit DPW(%) Breakdown For Southeast FY 2008

Range
measure

955,978,842

r 791,708

627422813

463,144,758

26,866,783

. 134,588,768

Southeast DPW(%) Rank For FY 2008

000,000 B Parent
d
\ P
800,000,000 . L
X Pro)
\ Umbrella
|
600,000,000 nal Auto
\ nal Umbrella
\ nd
\ ~ Commercial
400,000,000 I
200,000,000 I
i —— 1 el 1 1 1 7
AL FL GA KY MS NC TN VA SC WV

@ Insurance Framework asset

@ Based on IBM’s analytics
and information software

@ Benefits

U Ties Performance
Measurement to Corporate
Goals & Objectives

U Automates MS Office
Executive Briefing
Generation & Distribution

U Leverages Insurance
Information Warehouse
models

© 2009 IBM Corporation
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Insurance Work Optlmlzatlon Core Insurance Transformation
Insurance Framework Solution, Automate Processing of Work Requests
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§ Automate of work tasks which aims at processing of inbound documents and
service requests, combined with optimization of human interactions

8 Objectives are improve customer responsiveness in case of unstructured input

Input Management = Dynamic Work Folder = Work Management = Automated Task
Processing = Output Management = Process Management

Processes and Business Services Q Insurance Fram ework asset
Channels Input Media MONITORING AND VISIBILTY SERVICES Output Media Channels Q Based On IBM Software
e 4 @ Benefits
Agent/Broker : = = Agent/Broker . - .
: o SR seecaust % S U Ability to achieve automated real
oo g 4 oL time processing thus reducing both
Customers = ADMINISTRATIVE =4 Customers . ]
o 3 ad E—! = _ o cycle times and operational
|2::1 = = 232
Employees = § % I% Employees expense
ol
\ _,_, U Create a paperless process and
S W W paves reduce the cost of manual handling
4 3  § q fil
and filing

U Improved customer response

© 2009 IBM Corporation
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Insurance Legacy Transformatlon Core Insurance Transformation
Insurance Framework Solution, Meet-In-The-Middle Approach

o]l
i
]
Her
<'§'
T

8Collaborative, integrated solution development platform for core insurance that integrates
involved methods, tools, and assets (IAA, 1IW)

8Enables a model driven development approach to semi automatically derive and
transform SOA runtime artifacts from CBM insurance maps and IAA models

 Leverages Insurance
Transformation Workbench that is
an Insurance Framework asset

» Based on IBM software , models
and research assets.

» Benefits
* Engagement Governance
* Method and Assets Guidance

* Automation and assistance in creation
/ transformation of engagement
artifacts

* Discovery / binding with relevant
existing legacy applications

© 2009 IBM Corporation
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Insurance Fraud Prevention & Analysis

Insurance Framework Solution, Reduce Fraud & Improve Claims Ratio

8 Provides an agile, fast, effective way to analyze health claims with precise
error reporting when potential errors are identified

§ Seamlessly integrates with insurance / TPA applications

3 http://localhost:8081/hefinvokeRuleEngine.action - Microsoft Internet Explorer

Fie Edt View Favorites Tools Help
Qeack - ) - [ [F] €| O search ¢ Favortes €

Address [ htep:/locahost:8081/h/invokeRuleEngine.action

Scenario: CheckRevenueCodeFail

Form Number: Claim ID: 1234 Provider Name: XYZ Primary Payer: ABC

UB 04 ) Hospital Insurance

I;ggim L First Name: First ~ Middle Name: Middle Last Name: Last
Streetl: Streetl |Street2: City: Shanghai State: Shanghai

Type of Bill: Patient Control Federal Tax Number: Statement Covers Period

Date Of Birth:

Gender: FEMALE 1940.01-01

Zip: 200000

Statement Covers Period
End: 2006-11-02

Date of Service

2010-01-01

0131 Number: 1234 22-1234567 Start: 2006-11-01
Lines
Revenue code HCPCS code
1236
definitions
set line to a line item
Revenue code value is required. vhere the nane

set 'revenue code' to a

Index

if
the value of 'revenue code' is
then

add ( "Revenue code value is required." ) to the error mess:

in the line items of 'the claim' ;
set 'rc field' to a form field in the fields of line

of this form field is "Revenue code"
and it is not true that this form field is blank ;
code from the value of 'rc field' ;

null or the value of 'revenue code' is empty

ages of 'the claim' ;

The error is reported by the
completeness check rule

Pl

@ Insurance Framework asset*
@ Based on IBM software

@ Business Rules and Collaboration
technologies make it easy to
configure and extend

@ Benefits

U Extensive library of rules and pre-
built service models

i Based on insurance standards

U Collaborative tools for knowledge
management around frauds

* Under development © 2009 IBM Corporation
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Solvency Il Compliance

Integrated Risk Management

Insurance Framework Solution, Integrated compliance offering

§ Focuses on achieving compliance with minimal required effort while gaining higher
efficiency in risk & finance reporting and rationalization of information systems

§ Objectives are improve pricing and lead to more value-creating products

Underwriting Risk = Market Risk = Credit Risk= Asset/Liability Management Risk
Operational Risk = Liquidity Risk

Solvency II Capital Requirements vs. Eligible
Capital

1BOME 4 5CRnl - standard formula

- 5CRnl - internal model
B MCR - standard formula

1poME Total eligible cpital

190 M€

120ME

100ME 14,000,000

BOME 12,000,000

EOME 10,000,000

aOME
8,000,000

20ME

L | 6,000,000

OME

2007 2008 4,000,000
Calendar Year

2,000,000

0

SCRnl by Line of Business

B Motor - Third Party Liability

2007

@ Insurance Framework assets

@ Based on IBM software and
partner applications
@ Benefits

U Fully compliant with the principles
required by governance bodies

U Provides end-to-end coverage of
all aspects of Solvency Il solution

U Model & analyze financial risks
with partner applications

U Leverages Insurance Information
Warehouse mOdels © 2009 IBM Corporation
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IBM Insurance Industry Framework

Financial Planning & Performance
Insurance Framework Solution, Improved internal reporting costs & efficiencies

Integrated Risk Management

8 Focuses on eliminating manual, inaccurate and costly internal controls using
consistent reporting and analysis to support a faster closing process

§ Objectives are to ensure alignment of performance goals using standard analysis

General Ledger = Accounts Receivables =  Account Payables

Gognos Viewer - Margin Analysis Quarter - Trend @ Packaged analytical
Keep this version = | H i ol oy f ‘EW,. e ;D:]:S application

: | Margin Analysis Quarter - Trend ===
@ Based on IBM Software

Trend Type: Quarter: Number of Periods:

e o e o =
; R —— o @ Benefits
: o . - i Consistent reporting and
: - ~ analysis from multiple systems
g = e T e - e U Analysis dimensions include

chart of accounts, department,
customer, product, vendor,
organization, business unit

© 2009 IBM Corporation
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Insurance Operational & IT Risk
Insurance Framework Solution, Improved internal reporting costs & efficiencies

Integrated Risk Management

8 Focuses on increased staff productivity, better operational cost control and
improved quality of service

8§ Objectives are to simplify and streamline operational and IT processes

Access & Roles = Change Management

=)

IT Operations

o Senvce

g Rageest
Incidznt & ,
Frobiem Mami | :

Knowledgs Service

Managemeant . DeRvery

Assot %

Maragmment
Waork
Management

Provisicning &
Release Mami

Service Management Platform

@ Based on IBM Software
@ Benefits

U Improve the trustworthiness of
the processes and technologies
that make up identity systems

U Enhanced ability to deploy new
services and service changes
faster and with fewer errors

U Better understanding of
dependencies and relationships

© 2009 IBM Corporation
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