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DIGITAL
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Motor Glass Claim Registration &l

BASIC INFO (1/5)

© 0 0 0

Tell us when it happened,where should we replace
it and which vehicle

@ * When did it happen? 01 Mar 2019
g *Where to replace it? South Africa
Q 1 Sportica Cres

Cape Town
7530

*Which vehicle to claim for?

VOLKSWAGEN TOUAREG 3.0 TDI V6 TIP
2007 CY49129

< Back Nex; >

| S S A—

Straight through registration and
processing of over 30% of motor glass
claims on Broker Portal, Client Portal and
or Client App to have windscreen fixed at
client’s preferred location

°
®
Request Documents @

=

POLICY NUMBER:67609664397

@ Email Surina.vanrensburg@santam.

% Document Type Select...

Select... |
Documents

Confirmation Of Cover (confirm_letter)

| S

Broker Portal available on smart
phones and tablets- BP has 3,600
users per day, 10,525 summaries
are viewed daily, 44% of all claims
are registered online with120,000

claims enquiries per month

®
2 Buddy Bernard (MAG0340]
santam
%53 Dashbeard e Ctient Business o Reporting G Centact us @ Cakculators
Q) Reterence &Forms
Pottsbmmbc T,Genl.
99400277335
Perzonal Policy
POLICYCENTRE [GUIDEWIRE|
Ié=ntity number: 2072983880946
| Request Document Amend Palicy
| Register claim Palicy history |
Policy Claims Correzpondence Payment Contact Detail
' Policy Details
|
Status: PC-Acle
Insermadary: SUCCESSKIN FINANCIAL PLANNING
Branch: Reosogoart |
Eranch Agency: 17/583%
Resewal Date: c1/te/z020
Cucte Date: T
Inzeption Date: 0T
|
|
//
N _ 4

Request and generate 920 confirmation of cover letters
and 216 border letters via Broker Portal, Client Portal
and Client App every month



IASSIST: SEARCH USING ARTIFICIAL INTELLIGENCE (Al

L
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test test

santamdev@gmail

Agent Assistant

Dashboard

X Agent Assistant

Manufacturer of clothing and linen Clause 1429

Agent Assistant 221PM

MF Clause No | 1429 MF Section - Fire Clause description.
Clothing Factory Warranty (Compulsory for Business)
PalicyCenler component: Condition: Clothing and lextile
Tactories Application on system: Navigate 1o the General
section - Conditions and Exclusions level, Select the
applicable Premises and Building, Under Occupancy
Conditions, select "Clothing and iextile factories®, Mark all
temms as Yes. Business nules for the following Compuisory /
Cacumstantial clauses: To be added if the Business =
Ciolhing manufacturey

How 10 Insure a tent and what information IS required
Agent Assistant2:23 PM

h conditon 1o add f
Wfacturer of clott

Agent Assistant 3.00 PM

MF Clause No : 1429 MFF Section - Fire Clause descripiion”
Clothang Factory Warranty (Compulsory for Business)
PolicyCenter component. Condition. Clothing and lextike
faclories Appiication on system: Navigate to the General

sechion - Conditions and Exclusions level, Select the
applicable Premises and Building, Under Occupancy
Conditions, select "Clothing and iextie factories”, Mark all
terms as Yes. Business nules for the following Compulsory /
Circumstantial clauses: To be added if the Business =
Clothing manufactures

Type a message

Agent ask underwriting question via chat

interface

Clauses Commercial_Palicy Ciculars Training o

WOrKman Ciause Navigaie 10 e oumaings Lomomea secion - Secion

Document Name: Personal All Risks Broker - 81.22
Commercial (SA) %
Section Title:DEFINITIONS

and personal effects shall mean and be restncted to the
tollowing property:

Chothing, speciacles, contact lenses, hearing aids, pens, pencis,
cOSMeEtics and thewr cases, cigarette cases and Wghters, jewels and
|eweliery, personal omaments, watches, furs, anicies of gold or siiver and
other articies simiiar to the aforementioned that are usually camed by or on
a person, electric and other razors, umbrelias, handbags, cases, pocket
calculators, pocket computer devices such 3s electronic diaries, porabie
projectors and other portable photographic equipment, portadle radios and

Document Name: Personal All Risks Broker - 30.62
Commercial (SA) %
Proguct

Santam Commercial Section”
Personal All Risks section (wording version
001)
PERSONAL ALL RISKS SECTION DEFINED EVENTS Loss of or
damage to:
1,
Any insured article refiected in the schedule:
2,

Name: F s Broker - i 28.28
(5A) %

Section Title:Theft out = - vehicle

but restricted to

1

Contents but excluding Centents which are insurable uncer “Clothing and

iAssist provides answer from
the documents it has
ingested

~ 4 Automatic Zoom

PERSONAL ALL RISKS
SECTION

DEFINED EVENTS

DEFINITIONS

Cltaig aad pecweal efects o/ od s vl i et 1 Fos T

Waray. nagoriati InatruTanty. stamp ane coine

Agent clicks on link to open
relevant document

®

iAssist is live in our Contact

Centres to support agents with:

* FAQ’s via chat interface
* From documents ingested




SENTIMENT ANALYSIS

Use natural language
processing, text
analysis and
computational
linguistics

Also known as opinion
mining or emotion Al

To systematically
identify, extract,
quantify and study

Focus towards
subjective text within
communication to

. . unstructured
identify moods, , o
. . communication (text,
emotions and feelings o= .
voice, etc.)

santam



SMART HOME INSURANCE SOLUTIONS (IOT)

Santam Real Estate % - i) ; Additional use include
Retroactively fits smart s Ui Mon 7 managing geyser
geyser devices and Lo pdine 3 010 12048 temperature & heating
connects it to policyholder R = e " e schedule for energy
smartphone via APP UM 2000010 22:006m 1.0°C  20:00pm efficiency
06:00am to 09:59a
20:00pm to 22
06:00am to 09:592 " bhr59 R3,48
20:00pmi to 22
06:00am to 09:5%am
Fully integrated with S
SRE Insurance systems Ok G 055 Switch Geyser OFF Streaming data from
for proactive claims U 20000m 1022 devices used to reduce

risks and build claims
predictive models

management incl.
shutting off water &
electricity supply &

santam



DECISION AUTOMATION

* Expert decisions automated using artificial intelligence models

* Main benefits
* Accurate and consistent decision-making
» Free up resource capacity
» Ability to process high volumes
» Can be quick to build and train

* Models used in production: 24,
* Mainly across Personal, Commercial & Claims

* On average 130 users use these models
on a daily basis and ~12k policies are processed

* Another 19 models already built and trained-
busy being integrated to existing systems

santam



ROBOTIC PROCESS AUTOMATION

e Automation of mundane, repetitive human tasks in a process.

* Main benefits

» Cost reduction: Overtime and potentially salary line
* Increase in accuracy

+ Staff morale booster

* Increase in service delivery
¢ Automated process in Production: 7
» Strong focus in Finance (C&P and Niche),

+ Extent to Operations and Claims in 2020

* Another 35 processes in development

santam



COGNITIVE AUTOMATION

Combination of Robotic Process Automation and Decision Automation
Policy screening in personal lines is Santam’s first cognitive automated process

Main benefits
Automation of complex,
end-to-end processes

THE SANTAM WAY

See 6

EXCELLENCE INNOYATION



THE NEED FOR CONTINUED CHANGE
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SANTAM SHORT TERM INSURANCE RISK BAROMETER

RESEARCH
METHODOLOGY

santam

Desk research

including telephone
intarviews with global
insurers

1 hour in-depth interviews
with 24 intermediaries

9

independent
brokers
4 national
brokers
tied agents

10 9 5

personal

commercial

corporates
businesses

0 minute

face-to-face
interviews with

— &0

corporates

— 119 —

commercial
businesses

— 250

consumenrs

Research period

January - July
2019

Corporates

total sample sze [50)

_Partofa
multi-national

201
50 em;:loye es;

turnover
>R500 million

1-50

employees

55

201+

employees;
turnover
51— 200 <R500 million
Commercial ernnloss
total sample size [119)
Age Gender
00 .* 70 90
75 +—
P 50
25+ I
0 -

Consumers

total sample size {250)

yous yoars

Metro 1 25 100 ==

[— Gauteng 751

L

— Cape Town

16-246 5.

132 118

3B5-49 50
yoarm  yourm

Household income [monthly)

87

52 45 199

501
0L

[R0000- [R2e480- RE000O- (ROOO0O-  [R 1900000
RWoM] RWMY]  REPWS| R eed) plasl
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KEY THEMES AND TRENDS FROM OUR
BAROMETER

Crime: Political landscape: Economic landscape: Vehicle accidents: Climate change:
theft, political unrest, social challenging economy, uninsured cars. unlicensed  Tuelling drought, fire, flood and
burglary change business confidence drivers hail related claims which is
causing the most damage in the
agriculture sector
| | | | |
| | | | |
Fire risk: Cybercrime: Technology: Regulatory changes: Skills shortage:
wild fires, IT failure and business increased cyber increased cost of compliance, challenge in attracting
firefighting interruption, data breaches incidents, smaller intermediaries under young professionals
capabilities and theft automation threat



CONSUMERS/PERSONAL LINES

« Consumers perceive motor vehicle accidents, burglary and theft as their highest risks
* 23% of consumers reported they had claims in the last 12 months
* Average value of claim: R30,228

» Breakdown of claims for the period:
- motor vehicle (49%)
- cell phones (33%)
- home contents (16%)
- buildings (12%)
* Over 38% of consumers have uninsured risks
- mainly portable devices (cell phones, laptops tablets)
- home contents (appliances, furniture)
- jewellery/watches

* More than 58% of respondents indicated that affordability was the driver for underinsurance
» Over 80% stated that insurance provides them with peace of mind

* 82% of consumers are calling for greater use of technologies from insurers

santam



CORPORATES/COMMERCIAL BUSINESSES

» Businesses perceive theft followed by motor vehicle accidents and fire as their highest risks
* 38% of corporate/commercial businesses reported they had claims in the last 12 months

» Average value of claim: R390,287

+ Claims range between R185,000 (small commercial) to R534,000 (corporates)

» Breakdown of claims for the period:
- motor vehicle (59%)
- theft (37%)
- accidental damage (19%)
- goods in transit (19%)
- electronic equipment (14%)
- machinery breakdown (13%)
- fire/explosion (13%)
- office contents (13 %)
- cell phones (11%)

» Over 75% stated that insurance provides them peace of mind

santam



OUR CLAIMS EXPERIENCE




MOTOR

dominant cause of motor less than 10% of all motor vehicle continuously decreasing due to severity has increased.
losses. claims per year vehicle tracking and security
* The same incidents accounted for 30% technology.
of total paid claims in the mid-90s.
santam



HOME CONTENTS

* 50% of home content claims * Burglary and theft claims have * Home appliances such as + Claims resulting from geyser
are crime related. declined over the last decade. dishwashers, dryers and refrigerators damage has risen by nearly
are becoming more advanced and 20%.

expensive to replace.

santam



COMMERCIAL

* Theft belongs at the top

of the perils list.

However, it is not the
biggest claims
category because theft
also happens to be one
of the best managed
risks in the commercial
space.

santam

Motor and property
dominate Santam claims
spend

Impact of catastrophe’s
not well noted by
respondents

Cyber crime is not yet
considered an imminent
threat by many
organisations.

This is hardly surprising
since cyber attacks are
massively under

reported in South Africa




INSURANCE CHANNEL PREFERENCE
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MORE COMPLEX RISK REQUIRE
ADVICE

Large commercial — 76% use intermediaries

. Excludes Cell Captive and
Structured Insurance Solutions

. Impact of tough economy

. Perception of cheaper cost

. Power of marketing

Mid-size commercial — 62% use intermediaries

I Small commercial — 38% use intermediaries I

.

santam




INTERMEDIARY KNOWLEDGE/
EXPERTISE RANKED HIGHEST

Knowledge/expertise

Gets the best deal

Identifies risk exposure

Efficient claims handling

Products to suit our needs

Convenience

Technological capability | 25

0 10

% of respondents

santam
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