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The Co-operators Group, Who We Are

As a co-operative, our 44 member-owners include co-operatives and credit union centrals
representing a combined membership of millions of canadians.

P & C Operations Life Operations Investment Management Adjacent & Emerging Businesses
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CLIENT
ENGAGEMENT
We will be the leader in
client engagement
within the financial
services industry.

CO-OPERATIVE
IDENTITY
Being a co-operative is
core to our identity,
and to our business. We
will continue to be
invaluable to the
co-operative system.

The Co-operators Strategy 2019 - 2022

COMPETITIVENESS
We will relentlessly
pursue operational

excellence, which will
allow us to grow profitably
and capture market share.

WORKFORCE CAPABILITY

Our people are the core source of our competitive advantage in a rapidly changing environment.

CREATE THE
FUTURE
The business landscape
is changing, and we
nead to be ready. We will
explore and invest in
far-reaching new
business models and
capabilities to secure
future success.
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Strategic Themes

Digital Client

Trends '\ Engagement Principles
Vehicles Change Genetic Mapping Expectations / * Be responsive

* Be client centric

) :
Strategic Elements Be collaborative

< Digitize Auto  *** Significantly grow Life, <+ Respond to emerging * Be data driven
Wealth & Commercial unmet needs )
 Be future driven
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Foundational Items that Drive Value for Digital Transformation

Know your client and their journey with you, and the broader ecosystem

Omni-Channel requires a strong Integration & Interactivity Fabric

Connect one client identity to all their data, and implement rigorous
security controls to protect both

Build partnerships and nurture a culture that helps you build velocity
Digital Transformation is about how business will create client value as a

digital business, RATHER THAN, having a strategy in place that adds digital
to the existing business model
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Know Your Client

Ask Two Primary Questions:

1. What problem are we trying to solve?

2. Does solving this problem advance the client,
partner, or work-force toward achieving their
functional and emotional goals?
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Know Your Client

Claire’s journey into retirement with investments
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"I feel ove rwhelmed with all of the choices and risk

in on my funds to
levels and I'm not sure which to choose.”

"I want to feel more confident knowing if | have enough
money to retire.”

see if I'm on
. Wants:
target to retire.

g #  Easy to understand investment info on co-op.ca
+ Comparisons between investment types and risk

Investments can levels

be very + Calculators and scenarios
overwhelming so = Budgeting tools
| like to meet #  Real-life stories
. * Tips for investing
face-to-face with #  Option to book an apt with my advisor online

my advisor.

Wants:

* Somewhere to enter my life stages and goals so you
can know me better and help guide me

&  Visuals! Charts, graphs, videos, images

« Dashboard to see a quick view of my investments

* Quick answers (i.e. chat feature on your website or
search option) so | don't have to wait for a licensed
advisor to call me back

»  Soft copies via email instead of hard copies in the mail

®  E-sign and less paper

» Historical data and see where | started and where my
investments are now

*  Self-service options to maintian my own account

Discussed Met with an Chatted with my  Called office to ask  Received Mailed back Had an Received Transfer funds
) . investments Advisor to advisor via email a question but had answers, and forth annual retirement out of The
| am financially . . . L . . . . .
with peers and discuss to ask for to wait for a finalized hard copies review with letter in mail Co-operators
comfortable but . . . . . ; .
searched the investment explanationsand licensed advisor to  purchase of files my Advisor to consolidate
concerned about . - .
internet for info options make changes call back elsewhere
the future and
@ o ® ® © © o @ ®
enough money to
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| wish | had a
better way to Gap: Research & Education Gap: Engagement Gap: Contact & Guidance
budget and check

"I want to be contacted ahead of retirement so | can be

better prepared and know what to expect.”

Wants:

+ Contact from my advisor before | retire to set
expectations and discuss reaching my goals

+  Easy to understand communications with explanations
of terms and a dear call to action

*  Follow ups from my adwvisor

* To know when to start thinking about consolidating
and why | should keep funds here.




Creative Processes

Jobs To Be Done

r
Jobs to be Done Breakdown
Main Job Related Jobs
to be Done to be Done
Functional Emotional Functional Emotional
Aspects Aspects Aspects Aspects
Personal Social Personal Soclal
Dimension | | Dimension Dimension J | Dimension
S
23/04/2019

Know Your Client

Design Thinking

Clearly articulate the
problem you want to
solve

Develop a deep
understanding of the
challenge

Brainstorm potential
solutions, select, and
develop your solution

Design a (series of)
prototype(s) to test all or
part of your solution

Engage in a

short-cycle testing
process o refine and
improve your
solution

PROTOTYPE
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Omni-Channel

Define the scope of omni-channel

Utility Platform Lifestyle-Enhancing
Relationships Relationships Relationships

i ll;'l'

Sowrce: Forrester Ressarch
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Client Identity & Data

Build context with an Integration and Interactivity Fabric

Personal Loan Mobile E-Apps & CRM Multi-Line Wealth Partners
Lines Origination App Systems Claims Management Offerings

Integration and Interactivity Fabric
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Client Identity & Data

CLIENT

Security & Identity & Access Management

@@ﬂ BRO
g (N group benefits

Personal Group Loan Mobile E-Apps & CRM Multi-Line Wealth Partners
Lines Lines Origination App Systems Claims Management Offerings

Credit Union

N - 3, B W O

Integration and Interactivity Fabric
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Define Problems, Not Solutions !

X Long, detailed road maps

23/04/2019

Flexible, agile approaches

15

Partnerships & Culture

Agile & DevOps
Microservices

Cloud Services & API’s

Low Code Platforms

Extreme Programming

MVP’s: Test & Learn

Build Partnerships that help you

accelerate and scale

O
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Use The Right Machine to Compete Partnerships & Culture
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Founded in 2015 by 3 partners; now over 50 staff in
three countries (US, UK, Canada)

Early funding - Munich Re, Sompo, XL Innovate,
Horizon Ventures

Launched the “Insurance Cloud Platform” (ICS) in
2018

Announced partnerships with AXA XL, Progressive,
Legal & General, Nationwide as well as Co-operators
ICS platform allows carriers to quickly hypothesize,
test, launch and iterate episodic (on-demand)
Insurance products

Continue to evolve Al, machine learning and
behavioural science research that allows signals and
events to create a better digital customer experience

Digital Transformation

Slice
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Digital Transformation

Carefree Hosting
Presented bH o
ﬁ“‘ﬂ. ".":'\m o . ,

()g the co- operators:

A Better Place For You



Digital Transformation
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Digital Transformation
A Jfome to We

1. Attract first time homebuyers to credit unions to
increase membership

2. Drive leads to Co-operators for insurance needs

3. Carve a niche as a thought leader/trusted advisor |- Emra
in the home buying journey -
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| Wgwge Digital Transformation
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Home NEXERA

4}\ Mortgage & AW ERODD

Legal

Closing
ogle+ CCUA
Google A
Canadian Credit Union Association
Home/ Y Home
Neighourhood pection/
Value & epair & ’
Trends estore ServiceMASTER
Restorg
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Digital Transformation

Virtual Advisor Assistant

Provide advisors with support including:
= answering their inquiries
" providing procedural support

= providing links to supporting documentation

0 B S— Q Knowledge DB Systems Word Docs Supervisor Other Department

|

c
o
3
Advisor Call Centre Rep —» Authenticate — > Service Caller g
3-4 min talk time "~ After call work
1-2 min hold time 1-2 min
$ ’
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#  Virtual Advisor Assistant

Design a Cognitive Agent Assist POC
(leveraging IBM Watson technology).

e 200+ of the most commonly seen
topics

* 3 complex process flows related to
* Policyholder services
 Life Billing
* Policy Change
* New Business

23/04/2019

Frequency of
Questions

Digital Transformation

POC Sample Questions
How do | reset my password?
How do | process a Policy Adjustment?
How do | change my clients address?

o

\

Short Tail Long Tail
Majority of Questions hit
small number of Intents

ey

Different approach required when a large
number of possible answers exists

100s Unique Intents 100,000s

(Reasons for customer questions)
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Digital Transformation

Virtual Advisor Assistant

We envision ChatBots interacting and addressing questions from Advisors on
frequently asked questions.

|
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0 S — Q Knowledge DB Systems Word Docs Supervisor Other Department

Advisor
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Call Centre Rep —» Authenticate — > Service Caller g

3-4 min talk time >
1-2 min hold time

After call work
1-2 min

@
Triage to ‘

Advisor Watson Virtual Agent— Authenticate — Trained Corpus of ~ agent if
based on Questions & Answers required Call Centre Rep
Questions
B 24 G the co-operators
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Benefits Now Mobile App

The Co-operators Benefits Now® app
allows plan members to submit and
manage claims on the go.

No more scanning and attaching
paperwork; simply snap a photo and
upload it along with your claim if
required. Even your pay-direct drug card
can be found within the app.

If any claims require your attention after
you’ve submitted them, you can respond
at your convenience. You can also view
your benefit maximums and how much
coverage you have used at any time
using Benefits Now®.

23/04/2019

Digital Transformation

Francals

Benefits
Now™

Certificate Number *

1234567001

Sign In %)
or forgot password

If you need assistance, contact us at

1-800-667-8164 on Monday to Friday
from 8:00 a.m. EST to 8:00 p.m. EST,

Benefits
Now™

Group Benefits plan member
mobile app

25
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DIGITAL PLAYBOOK Driving Digital with our Main Stream Businesses

We moved digital to the forefront using a playbook where each “play”

increases our strategic agility and operational excellence. The digital o R_ate of AdOptIOI’] was _measured_ agamSt M

playbook gives us a common language, and consistency of technology Initiatives and how many Instances involved each

implementation for all the core digital capabilities through common : « ” .

standards, specifications, patterns and proven high level “blueprints,” Reference ArChlteCture’ Play from the Dlgltal

helping us to truly put digital first. Playbook.
Rate of Adoption Client Experience continues to be a strong focus in 2018,

showing alignment to the four year strategy with projects
such Advisor Assist Chatbot, Analytics for Client

Engagement, and increasing coverage of our online client
self serve offerings in Online Services and Direct to
Consumer products.
I 18

Security Cloud Services Data Analytics Operational Mobile
Resiliency
(Network Zoning and Address the whole Deploy in flexible Scale agile by Use data to drive Client-facing Identify, Authenticate, Design for mobile
Secure Transmission) experience from start  hosting environments ~ decoupling monoliths decisions availability, reliability Authorize, first
Manage security and to finish and performance Personalize

privacy through reusable
pro es - —
e\ 010110
g ) i i © % _
- =
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AUTOMATION SPECTRUM

-

Clerical

DETERMINISTIC TASKS

% Automation

0% 28.8%
% OF EFFORTS

Robotic Process
Automation

Optical Character
Recognition

Intelligent
Character
Recognition

Efficiency Focused

A

Knowledge Assisted

PREDICTIVE TASKS

.Q Discovery @' Analytics

26.5% 25%

Monitoring Predictive Analytics

Problem Management

Data Cleansing Ao fifles

Big Data

Data Integration

Reliability Focused

Automation Across the Organization

-

Knowledge Worker
COGNITIVE TASKS
>

’:ﬂ Artificial Intelligence

-

Relationship Worker

SOCIAL TASKS

6 Social Al

BEECET

Machine Learning

Natural Language
Processing

Enterprise Ontology

Experience Focused

Affective computing

Simulated Empathy

Computational
Psychology

Cultural Focused

*  Business process
Automation

*  Automation Incident
Resolution

Incident Elimination
Predictive Maintenance

*  Agent Amplification
*  Improved Customer
Experience

. Behavior Modification
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Select your balance and speed wisely Going Forward

The Three-Box Solution

By balancing the three boxes, managers can resolve
the inherent tension of innovating a new business while
running a high-performing business at the same time.

Create the Future

Invent a new
business model

Hypothesis ~ KPls ~ WatchKPls  Test

[ M, Q)ﬂ\jﬂ\ i

\J

: . ; Forget the Past
B["ld Test Adjust Ad]USt Let go of the values and practices
that fuel the current business
but fail the new one Manage the Present

Optimize the
current business

SOURCE THE THREE-BOX SOLUTION, BY VIJAY GOVINDARAJAN © HBR.ORG
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HAVE A LANDING DOCK Going Forward
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Thank You for Your Participation
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Upcoming ICMIF webinars

Are insurers ready for Innovation @ Creating value through

the new mobillity Mobiliar embedding sustainability
ecosystem? at The Co-operators

@ www.icmif.org/icmif-webinars
i C m i -F International Cooperative and Mutual Insurance Federation #I C M I Fwe bl n ar



