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"Insurance is the DNA of capitalism. Buildings and homes don't get
built, lives can't be repaired, products aren't made, food doesn't get
produced, and services can't be delivered without it. Insurance is
vital to the modern global economy, and navigating these megatrends
will increasingly define our success in helping to propel it."

Joe Plumeri, Willis Group Chairman & CEQ, 2/27/2008
A.M. Best Company's 15th Annual Review and Preview Conference










The Future Circa 1954
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“It is not too much to expect that our children will enjoy electrical energy in their homes too cheap to
meter” — Chairman AEC



What If IT was free?
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Processing Is Free

1968
$1.00

2004
$.0000001



Storage Is Free

2006
$.40



The New Marketplace
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Why the Future of Business
[s Selling Less of More

CHRIS ANDERSON



experien



experience
AN
@ E

customer employee




Experience as a brand differentiator
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The “Experience Ladder”

Experiences
Services

Goods
Raw Materials

Tom Peters, Re-Imagine! Business Excellence in a Disruptive Age



Closing the Value Gap

How innovation translates into higher prices by moving up the experience chain.
COMMODITY ' GOODS ' SERVICE

Prevailing prices for
various coffee offerings
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1¢-2¢ 75¢-$1.50
Per Cup Per Cup

Pne and Gimare, The Experkence Economy, 1999
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Drivers for Change
A New World of Work Emerging
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Always On, Always Connected

12 million American’s telecommute everyday’
. Another 10 million telecommute 1 day a week?
90% of organizations have some form of mobile or remote work?®
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oifer Telawark Don't Offer Telework

Hong Kong: 125.1% cellular penetration in

e ¥ar April 2006.
- - “ c e 3 (Office of the Telecommunications Authority)

Africa: 625.8 % increase in Internet
use (ITA) — 3.6% of population

¥

India: 1in 9 have a cell phone (zonet asia, ]

WiMax Growth: 15.4M by 2010 from 23,000
in July 2006.

(Senza Fill Consulting as reported in BusinessWeek)

October 18, 2006)
Africa: 5,000 % increase in mobile phone

use 1998 to 2003

(Centre for Economic Policy Research, 2005)
Australian telecom vendors report 50% of
new order are for VoIP.



Transparency

In just the it is estimated that nearly

; all mandating the : e _
Dutch Finance Minister estimated EU

capture and control of electronically stored documents (which now
make up 80% of all business information) regulatory burden at 2% of Netherlands GDP
(Speech by G. Zalm, 2004)

AMR Research said that in alone
and

? = 4 % Spain: Spain has more than 700
rv- federal and local
laws governing the opening of new
stores (OECD)
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Workforce Dynamics

58% of mothers
with children age 5
and under work
outside the home.
74% for mothers
with children ages
6to 17. 90% of
fathers are

employed. (the
Week/Money Feb. 3, 2006

page 38) |

The number of available jobs could outhnumber workers by 4.3
million when the baby boomers start retiring in 2011. The study

80% of Baby Boomers will
» + . work past 65 (AARP)

workers by 2031 (Employment Policy Foundation, Washington, D.C.)

76.6% college graduation
wage premium
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850,000 mainly high quality engineers have

chosen to live overseas.
Hugh, Adelaide University: Australian Financial Review

concludes that the gap would then widen to a staggering 35 million

Europe’s youth already disappearing very
rapidly. “We already report totals of about
600,000 to 800,000 declining every year.

This will continue in the near future. Labor
forces in Europe will start declining in the

next five years.
AGE DOES MATTER http://www.tmpsxm.com/content/view/105/70/
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South and Central America: 140 Million 12-24
year olds peaking between 2000 and 2030

World Bank



Technology expectations of workplaces

Regardless if you work in this type of office environment currently or not, please tell me if you would expect to

use any of the following technologies or services within a professional workplace, office, or office space? %
saying “yes”

80%
79%
Company-provided desktop PC i 706

Web-based search such as Google, Yahoo, MSN, etc.

Office productivity applications such as Word, Excel, PowerPoint, etc.

Company e-mail accounts

Web-based e-mail such as Gmail, Yahoo mail, Hotmail, etc.
Company intranet or web portal

Company-provided conference call line

Company-provided notebook or tablet PC

Internal company instant messanger

Wikipedia or other Wikis

Mibile or smart phone paid or supported by the company
Personal instant messanger such as Yahoo, MSN, AOL, etc.
Company-provided virtual meetings

I
Facebook, MySpace, or other social networking websites



Importance of newer, innovative technology

Would having more access to work with newer, innovative technologies make you more or less likely to consi
a potential job opportunity?

Likely 91%




Perception of Insurance Industry

I’'m now going to read you some statements and after each one | would like you to tell me how well you
believe this statement describes the insurance industry — very well, somewhat well, not too well, or not
all? % saying “well” ‘

The insurance industry has
a poor public image

The insurance industry is
old in general

The insurance indsutry has
older workers

The insurance indsutry is
not innovative



Connected Experiences

Friends Communities

Family Neighbors

3 ‘gjg Education

Customers

Colleagues

Consumer
Services
Business § (i) ==
partners | Government



Are Trends
Destiny?
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The Challenge of Continuous Innovation
SHARED VISION

RESEARCH &
DEVELOPMENT
NEW
CUSTOMER & PRODUCTS
PARTNER FEEDBACK o orpyimra
GRASSROOTS

ACQUISITIONS



Shared Vision: Quests

SUPERIOR

EFFICIENT LIFESTYLE — \/al UE CHAIN
AND IN SEVC‘,F}E’ AND LOB
- LUTION

CONTROL Rl SOLUTIONS

CRIII!IC\;ERS\:AZ%D’ ALWAYS IN SYNC
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Shared Vision for Information Workers
Connected, Informed & Productive

//'/FO\RI\/IAT‘O$
WORKERS



Empowering Your People

/Veb Portals
(Corporate Intranet and Web
site)

Enterprise Data
Repositories
(Highly Structured)

Departmental Solutions “ H l -

(Structured & Collaboratlon Team ites\
( Uns ructured. conte t)
By

User Base

Jnstructured)

Enterprise Content and .
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Shared Vision for Business Leaders:
Superior vaule Chain & LOB Solutions




Insurance Value Chain Conceptual
Framework

Customer Experience Employee Experience Operations Experience

ecture

Product Development and Configuration Polic

Underwriting Claims Processing

Point-of-Sale and Service
ki

The Micrpsoft Insurance Val
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Connected Experiences
SilverLight

 Rich Web Experiences
— Stunning animation, audio & video

—  Multi-browser support, Windows and
Mac

— High performance video & graphics
engine
— Search-engine friendly for richer
discovery
*  Productivity and Performance

- Powerful application model using
existing Web (AJAX) and .NET skills

— Breadth of tools & ecosystem for
designers and developers

- Rich framework makes great Web
apps easy to build

« More Efficient and Cost-Effective
- Small, friction-free client install

— Best video quality w/ lowest cost to
deliver

« X-Platform and X-Browser




demo

SilverLight in Insurance
Connected Experiences for Agents and Consumers



Customer and Partner Feedback
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Impacting a BRAND...
SYNC In-Vehicle Technology




Microsoft®

Research
"




Microsoft’s Unique Enterprise Formula
Our Investment in Innovation

Microsoft surpasses IBM...

Microsoft is #1 on Patent Scorecard of top
IT Patent Holders

8500 Patents Granted |
15,000 Pending
Adding approx 3000 per year

$ o~ 2000 2001 200, 20U3 2004 .
in FYO7 4

$40B committed for
next 5 years

. @ “Future-proof” against “rip and replace”
e Architectural compatibility gives stability, agility
e Extended support for product lifecycle




Connected Experiences




Outside Inspiration: Acquisitions
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A Microsoft®Subsidiary

a( Juantive

A Microsoft*Subsidiary

Telime. ::fast

A Microsoft*Subsidiary




Grassroots Innovation: ThinkWeek

I 5 N
.5,-2 Thinkweek Spring 2006 Winter2007 Fall 2007 Spring 2008

Home

Spring 2008 ThinkWweek Announcements

Spring 2008 Think¥Yeek Submissions are Cosed

Recent Comments on Spring 2008 Papers

some further questions on VAT & applications on Fre
= Some of this is hopefully going to be solved in MS
cqusitions of external small companies does the
e Interesting paper - good to see biz interest in th...
A must read for all online services




One Possible Future - Innovation on the Road

* By 2013, global positioning system (GPS) , advanced telematics, and WIMAX technologies will be
providing huge volumes of data that insurers can use to improve pricing accuracy - even creating new
dynamlc pricing models - and communicate with customer in real-time

Cars will “authenticate” drivers, allowing insurance to follow you as you drive your own — or other cars
Real-time notification of approaching severe weather, traffic congestion, or accidents — including alternate routing - minimizes loss

exposure
Automatic notification of carrier/agent when airbag or other sensors triggered
Cars become “nodes” on insurance carriers networks allowing real-time view of values at risk

Event data recorder technology used by motor vehicle manufacturers to improve the performance of air
bags will see increased use by claims organizations to correctly assign fault in accidents and prevent

fraud.
Data from on-board recorders — time, location, speed, direction, angle of impact — allow automated settlement

Safety-enhancing technology will reduce collision frequency by 90-95% and severity by 15% within 10 to 15 years
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