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> E lfJOs‘ch pUSIness specialist
- me [ terwewmg for over 4 years
> €0 Iaeted > 60,000 interviews

—
= i
_ -l-l-_._ e
S L .
--_"'- _1-_--

”'"-Z‘T'm To provide good quick information to
- overcome the problems of the industry

-
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mg, Tele-Underwriting

[Jal group, (annuities, long term care)
OI ﬁy audits
e'-CIalms
— Eic_aj mformatlon collection (3d risk)

E _,EuUnderwrltmg (3d risk)

——

— o
-—
—

_.—'___ ~ = New Business systems (AURA)

J—

~ -~ * Coverage:
— UK, Ireland
— Germany, Switzerland
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orloge 0 collect medical
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— ‘;Covers all medical R e

questlons and sports, SRR R
-occupations etc.
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51 CH e 'No medical questions on the
rlool a}: A form, mterview all' cases

=,

i T2

o
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Im
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= J-,-:':’ et — traditional application form —
f«mterwew a supplementary process just
| ‘replaces the doctor’s report

--."'_'r—-u-

—_._——
- L a—

Authorised and regulated by the UK Financial Services Authority



L RN

7.00 9.00

11.00

13.00

Authorised and regulated by the UK Financial Services Authority

15.00

17.00

19.00

21.00

—3.00%

—2.50%

-2.00%

—1.50%

—1.00%

—0.50%

23.00

—0.00%



Missing information by source of data

100% .
@ Total Non-disclosure
90% m Material Non-disclosure (Disability)
80% 0O Material Non-disclosure (life & CI)
70%

60%
50%
-~ 40%
| 30%
20%
10%

28%

7%

2%

Advisor & application Dr report Tele-Interview
form
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Clelfgsis

VA ZERO cor iested claims to-date
860,000 cases
Zayears (al Gugh most within 2 year)
= J\/Jruor_f Pf.'

> U_r_;lilé“‘fé | ouse services with CSR

— e
. e

-
ot

e —
= S

P
'-'"_.u- 3 =

i
—

.T-r Jn'Surers making reduction In rates for MorganAsh Tel-
Interviewing

- - 3%

— Saving due to reduction in 1% NDL worth £10/app
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er service

CUSTOMER SURVEY
100% -
90% -
80% -
0f _|
(7380;2 | B No %
50% - @ Yes %
== 40% -
._'_ 30% -
—— 20%
= 10% -
0%
Was the Tele- Was the Tele- Was the overall Was the Tele-
interviewing Interviewer length of the Tele- interview
process explained  courteous and interview scheduling
to you clearlyin  professional during acceptable? convenient?

advance of the the tele-interview?
Tele-interview
itself?

AULNOTISEU dllu reguidled ny e UN FirnariCial Services AuULrority



eNterviews alone cover
10= 9( /o
IiEIESntes VJEWS identify info required for other

_.te 30%

= _,_...--

— g
o

= = Varies with product, age profile

=
=
=
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ONMELErEl Changes required on interview reports
raiirplieel o;, e ppllcants
= On-line S)/< Iems

5 P,ﬂf ht -Grey 20-30%
= iele-Interview
_-'_.i-" ﬂ:é'f’ in-house CSA 504
__F = = Royal Liver 2%
{_,:-. e * MorganAsh < 1%

== mpllcatlons
~~ — Saves 2" process to check all & re-underwrite
— Good customer service

— Potential claims liability for those who did not check their report
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URAT derwrltlng engine fram RGA Technology
Ftners (RTP)

Jne aralleled preferred relationship with RTP for the
Uise, hosting and development of AURA

' Ee“;'o @Se built case management systems
= Vﬂlce over IP telephony and recording systems

'B'usme_ss Object management information
- reporting suite

e All backed up, secure and resilient
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y0%% 01 cover in 10 days

Cases that can be underwrtten directly from
the interview
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SEICEINILEIVIEN ;lrh R
RIS oroma rFt the cost to the risk/benefit
= PreED jr r_
—  Age, J[ 7 assured
Oc;jJ.UOn
r utlon channel
= _—'.~ What is 1% NDL worth?
"#_‘~\nce customer journey
~Speed
~~ ~  —  Professionalism of interviewer
- Brand / service reputations

—  lLanguage

s Make it Personal
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edlcal feports
1 limits moved up
= h.,_uallty [sk information
= Reduced non-disclosure

- _..d-_., -

"*' "éwer ‘Incomplete’ applications

e
—

S -: s [mproved conversion

- ® Better experience for customers

e Audit trail for application process

e | egislator friendly: encourages disclosure
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SNNiE1lity for collecting medical
Igienation

%JJA\J‘::.. them of what can be a difficult

PIOCESS

=t I-wh Wwork

= 'ﬁees Uup time for what advisers do best —
— giving advice and making sales

- Faster policy issue means earlier
commission payment

® Treats Customer Fairly

_!."'
I

rll" !

'\' ll

—
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nterview by trained staff
® Jntr.er/Je v N privacy
> Neiel .;omfort of discussing medical
= stor iy with  adviser

:--.-u tS’JmpIe process
e Faster

e Better chance of being paid at claim
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eSS

REIEr qus ality/ risk information
— %dur' e ‘non-disclosure
\urlw a|l for application process

p ease volumes

Improved experience / higher profitability
— 3% discount on rates
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WEQ IOn'WJIJJ 3D : SD

erI~ 2 collection
Harcj edlcaI/nurse VISIt

:ab tests
_I\/Ianual underwriting

_—

. Integrated I'T systems
— Tracking of status through the process
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SCAL
Trig .,. e*-Cia mé'eerw

2 Sgedfzifle ehd of expertise
=50 fGIobaI managing risk, claims
ASS| ssment

= ——\’ DrganAsh experience of quality.

——"

== fmterwewmg

- Utlllsed joint knowledge to
— Build scripts
— Train nurses

'l"_
——
e
—

Authorised and regulated by the UK Financial Services Authority



-

Wi te se%«p reques":"

] ' aid professional contact
LLEYT cuj Omer EXPENENCE
Mcies] rJrJL r information on which to make assessment
Al rue'- —t of claimants situation (eg for IP) are covered
;& Etf -«report of the Interview

Ardigitally. recorded and indexed copy of the interview

Qpportunlty to ID (IP) claimants who may be
appropriate for rehab/retraining/part time working etc

~* Possibility: of ongoing claims management calls (IP, TPD)
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Beir._r.e flje m@gﬁmeﬂeﬂﬂ?"

- (omora ansive
HETSONC Tsed
r_g ]r' d for every claimant
==L _?as from sympathetic doctors

..

il T

_‘_::’:E auce ‘missing information” — GP may
not have the detall

e Claim forms can provide very poor info
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“Feigg’&e;_rﬁview |

ot INENL 1O preduct
é?éllcal condition, persenal circumstances

(speC|f|c) drilldowns
—paln (IP), heart attack (CI)

ns product dependent - may include
‘ *st‘hlstory, family history, current status
e occupatlon

= = *':aflnanual
: — psychoesocial

= Nurse interviewer guides through the details required
® Full report of all aspects covered
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/2 AURA Morganash - Windows Internet Explorer | |i|

==
@t-_; - |g, https:/ femks . morganash, cornCikrixwebProsxy aHR 0cDovLzESMidxMjguN34yMDM-fmorganashs. 1/ aurafindex. jspFinsuredID=1#£1 j ﬁ ([ X Google Solbs
@ =
Goog[e“('_;v LIGD +@ @ ﬁ - Q - | * Bookmarks @42 blocked | ":ﬁ'check + % Autolink - r]"_].ﬂutoFiII BSend tow /_; @Settingsv
9% @ @ AURA Morgandsh | | - B - f= - b Page v (Cf Tooks -

‘r’es <
No

2. Hello my name is — 1 am a Nurse calling on behalf of COMPANY to discuss your claim for your income protection policy. IS it ok to talk now?
[@lves [Cno

3. Justto make sure I'm speaking to the right person, could you confirm some details for me?

a) Can you confirm your name? Andrew Gething (Tick YES if happy this is correct person) ADD ANY DISCREPAMNCIES TO ADDITIONAL MOTES QUESTION

- ﬂ‘f’es
ﬂNo

ﬂ‘f’es
ﬂNo

Yes
No

4. Firstly can I remind you that this conversation is recorded. All the questions should be answered fully and honestly. We are collecting this information purely to help the claims assessor to review your claim. By
collecting this information COMPANY does not imply that they wil pay your claim. Once COMPANY has received and reviewed this information they wil then be in touch to discuss what happens next. Thank you

— es No

1 5. What is the condition or injury that is preventing you from working?

[~ Condition

[ Injury

b) Can you confirm your date of birth? 18 October 1963 (Tick YES if happy this is the correct person) ADD ANY DISCREPAMNCIES TO NOTES

) Can you confirm part of your address? 7 Whitworth Court, Runcorn, CHESHIRE, WATZ 1WA or (Tick YES if happy this is the correct person) ADD ANY DISCREPANCIES TO MOTES

6. Could you confirm your GP details please as itis possible that the claims assessor may wish to write to them?

[ Add New Doctor ]

Mame | |
Contact | |
Address

QCCUPATION

7. I'm going to ask you about your job now which will build a picture for the claims assessor of what your job entails, this will help to determine how your %%IntervalEV impacts on your ability to do your job.

‘r’es
No

8. What job were you doing on the date you first were absent?

Cone l_l_l_l_’_’_|f Trusted sites
« /R 5!«52..@-% 19:29

E‘EStartl & Connected - Black. .. I @ Inbox - Microsoft ... | -] RE: INFO!I - Messa... I |33 Resalution I g Citrix Access Gate.. ” & AURA Morgans... IE_] Document1 - Micra., . | H




: . . - e
mipIeyement in ieported cl -

U -
SIS -

S

o -'-i'—'r_ |=-- ._.__

SMEIGENEductionin declined claims due to early
RLervention

VIBIENT oimation enables fuller picture to be
eJrrLc IS 1ed

- Cu;y arge provider has reduced claims
& yegistered and declined by >20%

5{ Better customer experience enables amicable
= ’p”roportlonal payments

& Paralanguage assessments reveals fraud at an
early stage

* |mmediate improvement in claims statistics
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Irrlore M' ustomer experle

TOF 1

-

P

IfiereVed customer experience - incl. quicker
JECISIoNs

- Per smr approach creates goodwill

= F ﬁted customer complaints up to 75%

st ﬁces claims registered as early discussion
F:--r,.‘ events clearly non valid claims from
- proceeding

- * |mproved settlement times (by around 60%0)
e Claimant presents their own view (TCF)
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nedi ical evidence required”
claims will need pursuing

r ,,,C 2inRfe may be obtained and provided by
ant in call

rldentlfles what (If any) medical evidence Is
e h=f-o

_ Saves administration costs

= Fewer letters back and forth for more info

— Fewer explanatory letters to claimants

» Reduction in referral to FOS (up to 60%)
— Internal costs
— legal advisor costs
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LIONIIN cCONtentious' cases
-rlventlon leduces registered: claims
by

;J\Natchdog” pbrand nightmares

=" c-a'i; stomer goodwill — quicker payments generally
= 2and less dragging on for unsuccessful claims
ﬁ

== Savmg comparable to marketing spend to
~ improve brand value

~® Save 1 emotional story from appearing in the
tabloids

— Priceless!
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WD /< our% J:"

/s IS, INdexing, telephony
e JJ g and flexibility
0l JM' o and counseling skills

=EXPEN ience and training on medical conditions,
rgr nent and terminology

“Wature handling of sensitive and emotional
=— thsues

s Resources and economies of scale

o Taking the matter seriously by having a nurse
talking through the claims

—
e
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aWe vwl OOk pack and wonder why.
WE | 4* ‘expected a salesman to
“collect detalled medical information

._ =

ﬂ-z:mdependently
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r\nrlrm “aethlnq@morqanash com

F-“

0870 145 6869
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