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The State of Affairs: What are we seeing in the market?

%

Consumerism

Gaps in desired
service and
demand for

services,
education, &
advice
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Use of
Technology and
Data
Technology & big
data providing
new opportunities

@
Changing
Distribution
Aging &
shrinking

broker/agent
population

*
Health/Wealth
Convergence
Integrating the
client priorities

across health &
wealth

&

Drugs &
Mental
Health

Increasing RX
and mental
health Claims
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Consumerism: Minding the gap

o 48%
“ Accessibility
UBER
45% amazon
%. Products tailored to

customer needs

42 to 47 days

average
42% underwriting
Clearly articulated
policy language
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Technology & Data: The new frontier

Digital Transformation

0O/ Transforming
~yY
70 /O Infrastructure

» Rising Expectations

» Increased Cross/Up Sell
» Better Insights

« Streamlined Processes

» Customer Acquisition
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Robotics & RPA

Relative cost differential

Digital FTE

)

Offshore FTE

Top Canadian Risks

2015

Change
management

Regulation

Technology

Cyber risk

Cyber risk

Interest rates

Competition

Macro-economy

Human talent

Change
management
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Changing Distribution: Toward an online experience

Individual life insurance Never been approached Purchased/Attempted
ownership in the US by an agent to Purchase Online
50% 50%
40% 40% 32%
I Manulife
30% 30% ‘ Te.;.!_(?'hers
= O

2% 20%

I L ] Ladder
10% 10%
» o ]

Millennials GenX Boomers Seniors Millennials GenX Boomers Seniors 2011 2014 2017
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Health & Wealth: A shift in our priorities

‘Baby Boomer’
Retirement Focus
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New Generation

e Ty
Asset Depletion Asset Depletion

§
'

-~ Eduecation & Awareness N
ﬁ Simple savings, ETFs & RESPs ~
(E'}r ) Pensions, RRSPs and TFSAs .
‘g ) Individual and Group Health A

il I-ife .

E N ) Insurance Annuities and RRIFs : N i

Long-term Care pwc
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Health & Wealth: A shift in our priorities

1/3 of short and long-term disability claims

Specialty drugs are estimated to account are related to mental health problems.

for 40% of claims cost by 2022,

despite accounting for 2% of claims 70% of disability costs in the workplace are

attributed to mental illness
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A new toolkit: Behavioural Economics

Behavioural Segmentation User / Customer Experience

Direct to consumer

Change Management

Communications & \u Return to Work
Marketing

Outcomes
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The Behavioural
Economics Toolkit

REVISED AND EXPANDED EDITION

The Hidden Forces That Shape Our Decisions

DAN ARIELY

Harvard -
Busmess : .D:n
Review

THANKING,
FAST..SLOW
- —
DANIEL
KAHNEMAN

WINNER OF THE NOBEL TRIZE IN T

Nudge

Improving Decisions about

Health. Wealth, and Happiness

Richard H. Thaler and Cass R. Sunstein

Harvard
Business .
Review
THE
EVOLUTION
OF DESIGN
KING

TD DEVISE STRATEGV
AND MANAGE

R EE

(reating Social and Economic Value

(LSS5 7

from Behavioral Insights

The Making of
Behavioral Economics

MISBEHAVING

Richard H. Thaler

Best-selling coauthor of Nudge

#1 New York Times Best-selling Author

MICHAEL
LEWIS

THE

UNDOING

MAKE BETTER
DECISIONS

\
How to outsmart DlLlP'SOMAN

: P RO JEGCT
your biases hinkabo [

and broaden your A Friendship that Changed Our Minds
thinking PAGE 51 RIS

...with a new afterword
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world developmaent repore

Behavioural Insights
Applied to Policy

The Behavioural Insights Team

Update report 2013-2015

The Behavioural
Economics Toolkit

APPLYING BEHAVIORAL
INSIGHTS

IMF{ T(

4L

l Behavioural Insights in NSW
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The Behavioural
Economics Toolkit
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It all starts with the brain.
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It is the epicenter of what we value,
why we behave the way we do, and
how we make decisions.
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The human brain operates with a
very limited processing capacity
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As a result, we rely on mental shortcuts to
help us navigate everyday life
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Applied Behavioural Economics is the application
of how mental shortcuts lead to biased and
predictable patterns in decision making,
attribution of value, judgement, and behaviour.

THE 62" ANNUAL
CANADIAN
RRRRRRRRRRR
EEEEEEEEEE

CD Relmagine

insurance




predictable

THE 62" ANNUAL

Q CANADIAN
REINSURANCE
CONFERENCE | CONGRES CONFERENCE




OVERLOAD

CONFIDENCE PRESENT BIAS
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OVERLOAD

CONFIDENCE PRESENT BIAS
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Our tendency to be put off by a lot of

Overload Biases information, whether it is complex or not.
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Do you ever read
the terms and
conditions when you
download an app?

WhatsApp is updating our Terms and
Privacy Policy to reflect n
WhatsApp Calling. Read oyr Terms and
Privacy Policy and learn more about the
choices yoy have. Please agree to the
Terms and Privacy Policy to continue using
WhatsApp. If you don't wish to Agree, you'll
need to discontinye using WhatsApp.

ew features like

Overload Bias
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Simplicity | Friction | Defaults
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Combating
Overload
Use Case

Friction

THE 62" ANNUAL
CANADIAN
REINSURANCE
CONFERENCE

31 A 08~ 1980

Email ascross.
billcrisper@gmail.com

PRone number:
347-432-5545

Providing families with auto-filled information from
their tax return college enrollment increased by 8%
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Combating
Overload
Use Case

Friction
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Overuse of technical language reduces
understanding of the advice offered, and
negatively affects clients’ perceptions of the
professional adviser’s:

« Expertise
e Trustworthiness

« Intention to seek advice
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Combating
Overload
Use Case

Implementation
Intentions
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More likely to eat Less likely to miss a day
healthy of taking their vitamins
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Combating
Overload
Use Case

Implementation
Intentions
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People are more likely to save if they have a plan
in place, with implementation intentions most
effective in boosting long term saving behaviour.
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SPEEDING TICKET
. Name
Combating Mo e
Level of Speedness:
Overlo ad Oeretty F:cel'P ClRealy Fast  [JToo Fastt
Busted
Use Case Dgc'/m'nz(n Ofaygrond  [Jeus Area
Otner Violations Cited
Implementation e

Intentions

Improved driving behaviour by 11%

Relmagine
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Overload Biases

WhatsApp is updating our Terms and
Privacy Policy to reflect new features |ike
WhatsApp Calling. Read our Terms and
Privacy Policy and learn more about the
choices yoy have. Please agree to the
Terms and Privacy Policy to continue using
WhatsApp. If you don't wish to Agree, you'll
need to discontinye using WhatsApp.

Makes it difficult to
perceive and und.eljstand
the value proposition of
the product or service.
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Overload Biases

WhatsApp is updating our Terms and
Privacy Policy to reflect new features |ike
WhatsApp Calling. Read oyr Terms and
Privacy Policy and learn more about the
choices yoy have. Please agree to the
Terms and Privacy Policy to continue using
WhatsApp. If you don't wish to Agree, you'll
need to discontinye using WhatsApp.

' lysis,
Leads to analysis para
drop-off, or a rush through

a ProcCess.

helmagin
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Overload Biases

v" Reduce the number of options
v’ Reduce the clutter

v" Make a plan

WhatsApp is updating our Terms and
Privacy Policy to reflect new features |ike
WhatsApp Calling. Read oyr Terms and
Privacy Policy and learn more about the
choices yoy have. Please agree to the
Terms and Privacy Policy to continue using
WhatsApp. If you don't wish to Agree, you'll
need to discontinye using WhatsApp.
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OVERLOAD

CONFIDENCE PRESENT BIAS
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OVERLOAD

CONFIDENCE PRESENT BIAS
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| Our tendency to be overconfident and as a
Confidence Biases result, to be put off by things that we are
' not familiar with.
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Are you an above
average driver?

Overconfidence
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Are you an above
average leader?

Overconfidence
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Doctors that express
complete certainty in a
diagnosis were wrong

40% of the time

Overconfidence
Use Case

Overconfidence

& .
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Social Gtedance
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Customers who viewed this item also viewed these products

i

Combating Low
Confidence

Use Case

Dualit Food XL1500 Kenwood kMix Manual Weber One Touch Gold NoMU Salt Pepper and
Processor Espresso Machine Premium Charcoal Spice Grinders
$560 Grill-57cm

$3
$250 $225
[ ] [ ]
Social Guidance

35% of Amazon’s revenue comes from
the recommendation engine
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Combating Low
Confidence

Use Case

Goal Gradients

Providing a progress bar for customers increased
application completion rates by 13%
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Combating Low
Confidence

I";, DENVER

THE MILE HIGH CITY

.| Skip the Trip! Fill out this reminder and post it on your fridge

To Do List:

(Read this card

O Insurance up to date
U Emissions up to date
O Go to bit.do/myDMV

Use Case

| will renew online on [ ’

I«

month

rrrrrr

Chunking

Providing simple to-do’s and showing progress
toward the goal increased renewal rates by 8%
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Confidence Biases

Makes people feel

uncomfortable or uneasy
with their decision.
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Confidence Biases

Leads to drop-off, or
dialing of the help center.
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Confidence Biases

v" Make it easy to understand
v~ Show the way

v_ Show the herd
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OVERLOAD

CONFIDENCE PRESENT BIAS
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OVERLOAD

CONFIDENCE PRESENT BIAS
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. | Our tendency to overweigh rewards now,
Present Bias ~ and discount the impact of our decisions on
' our future self.
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Carrior ’—> 11:02 AM

Do you go over your I
monthly data | et

6th). Extra data for this

cycle will be $15 per 1GB.

allowance? et
by 2GB for $10 more per
month, reply YES.

QWERTYUIOFP
Present Bias ASDFGHIKLNR
& ZXCVBNM

w ®
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everydaysafilm ~

39 162

£ \
% Edit your profile

Erik Lucatero

22| South Florida
Filmmaker

Photographer

Personal IG: erik_lucatero

@

Social Persuasion

THE 627 ANNUAL
Q CANADIAN
REINSURANCE
CCONFERENCE | CONGRES CONFERENCE

+  Relmagin



HelloWallet.
Combating ~

Present Bias Your Score Your Peers

i ‘.‘
y 87 \l“.:.u:. 70 \c’\‘;\“.
‘,:v, ‘-:"o
f
outof outof Y

100 points : %, 100 points /¢

| WELLNESS SCORE |
Users who saw their savings wellness scores were
lower than their peers saved an average of $600
extra into their savings account

Use Case

Social Persuasion
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5 EMPOWER
Combatlng RETIREMENT

Present Bias
Use Case

Social Persuasion

“How do I compare?” tool increased retirement
contributions by 25%

Relagi
"A ~ insurancggln
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Combating
Present Bias

Use Case

. Showing future prices of household staples
Salience like milk and utilities have prompted 60%
more people to investigate retirement options
and contribute to retirement
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The smart and simple way to invest in Future You.

Watch "Ping Pong" }

Get started
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Priming
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Combating
Present Bias

Use Case

Priming
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Priming policy applicants with honesty
increased their stated km on their auto

insurance application forms by

Combating 3 862

Present Bias

Use Case

Priming
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Priming policy applicants with honesty
increased their stated km on their auto
insurance application forms by

Combating 3 862

[ ]
Pre S ent B 1 as ACORD. CERTIFICATE OF LIABILITY INSURANCE c‘::"l:"::’

RGGOCER THS CERTFICATE 1S ISSUED &S RWATIER OF TEORIATION
— LY AND CONFERS NO RIGHTS UPON THE CERTIFICATE

e

SkRACE LABUTY LA Wouooner enncoent

(] ) |
Primin =
R . : h

Homere

) sis-an9
INSURERS NaICE
D nsiFEnA_sample nsurance Coopan; <\
sample tla producer scurens_seapie meurance coapan; ~
1111 Thmas ave ssirenc S
s = N
== N
7 PSAICE [STeoB ol ST S [SUED TO T NSLSED NS AEOE SORTE Py SEROISEN TS NoTe AN A
5 T T e I kT Acate kv ot 53083 6R \
¥ 712 201 [C=S DESCAIBED FEREIN IS SUBVECTTO AL THE TERIS, EXCLUSIONS AND OONDTIONS OF SUCH
Bk S22 REDUSES BV AKID SiANE \
ST
P e FoRTTTTT \
o | [e]cowemom omenuiuaure | 121056709 170172008 g P 50,000 \
s pdd Tt Sow
s 0000 \
s soomeou |5 2,000,000
rmocvers cowrcrace [ 1,000,000 \
P ——
a miseras 1ou2008 | 1017200  [Ersese 1,000,000 \
s | \
g o 1
- A |
-
Wik 1

> [ womans cowvenanionano SateTan Trowz00 | 1037200 TF /
e e e o 500,000 7
| |, Su0,000 7
e e T T | e
applisa to this certificats.) 4
TROVISIONS 4
Sample Cortificate Holder 1o named as Additional Incured aad Leos Payes as their intercote may ’ 4
7
-
_-

CERTIFICATE HOLDER CANCELLATION
s e T ekt e el g s

D i e e TSI

REmEsENATVES.

¥l ook ux 4007

|
"ACORD 25 (2001708] GACORD 388

THE 627 ANNUAL
2 CANADIAN
REINSURANCE
conrenance | cononts | CONFERENCE

helmagine

msurance




Carrler % 11:02 AM

Verizon Msg: You've used
about 90% of your 8GB

3 data plan (cycle ends the
Present Blas 6th). Extra data for this
cycle will be $15 per 1GB.
Or, to increase your plan

'''''''''''''''''''''''''''''''''''''''''''''''''''' by 2GB for $10 more per
month, reply YES.

Makes people put things

off or procrastinate.
QWERTYUIOFP

ASDFGHIKLN
e ZXxXcveNnm)

Ee ~ N
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Carrier F

Verizon Msg: You've used
about 90% of your 8GB

3 data plan (cycle ends the
Present Blas 6th). Extra data for this
cycle will be $15 per 1GB.
Or, to increase your plan

""""""""""""""""""""""""""""""""""""""""""""""""""" by 2GB for $10 more per
month, reply YES.

Leads to drop-off and a
failure to complete the
process.

QWERTYU I OP
ASDFGHIJKLN
# ZXCVBNM

Bo -~ N
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Carrier F

Verizon Msg: You've used
about 90% of your 8GB

3 data plan (cycle ends the
Present Blas 6th). Extra data for this
cycle will be $15 per 1GB.
Or, to increase your plan

""""""""""""""""""""""""""""""""""""""""""""""""" by 2GB for $10 more per
month, reply YES.

v" Make it easy to complete

v" Benchmark relative to others alwlelriTIvivlilolp
\/ . ASDFGHIJ)KLN
Make the future salient A 1 P

v/ Prime their morals Be ~
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predictable
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Companies that apply the principles of
behavioural economics outperform their peers by
85% in sales growth and 25% in gross margin

GALLOP
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08%
Reduction in
inquiry calls

by using anchoring and
aversion tactics to modify
both adjuster and customer
behaviour

. 4
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62%

Increase in
service levels

by using anchoring and
aversion tactics to modify
both adjuster and customer
behaviour

. 4
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36%

Decrease in
call abandonment

by using anchoring and
aversion tactics to modify
both adjuster and customer
behaviour

. 4
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43%
Decrease in
call duration

by using anchoring and
aversion tactics to modify
both adjuster and customer
behaviour

. 4
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7%
Increase in
preferred body shops

by using anchoring and
aversion tactics to modify
both adjuster and customer
behaviour

. 4
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$100 million
In retained
revenue

by building barriers to exit
and boosting proactive
engagement
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380%
Increase in
payment rates on
delinquent debt

by using framing and social
persuasion tactics to boost
likelihood of payment
among utilities customers

&
¥ ,
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233%
Increase in
completed online
applications

by removing friction and
using herding tactics to
guide decision making

\
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27%
faster return to
work for injured
workers

by using positive frames,
loss aversion, and
instituting action trigger
tactics in key
communications
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100,000
converslions to
online billing in
one month

by using social norm,
friction, and goal gradient
tactics
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26%
Increase in
campaign
engagement

by using social norm,
visual, and action trigger
tactics
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Up to 148%
Increase n
platform adoption

by using social norm and
goal gradient tactics, and
reducing friction

insurance



18%
Increase 1n new
savings product

engagement

by using visual salience and
reducing friction
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...we seem to be
doing very well for
acquiring consent

and people feel
positive about the

results

P _.
".

by using visual cues, \ N

framing, and social -
guidance tactics

' Ny > °
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In the redesign of
underwriting
questions

by using ordering effects,
honesty primes, and
reducing overload

Relmagine
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In the redesign
customer
onboarding
programs

by using social guidance
tactics, reducing frictions,
and making things easy
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In the redesign of
call scripts for policy
renewal

by using social norms,
priming, choice
architecture, and loss
aversion
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Any Questions?

melaina.vinski@pwc.com
matthew.h.Lawrence@pwc.com
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