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Re-imagining Digital:
Transforming the Customer & Agent
Experience at MassMutual
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The Digital Maturity Curve In Insurance

W @

ERP

SYSTEMS
w0 | —
FACETO [ —

—

[—— CR

o '

- - CRM

PAPER WEB FORMS SYSTEMS
i - @
MANUAL A
PROCESS EMAIL

PHYSICAL ELECTRONIC




dig-in
The Opportunity: Forms “Re-imagined”

* Large libraries of fillable forms in PDF; Unable make
TRADITIONAL these processes mobile accessible

FORMS PROCESS e . .
* Maintaining forms for regulatory compliance is

difficult and delays time-to-market

E | = = : * Not intuitive — Forms require training to complete and
= ‘ often challenging instructions

TS * No connectivity to data or core systems requiring
duplication of data collection

e Lacks intelligence and data validation leading to “Not
In Good Order” (NIGO)

* Saving data from PDF forms requires expensive Adobe
licensing or manual rekeying

Intelledox nextgeneration adaptive forms
eliminate these issues

DIGITAL PROCESS WITH ADAPTIVE INTERVIEW
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About MassMutual

Overview
V  Founded on May 15, 1851 in Springfield, MA
V' Employs approximately 11,593 full -time associates
nationwide
V  Has 5 million customers
V  Provides $560 billion in total coverage to customers
V' Number 76 on Fortune 500 List
V  Has financial strength ratings among the highest of any
company in the industry
Received Shingo Silver Medallion in 2017 ®  AM.Best Company: A++ (Superior; top category of 15)
V Firs_t and qnly insurz_ar_me company in the world to o Fitch Ratings: AA+ (Very Strong: second category of 21)
achieve this recognition
V' More than 230,000 hours saved in operations as a ®  Moody's Investors Service: Aa2 (Excellent; third category of 21)
result of 41,000 improvements ®  Standard & Poor's: AA+ (Very Strong, second category of 21)
V' Main campus is LEED -certified and they have

saved 5 million gallons of water, recycled 300 tons
of paper and added 1740 solar panels on the roof

to produce 384,000 kilowatts of electricity Fu RTU N E

V Closing their quarterly financial books has been cut THE
in half, turnaround time for returned mail has SE 20)
decreased by 75% and the mail intake process = )} 11 [\_J(J(
down to 1/9 ™ the time it used to take I_‘ RIZ [‘

2017
1: As of 10/19/2017 Source: MassMutual Public website
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Inforce Servicing From Policy Issue to Point of Claim

501
Customer
Advocates

Inforce

Multi-Channel Servicing
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Business Challenges: Why the St

Too many forms/Hard to do business
with us

Online forms and forms e -mailed to
customers arenot fil

Poor oONot I n Good Or
for back office processors

4 2 KSNB 68 adl NI SR
Customer Effort Score NIGO Rates
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Why Did We Have To Do Something - Now?

Had an outdated customer experience

New servicing tools headed our way (Salesforce,
InContact e . etc)

We needed to get more efficient while also keeping up
with advancing technology
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Strategies and Solutions

New organizational mandate;
OEmbrace Automati on

pursuing efficiencies while enhancing
the customer experi e ;
Customer Experience ty SOLUT[ONS

Developing critical thinkers
Gaining efficiencies
Robotics
Straight Through Processing

Servicing Org Partnering with our
Advisors/Agents
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About the solution: What we Implemented

Started with our highest volume transactions that required
forms: —

10 Policy Change Forms
10 Claims Forms
Re-engaged Intelledox for an accelerated launch

GENERATE

Agent/Advisor feedback: e
| mpl ement € d | 0 BrniodtForins - —e————— 55 ™

Established a self service Advisor portal Agent

Utilizing the data:
Robotics initiatives  (Current State) ——

Digital data feeding into our admin systems for (STP)
Straight Through Processing (In Progress)

CUSTOMER
DATA
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Why Intelledox?

We needed a customizable solution

Something that would suit both our Policyholders AND
Advisors/Agents

Starting quickly with converting existing forms
Someone to partner with for acceleration

We wanted a leader in the industry

10
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Early Outcomes to Date

An improved Customer Experience

Reduced NIGO rates \: g::::ﬁ

Faster turnaround times ,‘\\ [] e

Reduced Service Center call volumes * | E\ :ﬁ

A renewed partnership with our Advisors/Agents k

SmartFormshave become an OEnablero for aut
APIs for Straight Through Processing

Robotics e

2 KSNB 65 OdNNBydfe FNBXXD
Customer Effort Score NIGO Rates

g5% JEEL

115%

s

.
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What WeoOve Learned: Ti p For

Take advantage of available training that is offered

Prioritize and plan formats ahead of time

SmartForms are enablers for automation

Keep key stakeholders involved in your  SmartForm journey
Dondot be afraid to ask them for
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HOW THE CUSTOMER EXPERIENCES CONTENT
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CASE WORKFLOW &
MANAGEMENT PROCESS
AUTOMATION
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Transformation
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HOW CONTENT INTERACTS WITH YOUR BUSINESS PROCESS
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e Accelerate turnaround time to complete new
policies by as much as 90% and increasing

revenue

H igh‘LeVEI WayS | nsurers e Slash incomplete and NIGO error rates from
] 35% to less than 2%

Measure the BUSIneSS Value * Launch new products faster by reducing

Of FO rms Tra N SfO rm atiO N development time by more than 75%

* Improve customer service and reduce
support calls by as much as 55%

* Improve agent productivity by 60% or more
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Thank You

David Birittieri Neal Keene
Dbirittieri@massmutual.com Neal.Keene@intelledox.com

www.intelledox.com/industries/insurance
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