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INSURANCE
CORE WITHIN
CRM

CRM application with integrated Insurance Core solution provides a comprehen-
sive insight into policy holders, with all the accompanying data insurance agents
need to do their job. The system enables centralized management of all communi-
cation channels and quick and easy localization to practically all languages. Mobile
version is completely OS-agnostic.



1.1. PROVEN INSURANCE DATA MODEL

CRM INsurance? is built upon a proven data processing model tested in IT implementations
in some of the leading insurance companies in the Adriatic region. It is a robust relationship
management foundation that provides all necessary facilities for integrating data according
to predefined business communication directives. ,Reliance on this proven data process-
ing model significaly reduces implementation time and guarantees success”

DOCUMENT TYRE

I 4q4¢4-¢44-¢I - - - -

INSURANCE CORE WITHIN CRM

1.2. GENERIC INTEGRATION INTERFACE

Integrating back-office systems into CRM INsurance?2 is easily
done through generic integration interface. Along with synchro-
nizing core business data, it provides high-availability real-time
access to transactional data stored within back-office systems.
Additionally, the interface allows for a rapid adaptation of the
solution to all existing IT systems, providing fast inter-system
routing and transmission capabilities for the most commonly
used data. All this ensures that the main goal of the implemen-
tation is met: a comprehensive, 360 degree insight into policy
holders, with all the accompanying data insurance agents need
to do their job. Everything is just a click away!

DA ETL/STAGING MS CRM BUSINESS
SOURCES DESTINATION INTELLIGENCE




1.3. COMMUNICATION CHANNEL CENTRALIZATION 14. LOCALIZATION

Centralized management of all communication channels within a single CRM Insurance? can be localized quickly and efficiently, supporting practically every lan-
system is one of the key added values provided by CRM INsurance2. guage, with additional customization provided and applied by local IN2 Group partners.
Policy holder card provides CRM system users with a chronological Insurance companies that operate simultaneously in a number of different countries can
overview of all inbound and outbound communication between in- have the solution set it up so that it simultaneously supports multiple languages - the
surance company and policy holders, over all communication channel interface is consistent across countries, with users being able to select a language that is
used. Such capability is an invaluable help for agents during customer most appropriate for them.

calls or visits. It is also extremely helpful for marketing and sales de-
partments, as they can more easily plan further business development
and sales strategies.
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‘ (- Select the language you prefer to see Microsoft Dynamics CRM displayed in
Matej Kosir comeiere | Al | & - o i —
W4 Claim Status id 6637328 is resolved You can change the display language used for items such as menus and dialog boxes.
Today Base Language English
Loyalty SMS - 5 years on board coveiere | a1 |2 -
m Due Date 1832015 8:00 bnevurncan R Help Language English
Medified by Matej Kosir 4.3.2015 9:47
o Meeting regarding Insurance product cowplere | A1 | 2 Fi Lt mbos User Interface Language English ]
e _ i
Modified by Matej Kotir 4.3.2015 9:38 mapteerass Craatian {Croatia)
T e
f Facebook comment on SMB campaign complere | a1 | ¥ Sarbian (Latin, Serbia)
3
Due Date 27.2.2015 8:00 SRS ; ; -
Modified by Matej kosir 4.2.2015 9:31 Slovenian (Slovenia)
Check Asset reords Az bl o e
Due Date 2.3.2015 8:00 [ ——
Completed by Matej Kogir 43.2015 9:24
P o ey
= . Branch vist - interest for Re Ale
Eaﬂ Due Date 23.2.2015 8:00
Completed by Matej Kogir 43.2015 &:14
. e vt oK Cancel
m SMS notification - outstanding payment coveiere | a3 |2 e
Due Date 6.3.2015 8:00 P — —
Medified by Matej Kosir 4.3.2015 9:07 -
Segea Lo e -
7 Janez Novak Ale
‘. Duc Date 2:2:2015 8:00 " S .
Completed by Matej Kogir 43.2015 3:00
Question about Insurance product comperz | 71 | %
@ Wihat are the terms and conditions for Re 7
Modified by Tea Pirc 3.32015 13:36
AET d.0.0. comperz | 71 | 2
“" Make a phone call and reassure that a customer is satisfied.
Modified by Tea Pirc 3.32015 13:32 ©

INSURANCE CORE WITHIN CRM




1.6. OUTLOOK INTEGRATION

CRM INsurance2 is easily integrated
with Microsoft Outlook. This provides an
easy way to synchronize e-mail messag-
es, calendar items, tasks and contacts
between the two systems. Moreover,
the systems are integrated in such a
way that CRM [Nsurance2 can be used
directly within.Outlook — i.e. via familiar
interface for the majority. of business us-
ers. This significantly shortens the CRM
adoption period among users.

1.5. MOBILE CRM INSURANCE?2

CRM INsurance? for mobile devices enables users to receive primary data while
in the field, using specialized apps on their tablets and smartphones. Their user
interface is specially adapted for touch input and they are completely OS-agnos-
tic. In addition, they are available free of charge.
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RETENTION

CRM INsurance? relies on a number of procedures for
customer retention, from policy renewal alerts (sca-
dencar) to cross-sell & up-sell activities. The most im-
portant customer data is always at hand, listed at the
top of the policy holder’s card.



2.1. SKADENCAR

CRM INsurance? is built upon a proven data pro-
cessing model tested in IT implementations in
some of the leading insurance companies in the
Adriatic region. It is a robust relationship manage-
ment foundation that provides all necessary facil-
ities for integrating data according to predefined
business communication directives.

The Value of an

Existing Customer

In a perfect world, it's both and every-
thing in between. In the real world the
general marketing rule is that retention is
a lot more cost effective than acquisition.

Customer Retention vs. Customer Acquisition

numbers of times more
costly it is to acquire a
new customer than retain
to an existing one

lo) amount customer

A) attrition rates could reach
if left dormant over s 5
year period

(o) amount of increased

A) profits that can come from
boosting customer

to retention rates by as little

as 5 percent

RETENTION

2.2. CROSS SELL & UP-SELL

Product Line ltems

Price List Pricelist 2015

Based on real-time data on Revenue User Brovided
purchased and active products

“Sted on Selected pOllcy hOld- Product Name Discount  Suggestions
erls Card, CRM |Nsurancez 2 ‘CAR - Third Party Insurance - Valid 0,00€
[ CAR - Comprehansive Insurance 0,00€ Suggestions.

is able to suggest additional

products for cross-selling or
up-selling. Relations and in-
ter-relations of certain products can be set and fine-tuned depending
on particular customer needs. This data is available to all system users
that communicate with policy holders.

2.3. THE BEST NEXT STEP

The most important information on policy holder is always displayed
at the top of the card, varying depending on a policy holder type. A
director of marketing needs different types of data compared to sales
assistant. The system displays all other information that may influence
the relationship between the insurance company and the policy hold-
er (current liabilities, policy holder risk factor, invoices issued, notices,
open complaints, RMAs, etc.), enabling personalized approach to every
customer.

#new  [SoeacTvaTE SLCONNECT » [MADOTOMARKETING LST S8 ASSIGN @ EMARAUNK X DELETE =
ACCOUNT =
AET d 0.0 Last Vear Reverwe | Planmed Reverue | Reverue to Plan
.0, 16.245,00¢ 18.000,006 1.755,00€
NEXT BEST STEPS ]

Policy End
Date
Approaching

ADDRESS
Account Name * AT daa. Ne. of Employees. 126 Address 1; Serest 1 Bleweizonwa ulica 30
istration Num: ip Type Customer Agdress 1: DR/ Posts 1000 Address 1: City Lublana
Tax Number SEETTTRS Parent Account " Adidress 1: Country/ Slvenun
Primary Contact [ Tea Smrek:  Customer Size Medium
Erimary Prouct Microsoft Dyns: Qwner * & lsnez Dem

Suggestions

CROSS SELL

Product ™ Unit
Travel Insurance Primary Unit
ACCESSORY
Product Unit
Mo suggestions found.
UP SELL
Product Unit
Courtesy Car Upgrade Primary Unit
Legal Cover Primary Unit
Breakdown Cover Primary Unit
SUBSTITUTE
Product Unit
Add fo List Close

Mext Best Action @

QOutstanding Payment:
"Property insurance -

VIP client - contact client in p...
25.7.2015

L.

Health Insurance
Campaign Activity
Interest identified
277.2015

Policy End Date
Approaching: BMW
Arrange a meeting and try to...
3.7.2015

&l

Case - S5LA Delay:

“Reclamation - R3V7T8"
Talk to Support manager and...
372015




ACQUSITION

Insurance companies use a number of methods to attract new
customers, from marketing campaigns and sweepstakes to
customer win-backs based on personal data analyses. CRM
INsurance2 enables comprehensive management and over-
view of all said activities.



Insurance companies keeping systematic
and up-to-date records on former cus-
tomers and those who recently “churned”
(went with a competitive offer). “Win-
back” functionality enables automatic
activity generation 45 days prior to pol-
icy renewal with holders that still did not
renew. This way a sales consultant can
approach policy holders more efficiently
and try to win them back at a key mo-
ment.

Prize game campaigns / Sweepstakes cre-
ation tool within CRM INsurance2 is able
to generate highly-tailored personalized
campaigns, providing detailed settings
for each step of the process. Sweepstakes
enable insurance companies to quickly
gather useful insights into potential new
customers. Using this data they can more
easily design and run targeted marketing
campaigns.

Janez Demo
A~ | Win Back Opportuni... @ pe) CRM For Insurance...
+ MARK COMPLETE 3 CLOSE TASK X DELETE e EMAIL A LINK FORM  $3 ASSIGN
TASK
Priority Due Activity Status™ Owner®
High 10/30/2015 &00AM Open & Janez De
Subject ™ Win Back Opportunity
Description
CRM Auto-generated task: Regarding Policy - Property
Tea Pirc is a farmer customer, Expired policy information: Account Name &
Insurance: Property Insurace Duration 30 minutes
Policy End Date: 10/30/2014
Find link to expired palicy on the right.
Open H
H100% v

Ait Microsoft Dynamics CRM «  #

CAMPAIGN

Name *

Campaign Code B
Campaign Type
Expected Response(

SCHEDULES

Proposed Start
Proposed End
Actual Start
Actual End

Created By -1

Active

MARKETING ~

PRIZEWINMNERS

Prize Game - "Life Insurance PLUS™

Campaign Id a8 -

PRIZE GAME RESPONSES

CMP-01031-T3R2F3 Subject
Prize Game Fair Booth - Life Insurance Plus
25
Web Page - Life Insurance Plus
Fair Booth - Life Insurance Plus
Fair Booth - Life Insurance Plus
10/19/2015 Web Page - Life Insurance Plus
10/26/2015
10/19/2015 1-3 083
B v
FINANCIALS
Activity Cost & €1,187.00
Misc. Cost €320.00
Allocated Budget €3,750.00
Total Cost & «1507.00
& Matej Kosir Created On & 1071872015 9:22 PM Modified By

Account

~
+
Lead Date Created Prize Game
Damijan 10/19/2015 Prize Game -
Sabina 10/19/2015 Prize Game -
Margareta 10/19/2015 Prize Game -
Darja 10/19/2015 Prize Game -
Petra 10/19/2015 Prize Game -
Page 1
MARKETING LISTS +
~
Name 4 Members Count | Type v
Lead list MK 13 Static
v
& Matej Kogir Modified On & 10/18/2015 9:25PM




= Janez Demo

Mg Microsoft Dynamics CRM v Y | SALES v Leads | v

CRM For Insurance...

=+ NEw T DELETE ~ [ COPYALNK | v e EMAILALUNK ~ iy IMPORTDATA | ~

+ My Open Leads ~ Search for records o
| FirstName Owner Status ZIP/R.. Street 1 () Leads by Source v + O H we >
Petra Tea Smrekar New
CRM INsurance2 provides options for systematic input Natlfa Mate] Kosir New
of data on potential customers from various physical and Tar Bojan Dremel  New
electronic sources. During data input checks are per- Brans Mate) Ko New
formed to establish whether the customer is already a simons TesSmrisksr  New
policy holder or a present potential customer, or entirely oata Bojan Dremel  New
new opportunity. This information enables success mea- i Bojen Dremel - New
surement for each campaign or sweepstakes, as well as et et Ko e
conversion tracking for potential customers. z"”mj :MS:" :”
imona e Kok -
Toma Biojan Dremel New
Mateja Matej Kogir New
Tina Matej Kosir New
Roman Tea Smrekar New
Mateja Tea Smrekar MNew
Palona Matej Kodir New v
< > B Employee Referral [l Outbound [l Partner seminar [l Web
1 - 50 of 160 (0 selected) M 4 Pagel b

o Click on the chart to perform Drill Down

= Janez Demo
T CRM For Insurance..

fr | Policy End Date Ap... | v

+ mew [ DEACTIVATE [ DELETE &3 ASSIGN () SHARE = EMAILALINK % RUN WORKFLOW  see

CRM INsurance2 provides a comprehensive manage- E PO“Cy End Date Approachmg: BMW 760Li

ment system for all activities related to sales personnel,

Priority Due Activity Status™ Owner”
such as telephone calls, meetings or task execution. The High 10/30/2015 800 AM Open 2 Janez De
activities are tracked according to sales channels and
sales assistants, based on an expansive set of fixed pa- General
rameters. Activity generation can be automated at the Ouner* & Teafir
moment of data entry for potential customers. Subject” Policy End Date Approaching: BMW 760LixDrive Regarding Policy

Action CRM Auto-generated task: Account Name B Tea Pirc

Arrange 3 mesting and try to prolong the pelicy Due 30102015
Active H

F100% v




KNOWLEDGE

CRM INsurance?2 uses an integrated knowledge base
that can be searched according to different criteria.
It is a source of information for all company employ-
ees. Each step has a defined minimum set of data
that is needed for successful process execution.



4.1. KNOWLEDGE BASE

Ay« MY | SERVICE ~ A = JHTTZF:D:':‘L@M
The solution supports centralized management of knowledge in an in- 4 NEW 4 EDIT i DELETE |~ [ISUBMIT [HAPPROVE [, UNPUBLISH v UNFOLLOW
surance company. It has an integrated content creation tool as well as ~ All Artic] o
. . . . . v Full-Text Search: Exact Words
content review and approval functionality. The content within knowledge Ices
base is versioned and classified, which enables easy searching according v | tumber 4 subiect oguoge T staus Aricles By Status v + 0 e
to different criteria. Knowledge base enables creation of unified respons- Ao EmaGe - Garinance e Camfreceaure otenes
. . . . ZN-01006-GBL2QZ  General Liability English Liability Level Upgrade Published
es, regardless of which department in the company the policy holder is ,
. . ZN-01007-G3V0H1 Home Insurance English Home Ins. Coverage Published
in contact at any particular moment. Each employee can thus rely on the PSS Corsuton hevence | Engish Comspudton St fepuintion  pobtines
unified information source - CRM INsurance2 knowledge base. IO SupslyCreininsumnce  Eglsn  Produc Informtion pupisnes
ZN-01010-D7Y8Y1 Accident & Health English Hospital Days Coverage Draft
7N-01011-C8X2H6 Financial Lines English Short Term Financing Draft
~  ZN-01012-B9Z5V0 ent Suj English Agent Equipment Draft
B Draft [ Published
Select a Template
Zelect 3 template from the list. e chart to perform Drill Down

Language English
Al « A | SETTINGS v
Internal Templates
Title:
Subjects 4 procedure Procedune
Which area of the subject tree would you like to manage? ﬂ Quzstion & A "
ﬂ Solution to a Problem Created By:
SQL Admin
Common Tasks Subject Tree A 1 standard ks Articl
53 Add a Subject Descrinti
T3 ot Selected Subject With your organization’s subject tree, you can hierarchically categorize products, cases, sales ption:
literature, and articles. You can manage the tree using the options available in the Common Tasks Use this templzte to creatz a procedure that defines
2 Remove Selected Subject area. the steps for resohiing a spedific problem.

4 Brokers 8 Agents
st o o ][ o=
& Broker Support

4 Inividuals
b CarInsurance
& General Liability
b Home Insurance

4 Large Corporation
b Construction Insurance
b Motor Fleet
& Supply Chain Insurance

4 Small 8 Md-sized business
& Accident & Health
b Casualty
4 Financial Lines




4.2. CASE & SLA MANAGEMENT

Hitiese pacess fow
Case 01: Process Flow Roadside Assistance

CRM INsurance 2 provides a sophisticated case management system. While providing answers to

customers and resolving complaints employees can handle claims using the same knowledge base. e T i iz
This is possible due to the fact that the system supports a dynamic claims resolution process. This o e = ?
process defines all steps in complaint resolution procedure. Depending on set conditions, each step -
has a defined minimum set of data and desired resolution direction that have to be met and/or set His
in order to advance the process. The search option in this segment is extended by several SLA-re- e st S
lated filters, such as response time, alert activation, escalation, case migration to other departments, it |
and so on. CRM INsurance? is a tool which brings case management to the next level. CHCH EL I, T o s -
+]

|
PRT— |
|

= B
h SERVICE v Cases Tea Pirc - Car Insura... | v = ! Jertly;

[T T—

+ MEW £, CREATECHILD CASE [ RESOLVE CASE  [3 CANCELCASE r* APPLYROUTINGRULE ELADDTOQUEUE »== 4 4 @l

Vel Pabicy sqeais e
a

CASE

Tea Pirc - Car Insurance 4.3. E-MAIL PRIORITIZATION AND ROUTING
Priarity Created On Status Owner™

MNormal 810/16/2015 9:38 AM In Progress & Janez Den

CRM INsurance2 has a number of predefined priority categories for
different types of e-mail addresses within the insurance company.
These categories establish the sequence of answering to e-mail

W,
~ IDENTIFICATION (Active) CHECH ELIGIBILITY = Next Stage

v Pesen endeien &l , messages, making for an easier and more efficient e-mail commu-
Inboun: sCn *] | . . . . g
4 - nication. After reviewing the message employees can answer it im-
Claims Registration . . R .
> Accigent nsurance Case 01:Process Flow Roacside Assistznce i mediately, store it as a change in related case, route it to one of the
Summary O Bt st porance " processes, forward it to another department for further handling
CASE DETAILS e @ CUSTOMER DETAILS and/or processing or mark it as not relevant to the business.
8 cas( ' Home Insurance .
" . 7 Life Insurance Tea Pirc
Subject Carln 2 Motorcyde Insurance Birthday 3.5.1986
Customer T 7 PetInsurance B Email pirctea@gmail.com
Origin Phone 7 Travel Insurance %, Phone 01/ 1234567 + uew i DELETE & APPROVE EMAIL T REIECT EMAIL 5 EMAIL TO CASE SETTINGS 5 SOCIAL TO CASE SETTINGS il OPEN MAILBOX
' Complaint
Contact - . Infur'; ation Email 1o Case Settings
Product - ' Insurance Price Calculation 7 e '. Open th g to sutomatically convert eimail activities that ane
. Ema” Suppor‘t Quew st 3 U Qi o ol
DESCRIPTION B RECENT CASES
SUMMARY QUEUE ITEMS
APPLICABLE SLA | Swtus CaseTile - Pt gt Search forrecords 3
Active Tea Pirc - Car Ins... Type* Public Tithe
First Resporse 0y . . Incoming Emall wppert® Mo records. are available in this view
Resolve By a2 Active Tea Pirc - Avtom... -
Diescription Wsed in Aute Case Generation,
Active H




LEVERAGE

Key business information in CRM INsurance?2 is displayed
using dashboards and reports, based on unified parameters
at all company levels. Everything is tracked, from sales as-
sistant efficiency, campaigns efficiency, number of new cus-
tomers to statuses of resolution cases, claims statuses, etc.



5.1. DASHBOARDS & REPORTS

Management interfaces provide overview of entity data, and offer advanced data vi-
sualization and drill-down tools which enable users to visually select and extract in-
formation and run queries at bottom data layers. Intersection of data is presented in
form of custom reports that are easily and automatically generated and distributed
according to set intervals. A great care is devoted to the bottom-up data aggregation
model which enables review of the same parameters in reports generated at all busi-
ness levels.
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Zacetnidatum [ 152015 FROM: | Konéni datum | 20.5.2015

TO:|E5

i 41 a2z b M @ [100% v

Booking qualification

Maem

Booking sum 73

| et | Naprey

SRR

Product comparison

Products sum 23 Premium sum 20500.00€

5.2. RETENTION MODULE

The retention module provides an overview of
sales assistant activities they performed while
retaining customers. This provides insights into
which sales assistants were more, and which were
less successful, and what were the reasons for
customers not to sign contracts in the end. This
information enables sales assistants, department
managers and company managers to quickly im-
plement corrective measures aimed at customer
retention and building customer loyalty.

5.3. ACQUISITION MODULE 5.4. POLICY SUPPORT MODULE
The acquisition module provides an
overview of data on expenses and ef-
ficiency of campaigns, sweepstakes,
as well as number of new potential
clients. This includes data on conver-
sion success, sales assistant efficiency,
current status of opened and closed
activities, accounting of contracts
closed, as well as data on reasons for
unsuccessful conversions.

This module provides an overview of data on
current status of all cases, according to supplied
criteria; by arrival channel (telephone, e-mail,
meetings), status (open, in processing, closed),
importance (low, medium, high), classification,
policy holder, etc. The system also provides in-
formation on statuses of claims, sorted by each
CRM INsurance 2 user, and according to criteria
such as contracts closing efficiency, particular
individual or entire business unit.

LEVERAGE




CONNECTORS

CRM INsurance2 uses connectors to connect with other software applications
in the IT system. This significantly reduces software adaptation and adjustment
overheads and shortens the implementation period. CRM INsurance 2 includes
connectors for telephony and applications used by contact center agents, DMS
connector, analytics and GIS connector, mass/bulk e-mail connector, public da-
tabases and communications connector (both for SMS gateways and social net-
works), and a self-care web portal connector.



6.1. INSURANCECORE APPLICATION CONNECTOR 6.2. CC & TELEPHONY SW CONNECTOR
POWERED BY USD
This is the connector which connects CRM INsurance2 and Insur-

ance Core application. It defines “insurance” data model, i.e. entities, Integration of existing telephony solutions and

attributes and logic which preforms synchronization between two applications used by contact center agents into

systems. All of these functionalities, when parametrized to a certain CRM INsurance? is of a highest implementation

extent, are fully applicable to any other core insurance application. priority. Applications used by agents s con-

This is the key product feature which reduces software adaptation nected with the Unified Service Desk, enabling

and adjustment overheads and significantly shortens CRM INsurance easy access to all information and applications

2 implementation period. through a unified “window”.
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Janez Demo

63 DOCUMENT MANAGEM ENT SYSTEM CONNECTOR Al Microsoft Dynamics CRM v Y | SALES v Policies PRA0100347856
POWERED BY BUSINESSCONNECT 4 NEw I3 DEACTIVATE

© @Cmate & CRM For Insurance...

i DELETE [ OPEN INJANUS ~ SBASSIGN € SHARE = EMAILALINK == ¥ a

POLICY : INFORMATION
Documen’F manage.ment connector enables CRM INsuranceZ PRA0100347856
users to directly review documents related to each policy hold-
er, straight from the CRM card. This way each piece of data is c e
provided with a context, which is extremely useful to call center - S 4 S
agents. The connector enables documents generated by CRM Payer B Gregor Semt Coverage Untl B 71612016 vald Uniil @ 71072016
to be automatically stored and classified within DMS. In essence R
it constitutes the base for CRM “direct post” channel, support-
ing information exchange between paper and digital world.

Main Product
Device Insur:

Insurer
Gregor Sem

Device Insurance Parent Policy a8 799 Contract Date B 71272018

Status Reason

Policy * PR40100347856 Owner ™ 8 g% PEUUBLIANA

Documents

Insurance policy - PR40100347856 Device insurance (01-1/2015-5) [In preparation]
i) R 1 [ o
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113 sWR611  Razdinlev kilya za poLaime Nevamost, nevamosti viomske tatvine in opa, 15,00 % B66 m
razbiriey zavarovainega raja na obmedje R Slovenie policy 755
114, sirS211 Doplatilo za zavarovanje brez soudelezbe 50,00 % 13,680 MNo:
L 3308
Zavarovaina premia skupa) s e
Zavarovalna premia 162 DPZP §Xupa & pepusliin doplatih za bdobje od 16,07 2015 o 16,07 2016 33.08 valid from: 16.7.2015
Dodatne opombe in klavzule Valid to: 16.7.2016

Brez oobine frantize (2,81, 11,11, 1.1.3))

1) Z34BrouRaC ¥ pOcSaT 18 POJOda BK(E, O @ Ereel chnesto 2astopni b 217 Cere) ZZAver S BOIGSON i PORCHDR Z3varwales PR, a8 O sk LA prie ravedsne
aavarasaioe pogne

W i ey, i 3 VPGSl W 9 Vi AT
Bl e ta  saladu 2 zabcrom coceije u amarovaine
pagoabe. Tigies

T

4] Oeere s ke
I
ol

ostagna s v
2 namana i1 “Zavnianiza Trgley 9. MMlohEova 18
ovetans nevarmots e wearcianeC ot dubet

o, o
s § o s
T platio

T 2
: i da! xawuvane polcs
L

jubljana. dne 18.07.2015 ob 14:57

FROFIN SVET ZAVAROVALNISKO
ZASTOPANJE D.0.0.

1520444 DARKC ZAGAR
Zavarovalnca

Powered by
c. BusinessConnect "

Active

CONNECTORS




6.4. ANALYTICS & PREDICTIVE ANALYTICS TOOL CONNECTOR

Analytics connector in CRM INsurance2 enables a two-way com-
munication between CRM and users' analytics tools of choice. Data
contained exclusively within the CRM segment is sent into analytics
system for processing. Results are then routed back to CRM, where
they are used in sales, marketing and customer behavior prediction.
This data is extremely useful in estimating probabilities for attracting
new customers, selling new insurance policies, identifying churn-
prone customers, etc.
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6.5. GIS SEGMENTATION & ANALYTICS CONNECTOR

Insurance companies using CRM INsurance2 can also make use of our GIS database
connector. Based on such GIS data users are able to establish whether policy holders
live in or close to areas with a higher risk of floods, earthquakes, avalanches, hurri-
cane winds, drought and hail. These areas are visualized via dynamic maps, while
connector ensures customer segmentation based on GIS data and targeting with
appropriate products.

Janez Demo "
CRM For Insurance... (i

Al Microsoft Dynamics CRM v # | SALES v Accounts | v KOSIR MATE] | v

+ nEw  [§ DEACTIVATE &3 CONNECT | » ) FINANCIAL CARD [ ADD TO MARKETING LIST Y TR
ACCOUNT : GENERAL ™
v
KOS I R M ATEJ Mumber Owner® Security Number
1957585 & SQL Adm 038437875
General ]
IDENTIFICATION ADDRESS
Streat @ LJUBLJANSKA CESTA 36 B
City @ VRHNIKA ZIP/Postal Code B 1360
Postal Mame @ VRHNIKA County B VRHNIKA
Country @ SLOVENLA
GIS INFORMATION
Frequent Drought A # No Flood Area @ | Nearby (within 5 km)
Frequent Hail Area 8 No Avalanche Area # No
Frequent Hurricane a8 No

SRS
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COMMUNICATION
CHANNELS

CRM INsurance 2 uses multiple communica-
tion channels — from SMS messages, social
networks and public databases to communi-
cation via mass / bulk e-mail campaigns and
self-care portal.



7.1. SMS COMMUNICATION CHANNEL

Ay« & MARKETING v  Campaigns | »+  Confirmationt & Inf... | v

CRM INsurance? offers a fully-fledged system for communication using text

; . . W - - Fl
(SMS) messages. They can be sent to particular customers following a certain M DELETE  %g DISTRIBUTE CAMPAIGN ... x# CLOSE CAMPAIGN ACTML.. 5, ADDTO.C
transaction, or used in mass communication with the broader customer base.
They can be segmented, distributed according to an array of parameters and CAMPAIGN ACTIVITY

statistically processed. Along with sending, the system is also able to receive

SMS messages, while all inbound communication is recorded and listed on Conﬂrm anont & ”TFO for eaCh new

policy holder cards.

Priarity Status Details Owner”
BNormal B Proposed B & Matej Ke

Campaign Activity

SUMMARY
ACTIVITIES MNOTES
Subject ™ Confirmationt & Info for each new Turist Pelicy bought via web
All - | Add Phone Call  Add Task <=« : o - -
Used in Campaign i Continuous SMS Campaign for Travel Insurance
- .
4 Email Type Content Distribution
(7] Appointment Channel
Loyalty SMS - 5 years on bo SMS ~
m f Facehook Outsource Vendars Phone
Due !]atE 1332““5 E'v:'_“}n Description Appointment
Medified by Mate] Kosir 4.3.2( w SMS Letter
Letter via Mail Merge
BEy Visit Scheduled Start Fax
Scheduled End Fax via Mail Merge
& Web Site Email
Actual Start B Email via Mail Merge ¥
Other

COMMUNICATION CHANNEL




7.2. SOCIAL NETWORKS COMMUNICATION CHANNEL

All Search Topics + * @ | wommaz noan | 163Kem Aosrars
CRM INsurance? provides insurance companies with a com- —— TP
prehensive social networks communication tool. It supports
all leading social networks, such as Facebook, Twitter, Linke-
dIn, etc. The system uses a specialized user interface which
allows administrators to easily participate in conversations,
send private messages, sort out “likes”, forward communica-
tion to other owners and ensure consistency with established
quality of communication and its tone. The communication
is managed within the unified application and is recorded in

LOTATION MEGHTS

¥box one
one g,

s Microsoft 5o
surface pro mcon &

SUARCH TGRCH

= A ow .

historical and chronological order - along with other types [ - sascs o o e

of communication happening over other communication g= g il o e | e

channels. . noom » | O —— - e
Ores ® g i » [ e v o ™ [ ez ||
I commesn o I B = [+ Pt e Ll

7.3. WEB & SELF-CARE PORTAL CHANNEL

CRM INsurance? offers a fully-fledged system for communication using text (SMS) messag-

. . . . . Mass Mailing Distribution Configuration
es. They can be sent to particular customers following a certain transaction, or used in mass ¢ ¢

communication with the entire customer base. They can be segmented, distributed accord- 1. Channel
ing to an array of parameters and statistically processed. Along with sending, the system is MaiChimp Adapter
also able to receive SMS messages, while all inbound communication is recorded and listed 2. Distribution Type
on policy holder cards. B spit ~
3. Sender
Newsletier [v]

4, Subject Text A

7.4. BULK/ MASS E-MAIL COMMUNICATION CHANNEL e e
Subject Text B
CRM INsurance?2 provides insurance companies with a comprehensive social networks com- New 12 Insurance fo Vou and Your Family
munication tool. It supports all leading social networks, such as Facebook, Twitter, LinkedIn, 5. Sending Date & Time A A
etc. The system uses a specialized user interface which allows administrators to easily partici- 15102015 = 2 [ o
pate in conversations, send private messages, sort out “likes”, forward communication to oth- v
er company departments and ensure consistency with established quality of communication 6. A/B Split % of the Segment Testing Period (in hours)
and its tone. The communication is managed within the unified application and is recorded 10 1
in historical and chronological order - along with other types of communication happening
over other communication channels. cone
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Dear Mrs. or Mr. *|FNAME_C[" *ILNAME_CJ*

We would like to present to you our latest product "Life Insurance PLUS™.
life insurance

Life insurance is designed primarily to protect your family's financial security after you die. But your needs change and some
types of insurance can offer you access to assets to meet needs during your lifetime. So it's a smart addition to any financial
plan — because it can serve different functions within your overall investment strategy.

Life insurance can help:

+ Family maintain its standard of living
+ Reach your goals and dreams
+ Provide immediate access to cash

Yours Faithfully
Insurance Company PLUS

insurance 4+

228 Park Ave S
New York, NY 10003

If you wish to unsubscribe, please click here.
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7.5. PUBLIC DATA BASE CHANNEL

Certain data types can be input into CRM INsurance 2 by select-
ing codes from the codebook. This is applicable to all data in-
tegrated with public sources. For example, when entering data
on new business partners users can look up relevant data using
the unified register of business subjects. The same is done with
policy holder data. This eliminates a significant amount of input
errors and accelerates data entry.

FRIMARY ADDRESS PRIMARY ADDRESS
Primary Address fubljantks cesn 36 O Priacy Addrews LUBLIANSIA CESTA B £
Street © uusLaNsIa cESTA 36 Street B LUBLIANSKA CESTA
1381 RAKEX -~ " " -
House oute Moo
- @ LusLANS CESTA 3
Apendte LR VELEMJE Apendix e
P @ UUBLANSKA CESTA 3 % W oue
- 4000 KRN
o D LUBLANSGA CPSTA 1 M "
LIUBLMNE L)
County () SENTIR County B vRanms
Country @ UuBLANSEA CESTA 36 A Country @ sLovEnua
00 RN
D LUBLIANIKA CESTA B A
B VELENE
@ LUBLANSKA CESTA 3 A v
1362 VRHMIA
10 Rezattat
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ABOUT
IN2 GROUP

IN2 was established in 1992 in Zagreb, Croatia, as a company specialized in development of
customized software solutions. Over the years company grew into IN2 Group and now oper-
ates in 7 countries of SE Europe through interconnected companies. IN2 is Oracle Platinum
Partner, as well as Microsoft Network Partner with 2 Gold and 7 Silver competencies. Part-
nerships with global companies and expertise in Java and Open Source technologies signifies
that IN2 Group uses proven technologies in developing solutions and continuously work on
technical competency.



COMPETENCIES

In order to provide complete service and full business
support, IN2 has designed services portfolio that cov-
ers the majority of the client's most important business
needs: development, implementation and support of
customized software solutions, IN2 ready-made prod-
ucts and implementation of standard business solutions.

SERVICES

* Vertical business solutions

« Support for standard business processes
« Software design and development

* Technical support

* Integrated security

* Application integration

* Business continuity

IN2 PRODUCTS

IN2 has portfolio of custom made products designed
for: public, health and financial sector, insurance, retail
and telecom. They address customer's specific busi-
ness needs and could be easily integrated into existing
business environment. Implementation is encompassed
with education, maintenance and help-desk services for
end-users.

COMPANIES BUSINESS CERTIFICATES

IN2 certified its business processes and gained certif-
icate ISO 9001:2008 for Quality management system
compliance and ISO 27001 for Information security in
all business segments. Both certificates prove that the
company is following international standards and norms
in business activities.

Croatia

IN2 Zagreb Bosnia and Herzegovina
IN2, office Pula IN2 Sarajevo
IN2, office Osijek megalN2
IG.EA Albania
Nsles2 IN2 Tirana
INbet2
INsite2 Serbia
IN2data IN2 Belgrade
IN2trace IN2 Dynamics
Kosovo
Slovenia IN2, subsidiary
IN2 Koper Pristina
Macedonia

CONTACT INFO

IN2 Ltd. - Zagreb
Marohniceva 1/1
10000 Zagreb, Croatia
tel: +385 16386 800
fax: +385 16386 801

crm@in2group.eu
www.in2.hr

IN2 Ltd. - Koper
Smarska cesta 7¢

6000 Koper,

p.p. 1459, Slovenia
tel: +3865 663 1070
fax: +386 5 663 1071

IN2 Skopje

IN2 Information Engineering
Ltd. Belgrade

Milutina Milankovica 9z

11070 Belgrade, Serbia

tel: +381112123 023

fax: +38111 3015 040




IN2 FINANCIAL SECTOR REFERENCES
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