Great customer outcomes in AVIVA
Digital Trading transcript

LIZ WALSH: Hi, I'm Liz Walsh and I'm joined by Caren Barnett and Derek Cowie. And as we head into
another busy year in digital, we're taking some time to reflect on 2023, which saw us deliver a record
number of enhancements to our digital proposition. And today we're focusing on what we've done to
drive even better outcomes for our brokers and customers.

So Caren, if | can come to you first, what would you say is your highlight for 2023 in terms of good
customer outcomes?

CARENBARNETT: For me,it's got to be the underinsurancetoolon Fast Trade. So underinsurance is not
a newissuein theinsuranceindustry but it has been heightened by the impact of Brexit, Covid and the
Ukrainian War. And what that meansis businesses are more likely to be facingunderinsuranceissuesand
theamount of underinsurance is likely to be significantly more than ever before. In fact, research that
we'vedone across our SME portfolio tells us that 42% of our customers have inadequate building sums
insured.And more worrying than that, some external research has told us that 10% of SME businesses
would struggle to survive if they had to pay just £10,000 towards a claim that wasn't covered.

LIZ WALSH: So | understand why that was a major concern for us and why we wanted to do more to help
our brokers and customers. Can you tell us a bit more about the tool?

CAREN BARNETT: Sure. So essentially what we've done is we've taken a data tool that's been
successfully used by our underwriters dealing with manual business in the regions, and we've built that
into Fast Trade. This gives us the ability to highlight building sums insured where a level of cover might
beinadequate and helps brokersto protect their customers from the likelihood of being underinsured
and does it in a very targeted way.

LIZ WALSH: And can you tell us how this works in practice and what products it applies to?

CAREN BARNETT: So it's a deliberately simple user experience, which brokers will find really easy to
navigate. Essentially what they do is they input the building sum insured in the normal way. And what
thatdoesis make a, it triggers a call to our servicein the background and then assuming we get a match
forthe address, if, underinsurance is recognised, we will highlight thatimmediately in the journey to the
broker. And furthermore, if we have adequate data, we'll actually recommend what the sum insured
should be. This is available across all our property based products. And we've had some fantastic
feedback from our brokerswho are sayingit reallyis helpingthemto add value, to the conversations that
they're having with customers around protecting their businesses.

LIZ WALSH: And on that point, is there a specific example you can give us where we've really helped a
customer?

CARENBARNETT: There are so many to choose from, but actually there's one that just is front of mind
forme and that was an existing property owners policy where at renewalwe flagged that there could be
potentiallyunderinsurance onthe policy. Following several conversationsbetweenthe broker and their
customer,they decided to carry outavaluation. And whatthat actually highlighted was the building sum
insured shouldhave been £11 millionand not £4 million as it was. Now, that is a very extreme example.
Butin that circumstance,we've actually helped prevent whatcouldhave beena catastrophicloss for the
customer in the event of a claim.
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LIZ WALSH: Absolutely. So that's a really great customer outcome we've outlined there. Caren, thank
you. So Derek, can you top that?

DEREK COWIE: I'll giveita go because Caren'sis a good one! We know in the current economic climate,
businesses are very much looking at their costs and the risk is that they might have a look at their
insurance portfoliosand decide that and makecertain decisions about that. And that could create gaps
forthem in their cover.So when I say gapsin theirinsurance, I'm not talking about underinsurance that
Caren wasreferringto where they've got thecover and just not enough of alimit.1'm talking about areas
of coverthat they've not even considered and therefore are exposing their business. So this may not be
conscious decision making that they're doing. It may be that their business has grown may be they've
diversified their business, but they haven't really thought through, you know, all the, their insurance
needs.Therearealso theemergingrisk to businesseslike cyber attacks. So the result of underinsurance
and gapsininsurance can be costly to theirbusinessin terms of a claim.So my good customer outcome
thatlwould put forward, would be the enhancements that we've made to our client dashboard within
Fast Trade.

LIZ WALSH: And can you tell us how the client dashboard helps tackle that issue?

DEREK COWIE: Yeah,so whatwe'vedonetoitiswe've,developed, people will start, will see tiles within
the client dashboard. These are the enhancements that we've made. Now these tiles are
recommendations of coverand products. Now they're not coldrecommendations. They've actually got,
they'reactually using market-wide data behind them with some smart analytics. So with the analytics
thatenables usto look at the buying patternand with the buying patterns we can apply the principle of
'businesses like yours' and what they've bought. So that enables them, us, to make a tailored
recommendation through the dashboard, thus allowing the broker and their client to make more
informed decisions about what insurances they should consider.

LIZ WALSH: That's great. How do brokers access the service?

DEREK COWIE: So that's the good news. They don't have to go looking for it It's already integrated into
the experience that they have on Fast Trade today. These recommendations are not based on simple
assumptions, they're underpinned by sophisticated market-wide data and analytics. This analyses
purchasing patternsbased on the 'customers like you' principle. We then overlay our risk appetite and
display tailored recommendations for thebroker's client. This helps our brokers have a wider protection
conversation with their client, helping them make more informed decisions around their insurance
portfolio.

LIZ WALSH: So that'sanother great customeroutcome. ThankyouDerek. And | think that demonstrates
what we've been doingto evolve our systemfrom just a simple efficient trading platform into more of a
client protection tool,which is really helping drive great customer outcomes for both our brokers and our

customers.

CAREN BARNETT: So Liz, before we close, what great customer outcome of 2023 would you like to
highlight?

LIZ WALSH: Hmm. | think it has to be our new cyber response option.

CAREN BARNETT: And why have you chosen that in particular?
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LIZ WALSH: Becauseit's been designed specifically for small businesses. What we found is that covering
the marketis often too complexfortheir needs. And linked to that, cover is very expensive, often being
more than they're payingfor their main businessinsurance. In general whatthese businesses are looking
foris helpingsupportto helpthemmanage an event should it happen. So we've designed cyber response
forbusinesses with aturnover of up to £1 millionemploying up to 10 people. So cover centres around the
critical incident response service and its price at amuch more affordablelevel, meaning thatcyber cover
is now accessible to a much larger group of smaller business customers.

CARENBARNETT: So that'sanother greatexample Lizand altogether, you know, looking back on 2023,
we have driven some fantastic customer outcomes. But we're in 2024 now. Derek, anything you can
allude to for 2024?

DEREK COWIE: All | can say is we've got lots planned, but watch this space!

LIZ WALSH: So that'sit fortoday,butifyou'd like to find out more aboutthese benefits and howthey can

help you drive great customer outcomes, please visit the Aviva Broker website or speak to your business
development manager.

** END OF VIDEO **
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