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Whats Automation?

What IS Gognitive Computing?

What eISe IS chanding?

What does [t all mean for Claims?

What are we doing Ininsurance Claims?
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Adapting to the 4™ Industrial Revolution.

Data Is everywhere, and is being produced at an increasing rate.
S5 N Competition may come from non-traditional entrants.

."'| Customer expectations have changed.

. Customers are no longer sold to. They choose to buy.
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KPMG'S Perspective on the Digital Labor Market

Robotic Process
Automation
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Whatis Cognitive?
KPMG'S Market Perspective

Intelligence augmentation to support right decisions faster

Cognitive
Automation

Basic Process
Automation
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(ogniive Automation|Is Ghanding Rapidly

Cognitive
Automation

/\

Basic Process
Automation

Rules
Engine

Macro-based applets Built-in knowledge repository Artificial intelligence

Screen level data collection Learning capabilities Natural language recognition and processing

Workflow automation Ability to work with unstructured data Self-optimization/self-learning

Visio®-type building blocks Pattern recognition Digestion of super data sets

Process mapping Reading source data manuals

Business process management

Predictive analytics/hypothesis generation
Evidence-based learning
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"Low touch" approach for automation
of high volume and repetitive
rules based processes by 'virtual

Robotic workers'.
Process
Automation An alternative to outsourcing or

offshoring processes providing an
enterprise application to automate the
processes traditionally offshored or
outsourced to reduce cost.

Focuses on automating processes
where traditional automation is
not cost effective or strategic
automation options are planned but a
tactical solution can provide Initial
short term benefits.
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Ine automation journey...

Cognitive
Automation
nhanced Proces “Augmented Intelligence”
Autor;nwation

Autom

Basic Process
ation “Machine Learning”

“The Player Piano”
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(ognitive Computing

kég-no-tiv (adjective): of, relating to, or involving conscious mental activities
(such as thinking, reasoning, understanding, and learning) \l e J ra | N etWO r |<S
I

Patnways and
Jlasticity

Inputs Hidden
Outputs
Layers
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HUMan or computer?

Human

"Apple’s holiday
earnings for 2014
were record
shattering. The
company earned an
$18 billion profit on
$74.6 billion in
revenue. That profit
was more than any
company had ever
earned in history.”

Lomputer

“A shallow magnitude

4.7 earthquake was
reported Monday
morning five miles
from Westwood,
California, according
to the U.S. Geological
Survey. The temblor
occurred at 6:25 a.m.
Pacific time at a
depth of 5.0 miles.”

bomputer

“When | in dreams
behold thy fairest
shade. Whose shade
in dreams doth wake
the sleeping morn.
The daytime shadow
of my love betray'd.
Lends hideous night
to dreaming’s faded
form.”



What the future may hold

Increased Benefits from Scale and Scope
Industrialisation of Analytics

v’ Evolving from activities performed and
managed by individuals and small teams, to a
machine managed, centrally governed exercise.

v The value of big data is growing as machines become
more adept at converting digits into business insight

v" A.l. algorithms are data-hungry

v" Automation favours scale

v" Consolidation or data sharing becomes more likely

Enhanced Customer Experiences

v Instant Chat matures to be preferred over the call
centre

v’ Voice communication becomes a core source for
data mining and automation

v Facial recognition is used to identify customers.

v" Ul evolves towards natural humanistic experiences,
often integrated into other software interfaces

Re-imagination of the Product Set

v' Going back to first principles
v Simplification (or re-skinning) of products to align with

Robo-Advice Broadens its Remit customer objectives

v" Helping people achieve their goals

v Integrated budgeting becomes the family’s daily
financial fitness coach

v Management of the end-to-end home buying process

v" Low friction breeds automation of switching
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Platform Services

v' Exposing services and processes to external
organisations spurs innovation and incentivises
modular services

v' Convenience, customisation and flexibility become
key dimensions for differentiation

Back Office Automation

v Removal of repetitive and non-value add processes
v’ Real-time processing creates new opportunities
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Gurrent state of the Industry and how L@
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® Manual Fact
@E Extraction
Manual time intensive task to
review all submitted documents

and identify additional
informational needs

50% of a claims professional’s time
IS spent on administrative activities
such as compiling and fact-checking
data

alfectsinsurance companies

Maintaining
Knowledge

Each claims handler relies on
their own experience to make
a liability and valuation
determination for claims

Audit processes have revealed less
than 80% of claims meet the quality
standard on average
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°-©~;° Fraud

Insurance professionals struggle
in identifying and evaluating risk
exposure due to lack of
uniformity and control

53% of insurance companies cite lack of
IT resources as the main stumbling block
in implementing anti-fraud technology
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Cognitive
Capabilities

Fact Extraction

Simplify information
gathering

- Extract info from submission
documents

- Identify gaps in submission
information

- Provide provenance and audit

trail of facts

Clims Acisor - Watson canabities

Gurrent State of the Industry and how It affects Insurance companies

Claims
Analysis
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Enrich claims data

Identify claims “like this”
Case Law related to the
claim

Personality of the person
coming on claim

Workflow management —
route to most relevant claims

professional

Decisioning

Transform claims decisioning

- Automate simple claims

- Provide likelihood of
acceptance

- Perform pattern-based,

contextual fraud analysis
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Lontent a AnalysiS Flow

Walson can leverage data from dirfe

[ent types of content Sources to provide meastranie results

Outcomes

Watson Analysis
! Submission ! Internal ! External .
! Documents i} Information ! Information - Extract info from - Ref:iuce the time a
E % 3 submission documents claims professional
i ' i \ | / denti _ has to spend on each
i ¥ v -~ -~ - Identify gaps in _ claim.
! o o submission information
| 3 | ) - Provide provenance and )
i i ¥ audit trail of facts
i ¥ H - Identify claims “like this” - Demonstrate
; i ¥ A 4 clai efficiencies to help the
E ¥ ¥ - Recommend claim claims professional
i ¥ ¥ amount and support
i ¥ ' - Identify Case Law automated low
: i ; related to the claim complexity claims
- Determine personality of
i % H person on claim
i ¥ X - Automate simple claims - Drive transformative
i x H - Provide likelihood of cognitive process
i ¥ ¥ acceptance automation
¥ - Perform pattern-based,
- contextual fraud analysis
m © 2016 KPMG, an Australian partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative (“KPMG International”), a Swiss entity 14
All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International. Liability limited by a scheme approved under Professional Standards Legislation

Document Classification: KPMG Confidential

14



KBV Benelits of BOQHIUVB SOIULIONS - & case Study

TNe Solution t0 assIst With processing of claims Supmissions, fraud identification and Streamining end to end workfiow

Watson Capability

[ Fact Extraction

[ Automate Fact Curation ]

: Identify Submission Gaps

Provide Provenance

{ Claims Analysis

Similar Claims Analysis

Related Case Law

Recommend Claim Amount

[ Decisioning

Automate Claims Allocation

: Likelihood of Acceptance

Fraud Analysis

Watson Benefits

A

A

15

Fraud Detection

Client Satisfaction

Claim Processing
Efficiency

Reduction in claims
leakage
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Joservations

KPMG

Key opportunities for Cognitive in Claims include

Better financial and service outcomes by utilising existing data, creating
new data and using all this data to help inform decisions at key
moments/stages of a claim, by:

e Assisting with upskilling staff.

« Improving consistency of decisions.

¢ Long term cost savings.

e Better targeted claims management strategies.

e Scalability (less dependence on scarce skilled resources).

* Knowledge data retention/use.

Managing Claims Duration

Lots of research including Combining this research together

«  Actuarial papers highlights over 100 factors could

) explain behavior.
¢ Medical papers

¢ Psychology papers

CREATING NEW DATA
[ : ]
DISTRESS WORKPLACE AVOIDANT
LEVELS VIEWS PAIN BELIEFS BEHAVIOURS

Lovg (13 %)

Liberty (313¢)
Ideal (47 %6) :

Aa’“""\-'ﬂngga (599)

Nese @63
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[ypesorbata

EMOTIONS RISK SOCIAL

Conflict Fraud Workplace dissatisfaction
Aggression Pharmacology Geographical Isolation
Stress Medical Poor Working Conditions
Worry Previous Claim Financial Issues
Emotionality Inconsistent Injury Details

Uncompromising
Cooperative

Openness to change

© 2016 KPMG, an Australian partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative (“KPMG International”), a Swiss entity
All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International. Liability limited by a scheme approved under Professional Standards Legislation

Document Classification: KPMG Confidential



UMlzing gps 1
segment iNY©
oy PRropriate pue
O-demographic
Persona Profitt®

B

(N

Segmentatio®

2
o

10

i



ASPIRATIONS
EXPECTATIONS
BELIEFS
. ATTITUDES

Occupation VALUES

Age at injury \\

Nature & Location of .

Injury

Co-morbidities

Tone of voice

Cost to serve estimate

Pain beliefs

Social situation

Prior claims

Recovery expectations

Pharmacology MOTIVATIONS
NETWORKS

INTERACTIONS

IDEOLOGY
PERCEPTIONS

Persona driven

case management process.

Monitoring
anomaly
deviation

Optimise case
management
experience

Propensity of
fraud

Segmentation

Right service, Right Time

Personalised
intervention

to optimise outcome

Proactive early
intervention

Insight driven
decision
making.

Rapid Holistic
understanding

SoLy
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Jane Dorter
Director
Insurance Claims Solutions

jdorter@kpmg.com.au

Tristan Masters
Director
Solution 49x

tmasters@kpmg.com.au
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http://kpmg.com/socialmedia
https://www.youtube.com/user/kpmgaustralia
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