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A Complex Problem

Throughout the business, insurers are dealing with
more data from more sources

AUnderwriting AMarketing ACustomer Service
AClaims ADistribution AFinance
AAdmin Operations AProduct Mgt AHR and Legal

. Volumes of information must be gathered, organized and analyzed
from internal and external sources

v Most of which arrives at the insurer aastructured data or text
(e.g., forms, paper, email, notes, etc.)

. Current solutions arérl intensive require considerable subject
matter expertise and time

. Acollaborative approacho data analysis enabl@snovation
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Structured Versus Unstructured Data
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Structured Data Unstructured Data (text)
Example: Traditional Databases Example: Claim Note
First  Last Claim# Claim Date

Name Name
Employee states he injured
Record1l Mary Smith ABG10220 8-15-2008
back on Friday at work
Record 2 John Doe ABC10221 8-15-2008

Record 3 Harry Smythe ABG10222 8-15-2008 Ilftmg boxes . Did not

Record 4 James  Tred ABG10223 8152008 feel pain until 2 days
Record5 Ira Jones ABGL0224 8152008 later . Left work on Monday
Record 6  Ethyl James ABG10225 8-15-2008 and w ent to emergency room
Record7 Mark  Paul ABG10226 8152008 for treatment
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Text Analytics Versus Current Methods

Focusedn structured data Focused on structured data: only Focused on structured data and

and text 20% of the insight text

Significant cycles from highl Significant cycles from highly Business rules generated from tf

skilled analysts required to skilled analysts required to create text with analyst oversight

readand analyze data complex business rules

Costly Costly Lower total cost of ownership

Analyst intensive Analyst and IT Intensive Reduced reliance on analysts

and IT

Slow- voluminous, diverse Fast¢ but hampered by low quality Very fastc enabled by 100% of

set of data / missing data the insight

Moderate predictive Suboptimal predictive accuracy = More precision optimal
accuracy predictive accuracy
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Text Analytics
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Text Analytics is a set of technigues and processes
that discover, organize and present knowledge:

A Facts
A Business rules
A Relationships

This knowledge is otherwise lockedi@xtual form,
unavailable to automated processing.

Create Actionable Intelligence.

-
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Improving the Analysis Process

Text Analytics
<

A Gather, Read & Organize A Analyze
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Use Cases:

Ilnsurance

Business Area

Content Analyzed

Enabling Visibility Into...

Delivering Business Value

Claim Processing

Claim text, adjustor notes,
third party text (TPA)

Emerging claim processing
trends and issues. Data
guality and anomaly issues

Proactive business response to improve
claim processing. 3@Wiew of claim
record

Fraud Detection
and Subrogation

Claim text, adjustor notes,
third party text (TPA)

Emerging fraud detection
patterns and trends, and
subrogation issues.

Proactive business response to fraud &
subrogation. Redirect to highly skilled
analysts for investigation. Reduce false
positives and false negatives

Warranty
Compliance and
Administration

Warranty claims, disputes,
third party text (TPA)

Emerging warranty claims an
fraud patterns and trends

l Reduced warranty expense and

improved product development

Voice of the
Customer (VoC)
Insured

Customer calls notes,
e-mails, public opinion
sources (news, blogs,
forums)

360Aview of customer; churn
prediction and reduction;
marketing opportunities

Improved customer retention, agile
market responsiveness with new
products and offerings

Voice of the Internal Communications: Employee sentiment, issues,| Improved employee morale and
Employee YoB Documents, Notes, compliance violations and satisfaction. Reduced legal and financial
Telephone and nails legal liability. Better view of | exposure. Ability to share valuable
sales and marketing information across the organization.
opportunities Improve Sales closure rate
Finance Emails Compliance violations and Reduced legal and financial exposure

legal liability (eDiscovery)
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Expected Outcomes

Increase Revenue
Reduce Administrative Costs

Improve:

Claim Severity and Frequency
Timeliness of Claim/AdministratiFandling
Underwriting/Claims Communication
Claim/Underwriting Investigation Quality
Customer Service

Provide Broader Management Reporting and Control
Institutionalize Analyst Knowledge
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Case Study: Fraud Detection Fremansund

Business Challenge

Increase the effectiveness of fraud detection and subrogation for a large
Insurer

Solution
Used text analytics to analyze claim notes

Results
Saved over $1.5 million analyzing only 2 months of claim data
5x improvement (from 15% to 80%) in accuracy for claims referred to SIU
Solution is now the foundation for an automated process

Timeto-Benefit

Solution was installed, operational and analysts were referring claims to
SIUwithin 3 weeks

e n h ere nt © 2008 enherent Corp. All rights reserved | 9



Outcomes: Subrogation Allianz ()

.. %
Existing Text Analysis
Technology Improvement

Claims Assessed 5,000 11,000 120%
Subrogation Identification Rate 0.33% 0.80% 142%
Subrogation Records Identified 17 88 418%
Value Per Identified Opportunity $1,500 $1,650 10%
Total Benefit $34,000 $144,000 324%
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Case Study: Wor ker sd Comp

Business Challenge
Improve efficiency of fraud claims processing
Reduce number of false positive claims

Solution )
' 38R GSEG Fylrteaada G2 rylfeis§ Of
Results

Text or unstructured data significantly improved fraud detection accuracy:
20% increase in suspicious claims identified
|ldentified existing indicators with 15% or less in predictive accuracy
Developed new indicators with higher accuracy (e.g. Subjective Injury, Employ«
Allegations)

Timeto-Benefit

Solution was installed, operational and analysts from the business were
creating reportswithin 4 weeks

en herent © 2008 enherent Corp. All rights reserved | 11



Indicators: Accuracy and Frequency

‘enherent,

High False Positives:
Consider For Removal

Indicators
AHigh accuracy
In Use and high
frequency is
ideal

AHigh accuracy
and low
frequency
need to be
reviewed

ALow accuracy
and high or
low frequency
can be
removed from
consideration
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