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Data and Al play a fundamental role in

enabling hyper-personalisation
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Our comprehensive dataset enables a multi-dimensional

customer perspective which drives personalisation

Member dimensions

Clinical dimension
Healthcare events
Healthcare resource utilisation
Pathology results
Disease onset and progression

Wellness dimension
Preventative care
Nutrition
Lifestyle

Operational dimension
App, calls, email
Inbound & outbound

Financial dimension
Cost projections
Premium projections
Expense projections

Sales dimension
New sales
Cross-selling

Social dimension
Communication channels
Networks

Behavioural dimension
Habits, conscientiousness
Motivations
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Multi-purpose Risk, Value and Propensity Universe
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Hyper-personalised health and wellness actions are built
and depend upon a strong foundation of data

Increasingly personalising the Evolving our core assets and
experience for our members technology

Al DECISION AGENTS

Hyper-personalised

LEARNING ALGORITHMS <+—— Where we are today

Personalisation

/

Evidence-based actions
CLINICAL EVIDENCE

Whole-of-health data
across entire populatipn

ENRICHED DATA
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s

Vitality chose
to work with
- Quantium
to accelerate our journey
towards
personalised, predictive
and
proactive engagement;
and evolve our core assets
and technology




The partnership has facilitated the V.Al Platform - now housing an
extensive range of Discovery Health and Vitality data and models

Increasingly personalising the Evolving our core assets and Bringing new capabilities to our
experience for our members technology partners

Digital coaches and health advisors to drive
healthier choices, habit and engagement

Al DECISION AGENTS

Individual member and context-specific
communication

Hyper-personalisation

+ Real-time feedback loops improve power of
recommendations at member level

LEARNING ALGORITHMS Where we are today

- Responsive to members' actual behaviour and

Personalisation preferences

« Peer-reviewed actuarial and statistical models
building upon whole-of-life datasets

 Anchored on contribution of healthier actions to

. ) value
Evidence-based actions

CLINICAL EVIDENCE

» Up to 160 clinical actions and 350 lifestyle and
wellness actions

Whole-of-health data

+ Global data subsidises partner market
across entire populatipn ENRICHED DATA

gaps to create whole-of-health view for
Typical market Enriched by adding global Discovery data assets — 4

predictive models
Local device and 6.5m devices Clinical claims data Global Vitality * By-passes need to collect locally before
survey data across 44 partners from 2.1m members engagement data retrievi ng va lue

. o . 6
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Our partnership with Quantium is proving to be fruitful,
with exciting applications emerging across the value chain
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Vitality UK: Model driven

Decision the lowest risk cases
straight through

Decision in
seconds

Decision in
seconds

Underwriting
rules engine

Adviser completes
underwriting

(2) Value-
based
referral ML
models

(1) Instant
decisions ML
models

questions

VAccept on

standard or

special

terms

~ 0,
[ Existing process (~74%)

Il New ML model-driven approach

standard
terms
(~5%)

Refer
(~21%)

Instant underwriting

Facilitate sophisticated decisions on
investment of underwriting resources

EH

~2 months

Human underwriter

(often requiring
medical evidence)

_’VAccept on

standard or
special
terms

—»X Decline

~5% increase in straight-through processing
~20% reduction in referrals




Discovery Health SA: recommending personalised .‘
healthy actions to members with chronic conditions &

4 models were built for the
personalisation of
recommendations on Q.Al

@ Value Model

Estimates value of member
completing a given action

Habit model

Determines a members’
habit level for a given
action

Step count
propensity model

Healthy actions
propensity model

Calculates a member’s
likelihood to complete a
given clinical action in the
next month

Calculates a member’s

likelihood to complete a

given physical action in
next week
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Vitality US: leveraging global models to deliver a d=
more personalised health engagement platform with =
deeper disease management integration

Dynamic risk Recommendation Activity Simple member experience
assessments engine prioritisation
MARY Points—earning activity
recommendations
Age: 50

Columbus, Ohio Instant gratification
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Our vision: create a global data science ecosystem, with transferable models
and capabilities enabling hyper-personalisation at scale

Acquisition and : .. BB Dynamic Risk § Engagement Salesand
o Dynamic Pricing s > . .
Undenwriting eg Assessment ¥ and Incentives Retention
o
PACKAGED Instant Underwriting Price Optimisation Lifestyle Risk Adjusters Next Best Action Churn Prediction
DATA SCIENCE Price Elasticity 5-Year At-Risk Predictors Personal Health Pathways Personalised Cross-Sell
PRODUCTS .
Habit Index

VITALITY.Al

Data Engineering Data Science Monitoring and Ops
TECHNOLOGY Q.Pipeline Q.Vault Q.Workbench Q.Store Q.Cost Q.Training Q.Champion
ACCELERATORS Q.Assurance Use case datamarts Q.Diagnostics Q.Rules Q.Secure Q.Support
Q.Metrics Q.BI Tool Integration Q.Monitor Q.Deploy
CORE DATA Clinical Health and Lifestyle Engagement Operations
MODELS Claims, hospitalisation, Risk assessment, HealthyFood, and Rewards App and web engagement

medication, pathology Vitality Status dynamics and feedback

Reward Preference

ey,

Walled gardens with
cross-market data

subsidisation Discovery SA Vitality UK Vitality US Yezliny NEnieTs

partners

Examples only — not exhaustive.

mn
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GENAI EXAMPLE: INTERNAL TOOLS FOR DECISION SUPPORT

Quick Assist helps managers prioritise areas for improvement

Before
Quick assist

16,000+ hours / week
across 1,000 stores

600+ dashboards

4,000+ process
documents

>

~5,000 Voice of Customer .

comments per month
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With
Quick assist (GenAl)

Key insights summarised in
natural language

Action areas prioritised and
highlighted

Required procedures to
remedy identified

Customer issues extracted
and summarised

“Everything needed to do my job

L ZEBRA

Kara Smith
& Store Manager

¥¥ Quick Menu

‘el

My Widgets

My daily metrics (by Quick Facts)

a
®@

is in ONE place”

{ ZEBRA

®4mi230 -7
- My Metrics (by Quick Assist)

DAILY VIEW TREND VIEW
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(WTD) 44 1M EEM
122Mi2.5M 13M +2IM
+4.8M
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(WTD)
+5.93% vs LY (WTD)
$11.75M
Expand v
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How GenAl can create value in insurance | examples

Operational efficiency

Decision-making support Sales and retention
* Automated underwriting + Agent training
* Scenario analysis + Customised retention messaging
* Financial performance analysis + Voice of Customer/Broker/Agent

* Servicing and Claims operations
» Claims validity and fraud detection

* Automation of customer-facing

OO @JL/'“— documents é::}
A Fs X

Risk and compliance

Management
« Compliance breach identification * Product selection support
» Audit of vulnerabilities + Digital assistants
« Automation of reporting to (knowledge management)
regulators, management * New products and services
— . -
:y (e.g., robo-advisory) i
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Product and service innovation Human resource management

* Recruitment
(e.g. analysing attributes of best agents)

* Onboarding for new agents

» Performance coaching 000

Not comprehensive
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Challenges of GenAl in Enterprise @

Data privacy

Regulation

Hallucination

Auditability and explainability

Ethics, bias and fairness Cyber security risk
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Example of GenAl in practice | Call centre support @

Does your policy
How many more cover physio?

physio visits will
you pay for?

Challenges

@ Policy detail

If so, how many claims
payable in any year?

O .
> [J2 Customer detail

How many claims have o)

you made this year? Ee Transactional history

What conditions must
you satisfy first?

15

Copyright 2024 Vitality® Group International, Inc.



Example architecture and control process

Training data - -
(~25,000 customer questions) ! Response scope

Fail ————— Classifier ——>  Financialadvice ]
Input ! |
questions ! Medical advice i
1
1 1
1
2. @ ﬂﬂﬂﬂﬂ i Other :
2 Customer’s ) R ELTEEEEEEEE :
5 #28476 Guardrails
7 guestion

--- Core LLM models ---

p ! ' Suggested
Retrieval ass ! i response
1 1
N Document Sni l | o Al i
— ppet . pen :
knowledge > :’@ revival ! !
base ! ! Agent Customer
[NENNN : i A
3 = ' ccuracy
—> E E — Googl| ' . —— Pass
e Il;ll 3 i cogle : evaluation
Refine ! |
Customer : |
Systems rc #28476 ! !
r— anddata N context i |
1 1
| |
Fail

Continuous improvement

01 Question density 02 Guardrail 03 Accuracy 04 Cust/agent feedback 05 Cost management
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Key observations on GenAl implementation.... so far! @

« Easy to get it working and equally easy to get it wrong

« Still a data science problem: all the same principles apply

« Quality is manageable, but only with appropriate controls

« Healthy tension between short-term impact and long-term architecture
« Costs can rise exponentially: careful solution architecture required

 Technology is developing rapidly: stay flexible

17
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THANK YOU

COPYRIGHT NOTICE
© 2024 Vitality Group International, Inc. All rights reserved.

ATTRIBUTION STATEMENT
The Vitality logo and other identifying marks are registered trademarks of Vitality
Group International, Inc. and its affiliates.

PRIVACY DISCLAIMER
Privacy is a top priority at Vitality, and we are committed to maintaining the highest
level of confidentiality with all of the information we receive from our members.
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