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The world
has changed




Hyper-personalization
IS the new normal
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60% of consumers complete
Insurance research

online before

speaking to

anAgenti | irepl e | - £




We believe in understanding
and delivering on pure
customer intent
& motivations

in digital *




Innovation is driven
by a human centered
design process




We lean into their
wants, needs &
dreams



We are testing
new conversations

Volume of
questions asked to
the chatbot up 85%
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Abby - Virtual Assistant has joined the
conversation.
12:10:31 pm

Abby - Virtual Assistant

12:10:31 pm

Hi there! I'm Abby, an American Family
Virtual Assistant. Please note, if you'd
prefer to chat with an American Family
representative, simply type
‘representative.’

Abby - Virtual Assistant
12:10:31 pm

What can | help you with today?
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Chat with us online

Chat 15 avallable for the topics listed
Below, Simply provide the réquested
information and select "Start Chat.”

For all other guestians, please contact
us &t 1-800-MYAMFAM (1-800-692-

6326)
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We are maximizing

policy management

RC-20 100% -

eeeee T
< Back [Replace Vehicle) Cancel|
2016 Honda Civic S-Series
[New quote]
CURRENT QUOTE @ John B Smith
$45.60  $55.20
per month per month
e Aoy Selals arent petl ov criice Please prow s o (ol OO-NYANFAM (092-6324) (o reach one of our
expenienced Li‘e representacves
$273.60 / 6 mos $331.20 /6 mos
Neod 12 Bay your Me pabey prermam’? 105 uick and ety with auscemnated iling! To pay by phonoe, st (il 1866204
w02

Quote expires 11/22/2017

@ This estimate is based on coverage levels
for your <current vehicle>. Your agent will
finalize premium and coverage levels.

NOTIFY MY AGENT

[GET ANOTHER QUOTE] ‘




We are simplifying

pain points

AUTOMATIC PAYMENTS

My AmFam

Set up automatic payments

Welcome, Beth

PAYMENTDUENTHENEXTIODAYS = &N 2 ®B  Amoumt

e on 07/21/2019
@ Enrolled in Automatic Payments

| DITAUTOPAY || VIEWACCOUNT |

2 VEHCLES

3 minute time
saving for
customers

a’ 2014 jeep Wrangler 4d 4x4

| cmomo || vewoms

a 2016 Dodge Charger 4d dwd

hdoart



We are reducing
customer effort



Reinventing
a decades old
business

...........



Underpinned by our
North Star

@ INSPIRE

AMFAM
INTEGRATED

Create a personalized digital EXPERIENCE

customer experience that

exceeds expectations, ‘I PROTECT
strengthens agency/customer

relationships and delivers on the

American Family brand promise:

to inspire, protect & restore.

‘22 RESTORE

y <




Our work is making a

mark in the industry

Our hard work has not gone unnoticed. In
2017, AmFam’s digital platform has received
several key industry awards.

NV 2017 y,
\.; STEVIE )

<% WINNER Ov mobileweb v
*%» L 2017
MAY 2017 JUNE 2017 NOVEMBER 2017 DECEMBER 2017

SILVER STEVIE 1ST PLACE - J.D. POWER 1ST PLACE Best Finanical

AWARD DIGITAL INSURANCE SHOPPING VEGA DIGITAL AWARD Serivces App

Best Mobile Industry
Mobile App



And our customers
are noticing, too:

4.8 star app
rating

“I cannot rave enough about American Family and
continue to tell everyone about this amazing insurance

company...” - Candi983 (April 2019)

“Best insurance I've ever had from an auto insurance
company.” - Mav6899 (Mar 2019)

“I have been so happy with everything that I’'ve never
shopped our insurance needs.” — Byrd 1958 (October 2018)

“Harry and Corina (agents) worked patiently and diligently to get us the
coverage we needed at a price we could afford.” - Gillam 7 (July 2018)
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Thank You



