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The specialty in the insurance business is that the underwriting
takes place between the sale and the payment of an insurance.

Starting point: Today’s generic client journey of an AXA client

Application Under- 2 First Recurring . Damage Mutation/
.. Policy L .. Reminders . ..
(Order) writing invoice invoices Event Termniation
AXA-Kunde
Description: AXA client Checking the  Delivery of Invoicing Presentment Sending Damage Mutation of
selects product application policy . . like for first payment claim personal data
Delivery via R, . .
. " . . invoice, if client reminder (via . and preferences
Collection Underwriting  Defaultin paper, email does not et —_— Claim
client data paper or AXA portal active & pap evaluation Termination of
Pre-payment (if eBill for . . Payment if LTS
. . . eBill only via .
required) existing eBill . . claimis
. registration in .
clients only . validated
e-banking
e 1
Specialties: 1) Between sales and first payment is the underwriting, means for example that you need to do reservations if

you want to accept card payments for insurances

2) The billing happens once a year and the amount is higher. This strains the client’s monthly budget.

journey and only if the client gets active

4) Between claiming the damage and the paying out is the claim evaluation. If the paying out take additional time
after the claim evaluation, clients get even more frustrated.

! 3) Defaultis today paperand email invoices. The digitalization to eBill happens at a later stage in the client

D : Direct client interaction (face-to-face, phone, website, portal)
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AXA and Prospire identified four key pain point to improve the client
journey in the payments and billing context.

Pain spots in the current AXA client journey

Application ' Under- : First Recurring : Damage Mutation/
n (Order) l / writing poucy invoice2 invoices ST Event 4 Termniation
AXA-Kunde /
____________________ P
7
Description: AXA client Checking the  Delivery of Invoicing Presentment Sending Damage Mutation of
selects product application policy . . like for first payment claim personal data
Delivery via R . .
. " . . invoice, if client  reminder (via . and preferences
Collection Underwriting Defaultin paper, email does not et —_— Claim
client data paper or AXA portal active & pap evaluation Termination of
Pre-payment (if eBill for . . Payment if LTS
. . . eBill only via .
required) existing eBill . . claimis
. registration in .
clients only . validated
e-banking

Action points: Registration of digital invoicing (email invoice, portalinvoice and eBill) at the “point-of-sale”
Enabling payment directly at the bill presentment
Introduction of monthly invoicing

Leveraging Instant Payment

D : Direct client interaction (face-to-face, phone, website, portal)
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To improve the digital client journey, AXA would need a smooth
and aligned digital interface interaction with the eBill providers.

Application/Onboarding

First and recurring invoice

Mutation and termination

e 4 ner O % cnungsciiseing
Zahlungseinstellungen Motort pecnnung n
Wihlen Sie Ihre Rechnungsstellungspraferenz: Zeitrad (D) Offe eBill
Betrag &' Lastsct & Bodern
el @ Fillig a ) i T e
eBill-1D: hans.muster@bluewin.ch
7 Daue ﬂlr's»iwe«
mpfi - Wihl Ihre RechnungsstellungSpEasrenz:
Anmeldungy
Portal-Rechnung % ter] sl ‘
. - @& e R Y « T L (R eBill-ID: muster@bluewin.ch
— g e — | e
rektzahl I Portal-Rechnung %
fi lastung
P: -Rechi
- aperrechnung 8
mit Direktzahlung
Description Description Description
. .
= Client selects the bill presentment .

preference during the sales process
eBill with e-mail as eBill-ID

Enrolment ideally with direct debit
function

Option to adopt the bill presentment
preference for all insurance products

View the invoice on myAXA portal
(confidential data)

Payment initiation directly from the
Portal (API to eBill preferred)

Overview on all invoices and their
status (open, paid, outstanding) on
myAXA

Mutation of bill presentment and
payment preferences on myAXA

Registration and activation of eBill via
myAxa

Termination of policies (and eBill)
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Although technically all requirements could be met, the
partners are not ready to improve the digital client journey.

Application/Onboarding

[ ] . —
Zahlungseinstellungen

Wihlen Sie Ihre Rechnungsstellungspréferenz:

First and recurring invoice

o

eBill-1D: hans.muster@bluewin.ch

Portal-Rechnung %

pier-Rechnung g@
Description

Mutation and termination

aaaaaaa
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Description

Description

Client selects the bill presentment
preference during the sales process

eBill with e-mail as eBill-ID

Enrolment ideally with direct debit
function

Option to adopt the bill presentment
preference for all insurance products

View the eBill invoice on myAXA
portal (confidential data)

Payment initiation directly from the
Portal (API to eBill preferred)

Overview on all invoices and their

status (open, paid, outstanding) on
myAXA

Mutation of bill presentment and
payment preferences on myAXA

Registration and activation of eBill

via myAxa

6 Termination of policies (and eBill)
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Why can insurances not be like netflix?
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AXA will offer «<insurance-as-a-subscription» in the future.

Only one customer
intervention needed

Customer Journey: Monthly Payments

contract
termination

recurrent
invoice

recurrent
invoice

conclusion of

contract first invoice

Customer certfies
«eBill direct» in his e-banking
Collect or signs direct debit form
Mobil-No
E-Mail L h Final invoice /
TR ]I:|rst|nv0|ce Recurrent ¢ ar?gef Recurrent credit
or car i invoice for car o Uai -
. . . invoice invoice indicator for
Sign dflrect debit ZH 518100 for car 7ZH 518100 for car car
orm
. ZH 518100 _ ZH 518100 ZH 518100
) one time one time
Ol SeEIE I o 15.10.- Januar 15.02. - Monat Debit
Axa 31.12.20 100.- 31.03.22 April 01.08. -
«eBill direct» 250.- -50+55+110= 110.- 30.08.25
or 115.- ' o
«direct debit» 110.-
afterwards afterwards To IBAN
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AXA would like to make instant pay-outs. Ideally at the very
moment it communicates the positive validation of the claim.

o 2
Wants q .
Instant HHE —@—’ m —@—> '}I: 4@—> m -------

The price needs to be a couple of cents, but went you look at the volumes of credit transfers and direct debits
versus the number of card payments, it becomes interesting.

e o o o = = = = = = = = = = = = = = = = = - - - - - - - - - - - - - - - - - - - - - — - ————————————————————
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Payment
Instant scheme price cost share Immediate
payment price credit, normal
notification
Wants
® M) oo M) M
- EH Instant
Payment
I mmed_/ gie cost share scheme price Immedi C,'t,e dgb/ ‘
debit and notification
' Food for Instant payment has a value for AXA - so there is a willingness to pay. i
! thought: Instant collection via instant payment (e.g. via payment initiation APl from myAXA)would be also a demand. i
| From an instant payment scheme the counter-party bank of an instant payment can receive a “contribution fee” !
! for its efforts. :



Lesson learned: You need to steer the financial industry to realize
the benefits of a more integrated digital client journey.

= Seamless digital client journeys in the bill presentment and payment are still a challenge.
= Providers along the value chain still act and think too much in silos.

= Artificial «fight for the client touchpoint» leads to poor end-to-end experiences.

= Billers need to steer their banks to open up their mind.

= No free lunch. All parties along the value chain need to earn something to cover the costs.
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Thank you!
tthias Ehlebracht (matthias.ehlebracht@axa-winterthur.ch)
Dennis Flad (dennis.flad@prospire.com)
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