@ i) ERNEST TUBE
RECRD oHOP

TNy

Engagement Through Innovation
and Technology

cg)/
~
s
S
%
®

Thursday, February 15 , REAL (O:)NY'F;Y”I:MISIC
3 IVES

2:00 p.m. —4:00 p.m. Challenge ‘,’ 947
'4";
. y 2 : "" i‘.‘-.-‘ :

B

#




Our technology delivery
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0. 5] Delivery Strategy

-3 4\ Focus on Artificial Intelligence, Cloud
\¥“/ Computing, User Experience, Business
Intelligence, and Data Integration

(*\,Grounded in collaboration, agility, security,
NV stability, and configurability

ZA) Driven by stakeholder feedback, including
N /you, our clients and your employees!
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Your Turn!

1/
What would you
like to see on our
roadmap?
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Plan Sponsor Application
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Plan Sponsor Application

What’s been delivered What’s coming

- User interface redesign with menu structure updates and ° Participant Inquiry Integration

expanded drill-down capabilities  New Data Visualizations

* New data visualizations for AE activity, plan migration,

. * Health and Pension Analytics Insights
decision support usage, and survey results

« Easy access to full features of the plan sponsor Conversational Data Powered by Al

application from a downloadable mobile app

* Let’s see it in action!

Knowledge
” Share!

wtweo.com
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Participant Inquiry Integration

1O BenefitConnect
OL Plan Sponsor

Welcome, Sally Sign Ouf]

Participant Inquiry Al v | searen Q

@ Insights

Annual Enroliment - Smith, Morgan

EEID: 000123463 SSMN: ***-**-§898  Email: MPSmith@gmail.com

Health Benefits v

Pension Benefits Participant Inquiry

Support & Communications Profile

Date of Birth
Communication Preference
Self-Service TaxiD wes-44-8898
492729

06/12/1845

Email

Performance Standards

System ID
Demographics

* Event status

& Participant Inquiry Employment History

Participant Details Emplayee Status A- Active
Type

Union Union ABC

* Health summary information

Salaried

Profile

Division Div1

Employment History

* Pensionsummary information

[

Case & Call Activity

Health Case & Call Activity

Recent Calls
Pension
Open Cases

@/ bizco  Gene

Feeaback Powaered by WTW &

Expectedrelease: 1H 2024




New Data Visualizations

JO BenefitConnect
OO Pian Sponsor

Wicome, Sally Sign Out

@ Insights Support & Communications - Contacts

Start End

Annual Enroliment -

01/01/2024 v 01/05/2024 Y
Health Benefits

Average Spaed of Answar (ASA) Average Gall Duration FCR Average Multiple Contact

Pension Benefits ~

ond max Hr: Min : See SLA: Min FCR 85% 2103 Int

21 sec 00:10:18 97% 14% 2%

tions 4+ Interax

Support & Communications  ~

Contacts

Total Calls & Average Speed of Answer (ASA) e First Contact Reselution (FCR)
® Total Inbicund Cals < AZA — Service Level Agreamant (35 sec)

Virtual Guide 100%
Communications o e e
. - = - A%

* Virtual Guide monitoring .
Self-Service 200 15 sec. 80%
° C Wi Demagraphics o
ase activity e e o om oe aw Y m

) ) o101 o102 01103 01104 01105
& Participant Inquiry

Inbound Contact Reason e Contact Velume s
@ Inisound Cals. @ Ouibaund Calls @ Emails @ Live chats

o Rotromont A

el Admin  ContactUs  Feedbck

Expectedrelease: 2H 2024




Health and Pension Analytics Insights

* Pensiontransaction volume data of trustee & sce
authorizations, online retirements,
calculation tracking, payment volumes, etc.

Expectedrelease: 2H 2024




Conversational Data Powered by Al

9 Ask a question or make a request.

(® Create a summary of negative feedback around the one thing
that stood out about the online enrollment website.

g Of the 10,094 responses there were 534
responses that could be considered negative.

The most common response was around plan
details not being robust enough.

\/\/

Sponsors to effortlessly engage with their data
In a conversational manner, unlocking valuable
insights and driving informed decision-making.

There were also concerns around being able
to understand the price differences compared

to last year.
M Stop Responding

Ask me anything...

Expected release: 2H 2024

© 2024 WTW. Proprietary and confidential. For WTW and WTW client use only



ra

Application Programming

Interfaces (APISs)
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Application Programming
Interfaces (APIs)

Benefits

°* Modernizes the industry data exchange process to
increase data accuracy and cohesion

* Reduces transaction cycle time, retroactive data and
out-of-sync data conditions

* Opportunity to deliver data in a more effective and
agile manner

Knowledge
” Share!
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Application Programming Interfaces (APIs)

Coverage API Solution

Market Response

* More success and willingness with non-medical
carriers and vendors

* Less success with large medical/dental vendors

* Medical/dental vendors require more substantial
technology change to adopt our solution

* Continue to offer Coverage API as preferred | '

approach . - AQ
* Develop carrier-specific APIs when necessary ’ Q\ <
* Carrier-specific API will reduce impact to carrier, but . \\\

will not offer the same agility offered by Coverage API

—

wtweo.com
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Employee Self-Service
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Satisfaction

2 users selecteda
of medical option
matching their

personalized options

System Usability Scale 3 medical help me
(SUS) rating of of choose users with

available claims data

9 5 % chose to use it I

J* X

2.5M

selection analysis
alerts triggered

.
Annual Enroliment 2024 Results Industry average = 68%  during Annual Enroliment



Artificial Intelligence

o uzt witw
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Harnessing the power of
Artificial Intelligence (Al)

wtweo.com
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How we use Al today

Leveraging Natural Language Processing, Sentiment
Analysis, and Machine Learning to bring efficient,
engaging, and informed user interactions

* Virtual Guide * VR voice recognition
« Document verification  Survey data mining and
- Voice-to-texttranscription segmentation

Our vision for Al use in the future

Continue to enhance current usage of Al while integrating
Generative Al capabilities for more meaningful
interactions and streamlined activities

Predictive Assistance Agent Assist

Software Development Content Generation

Tools
Assisted Quality Enroliment Pattern
Assurance Predictions

Deployment CoPilot



Employee Self-Service —
Predictive Assistance Powered by Al

@ ieco s ® (= 000® P—

Manage your benefits

Bizco offers quality, affordable medical, dental or
vision insurance. Explore and lear more about your e T—
benefits and get helpful resources. 0 1 N IO RLPYOu R TRV

today. Before we get started |
3 noticed that you have a health
] benefit payment for $123.50

due this week. Would you like to

ET——— make that payment now?
ening, Pat Miller

Home Benefits MyMoney Retirement  Resource Library

{ Annual Enrollment

1n 2023, benefits will offer even more features and choice to meet
colleagues where they are in their lives,

Before you enroll, take a look at yih

Animated site tours for an immersive journey s Tima o Enrolll swmac

Ability to adjust based on recent actions providing
tailored and relevant communications

fits until Friday, Nover

Just for You easedon your previous visits and people like you.

2023 Coverage Highlights
Qp Medical @ Dental @ Vision

aetna JEEs=sm—— vspi

Plan Name: $25/50 Copay Plan Plan Name:

@ Visit

il
0 gars

$1,000 Max Plan Name: Low Plan Name




Service Center — Al Enabled Transcription

and Agent Assist
? 7% 760

Spouse loses other coveragerules

You must initiate changes within 31 days,
including the end date. If you are within the
window, you can initiate the qualified life
event change on our benefits website.

? 7% 760

Spouse loses other coverage enroliment

If caller prefers that we handle processing
the event, please follow Qualified Life
Event Elections by Phone process.

knowledge base articles, etc. to
representatives proactively

? 7% (360

Spouse loses other coverage— Courtesy

* Automates manual tasks enabling Reminders

representatives to prioritize and focus on
what truly matters — your participants!

Offer helpful reminders and next steps
related to this event change.
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How are you
using Al in your
organizations?

/1
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Key Themes for discussion: " What would you
» & ' like to see on our :
Integrated I'Oad ma p?
Severance l Single WTW
Support Admin Portal
Expanded
— Ad-Hoc | ——
Reporting

Other submitted items:

Currently on our roadmap: Currently available:
*  Spousal benefit compare *  Proactive prompting for electronic '
tool communications opt-in

* Communication analytics Personal communications posted

* Education interest points o ESS

upon login for follow ups * More languages/translation for

. QAltesting automation ESS and communications

* Integrated retiree
enrollment/pension

wtweco.com
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Questions?

o uzt wtw
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