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Digital Transformation and Customer Experience

Execution:
Keys to success

Context:
My Journey

Sustain:
IT Guiding Principles

Transformation:
Our “why”

Wrap up:
a favor and
further perspective

Know your customers:
“Big C” and “little c¢”
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We are the sum total of our lived experience.

OPERATIONS
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Business and Technology Modernization ("BTM")

Product Innovation
& Speed to Market

Supports
Distribution Growth

Superior
Operational Support

Simplified
Technology Stack
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Building for parsimony...

Intake Index & Code New Business & Underwriting Inforce

NB
Office MNL New

NAC New
Business

eApp Modular BTM Ecosystem

Previous

Transformed
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Relentlessly focus on the customer and value...

« “Big C” and
“little ¢” customers

Client

* Experience matters

A  Customers have
gency it choices over the
long term

 If you seek
New Contact
C-Q

feedback, use it.

Business Center
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Keys to success on the transformation journey...

 Embrace the spirit of Agile... progress over perfection.
* Small, cross functional, empowered teams.

* One team, one goal mindset.

* Lean governance and SteerCo.

» Metrics informed.

 Communicate early, often and authentically.

« Anchor on value to business (and customer)
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IT Guiding Principles

Refine and maintain a
consistent inventory
of applications.

Improve our

: security posture.
Catalog the environments yp

for all applications and
their interdependencies.

Accelerate the release
of business value.

Increase application
stability and performance.
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Happy Birthday Dominika!




Thank You
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