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Solving for five data requirements is critical to the success of any initiative

Data
Requirements

Scalability

Trustworthy

Accessibility

Granularity

Connectivity

Description

Increased usage and appetite for additional data elements from other parts of the
enterprise and from 3rd party sources will initiate a virtuous circle - increased use of
data will lead to more sophisticated questions which will lead to the need for
more data to make decisions, complete transactions, and conduct research.
Increased capacity in people, process, and technology will enable capture of additional
data at decreasing marginal costs. Scalability enables a shift from being extremely
parsimonious in our data capture to capturing all potentially useful data

Knowledge of what data exists, where it is located, and confidence that the quality
level is sufficient for conducting analysis and making decisions

Easier and speedier access to existing data. All 2010 workstreams assume that data,
3rd party and internal, will be available wherever and whenever needed in the
future processes

Data acquired by the customer interaction processes (New Business, Claims, etc.) and
31 party providers are detailed enough to meet research and transactional
needs of product, marketing, sales, and pricing

Ability to link data across the enterprise and from 3rd parties at a granular vs.
summary level, to enable research, analysis and transactional processing

Achieving the five data requirements will make data available and useable across

the enterprise.
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Typical Multi-line Insurer Current Data Architecture
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HTé Data Warehouse Environment Example of Issues

Information Management lllustrative
1. Data &, [DETE) . 8 4. Data Access & Data .
Sources Transforma}non 3. Data Manufacturing & Storage el Consumer Key Observations
& Integration
> Data DEYE) Analytic . |
Warehouses METTES Tools Reports A. Multiple Sources of
HIG N Views Apple
Systems = Data
""""""" i l B. Multiple
" o \ Transformation &
S .
2. = o Integration (ETL)
e Y U Tools
(7] L_—
= ':/ ¢ C. Redundant Storage of
T‘:‘. data
(2]
i — Customer D.  Uncontrolled Access
to data
"""""" E. All datastored on the
External same tier / type of
(31 Part storage

F. Data marts not always
‘in sync’ with data
sources

Multiple Bl Tools

H.  No ‘Single version of
the truth’ — No
systemic
reconciliation back to
source systems

Application




HTé Five Elements of Data Management

Conceptual Data Warehouse Architecture

1. Data - ? Datatl. & 3. Data Manufacturing & 4. Data Access
Sources ranstormation Storage & Delivery
Integration

Reports

—
=)
—

Extract
Transform
Load

&d

Universe/Cube
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Data Sources from a Source System

Data Sources

Refers to any electronic repository of information that contains data of interest for management use or analytics.

Operational / Transactional Databases

Databases used to manage and modify data (add, change or delete data) and to track real-
time information.

Source Systems

Quote
QTI (QHF/THF/
DQF)
PLIARS/ICON

External/Vendor
Experian
InfoUSA
Questerra
MarketStance
Vendor data

Customer
PLA/PAVE
DBME
CLA
ASPIR
OMNI
AIF

Billing
SNAQS
TABS
CCC/CS-MCM

Reference data
ITMS
DI

Claims
Source
Cl
CCPS
BLC (Loss)

External
Axciom
ISO
Choicepoint

TM1-Expense

Policy Agent/Agency
PLA/PAVE CAPIS
DBME EAP
CLA hartSource
ASPIR PASCE
OMNI IMPACT
NPPS
(Premium) Marketing

Business

Financial database

Multiple Sources of the Same Data
(i.e. lack of authoritative data source)

Personal lines premium is ‘Sourced’
from three different sources

PAVE policy admin system for CDF
CIDER for BKF

Corporate Actuarial for HSDM
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HTE Data Transformation & Integration (ETL)

ETL (Extract, Transform and Load) is a common 3 step process designed for this purpose

! “‘“‘“\u\HM\H\NH\H\M\H\HW\H\NH\H\M\H\HW\H\NH\H\M\H\HW\H\NH\H\M\H\HW\H\NH\H\M\H\HW\H\NH\H\M\H\HW\H\NH\H\V\H\Hm\H\\uH\H\u\H\Hw\H\\pH\H\p\H\H?\\Huuuuuummumuw i L = .
= Extract Transform
=‘i
+ Extract data from * Works with the extracted * Inserts / updates the data
multiple legacy sources data set warehouse database tables
+ Extract may be via * Applies business rules to * Intelligently add new data to the

. Intermediate files convert to desired state system

* Cleanse and standardize

* Databases data

» Directly connecting
to sources

* Multiple extract types
* Full extract (refresh)
* Incremental extract
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Atomic Data Store

A shared, analytic data
structure that supports
multiple subjects,
applications, or
departments

Atomic Data
Store

Customer
Agent
Product
Qthe

2 Policy/Premium S
Q Billing 2
2 Quote/Price 5
A Risk ¢
2 CEMS 5
\ Other )

Data Mart

A shared, analytic
data structure that
generally supports
a single subject
area, application,
or department

Data Marts

Profit Analysis
Growth Analysis
Inv. Tracking
F&S
Exposure Analysis
Fraud

>
T
®

Work. Comps
Al
Book Profiling
D

»n
<

o | =
>

Reserving Analysis
TM1 Online
Others...

Data Manufacturing & Storage

Data Warehouse Architecture

There are different types of data
warehouses and platforms, e.qg.:

m centralized vs. federated
m Superdome v. Teradata v. Exadata

Potential Issues

Redundant Storage of Data

Uncontrolled Access to Data

All data stored on the same tier / type of storage
Data marts not always in-sync with data sources

12




u
THE&

HARrTFORD

Data Access & Delivery

Business Intelligence (BI)

An umbrella term that encompasses the processes,
tools, and technologies required to turn data into
information, and information into knowledge and
plans that drive effective business activity. Bl
encompasses data warehousing technologies and
processes on the back end, and query, reporting,
analysis, and information delivery tools (that is, Bl
tools) and processes on the front end

Standard
Reports

Queries

Analytical
Applications

OLAP
Analysis

Exception
Based Reporting

Data
Mining

Purpose

Provides a pre-made document to provide
information needed by user

Provides ability to data using a pre-defined
guery, or on an ad hoc basis

Provides ability to easily access key
performance indicators or metrics

Alerts users to pre-defined conditions that
occur

Provides ability to perform summary, detailed or
trend analysis on requested data.

Ability to discover hidden trends with the
data

Potential Issues

Multiple Bl Tools
» Five Business Intelligence tools are in use
* Reports and Analytics cannot be easily reused
* Dueling “Truths”

* Reconciliation Efforts

Usage

Reports that require infrequent structural changes, and can be
easily accessed electronically

Research and analysis of hidden trends with in the data

13
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Metadata

Metadata can provide a semantic layer between IT systems and business users—essentially translating the
systems' technical terminology into business terms—making the system easier to use and understand, and
helping users make sound business decisions based on the data (i.e. A Data Yellow Pages)

A metadata repository is: the logical place to uniformly retain and manage corporate knowledge (meta data) within or

across different organizations in a company

Various types of meta data include:
Data Definitions
* List of common data elements and standard definitions
Business Rules

* Rules define data use, manipulation, transformation,
calculation and summarization

» Business rules are mainly implemented by the ETL and
reporting tools in a metadata dictionary
Data Standards
* Rules and processes on data quality
Data context
» Use of and dependencies on data within business units
and processes
Technical Metadata
* Information on configuration and use of tools and
programs
Operational metadata

* Information on change/update activity, archiving,
backup, usage statistics

Potential Issues

No Single Version of the Truth —
No systemic reconciliation back to source system
* Metadata is the crux of many of our data problems
+ Time would note be wasted
* Less reconciliation
* Not gathering useless / redundant data
* Less storage

14
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Metadata is ‘data about data’. It tells us the meaning and context of a piece of data.

Who?

Where?

Who owns this data?

Who's responsible for its

quality?

Who has access to it?
What?

What's the definition of this
data element?

Why?

How?

What are the valid values?
When?

When was it last updated?

Example of Metadata:
What does Total Earned mean?

What is the definition and who is accountable?
How is “Total Earned” formulated?
Where does this data originate from?

What software, hardware, and databases are
involved?

Where is this data stored?
Where does it originate from?
Where is it used?

Why is this piece of data
important?

How is it calculated?
How is it manipulated? L

Trusted Data and
Information for Analysis,
Decision-Making and
Reporting

- - - ————

L__.J L_ _.J L_ _J

|—| Metadata I—l

Often metadata is agreed-upon definitions and business rules
stored in a centralized repository so that common terminology
for business terms is used for all business users — even those
across departments and systems. It can include information
about data’s ownership, source system, derivation (e.g.
profit = revenues minus costs), or usage rules. It prevents
data misinterpretation and poor decision making due to sketchy
understanding of the true meaning and use of corporate data.

15
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Hweriono  Metadata - What are the benefits of implementing a Metadata Strategy?

Benefits
Common, embraced language between Business Alleviate loss of knowledge when staff transfers,
and IT retires or leaves the company
Substantial opportunity to improve data quality Minimize the effort on learning new data sources

Bl geaitsr Une ErsEmeling et 2 eeia Reduced development cycle times for new and

Improved business intelligence existing systems

Reduced redundancy Economies of scale

Consistency of data elements Increased efficiencies via short data searches
Reduced reconciliation efforts around data definition Improved efficiency of analysis

Imagine sending all of your most
experienced employees away for a month.

Standardization, Reuse,

Intelligent Learning
Metadata Repository

Organization

L
Q
=

Mapping &\-\'d

C -
g = T &(\D“ oA What would happen to your business?
° S
52 | ® °© Where would your employees go to get answers?
s = R .

= o Stewardship How long would it take and how many resources

Low |  Dysfunctional Learning and Metadata would have to be involved?

Organization N Management,

Definitions & Rules

The costs would be mitigated if you had
a centralized metadata repository.

Low High
Information
Intelligibility

16
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2 Business Intelligence Less the Hype

Business Intelligence (Bl)

An umbrella term that encompasses the processes, tools, and technologies
required to turn data into information, and information into knowledge
and plans that drive effective business activity. Bl encompasses data
warehousing technologies and processes on the back end, and query,
reporting, analysis, and information delivery tools (that is, Bl tools) and
processes on the front end.

Translation: Business Intelligence turns data into information.

17
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Business Intelligence as Deployed
for the Actuarial Department -
Bl Tool Microstrategy
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P&C Claims

YTD Customer Complaint Volume - Top 10 Reasons

S04 Claibmant Mot Happy 'Wish Settlement Or SetSement Offer
{%05) Cladm Dental = Full Or Partial Disclalmer Of Coverage:
(545 Chell Remedy Mo bfcaton

(51.3) Third Farty Unhapey Wiith Liabiliy Decision

{550) rsured Mot Happy With Settlement Or SetSemant Offer
206} Dielay in | ssuirgg Chack Paying Clarm, Berefts, snraty Endow
(543) Follow Up And Process. Delays

(517} Failure To Handle Claim in & Frofescional kManner

{514} Insured Unhappy 'With Liability Decision

{500 Unhappy ‘With Avto: Sspprabal Amount

Tgp 1@ Tofaly

Total Compizints

180

160

Complaint Count

140

120

PUEELIET
2000

Commniplaint

185

124

)

128

S0

T4

105

1%

=4

48

:T: ]

1,372

Year

il 2070
O 2009
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Portfolio Return

Strategic initiative MIRR

Avallable in 2011

?

Histary

I ;.|I|J.1.I‘ G

Improve the value of our growth and transformational initiatives and provide a great place to work,

Transform and Grow Index 7

% Of Technolagy Costs For Transform & Graw |

{Transfarm + Grow Costs / Total Technology

Credibility

WEI il

WEI Score Percentile of the Pulse Survey
Resultss

. T%

Histary Credibility

.llaluﬁl‘ G |




Business Intelligence as Deployed
for the Claim Department -
Bl Tool Cognos




HTé KPI Strategy > Dashboarding

The faster and more accurately KPIs can be accessed, reviewed, analyzed, and acted upon, the better
the chance an organization has for success.

COmm = Um B e D B r3

[ T L I

= ajsamen

Handler Level Scorecard

Inventory Dashboard

Business Agility is “the ability of an
organization to sense environmental change
and to respond efficiently and effectively to that

change.” - Gartner Group

Custoer Role

Claim Performance Dashboard

Single Point of Access —one stop shopping

24
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From Results Evaluation to Taking Action

| H Foem SanantCond

rodx]

m My Dagronns | My ragnts | by Precel T | el

Review
Your Territory’s .

Start Here

] ]
) i

T

#™N\

Ry 0 P 30
0 -

s08x]
n &

. —
Infoymation - —
Metric s 1 o Plan Metic A
= P By M Mkt = Saben Cals
B Prembam Ky PM - B3E1E 12300 0% a Sales Cae ¥TD +
Totul Privsiom Ky PM. W Sune e Taars = Gt Fiy Bbstiics
Fon Prossiom kg PM @ ABMHE AR 1T Lot Quste Ky P +
SebmisshnsKeyFM @ n ERT T Lost Quste Key ¥TD .
b Bt by P - . » AT Dackne Fat Kiey (1D +
‘iaka Reate by P L] 1" (0] Iy Gusotes Ky Pl *
R r—— Guets by ¥TO +
NP ke TD @ 1026 818000 TTT0M N IR iy N
Totul Priesiom kg V1D @ ATELHE  LMANA 1T g Promium Ky 70 2
Fiun Premiem iy V1D @ 2IWI 2SNIW 055N
Sebmstkns Ky TD @ a5 IR
i Pt oy V1D L] n » sTen
unsion
it withaud Techir e ()
% Retresh Data
Q H4rd «wlow -0 O0@EOE - W
)
| Bookmark = ’ =
| f] - o Master Agency Performance Summary g -
B simarclars
E =-_] Master Agency Performance Summary . Lart et
@ ] Master Agency Performance Summary - Bus S Pnaite Sale UW
i % | Producer Code Detail - Flow and Financial In suranee Ageney - 01803 185

#-| ] Declined Policy Details

%] In Process Policy Detail

s Quote UnsuccessfubCancelled Palicy Datail
=[] Issued New Business Details

%] Quote Unsuccessful Last Year Pobicy Details
= | Expiration List

Thumbnais

Comments

Sgratues

-

é

_!J_;] CEIRC T

-
H 115Tx634in

O m
et

25

Calls

Prepare for

a4




&

Tue ﬁ

HARrTFORD

Organizational Needs

Alignment — Focus on commonly agreed upon
goals and objectives

Visibility — Organization can track KPI’s by
department and enterprise

Collaboration — Provide single view of defined
objectives enabling joint decision making

Business User Needs

Intuitive — Ease of use

Personalizable — Provide users with specific

indicators and functions necessary for their jobs

Powerful, interactive insight — Communicate
actionable information to robust KPI’s and
advanced analytics

Performance Dashboard Success Factors

‘ Business defined goals aligned with strategic objectives

At a LOB level only — looking at an executive level in a future
release that will aggregate results across lines

Excellent tool for line level analysis, common definitions at a
LOB level allows for analysis across common KPI’s (i.e. WEI,
cal, csl)

Strong feedback on usability, trend charts and metric
definitions linked with each gauge

‘ Role based delivery

Ability to drill across the organization and into specially
designed Cognos cubes for analytics

Source for Success Factors — Business Objects White Paper on Management Dashboards

26
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® Roles based — Handler, Supervisor,
Manager, Director, Oversight

E Top down filtered drill path
m Cognos cube access by gauge

B Trending charts by gauge

27
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<} PRC Claim Performance Dashboard - Microsoft Internet

Sequential filtering (e.g., Select A=1[E9
a Director and the Manager filter
drop-down box appears with the
selected Director’s direct reports B nks ®
— listed as filtered values.

PaC Claim Performance Dashboard = &uto/G

File Edit ‘iew Favaorites Tools  Help

— n
\_/} \_‘) d m l\l /- ) Search E:{Favari

Address |f§| http: MlocalhostiCPD_Rel2! AutoGl_Leader WERZ.aspx

Laszt Updated: June 4, 2007

Home Office Oversight

[sano7 | | Al Offices v

Orverviery | | Cyeletime |

Filtey = Jan 07 + AN
— Closing Ratio

— Customer Service

a Budget Spending Trend -- Web Page Dialog

Trending > Budget Spend > Auto/GL

[ . .99 ] tizfactary 5856 S50 ‘ﬂ&:‘

R Budget Spend _ ) ar Satisfactory TET 10 \\FQ:R: &
) Jan 07 rginal 2333 20 Ba B %
6l mewhat unzatisfactory ¥ HH fm o
5 107 108 o satizfactory HE WM = g

— Budget Spend —— ] g | . 0 - TaL = EEE 3]

2636 30
TE7 10

Hl 36 % come
Bl 52 % uae 3333 30
Bl 99 % awee factory MK HE

— o v*| Direct COGNOS Access R xx

- — HHE O HHE

a -w+{ by clicking on the gauge visfaction

ey 07
— Staffing Accuracy tpiflocahost{CPD_Relz(T m‘ww'f.. 5 & Local intranet Tt i
(@ 1.02] Y
Jan 07 \
@
Trending Line Chart accessible by
i - | clicking on the chart icon
* | piscussions ™ | ) [Ty 3 % | g L))
@ “-ﬁ Local intranst
28
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]

e et vew Favo| EMployee name appears here for

Qus - ©
Address @ http:fflacalhosy

all roles except “Oversight” :

UomEd s

b

Go

Home Office Oversight*

aim PerformancelSy

[Jan 07 || sheiten NECLCSC - Lamb.Phili || Demos.Charles ©

v|| Les,Raobert E v”Swamy.Gayatri s

Owerview | | Cycletime |

Last Updated: June 4, 2007

B
| '!!r

Links **

Closing Ratio

Fitker = Jan 07 + Shelton WECLCSC - Lamb, Philip B. + Demos, Charles + Lea, Robert £+ Swamp, Gapatrl

— Claim Quality Index

All Reviens W

Satisfactary 5656 50
Mear Satisfactory 727 10
Marginal 3333 30
Somewhat unzatisfactory XX HE
Unsatisfactory KK HR
ToTAL = HER HER

Halistic File Rating Rollup
Jan 0F

Satisfactory SE56 50
Mear Satisfactary TET7 10
Marginal 3333 20
Somewhat unsatisfactory KX #=
Unzatisfactary HE HE
ToTHL = HEE HER

Handler File Rating Rollup
Jan OF

— Customer Service

Satisfactory 5656 50
Mear Satisfactory TE7 10
Marginal 3333 30
Somewhat unzatisfactory XX HE
Unsatisfactory L
TOTAL = HER RER

Cverall Satisfaction
Jan 0F

X | Discussions ¥ | ')f; %

ﬁ] g | =] | EDiscussinns nok available on htkps filocalhost)

&

@ Dane

‘EJ Local intranet
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Orvaryiew Cycletime |

Edit  Wiew Favorites Tools Help

B

\_/I \ﬂ Ig _-_;\_| /.__\J Search “:,::(’ Favorites E‘E

T
-
T b

UoEa s
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[ dan 07 ~ || Shelton NECLESC - Lamb Phili [ || Demos,Charles ¢

|| Lee Robert E

w | | Sweamy, & ayatri W

Last Updated: June 4, 2007

Fitker = Jan OF + Shelon NECLCSC - Lamd, Philic B+ Damos, Charles + Lea, Robert £+ Swannp, Gapabel

— Report to Inspection

% within 2 days
Tear to Date

— Report to Closed - APD

S 47\

=1-] Z2a

% between 15 days
Tear to Date

[l (el

— Intake Based Settlement - BI

2 & %

E8 U
%5 @ 2 maonths \

@ veertebat= | Handler view does not have target
-| ranges of red, green & blue.
X | piscussions ~ | 1) [Py €9 %7 | 2| (B piscussions not available on http:iflocalhast )
&] % Local intranet
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n

\_)'- \_/,I \ﬂ @ ;\_| /:\J Search kg:'\':(Favu:n'ites 6‘3 [

Address |€| http:/fadibfdefs001:105)_Prop_YERZ.aspx

Role filter is disabled when arole
Is selected at the LOB (parent) ;

v | B3 Go
level. WK

Links ** & -

Claim Performance Dashboard = Property

Home Office Oversight Last Updated: July 01, 2007

|dan07 v || inside Claim Re v || NEPCO - Percopo, Robertd v Tiffany, Hunten 5w Goodfield, Cindy L w

Owverview | | Cycletime |

Fittar = Jan 07 + MEFCO - Parcope, Robart 3 + Inside Claim Rep + Tiffany, Hunton 5 + Goodfield, Cindy L

Closing Ratio —————  — Claim Quality Index — Customer Service ——
Al Reviens hd
[ ]
[ - .99 ] Satizfactory SE56 50 ‘ﬂg‘ p
Mear Satisfactory TET 10 ‘aﬁ:ﬁ Sy
) Jan 07 Marginal 2333 20 = Ex
ﬂ Samewhat unsatisfactary HE Wl {ﬂ N
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ToOTAL = HEW HRR
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Jan 07
Satisfactory S656 50
Mear Satizfactary TET 10
Satisfactory 5556 50 Marginal _ SEEE Sl
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Marginal 2333 30 Unsatisfactory HE KR
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. . TOoOTAL = EE Jan 07
Handler File Rating Rallup
Jan 07 [

2007 The Hartford Financial Services Sroup, Inc, All Rights Reserved - Proprietary & Confidential

@ Done ‘:J Local intranet
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The 3 key Claim strategic elements:
Work Environment Claim Quality Customer Service

Claim Performance Dashboard = Autof/GL
Last Updated: Mow 20, 2008

Auto /GL
[vearto Date  w|[nPLCSC e v
Owerview | | Cyeledime | | Financial |
Fitter = Yaar to Date + INPLCSC + ALL
— Work Environment ————  — Claim Quality Index — Customer Service ————
Quality [ All Revi
Jul 2008 EVIEVE b :
Standard 2z 22
Mear Standard 12 19
Marginal 25 28 ?{u
Samewhat Unsatisfactary 19 19 I
gd SR
Unsatisfactory 12 12 ™
ToOTAL= ioo0100
Haliztic File Rating Raollup
. Year to Date -
Crarris, Jefirey @ Standard 1,665 70
Jul 2008 Mear Standard 31113
Marginal 239 10
\%""'ﬁ% Standard 642 40 Samewhat Unsatisfactory T1oo=
\tx Mear Standard 445 28 Unsatisfactory 104 4
e = % Marginal 330 21 TOTAL= 2,330100
t.: Somewhat Unsatisfactory 129 2 o | S atisfacti
Ss &= Unsatisfactory 57 4 verall Satistaction
ToTAL= 1,604 101 Yearto Date
Handler File Rating Rallup ! i
Tear to Date ﬂ

It is the detail behind it that provides the insight and understanding of how to take action.
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Business Intelligence Deployed
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sl Key Sales UW SmartCard — “My Insights”

“My Insights” contains actionable information for your territory at a greater level of detail. Each
element in the folders on the left is alink to areport. There are explanation of the reports on the
right. All reports can be saved to Excel

Key Rep SmartCard

r@i Top Reporis
@ TSP Manitaring Repart
@ Territary Flow Funnel
Territory Trend Histary
e Sales Call Report by Master Code
e Upcoming Renewsals
o Upcoming Renewals - Prompt Wersion
e Currentyear Successful Quotes
e CurrentYear Unsuccessiul Quotes
@ PriorYear Unsuccessiul Quotes
e Currentear Declined Business
@ In Process Poliey List- FastVersion

=]

-{iﬁ Remaining Reponrs
3] Premium Reparts
3] camprehensive Territory Reports

<

F OF X
My Performance My Disgnosis 'lly]n'lihht'l | My Pre-call Tools Help

Middle Market SmartCard Reports -“Quick Reference” Guide

TOP REPORTS

Territory Flow Funnel: This repott will show wour testitory”’s Siebel production. Repott features effective month info
includingg : Bubmissions, [ssues, Declines, [ssue rate, Decline Rate, Hit Rate and Siebel Buccessful NB Premium and renewal
premdun. (Source for all = Harfsource)

Territory Trend History: This report will show by booked month, ywour territory’s Siebel production both New Business and
Renewals, Report features, Submdssions, vield, policy counts, flat cancels, mid term cancels, DWP, Average Policy Pretudum,
Count and Premium Retention. ¢Sowrce for all = Harfsource)

Sales Call Report by Master Code: Breakdown of all agents in testitory shows VTD results for WNEWTE, TWE, date of last Sales
Call, ¥TD Hales Calls, Premium and Policy Retention. Also includes Decline rates, Submission and NB Growth. (Souwrce: Calls
= [MPACT, Flow = Harfsource, Fremium = FFR)

Upcoming Renewals: For each I'W7s agents this report shows all of your upcoming renewals for 2007, Data provides an
overall agent summary by WE and month, a segment summary level breakdown and an additional tab with policy level
breakdowns for Expiration Date, Account Mame, Producer Hame, Policy Humber, 3IC Code, MM Industry Matme, Do Mot Renew
Indicator, Product and Total Premiwm. (Al Dafa = Harfsowrce)

Upcoming Renewals-Prompt Version: Jame repott as abowe, just this version allows you to pick a specific tithe frame o master
code for renewals. (Al Dafa = Harfsource)

Current Year Successful Quotes: For each UV this repott shows all of wour issued business for the cutrent calendar year
with a breakout by Hew and Renewal Data included is Expiration Date, &ccount Mame, Master & gency Name, Producer Mame,
FPolicy Humber, | 3IC Code, MM Industry Hame, Product LOE, Policy Premium and & coount Premdum. (AT Dafa = Harfsource)

Current Year Insuccessful Quotes: For each UW this report shows all of wour gquotes that are currently in unsuccessful
status for NB and Fenewals in 2007, Data included iz Expiration Date, & ccount Mame, Master Agency, Segment, Policy

HWarmnbiar QT (M ada LI T dvioters Wlasma Mhiinta T aet Poaacnen Donracafil Masvicr Shanracofinl Pramiien Peadiint and Paliors

Discussions
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Key Sales UW SmartCard - My Insights — TSP Monitoring

The top report is the TSP Monitoring report. It displays information by agency including agency

profiling, sales calls, plan values and agency

)| | Key Rep SmartCard F OF X
Key Rep!!
' My Performance My Diagnosis My Insights Iy Pre-call Tools Help
hdy Peire —
+— | TSF Monitoring Report Eclit savers & £
1
1 || 21 bocument - wiew + | [J] Save | 44 Find | < Undo & Redo | Zoom [100% |- 1| ¥ Refresh Data
&3 Top
1 m re
»'Tsk y A
N . o e
b Middle Market TSP Monitoring Report i —
o Ter HarTrorD
1
e Sal .
IlJ Sales UW Sales Groups Detail
e Lo
o Upi Priority Go to your TSP
1
o fpul Agency Name [cli  PA&C ACES  ACES  YTD YTD YT
o tul on links to erter Impact call reports viswimodify  Tav  FLTV Row s catse 0L YD lssue Rt 10 TWE e TR we ¥TD NE Obj  TO Var
| ACES profiles) ors)  (00EL ey o Mo [ Grig Grod
@ Fric
(l;m Srmith Insurance MPACT  ACES | 30,000 15,000 10 5 3 B0% 444583 G631% 350788 (498%) 50,000 3007
L
b 5 3 BO% 444 583 350,768 50,000
@ InF
1
1
| Priority Plus Go to your TSP
1
1
a Ran lssue Rt ¥TO ME Obj | ¥TO Wa
Pre
1
Gio Pierson & Smith MPACT | acEs | 40,000 29,000 20 3 1 33% 9378 (158%) 4474 (126%)  BBEST (21!
1
: The John M Glover Agency IMPACT  ACES 65,000 20 3 168,835 40% 3,794 (59%) 55333 (845
\ Webster Insurance MPACT  ACEs | 250,000 222,000 a0 33 7 21% 2672499  16% 638,180  109% 379067 2590
1
. 39 G 21% 2,851,712 45 448 504,167
1 W
i 3 | >
: % Grpy Dl = J = Refresh Date: March 13, 2007 S:09:18 PM =
1
1
< . | Discussions F
Discussions ¥
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Hikrioro  Key Sales UW SmartCard - My Insights — Flow Funnel
1 | I - L L L FOFX
/I by Performance | My Disgnosis f My Pre-call Toolz | Help
;|| Teritary Flow Funnel Edit Save Saveds @ €3
1 T
1 D ntov Wiew v | Save | Find | @ Undo % Reds | Z 100% T (] #3 Refresh Dat
, aj OCLIME ey H ave aﬁ i noao 4 20 QO e Refres a
1
! = o]
= 7 a sinartCard TERRITORY FLOW FUNNEL S
H&! ﬁgg l_]]ﬂ tgﬂ gl Vi
o =2z Values as of 03052007 Ty
My Performance | My Disgnosis '-l : Hawrrorn
& i b Sales Underwriter: Sales UW
1
! Key Account g
1
@ Top Reports / | | o | wer | Ao | ey [ dn [ w | Aw | S | oz | Nov ]| e J§ v Jruy
@ TSP Manitoring Repajt Out Unsuee Prir * 29 & 12 17 18 14 25 1 g 12 18 14 35
1
o Territory Flow Funnel\‘ Subm Cnt i 58 a6 18 5 n
@ Territory Trend Histnnﬂ\ Decl Cnt 15 1a 12 7 34
» Sales Call Report by Master Code Quete Unsuce Cnt %6 4 30
+ \
e Upcoming Renewals Quote Suce Cnt 7 2 9
\
o Upcoming Renewals - Prormpt Vers Total Quote Cnit 13 g 39
o CurrentYear Successful Quotes In Process Cnt 1 3 14 11 g 4
\
C] Current‘r‘earUnsuccessfu\@untes Decl % e Ba% 46 g% L
@ Prior Year Unsuccessful Quptes Hit % % 3% 23%
: A )
e Currentyear Declined Elusmf‘ess Vield % 14% 7% 12%
i o i Hew Business g
@ InProcess Policy List Fast\ﬁgfrsmr Brom 1,003,544 33522 1,037,466 1,037
\
\
\\ * Guotes Lnsuccessiul Prior Year includes new business and rengval auotes — e o .
< >
o \ =5 Document -~ View - | (2] Save | 33 Find | 9 Undo (= Redo | Zoom -100% - -1 () 3 RefreshData | — = |
@ Remaining Reponrs \ 4 ] = woh 11, 2007 21557 AW
o O ~
Premium Reports ' Sinarttard TERRITORY FLOW FUNNEL
o h e Territon & t \ Vaiues a5 of 03052007 T
HaRTFORD
+] Comprehensive Territory Reports \ Sales Underwriter: Sales UW ARTFORI it thaster
\
‘\ Key Account
\
\ Feb YTD Full Ye Jedar
) [ an | reo | ww [ e | [ wn || Aw | ose [ ooc | omov | e | v [ruveliiE
\ Renl Avail Cnt 54 " 33 16 3 25 18 5 16 t Matne,
\‘ Renl Avail Prem 2493836 433,025 3210461 735377 190183 555312 G79,427 5,617,699 8,562,07 souree)
\‘ Renl Decl Cnt 3 B
\‘ Quote Unsuce Cnt 4 3 4 Fu\l
\\ Ouote Suce Cnit 45 10 & 3 58 a | o
2 \‘ Total Guete Cnt 52 10 11 3 62 7 "} s ==
In Process Cnt 22 16 3 24 18 ] .
Discussions . Hot Vet Renew? 4% 9% BYE 100% S0 100%  100% 5% 53 *
“ Hit % 92% 100% 73% 100% i ae
“ Yield % 9% 9N% 24% 50% 39% 2
‘\ R‘e""‘::r';ﬁ“““ 233643 484348 100516 54,592 2.802,700| 2,977,308
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Hakrioro  Key Sales UW SmartCard — Drill Down from Flow Funnel
l‘ Key BBQ SmartCard FOF %
: My Performance My Diagnosis . My Pre-call Tools Help
1} | Territory Flow Funnel Edit Save Save As @ Qr."
,' 3 bocumert + Wiew | [ Save | 84 Find | 9 Undo O Redo | Zoom [100% |+ [ v %2 Refresh Deta
1
,‘ d sinartEarst TERRITORY FLOW FUNNEL }: 2
1 Valnes as nf 3052007 m
1
KeyRep -
& - . >
: o Current Year Declined Business Report
SmartTard
Wy F‘ler
] Declines with Effective Dates between 1/1/2007 and 7/1/07
1
1
1
23 Top Sales UW
e :1—5 T
o Tel Total Qubte Cnt
" I‘TEI n Proce‘:s cnt urt Name Industry
1 Declfo
® Ba ity 010172007 CUSTOM AIR SYSTEMS, INC.  PANSON ASSOCIATES INC FIUUNABDAIS  Construction-Special Trades - 173 Key Account Declined
ield )
- "IIJD . Y:"'_f’ 010172007 CUSTOM AIR SYSTEMS, INC. | PANSON ASSOCIATES INC F1WERJDITY  Construction-Special Trades - 1737 Key Accourt Declined WL
lew Business
e Wp Premt 01/12/2007  SPINNAKER ASSOCIATION INC PANSON ASSOCIATES INC FIUUNTD9406 Feal Estate - 6514 Key Account Declined CMF
e Gu * Guotes Unsugees 02142007 GREENMWICH LANDING, LLC  FIERSOMN  ShITH INC - 3180 FTUUNABIOID | Construction-Building - 1521 Key Focount Declined ChP —
<
s G 1 02/15/2007 LOFT DEVELOPWENT, LLC  HE RAND INSURANCE INC - 31 FIUUNABDS 14 Construction- Building - 1542 Kay focount Declinad ChAP
1
s Prio KewRep Smancard 02/15/2007 LOFT DEWVELOPMENT, LLC  HE|RAND INSURANCE INC - 31 FIMERJZEZS  Construction-Building - 1541 Kay Aooount Declined W
® Cjupy LMy Performance \ 00142007 GUYS INC GUYS DIL SERMCE SMITH INSURANCE NG - 02 DZWBRIEEZ  Retail - 5939 Key Account Declined Wi 21
1
o InPi 01/17/2007  BL COMPAMIES CONNECTICUT SMITH INSURANCE INC - 02 DZUUNTD9465 | Services-Professional - §711 Key Account Declined ChF 348
1
! 01/17/2007  BL COMPAMIES CONNECTICUT SMITH INSURANCE INC - 02 DZXHUABOTT?  Senvices-Professional - §711 Key Aocount Declined Umb 60
! 01/20/2007  HIRO ASSOCIATES LLC, EASTE SMITH INSURANCE INC - 02 0ZRHU Construction-Special Trades - 1717 Kay Aocaunt Declinad Lmb
23 ReI:m 01/29/2007 HIRD ASSOCIATES LLC, EASTE SMITH INSURANCE INC - 02 0ZUUNTOS7E7  Construction-Special Trades - 1717 Key Account Declined ChP
Ple 01/29/2007 HIRD ASSOCIATES LLC, EASTE SMITH INSURANCE INC - D2 DFWERIES11  Construction-Special Trades - 1717 Key Account Declined WL
Chr 01/01/2007 MORTH-EAST TRAMSPORTATIONWEBSTER INSURANCE INC F1RHUABDZ2Y Real Estate - 6512 Key Account Declined Umb
\ Renl Avail Cot 01/01/2007  MORTH-EAST TRAMSPORTATIONWEBSTER INSURANCE INC FUUNABDZT Real Estate - 6512 Key Aocount Declined ChP i3
1 .
1 Renl Avail Pre 01/03/2007  INNOWATIVE INSURANCE SPECWEBSTER INSURANCE NG 3 LINEN DN - Kay Aocount Declined Lmb
1
' Renifiec ot 01/21/2007 ABCO WELDING AND INDUSTR WEBSTER INSURANCE INC 2 Wiholesale-Durable - 5099 Ky Account Declined | Umb
' 01/31/2007  ABCO WELDING AND INDUSTR WEBSTER INSURANCE INC FTUUNTD2596 Wiholesale-Durable - 5099 Key Account Declined CMF 3
ll Total Quote Cr £ | > -
H A5
| In Process Cu % Hew = Refresh Date: March 11, 2007 222316 A =
ll Hot Yet Renew'
1 Hit % e — — T =
1
£ 1 Vield % B9% 9% 24% 50% 89% 1 2 |
Discussio) Renl ?,‘:Z':S“f“' 233843 484345 100516 54,592 P pe—" F |
! -
| <_ 5 i
| = || B | & I =] SamntRenewals | Refresh Date: March 11, 2007 21557 AM
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Hawriorn  Key Sales UW SmartCard - My Per-call Tools

My Pre-Call Tools tab of the SmartCard contains packaged reports with extensive flow and
financials information about a single agency

Key Rep SmartCaril F O X

My Performance My Diagnosis by Inzights My Pre-call Tools Help -

& Pre Call Reports Middle Market SmartCard Reports - Quick
e 2007 Master Reportwithout Technalogy

e Enterprize Repart

FRE-CALL RFFORTS

2007 Masier Report without Techneology: Eeport provides complete backgre
is assigned to a particwlar rep. Includes Master roll-ups and sub producer les
Eley, I edium Programs, IR and Specialty Programs. This report excludes tecl
Detail provided includes Declines, In Process, Quote Unsuccessfuls, Cancell
year. Quote Unsuccessfils for the prior year and a complete st of upcoming
tepott. (Sowrce: Fremium and Flow = Harfsource)

Enterprise Report: Feport provides an overall Enterprise wiew of a single ma
the current Fear as well as the prior year and meludes HBWE, TWEF, Growth, |
Loss Amounts atmound other metrics. All metrics are displayed for PL, 5C, I
where available. (Sowrce: This is a HarfSouwrce report)
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Key Sales UW SmartCard - Per-call Report

The 2007 Master Report package contains reports that can support business discussions with agents. The reports
can be viewed in .pdf format (easy for printing and e-mailing). The list of reports is similar to territory wide reports in
My Insights (see left panel below), but with additional information and focusing on a single agency.

| Key Rep SmartCaril

TEIEX”

Master withaut Technology

=] “iew in HTML formeat | | Status Bar

&

¥4 Refresh Dats

BS®- 6« - d L BB
M - T -

®-[ ] Declined Palicy Details
®-[]In Process Palicy Detail

#-_] Issuad Mew Business Details

=[] Expiration List

[ Signatures \[ Camments \{ Thumbnails \[ Bookmarks

-] Master Agency Perfarmance Surmmary
®-[ ] Master Agency Performance Summary - Bus S
®-[ ] Producer Code Detail - Flow and Financial

-] Quote Unsuccessful/Cancelled Policy Detail

-] Quote Unsuccessful Last Year Policy Details

4 4 b bl

B-7-&-B& 5D

Bookmark =

[-

3
% | @r: & MOEEE B- W
- — Master Agency Performance Summary W
smarttard Micddile Market and Comnercial Medium Programs Combined (LU S
Fresented by: Sales UW Cn: 4743007
=or Insurance Agency - 01803195 130 PREETOH SVERUE

RO, OT 0545

| Premiums Included below include both Technology and Non-Technology busi produced by this Master Agency. ]
Currenl Month Fil s - Month of. Ocl 2008 Wear bo Date Fir Is Through the end of: Ocl 2006

Bnnu-ul’-n Sfn | Gan sk | Fropesy W-n-—' Tatal Booked Premiom Beo | Geis | Ge Lisk

HE Prersism § ()| T, 787 1517] 20eT 41,288 [HB Preum 5 T

I Prarum Gowh % | [ AT i (2129 [HE Prercm Grosdh % I 4%

Rerran Frameuma ] e [F 30563 440,724 |Rewwal Framiuma 1288748 2 e 53

Prareim Rutantion % [0 12074 T [ 723 |Proricm Astention & B e

Totsl Nirittan P 51 13| 101 835 ] 3 06D 421, 557| |Total Wirien Pearmiam 1430 473) 3 W@y

Toial Framiam Geceih AT a2 (B ) T1E%%| [Toial Framium Geceis T, 4+

Policy Status information shown below does not include Techalogy policies.

Policy Status Mix % for EMeclive Dates Belween 01/01/2008 and 1273172008

A

Cwcirad
In Paccms
hazad

Cucie Urnscosmbd

>

Koy fccouel R 3 T [E] [ER | # = 18
Corimalos SrogaT Medan El ::l [ 3| = | O = |
Tofak 329 &l 1K ETT] o el [ am 73|
Ak 14 4| 1of4d kWl 115TxE894n O | = HR

hs

Refresh Date: 11/25/2006 1:10:25 P =
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LV
HIEEF?{: Glossary: Common Data Warehousing Terms & Definitions

1. Data Sources

®  Source System: Source System or Data Sources refers to any electronic repository of information that contains
data of interest for management use or analytics

2. Data Transformation & Integration (ETL)

m ETL: The data transformation layer (aka Extract, transform, load - ETL or some variant) is the subsystem concerned
with extraction of data from the data sources (source systems), transformation from the source format and
structure into the target (data warehouse) format and structure, and loading into the data warehouse

5. Metadata Management

m Metadata:

e Metadata, or "data about data", is used not only to inform operators and users of the data warehouse about its status and the
information held within the data warehouse, but also as a means of integration of incoming data and a tool to update and refine the
underlying DW model.

e Examples of data warehouse metadata include table and column names, their detailed descriptions, their connection to business
meaningful names, the most recent data load date, the business meaning of a data item and the number of users that are logged in

currently
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mwrionn  Glossary: Common Data Warehousing Terms & Definitions

3. Data Manufacturing & Storage

Data Warehouse: A shared, analytic data structure that supports multiple subjects, applications, or departments. There are
three types of data warehouses: centralized, hub-and-spoke, and operational data stores

Hub-and-Spoke Data Warehouse: A data warehouse that stages and prepares data for delivery to downstream (i.e.,
dependent) data marts. Most users query the dependent data marts, not the data warehouse

Centralized Data Warehouse: A data warehouse residing within a single database, which users query directly

Federated Marts or Environments: An architecture that leaves existing analytic structures in place, but links them to some
degree using shared keys, shared columns, global metadata, distributed queries, or some other method

Data Mart: A shared, analytic data structure that generally supports a single subject area, application, or department. A data
mart is commonly a cluster of star schemas supporting a single subject area

Dependent Data Mart: A dependent data mart is a physical database (either on the same hardware as the data warehouse
or on a separate hardware platform) that receives all its information from the data warehouse. The purpose of a Data Mart
is to provide a sub-set of the data warehouse's data for a specific purpose or to a specific sub-group of the organization. A

is exactly like a data warehouse technically, but it serves a different business purpose: it either holds information
for only part of a company (such as a division), or it holds a small selection of information for the entire company (to
support extra analysis without slowing down the main system). In either case, however, it is not the organization's official
repository, the way a data warehouse is

View: Is a ‘logical’ provisioning of a subset of the data warehouse similar to a Data Mart

Tiered Storage: Data is stored according to its intended use. For instance, data intended for restoration in the event of data
loss or corruption is stored locally, for fast recovery. Data required to be kept for regulatory purposes is archived to lower
cost disks

Operational Data Store (ODS): A “data warehouse” with limited historical data (e.g. 30 to 60 days of information) that
supports one or more operational applications with sub-second response time requirements. An ODS is also updated
directly by operational applications
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HTﬁ Glossary: Common Data Warehousing Terms & Definitions

4. Data Access & Delivery

B Business Intelligence (Bl): is an umbrella term that encompasses the processes, tools, and technologies required to
turn data into information, and information into knowledge and plans that drive effective business activity. Bl
encompasses data warehousing technologies and processes on the back end, and query, reporting, analysis, and
information delivery tools (that is, Bl tools) and processes on the front end

m Business Intelligence Tools:

e Business intelligence tools are a type of designed to help the (BI)
Specifically they are generally tools that aid in the analysis, and presentation of data. While some business intelligence tools mclude
functionality, ETL tools are generally not considered business intelligence tools

m Reporting:

e The data in the data warehouse must be available to the organization's staff if the data warehouse is to be useful. There are a very
large number of software applications that perform this function, or reporting can be custom-developed. Examples of types of
reporting tools include:

: These are software applications that simplify the process of development and production of business reports based on data warehouse data

(known more widely as : These are software applications that are used to display complex business metrics and
information in a graphical way to allow rapid understanding.

Tools: OLAP tools form data into logical multi-dimensional structures and allow users to select which dimensions to view data by.

: Data mining tools are software that allow users to perform detailed mathematical and statistical calculations on detailed data warehouse data to detect
trends, identify patterns and analyze data

m  OLAP:
e OLAP is an acronym for On Line Analytical Processing. It is an approach to quickly provide the answer to analytical queries that are
dimensional in nature. It is part of the broader category , Which also includes (ETL),
and . The typical applications of OLAP are in business reporting for sales, , management
reporting, (BPM), and forecasting, financial reporting and similar areas

m Spreadmart: A spreadsheet or desktop database that functions as a personal or departmental data mart whose
definitions and rules are not consistent with other analytic structures
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Metadata - Scope

A Metadata Management program enables our ability to find, understand, manage, govern, rationalize,
share, reuse, and leverage information about data, business, applications, services, hardware and software.

Business Metadata

= Business name

= Business definition

= Standard abbreviations

= Valid values

= Formulas and calculations
= Derivation logic

= Business/Logical models

Technical Metadata

Operational Metadata

= Physical data models

= Application systems

= Program code

= File/Record layouts

= Tables/Fields/Rows

= ETL Transformation logic

= Change logs
= Duration of load

= Number of rows added or changed
= Date entered
= Load dates

= Date last modified

@olistic metadata management
approach

Business Dictionary

@ Centralized metadata repository /

ool

Metadata

- Business Terms

Governance - Enterprise Definitions
People
Processes

Procedures
Systems

Stewardship

Data Stewards

Standards
Data Naming
Data Definition
Data Access
Programming

Inventories
Business Application
Portfolio
Management (BAPM)
Reports

Data Quality
Target Quality Scores
Actual Quality Scores

Compliance
- Sarbanes Oxley (SOX)

Enterprise Models
Business
Logical
Physical
IAA/IIW

- Anti-Money Laundering
(AML)

- Gramm Leach Bliley
(GLB)
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An expanded IT landscape which requires
additional process and tool capabilities.

Business
Vocabularies

\/_

Taxonomies,
Thesauri

\/_

Newer tools address metadata assets across the entire enterprise architecture
positioning us to transition toward enterprise metadata management.

[0 B |
Process

Schemas II

Conceptual,
Logical,

Physical
Models

Business.
Rules

_ [P&C Data Quality] [Data Architecture] [ Reuse ]
LPacC ,,: |_‘| @ : |: 1L security

|

I [
| [__All Other Legacy ]

Application | Business

Technology
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mio,  Metadata Implementation Program - The Five Deliverables

1. Tool: Acquire a metadata tool that will meet our business and IT
requirements for Metadata Management

2. Governance: Implement the proper roles, responsibilities, policies,
processes, procedures, and standards to most effectively manage our
information assets

3. Organization: Consolidate various data management resources into a
data asset management organization

4. Communication Plan: Establish an ongoing effort to educate and
communicate to our employees all metadata strategy related
initiatives

5. Roadmap/Implementation: Develop a preliminary roadmap with key
implementation strategies for moving forward
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Hawriorn  IMletadata: Current State vs. Possible Future State Scenario

Current State:

Information Chaos

Future State:

Metadata Management

= Multiple definitions for the same data element = Agreed upon enterprise definitions

= Multi-use data fields = Single-use data fields

= Excessive time & resources required to search for needed = |Increased efficiencies via short data searches
data

= Pockets of excellence

= Lack of enterprise data governance and stewardship
= One shot mapping efforts

= Not shared or reusable
= Use of incorrect sources
= Data redundancy

= Shared and reusable

= Trusted data

Future State Process

Elow

= Enterprise organizational effectiveness
= Centrally captured / reduced redundancy

= Authoritative & certified sources
= Unlimited potential for creative use of data

= Provides competitive advantage

= Provable, repeatable processes / results

He/she is determines “

— TOovy

Analyst types the term “
into the P&C
Metadata Search System

QW L

He/she is able to conduct an

. . o . . :
He/she is quickly presented 3 is the right field and determine
with a list of to use, it is an the
and who the
is.
[Elcitisd . Closed Wit Nt Paid Loss Clsim Count Mser Name Detaifor: Net Paid Logs Amounf
[oEhed B Closed Wihiout Net Paid Loss Claim Count s .
- 3¢ dsactd s 8 e Ko Compores I g ] . -
(Chertified B et Praid Loss Amound ».Zu \ _:L g ::/1 —= L :
i it s
ra /
(G Retti=] # Paid Lo Amount Propetties: '-'\‘ /’fl s
(Clertifiad e Hame Ne: i Loss i \ Jﬁf
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