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From points - to impact. From reactive - to predictive. From transactions - to

relationships.
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Future of Loyalty

Predictive. Preventive. Personal. Impactful.

Impactful

Delivering significant and measurable
results.

Personal

Tailoring experiences to individual needs.

Preventive

Anticipating and avoiding potential issues.

Predictive

Using data to forecast future trends.

The future of loyalty is a predictive relationship engine. It drives trust, engagement, retention, and financial performance, transforming insurance from a
transaction into a valued partnership.




Because Customer
Expectation Resets
Already

Customers now demand proactive, personalized, fair, and always-on insurance. Recent

research shows a dramatic shift in loyalty drivers.

Data-for-Value

73% share personal data for transparency and tangible value.

Usage-Based Fairness

64% prefer usage-based pricing, seeing it as more equitable.

Preventive Over Reactive

Younger segments expect preventive care and proactive guidance.

Digital-First Service

Digital-first is now the baseline expectation across demographics.

"Loyalty is no longer a points program—it's a value relationship. Customers reward

relevance, not rewards."




The New Paradigm: Impact-Based Loyalty

Loyalty is now impact-based, moving beyond transactions. It's
behavioral reinforcement: rewarding actions that benefit

customers and reduce insurer risk.

This rewards healthy habits, safe driving, preventive health,
and digital engagement. Reinforcing such behaviors

measurably reduces claims and boosts customer retention.
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Healthy Actions Preventive Behaviors Smart Choices

Exercise, nutrition, preventive screenings Risk mitigation reducing claim probability Financial wellness and educational resources

Prevention cuts claims costs by 15-25% (actuarial studies); engagement increases lifetime value by 30-40%. Loyalty is now a strategic risk-management

instrument.



System Blueprint: 360° Customer Graph

Build a Single Source of Truth

A 360° Customer Graph unifies diverse data streams, creating a complete, real-time customer view. Essential for next-gen loyalty.
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This unified system enables real-time updates, powering predictive scoring, dynamic segmentation, personalized recommendations, and risk-adjusted

pricing. Every touchpoint fuels a smarter loyalty engine.



Predictive Retention Engine

See Churn Before It Happens

Al-powered predictive churn detection identifies customer
dissatisfaction or switching likelihood months in advance.
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e Premium sensitivity & payment behavior
e App & digital usage data

e Inactivity & engagement decline

e Customer service sentiment & resolution
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e Life-stage transitions & benefit mismatches

High-risk customers trigger automated retention strategies: “| | rAfA
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personalized reviews, targeted incentives, proactive contact, or l I i
customized benefits. n

"Retention is a data science capability.” It shifts insurers from reactive firefighting to proactive relationship
management.
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Intelligent Offer Delivery

Hyper-personalization dramatically enhances insurance loyalty by tailoring the customer experience to individual behaviors, preferences, risk profiles, and

predicted needs.

Dynamic Pricing Behavior-Based Health Score Micro-Segmentation
Real-time premium adjustments Rewards Integration Advanced clustering for highly
based on UBI benchmarks and Incentives tailored to engagement Continuous risk assessment using specific customer cohorts and
actual risk behaviors. patterns and health goals. wearable data, biometrics, and targeted engagement.

lifestyle factors.

Behavior-Based
Rewards
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Tracking Rewards
Price Adjustment
Apply real-time premium
changes
Usage
Monitoring
Collect behavior data DYNAMIC
PRICING
Benchmarking
Compare against verified UBI
standards

Dynamic pricing models—especially in motor and health insurance—demonstrate better risk alignment, higher perceived fairness, and improved customer
satisfaction. Personalization is not a feature; it's the core expectation of next-generation loyalty.

"Every customer sees the right offer at the right moment—creating a seamless, individually crafted experience.”



Make Loyalty Fun, Useful & Habit-Forming

Value-Driven Incentive Programs

Behavior-based rewards offer tangible value for actions that reduce insurer

risk and improve personal health outcomes. i -
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Claims Reduction Engagement Uplift Retention Improvement
Average decrease in health claims for engaged Increased digital app usage and wellness tracking Higher policy renewal rates for active program
participants (AIA Vitality data) among program members participants

Global programs (e.g., Discovery Vitality, AIA Vitality, Ping An Good Doctor) demonstrate ROI: healthier customers mean fewer claims, longer policy tenure,
and higher cross-sell rates. Reinforced behavior reduces risk and boosts loyalty.



Insurance That Prevents, Not Just Protects

Next-gen insurance is proactive. Instead of reacting to claims, insurers guide customers toward healthier, safer behaviors with intelligent, timely

interventions.
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AI-Powered Reminders

Intelligent nudges for medication, vaccinations,

and preventive appointments based on health
profiles.
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Mental Health Support

Proactive mental wellness, stress management, and counseling access.
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Predictive Health

Alerts

Early warning signals from
wearable patterns
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Predictive Health Alerts

Early warnings from wearable data for potential
health risks.

Personalized Advisory
Content

Curated health guidance tailored to life stage and
conditions.
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Financial Wellness Nudges

Guidance on coverage, savings, and life-stage planning.
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Risk Detection
|dentify anomalies and trend
4 deviations
Medication
Alerts J
Personalized reminders for Vaccine
prescriptions Scheduling

Automated prompts for
immunizations

AI-Powered
Reminders

Intelligent nudges for
timely care

Proven preventive care programs show 12-18% reduction in claim severity and 8-14% decrease in claim frequency. By shifting to preventive models, insurers
cut costs and boost customer trust, satisfaction, and perceived value.

‘Care before claim." This philosophy transforms insurance into a valued life partner.



The Foundation: Transparency & Consent

This model succeeds only with uncompromised customer trust. Data-driven loyalty

demands unwavering commitment to privacy, transparency, and ethical data practices.

Core trust principles:

e Data Transparency: Clear communication on data collected, its use, and customer
benefits.

* Explicit Consent: Granular opt-in controls for data sharing.

* Robust Security: Compliance with ISO 27001, GDPR, and relevant regulatory
frameworks.

* Data Control: Easy mechanisms for customers to review, modify, or delete their data.

* Value Exchange: Clear articulation of benefits from data sharing.

[ Research shows genuine commitment to data privacy and transparent value boosts customer participation by 45-60%. Trust is the backbone of
confidence and program engagement.

"Trust fuels participation. Participation fuels loyalty. Loyalty drives sustainable competitive advantage.”



The Self-Reinforcing Loyalty Engine

The next-generation loyalty system is a self-reinforcing flywheel. Each stage amplifies the next, creating compounding value for both customer and insurer

and strengthening the relationship.

Engage
Create meaningful touchpoints through

personalized communication and rewarding
interactions.

Monetize

Capture increased lifetime value via higher
retention, cross-sell, and improved risk

selection.

Retain

Build deep loyalty through consistent value,
proactive care, and genuine partnership.
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Predict

Leverage Al and machine learning to anticipate

customer needs, risks, and opportunities.

Personalize

Tailor interactions (pricing, communication,
rewards) based on individual behaviors and
preferences.

Reward

Incentivize behaviors benefiting customer

health and insurer risk profiles.

This system grows more powerful as engagement deepens. Increased data leads to better predictions. Better predictions drive more relevant

personalization. More relevant experiences generate higher engagement, creating an increasingly defensible strategic advantage.



FinancialImpact & ROI

Where Value Is Created

Next-gen loyalty programs deliver measurable ROI, verified by global insurance leaders.

Retention Uplift

Improves policy renewal rates,
reducing acquisition costs and
boosting profitability.

Lifetime
Value
Growth
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Claims Reduction Cross-Sell
Conversion

Decreases claims frequency and
severity. Healthier customers mean Increases product adoption and

fewer claims and lower loss ratios. deepens customer relationships,

maximizing revenue per customer.

Retention
Uplift

Cross-Sell
Conversion

Case studies from AIA, Discovery, Ping An, and John Hancock validate these metrics.

"Better behavior = better margins.”

Lifetime Value Growth

Multiplies LTV for engaged
customers through sustained
relationships.

Claims
Reduction



What Great Looks Like

The Future State Customer Experience

Imagine insurance as a trusted life partner, not just a transaction. Exceptional future-state loyalty delivers:

Unified Ecosystem Always-On Personalization

A single, seamless interface integrating insurance, health tracking, Personalized interactions reflecting individual preferences, life stage,
rewards, preventive care, and financial wellness. health status, and goals, crafting unique experiences.
Real-Time Reward Recognition Risk-Personalized Pricing

Immediate rewards for positive behaviors: workouts, step goals, Fair, transparent pricing adjusting based on verified behaviors,
preventive care, and safe driving. rewarding healthy choices with premium benefits.
Multi-Ecosystem Integration Proactive Life Partner

Seamless integration with health apps, fitness platforms, telehealth, Proactive guidance for health decisions, life transitions, coverage, and
pharmacy networks, and wellness partners, creating a comprehensive financial planning, acting as a trusted advisor.

ecosystem.

Customers experience an elegant interface with personalized health insights, real-time rewards, proactive guidance, and dynamic pricing reflecting their
healthy lifestyle.

"The experience feels seamless, empowering, and deeply personal—like a health, financial, and lifestyle companion that genuinely grows with the
customer through every life stage."



LOYALTY =RELEVANCE,IT MATTERS ALL!

Impactful Relevance!

Delivering significant and measurable
results.

Personal Relevance!

Tailoring experiences to individual needs.

Preventive Relevance!

Anticipating and avoiding potential issues.

Predictive Relevance!

Using data to forecast future trends.

This model rewards impact, leverages Al to predict needs, and personalizes interactions based on behavior. It creates measurable value for both customer
and insurer.

Insurers who embrace this model will lead the industry. They'll capture valuable customer segments, achieve superior retention and lifetime value, and
build competitive moats. Those who delay will compete on price, facing eroding margins.

This is the moment to reimagine loyalty, move beyond legacy programs, and set a new industry benchmark. Technology exists, customer demand is proven,
and financial ROl is validated.

The question is not whether to transform, but how quickly you can begin.

Reimagine loyalty. Reward impact. Build lifetime value.



