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Athora Group

A pan European savings & retirements
services group

Athora Life Re. AuM 2.5b Risk transfer:
offering a range of internal and third-party
reinsurance solutions.

Athora Netherlands. AuM 55b Open book:
traditional life insurance, unit-linked, pensions
and PRT's

Athora Belgium. AuM 9.05b Open book:
traditional individual/group business and unit-
linked

Athora Germany. AuM 3.9b Closed book:
traditional annuities, endowments and small
unit-linked portfolio

Athora Italia. AuM 5.75b Open book:
guaranteed, unit-linked and hybrid business.




Athora at a glance 2 Million
Customers 201%
PR Solvency Ratio

Securing financial futures for YE 2024.
families across the

Far above industry benchmarks — stability you can trust.
Netherlands.

Athora. . _
A Partner for Iife, €55 Billion 0% FltchRatmgS

o in Assets Under Management A
ta kl n g Ca re Of A testament to our expertise and dedication. \

your tomorrow

Global recognition for
our financial strength.

Our brands 820
Reaal , Employees

A highly committed and skilled workforcd.

Strategic Partners
APOLLO LOA Sl {cardano




Our external environment continues to change

- With a focused and decisive approach, we pursue opportunities and deal with threats

5%

Pension reform

n1199949

WTP isaonceina
generation pension reform
that will change the
dynamics of competition
between insurers and
between insurers and
pension funds.

The transition also creates
short term opportunities.

Technological
advancement

Technology is at the heart
of everything we do.
Technological advancement
will help us to transform

into a digital first Business
to Consumer pension
provider and become an
‘easy to connect with’
partner in business.
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Market
consolidation

In the pension insurers
market, a wave of
consolidation resulted in
an even more
competitive landscape.

Among the pension
insurers, NN and ASR
hold the largest market
shares. Athora is the
third player.

/*\
N %
Navigating
uncertainty

Dynamic between rising
geo-political risks,
evolving customer
behaviours and constant
regulatory change
require resilience and
adaptability.



Two leading pension and insurance brands

) 4 .
Reaal - Zwitserleven

>400K 2.7m >130 61.2% >1m >120

Yearly Customer - . Delighted Customer .
Requests Policies Years of history Score Customers Years of history
The Reaal brand is the brand for the selling individual ) Leading player in the pension market with significant
annuities product (DIL) growth ambitions. Aiming to engage a broader customer

group and assist them in achieving their pension goals

Reaal is also the brand for the non-selling life service book.
This includes individual Reaal customers, as well

as customers who have been integrated from predecessor
brands, such as AXA, t Hooge Huys and others

) To further strengthen the market position of Zwitserleven, a
brand repositioning campaign has recently been launched

“The Zwitserleven Feeling, a feeling we share”




Today'’s story: the journey of a business architect

Reaal - Zwitserleven
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>400K 2.7m >130 61.2% >1m >120
Yearly Customer Policies Years of history Delighted Castomel; Customers Years of history
Requests Score

The Reaal brand is the brand for the selling individual ) Leading pla):e.r in thg p_ension market with significant
annuities product (DIL) growth ambitions. Aiming to engage a broader customer
group and assist them in achieving their pension goals

Refia_l is also the k.)r_and for the non-selling life service book. ) To further strengthen the market position of Zwitserleven, a
This includes individual Reaal customers, as well brand repositioning campaign has recently been launched

as customers who have been integrated from predecessor
brands, such as AXA, 't Hooge Huys and others “The Zwitserleven Feeling, a feeling we share”

2017 2018 2020 2021 2022

PEGA BPM LSB:

First STP process live Focus on Self Service

Structured input
Use the DX-API v1.0

Start of: All LSB Processes to Level 3 BPO en ITO
- Pega Cu.stomer Following our BPM maturity Outsourcing LSB
Service matrix

- PEGA BPM LSB



The traveling salesman problem for maximizing benefits

Level of automation

w2 | (D (D O I D

Level 5

Level 4

New Insurance Surrender Policy change Deceased Maturity



Our BPM Maturiry Matrix helped to find our path

Intelligent
Customer Journey

Level of
Maturity

Mostly
manual process

Level 1

Process in Pega

Most steps are manual
Focus on routing

Little digital input

Few automated decisions

Level 2

Focus on improving steps
with highest AHT

Add Services to legacy
applications

Automate output and
correspondence

Level 3 Level 4 Level 5
— -
Digital input -
- -
Most process decisions ,’
automated ,/
Process statistical in 7
control /,
Add Robots to automate /,
unservicable tasks p
/ Improve most important Al decision strategy's
/ touchpoints .
Automated selfservice
4 Increase customer self (chatbots etc.)
/ service
V4
V4
V4
V4
v 4
Y 4
V4
35% 50% 65%



Let the facts guide you on the road of continuous improvement

¢ ATHORA

Afhandeltijd Analyse

®

Gemiddelde AHT isecl

1514

Afgeronde Cases

3

2.134

Bestede Tijd (Uren)

897,76

Gemiddelde AHT

35 39 40 41 42 43 44 45 46 47
2024

48 49 50 51 52 53

2000 /\/\/_/\—/\AW
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1 2 3 4 5 6 7 & 9 10
2025

2024
Weak

Assignment AHT % AHT #percase 1stTR 2ndTR  3rdTR. SLA AHT :ﬂs: AT

PEGA Start Case 098 1000% 100,0% 0% W
Validate Quote 356 2298% 1,04 934% 64% 00%  699%

Validate Insured Person 184 950% 0S8 98T%  03% 71,0% 0% 25 39 40 41 43 43 44 45 46 47 45 43 50 51 5253 1 3 3 4 5 & 7 8 @ 10
Validate Partner 39 121% 069 999% 01% 707% 2004 5035

Validate DP 36 1,10% 0,98 100,0% 72.0%

Check Completeness 721 5030% 383 203% 66% 248%  T0E%

Perfarm action a 0,00 1000% 1000% TR %

Validate Values 119 480% 1,29 738% 218%  35%  895%

Final Check 17 474% 099 986% 13% 0,1% 72.8% Assignment @ Archive D... @Check Co... © Final Check @ Perform a... @Retry Poli... @ Validate ... 3
Wait 5 005% 1,01 969% 30% 00% 1000%

Retry Policy Creation 7 004 103% 483% 207%  989%

Wait for Queue Pracessar 15 093% 098 995% O05% 100,0% 2000

Archive Doc To On Base Flow a 0,01% 008 994% 06% 100,0% — = -

CheckSLADeadline 000 100.0% 100,0% B . =1

PEGA Close Case 0,85 100,0% 100,0% -I_ == m = ----— --.--_- o -
Validate Payment 14 439% 009 796% 166% 25%  990% Il .illil. I.I.l III I.IIII
Wialt for Confirmation customer o 000 40D%  E00% 100,0% ° 35 30 40 41 42 43 44 45 46 47 48 49 50 51 52531 2 3 4 5 6 7 8 9 10
Totaal 1514 100,00% 13,97 888% 39% 27%  79.3%

2023

Selecteer proces

Selecteer pericde
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MNew Retirement
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Today'’s story: the journey of a business architect

\J «
Reaal -+
>400K 2.7m >130
Yearly Customer Policies Years of history
Requests

The Reaal brand is the brand for the selling individual
annuities product (DIL)

Reaal is also the brand for the non-selling life service book.
This includes individual Reaal customers, as well

as customers who have been integrated from predecessor
brands, such as AXA, 't Hooge Huys and others

VIVAT
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Zwitserleven

0,
61.2% >1m >120
Delighted Customer Customers Years of history
Score

)) Leading player in the pension market with significant
growth ambitions. Aiming to engage a broader customer
group and assist them in achieving their pension goals

)) To further strengthen the market position of Zwitserleven, a
brand repositioning campaign has recently been launched

“The Zwitserleven Feeling, a feelingwe share”

2022

Switched focus to Kickoff Future Fit programm:
Zwitserleven Build high performing, datadriven
pension company

B2C transformation
Retirement Platform

10



Use of PEGA applications within Athora pensions

2 2 2
m 0 )

Employers  Customers  Advisors

-J R
E-mail E-mail Livechat Chatbot Social media/ Website/portal External
Structured Untructured Whatsapp app providers
4 . Pega Customer
Marketing Pega Sales 9 .
Service
N\
4
- Pega BPM
p
Product
g O\ J
e N )
Output Archive } [ Investment } L Risk
\_ U\ J
4 N\
Business Support
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Future fit with digital business processes for scalable service delivery

Current Future Digital Business Process (BPM)

Distribution
Person Partner Contract Pavments

Contract

Efficiency Transparancy

Accuracy Sustainability

12



Are we future fit? @

-
-

The business process is our spine
Our conceptual thinking is valid, to be translated into a technical solution

Focus on delivering level 1 processes, before enhancing it with Al

PegaWorld 2024: Shift to Constellation and App Studio




Global presence

Global Delivery, Local Expertise

10+ DX API

Years of Pega experience Experts
on average across teams

5 Specialized

Live Constellation Customer Service,
Projects Platform and Financial
Services

. Service coverage




labb

VWny partner
N labb?

' _:1:
0. j CXExperts
| L
, Thorough understanding of broader landscape * Blending clarity, usability, and speed, Ul experts make

around Pega Pega look great without breaking out-of-the-box
Honest objective advice on Pega fit, orif it does Seamless self-service and automation that empower
not customers and keep upgrades and maintenance light

Constellation first

Pega Medics

Providing clarity to the chaos; designing * When a Pega implementation is in trouble, labb to the
seamless, joined-up journeys that work across rescue

all communication channels * Taming the complexity of the situation, rebuilding

trust in the platform and turn it into real business

impact and long-term value



Services

/e Modernisatio

~/ Constellation

/" Modular design

o

~

n

/" Enhanced architecture

/

Delivered

Governance
& Strategy

" Workshops

/" Center of Excellence

/" Roadmap

o

~

/

Delivery \

~  Modules
~/  Designs labb
Delivery
Excellence
V Best Award
practices 2024

labb




labb

tame the chaos
and lead the
change
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