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j It’s only taken me 25 (ish) years!
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' Change is inevitable



j ...but Transition isn’t

"Al won't take your job. It's somebody

Is Techn0|09V MOVing too fast for using Al that will take your job."

Humanity?

Richard Baldwin of Economist
i Sepn 25. 2021

i S5minread - Sep 29, 2UZ

\'3' Giles Crouch | Digital Anthropologist ( Follow ) 5min

during a panel at the 2023 World Economic F

ooooo 's Growth Summit
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Humans and Tech need to co-exist

FAN PO g - N = “Ts

Personalized Email

Subject: Claim Request *IIIIIEN
Dear[gstomer.

Thank you for contacting Care Insurer regarding your accident claim. We understand that this is a difficult time for you and we are here to help. Our claim request number for this incident
is I

We are sory to hear about the unfortunate accident you had. We understand that you were driving towards the east of Monrce St. and took a left at the crossing but there was no sign
indicating there was a left tum, which resulted In a head on collision with another car coming from the opposite direction. We are relieved to hear that you were wearing a seat beilt and
that the airbag went off. We are sorry to hear that you sustained injuries 1o your right leg, right arm, and shoulder. We hope that you are recovering well and urge you to get medical
treatment for the injury

We have noted down the details of the accident and the damages 1o your vehicie| We will arrange with our printer to pick up your vehicle from Aldi's garage and bring it to one of our

storage facilities where it will not be subject to storage fees. We request you to pi { ing license plates and any other personal

things. We also recommend locking through your records to relocate or to locate the titie of the vehicle and any lienholder inf formation as that documentation vall be necessary for the
processing of the total vehicle

Since your vehicie is not drnivable and you do have a rental coverage on your pclicy, we can arrange for a rental vehicle for you. An adjuster will be assigned 10 ycur case ang he or she
will get in touch with you on your mobiie number within one business day. We request you to gather the bills and receipts of the services you have or will have, and keep them handy to
submit when necessary

Ve will do everything we can to process your claim as quickly as possible. You will get reguiar updates on the process over text and e-mail. We encourage you 1o rate this conversation
on a scale of 110 10, one being extremely unhappy and ten being extremely happy, your feedback will help us improve the process

We are here to help you through this process. Please feel free to reply to this email if you have any further quernies or require additional assistance

Warm regards,
Care Insurer

Disciaimer. This email is generated by an automated system and may not refiect the views of the sender. The sender IS not responsibie for any erors or omissions in the content of this
email. Do not reply to this email please contact the Claim Support Team with your claim number




Customers aren’t
waiting for us to
sort it out....

Customer Experience Gets Worse.

Again.
The average customer experience rating of U.S. companies hits a new
low amid inflation and fallible customer-service chatbots

By Katie Deighton

Updated June 17, 2024 5:25 pm ET




...and Insurance isn’t leading the way

Industry snapshot

Tech sets the pace

While there are moderate differences in Al maturity across industries, some industries
have a noticeably higher percentage of Pacesetters. Technology organizations
dominate, with 32% of respondents emerging as Pacesetters. That's 11% more than heavy
manufacturing (21%), the industry with the second highest count.

Percent of Pacesetters by industry

Technology

Manufacturing (heavy)

Banking

Automotive

Healthcare provider

Government

Telecom

Consumer goods

Life sciences

Retail

Insurance

servicenow.
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j Somewhere in an Insurance company...




j But the odds don’t look great...

Bain Consulting Study McKinsey & Co. research
While IT projects delivered better benefit
300 major change programmes (2013-2023) performance...

What percentage produced lasting ... were they on-budget?

results?
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Change is
inevitable.

Transition isn’t.




‘Method’ is
only skin-
deep

0
Six Sigma ),
)

o

Process

Continuol

K



We need to get
to the heart of
the matter.




j The Ascendent Organisation

Alienated Ascendent
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Control of the process



j Are they set-up for success?

[

CEO “‘
Programme
. Director

=)

A

Underwriting Pricing Claims etc

O
9

Controlof the process

Manager @

The Customer
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G Blue Heron's Pillars of Performance.
How to create the conditions for success

PURPOSE BELONGING

| know where we are | feel part of this group -

going we are together in this
There is a compelling My voice matters
reason for action | am part of the bigger

The work is important picture
. dh [ | the i t of
Creating the anasmeaning | Teanse ne o
e, ® skills, resources, | care about my
COndltlonS for autonomy colleagues

SAFETY ACCOUNTABILITY

Success It is safe to speak out » Dialogue & feedback are

and challenge productive, candid,
There are high levels of informal

trust and respect We can depend on each
| can be open and other

vulnerable | am comfortable taking
| can admit mistakes ownership

and learn quickly We measure what a
matters
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How do we gauge if the business is ready?

G e \le e=———Team e==(Qrganisation

BLUE HERON Purpose
4.0

Accountability ; Belonging
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j What do we need to do? Contracting for Change

Customers &
Stakeholders

- We need to look at:
- The System
- What the organisation wants to do

Individual

- Aligning and engaging its people

(Jamod-Aepn,)

aouajyadwon

© Blue Heron Training
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What's really going on?

Current State

Top-down / 'all on me'

Apologetic’ ? G e—=|\lg e===Team e====Qrganisation
“Permission” BLUE HERON Purpose

4.0

'‘Rescuing'
Cost-centre

"My budget"
Functional mindset

Accountability Belonging
Address all complexity up-front

I'm on my own

Feeling intimidated

'‘Showing up'

Done-to

A thousand reasons why | can't

do something
What | have \

leadtochange.co.uk
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j Belief, Competence, Experience

Grow
confidence

Customers &
Stakeholders

Align to the
plan

Build Trust

Individual

Work as a
team

(Jomod-Aep,)
aouajadwon

Focus
Resources
© Blue Heron Training

‘Adult-Adult’
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~ Shifting mindsets and behaviours

From

Top-down / 'all on me'

‘Apologetic' ?
“Permission”
'‘Rescuing’
Cost-centre

"My budget"
Functional mindset

Address all complexity up-front

I'm on my own

Feeling intimidated

‘Showing up'

Done-to

A thousand reasons why | can't
do something

What | have

N 2 T 2 20 2B Z 2N AN 2 2

To

Leader-Leader (owned and co-created)

Courage to shoot for our ambition
“l intend to”

"What support do you need?"
Value generator

What's best for our Purpose?
Enterprise Thinking

Incremental hypothesis testing

Open and 'safe’' to ask for help
Learning & growth

Enjoying what | do!

In control & confident
Work the problem, make priority calls

What | need

leadtochange.co.uk



j Outcomes for our characters

CEO e

) 4\ CEO:
T /m\ Programme | m .
. <~ Director - Listen
Underwriting Pricing Claims etc

- Take action
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j Outcomes for our characters

CEO ﬁ

_—
.  CEO -
~AWVIIN Programme Director
— Programme
A :
/_'\ Director - Create safe environment
| | | |
Underwriting Pricing Claims etc - Align people so they are feeling

@) secure, confident and resourced-
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j Outcomes for our characters

<\
w
CEO M\
A\ CEQ The Ops Manager (PO)
a /@\ Programme
- “ Director . - Focus: “Where should we spend the

next Euro?"

Underwriting Pricing
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j Outcomes for our characters

S

»
CEO 4\
PN _CED The SME
. /@\ ProgramW
- “~ Director - Courage to own the change
| | | |

Underwriting Pricing Claims etc - Confidence to build what's
' needed, now
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j Outcomes for the organisation

« . .
» - Ascendent organisation
CEO M\
/’5 == - Leader-Leader
~ Al Programme
<~ Director  Trust
| | | | og e
- - : - Resilient culture to make the
Underwriting Pricing Claims etc

., transition

leadtochange.co.uk



j Outcomes for our characters

The CUSTOMER!
- Does what | need

- Not over-complicated
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Lead To Change Consulting

1. Preparing people for Change and new
processes/systems

2. Coaching operational leaders and project teams so
they are engaged and owning the change that is needed

3. Optimising the investment being made in
People/Process/Technology

4. Maximising the value achieved

Contact:

BLUE HERON

TRAINING
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