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We are Proud to Have Helped Some Great Organizations...
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GoToWebinar Example
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Interface ?}»

Audio: Useyour microphone and speakers (VolP)or call inusingyour telephone.
Dial:

Access Code;

Audio Pin:

www beyondphilosophy.com
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Audio Mode: @ Use Telephone
' Use Mic & Speakers

Dial: (805) 879-4135
Access Code: 105-745-644
Audio PIN: 74
If you're already on the call, press #74# now.

Questions Log

Welcome! Please type any questions/comments |
in the Question and Answer section of your
control panel.

[Enter a question for staff]

Give Online Punch
VWebinar ID: 576-754-892

Golo\vebinar™
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....... Progressive Insurance 2009 General Information
* 26,000 employees

« 450+ claims offices and 50 service centers

« 30,000+ Authorized Independent Agencies

« 13 Million Policyholders

« $14 billion Net Premiums Written (2009)+ 3%
vs. 2008 - 60% / 40%

« Types of Insurance: auto, motorcycle, recreation
vehicle, commercial auto, personal watercraft, boat,
all terrain vehicle (ATV), and Segways

« Fourth-largest U.S. provider of auto insurance

+ Independent Agents: largest writer of private
passenger auto insurance

- The largest U.S. provider of motorcycle
insurance
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To what extent does your organization currently use
Net Promoter Score?

O It doesn’t
4 It's in a satisfaction survey
O It's a Key Performance Indicator

d It's Embedded in the Operational Process
d [ don’t know
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How Likely is it that You Would Recommend Company
X to a Friend Or Colleague?

Customers can be grouped into three distinct categories:

° Promoters 9, 10

Loyal to the company and will tell others to do business with Your Company

* Passives 7, 8

Satisfied customers but can be persuaded to abandon us for a competitor

* Detractors 0-6

Dissatisfied customers
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Extremely
likely
% Promoters
9-10

minus

Source: Fred Reichheld
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“Would you recommend us to a friend?”

Probes both dimensions of loyalty....

Head - Rational

Heart - Emotional

» Best features
» Best service

» Best price

* They know me
* They value me
*» They listen to me

* They share my values

Advertising is the Tax you pay for not being remarkabile..... Robert Stevens — Geek Squad
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The
Journey
Starts
With
The

CMO’s
Mum

Would You Do
That to Your
Mum??




I Don’t Underestimate the Value of a Good Rallying Cry
but also NPS®.....

- Requires A Clear Link to Financial Results

- Requires Serious Resourcing

- Needs Solid Leadership Support

- Must Have Middle and Front line Involvement
- Requires Good Measurement Systems

- Needs A Feedback Loop

* Requires A Serious Confrontation with “Bad Profits”

®Net Promoter & NPS are registered Trademarks of Bain and Co. Inc, Fred Reichheld and Satmetrix Systems, Inc .
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One Month Increase in Policy
Retention Translates to More than...

$1 Billion of Additional
Earned Premium!!!
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Knowing Your Economics

Lifetime customer value segment X
(NPV, indexed)

12001
+147

SOwW
Recommendation

Retention/Churn

1007

Base profit Base profit Base profit

Retention/Churn

Recommendation
SOW

Acquisition cost

e Passive Promoter
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Requires Serious Resourcing

Net Promoter Score Report
|Segment Net Promoter Score
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Solid Leadership Support
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Middle and Front Line Involvement

*Front Line Knows this Already
‘Middle — a Challenge




The Daily Work Experience: How It Feels To the Rep
Creating an Honorable Job for Employees

Customers (80% NPS)

Employees (14% NPS)

Source: Fred Reichheld
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*Reliable
Consistent
sAccurate

A Single Currency for All functional Areas
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Needs A Feedback Loop — Verbatims are a
Treasure Trove

‘Integration with Front Line Work Flow
*Alchemy

*Making it Personal

Comments Ticker » More on NPS Report
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I Closing the Loop Promotes Accountability

Customer Completed surveys

Data
warehouse

improve!

Product
calls Customer Process

Results entered in

Rep or Manager Dbase for

Tracking/Analysis
People
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Read the Angst with Your Process
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ID Cards

Comments NPS 10%

o - o o
Strengths 19%, NPS = 60%  It's too soon to tell, however the enroliment

% of Positive | Topic process and delivery of our insurance cards
Comments were swift so that was a real plus!

_ » Enjoyed the responsive attitude that used all
63% Fast delivery

current technology to get my cards live time
20% Online availability (temp ID) and not waiting for a week. Great stuff!

Opportunities 81%, NPS = -2%

. : i
% of Negative | Topic » ... do not receive my cards unless | call!! I've
Comments been told that they come with my renewal
packet but never do! Just the Disclaimer and

73% Missing or slow delivery Legal jargon. No Cards!

* If there are two drivers and two cars on a policy,
send four cards so each person can carry one

6% More cards and have one in each car.

8% Incorrect information

Like Paper or Plastic 7?7?77

o ez wawbeyondphilosophycom 2




NPS Exercise

NPS Survey Comment:
“No complaints, except that the electronic bill pay service did not work for me. | wanted to set up recurring payments, but could not.”

NPS for EFT prior to actions: 38

Decomposition of NPS: Fulfillment EFT NPS
Complete 45
Fail 26
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Put science around what
may sound irrational

-Eat Your Own Cooking
*Seek Out Friendly Fire
A careful look at Fees

‘What happens in “bad
times”
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Progressive Insurance — Where on the Journey?

NPS “Sacrifice”

Recommend buried in larger
Survey

Owned by Research Group
Not Understood by Org

NPS Diagnostic

Acceptance as new Perspective
Cornerstone of Analysis

Jointly owned by Marketing &
Business

No Change

Burning Platform for
Change

NPS Implementation

NPS perceived as a Change enabler

Cornerstone of customer relationship improvement
Jointly owned by business leaders and frontline

Mobilization for
Sustainable Change

NPS Full Potential

Customer Advocacy permeates culture

Org focused on creating Promoters and reducing
Detractors

Embedded in operational Processes

Profitable Organic
Growth
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Progressive vs. The Industry

Objectlives and Policies Scorecard

Financial Results Target | < 2000 2008 2007 5Yearst | t0Yearst | Margin
Underwriting margin — Progressive 4%, 8.4% 54% 7.4% 9.3% 9.1%
~ Industry? na TJ% (.2)% 1.7% 2.3% 2%
Net premiums written growth — Progressive (a) 3% (1)% (3)% 1% 9%
- Industry? na 5% (1)% (1)% —% 3%
Policies in force growth — Personal Auto (a) 5% 2% 2% 3% 7%
—Special Lines (a) 3% 7% 8% 8% 13%
— Commercial Auto (a) (5)% — 7% 4%, 15% G rOWth
Companywide premiums-to-surplus ratio (b) 2.8 3.0 3.0 na na
Investment allocation —Group | (c) 20% 18% TS na na
- Group |l (c) 80% 82% TS na na
Debt-to-total capital ratio < 30% 27.5% 34.0% 30.6% na na
Return on average shareholders’ equity (ROE)? (d) 21.4% (1.5)% 19.5% 18.8% 19.7%
Comprehensive ROE* (d) 35.5% (13.3)% 17.7% 19.5% 21.1%
1 Indexed NPS Trend ) Relative to Industry Trend
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Any Questions?

Other than Would You Do That to
Your Mum?

London Office: 0207-917-1717
Atlanta Office: 1-678-638-6162




