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Liberty Mutual at a glance
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The year was

2013
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mylberty.Imig.com.‘en-us/Pag D = C X || M mytibety

myLiberty
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Profile | myFavoetesw |Feedback | Job Mosting

ple. sites. and :

yplications

Welcome! =N
Static Intranet Quick Links
featuring i 9 ' @ A Bold, New myLiberty Experience Entwones Minimal
= : [*] Benefits, Career, Rowards personalization
?ompanY news, (L2 Sorvil e i Rty Compliance, Emergencies, IT Help b .d
information, (© Bringing Sockal Media 1o Yosr Home Page Appiications and Tools esiaes

P Complence Hekplne favorites.

policies, . Lwi: “New Light" TV Spots R
documents. (@ Daity 2014 FIFA World Cup™ Updates

More News ®

OUR PRINCIPLES
LwL: “New Light” TV Spots Released

June 30 marked the launch of Personal ihsurance's latest ad campaign, which imates consumers to “see
nsurance in 8 whole new kght™ " Read this Life with Liberty article to leam move

* Wo behave with integrity.

* We treat people with dignity and respect

* We atiract, develop and engage talent

* We defiver an exoaptional cusiomes experience.

+ Wo continuously improve and innovate

myConnections arh * Wo exacute horoughly and seek axcelence

Sean Smith 5 Wy Communities B8 OventewiLobties £ inbax
- mySBU/Department .
. What's going on? () intormation Technology
% Status Update (= Write 3 Biog Post ' Start a Discussion
§ On-demand learning
Activity

; opportunities for
View all Actaty '. | IT employees

\




Shift in Workplace... Cloud, Digitization, Pointed Apps

The technology powering the workplace was undergoing a fundamental shift

Mobile
Wearables

Cloud Apps

Data Science
Social Intranet

Messaging

MOBILE Video Conferencing

Early Intranet Digital Workplace
2000s 2010s



The Complexity of Workplace - - Ba

Digitizing processes and transactions has led to enormous complexity B bmc Remedy '
G Suite

Y geornerstone

AONHewm m W

-
2
CHROMERIVER m

CA Clarity PPM

SOCIAL

4% slack

MOBILE

J Office
ORACLE
EEE
ORACLE E-BUSINESS SUITE - o

Workplace Experience



And From this Complexity

We Heard From Employees...

Missing Important Communications

_S/ announcements and time-sensitive reminders.

Employees were frequently missing important

Delayed Approvals
@ Managers were losing approvals amongst other emails,

blocking important work or requests from being completed.

o Cognitive Overload

g With too many systems for employees to use, key
information and tasks were spread across multiple systems
wasting valuable employee time and increasing frustration.

Too Many Login Screens
&] Many systems do not support Single Sign-On, requiring

employees to manually type their username and password
over and over.

Too Many Steps

If often took 10-15 clicks for employees to complete simple
transactions like approving an expense report or
timesheet.

i

Time Wasted Context Switching

Employees would lose valuable time jumping from one system to
another to complete tasks or lookup common information.

Poor Perception of IT / Corporate Departments

With each corporate department buying their own best-in-class
Saa$S and vendor systems, it left a siloed impression of these
groups.

Ignored Intranet Content and Communications

Information on the company intranet and other communications
weren’t personalized enough for employees to actually stop and
read.

Difficulty Finding Information

Employees didn’t have a single tool to ask basic employee
questions like “what is the time off policy?”, "what's on the café
menu?”, or “how do | report a system outage?”

Complex Employee Experience

With no system to bring it all together, each vendor or SaaS
product had a completely different user experience from the other.




CONNECTION
ANALYSIS




‘s not information
erload. It's filter
llure.”

Clay Shirky

NYU Professor / Media Consultant



Our Aspiration

66

“This completely changes
our employees’ daily lives.”

29



Our Aspiration

66

“This completely changes the way
you think of a digital workplace.”

29




Our Aspiration

From:
“a hundred difference places to go”

To:
“A central digital hub — but also embedding
the digital workplace everywhere”



VISION: Best in Class Digital Workplace Experience

Deliver employees with a personalized and engaging experience that enables users to easily access
content, people, and streamline work processes when and where they choose, in order to improve their
overall productivity by leveraging best in class technology.

Four Core Pillars:

. Achievin
Anytime / Engaging & Enabling Operationgl

Anywhere Intuitive Productivity Excellence




Journey

From idea to concept...

16  LIBERTY MUTUAL/WORKGRID SOFTWARE



Software Development Shift

Design Thinking: Lean & Agile: Micro Services




Research

Using design thinking principles to
understand users and their pain points
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Building Out Our Digital Personas

Call Center Road Warrior Admin Connector Manager New
Carla Roger Addy Connie Max Nathan

Customer Facing Customer Facing  Office Professional Office Professional Manager New Employee
Call Center Field Rep. Stationary Roaming

\L!
{ N5




Road Warrior Roger

Plano, TX | WFH 3x/week,

rarely in office, lots of driving

“People call me day and
night, all the time. That’s
L how I get referrals.”

Sample Roles

+ Sales Representative
» Territory Manager

+ Claims Resol. Spec.
* Underwriter

» Field Counsel

Tech Devices

+ Laptop

» Surface Pro Tablet

+ BYOD iPhone (w/
hotspot)

About Me

It's all about sealing the deal — I'll answer my own phone in the middle of the night if it means
making a sale! | also work hard to develop and maintain relationships with agents in my region.
They ask for a lot of policy reference material so | like to get that to them ASAP so they can
follow up with their own customers.
My Experience/Goals
| want to quickly and easily locate info for my agents and send it to them
* Inthe systems | use it’s really important that | can tell immediately what is an FYI vs. what |
have to take action on—and by when
* | need to get notifications about new leads as soon as possible
* If news is important, | expect that I'll hear from my manager at the weekly huddle
* | need to stay organized across 3 different devices

Pain Points Delight Me (Opportunities)

* Mobile experiences are sometimes «  More accurate search results
inconsistent with the web version so | have to

keep track of what's different » I'd like to categorize myFavorites

» Help me stay organized whether I'm in
the office, at work, in my car, at home,
or somewhere in between (car
dealership, credit union, etc.)

* So much content on myLiberty; it's hard to
find info I'm looking for

« Search can be hit-or-miss
* | hate feeling like | am wasting time

EDW Tools & Me Connections/Relationships

* | rarely casually visit myLiberty; | usually + Agents/ Customers
am there looking for info for agents «  Manager
+ My team has a myConnections page w/ «  Colleagues

regional updates/alerts




Field Employee User Journey

At the office.

Setting up meetings, scheduling

travel, sending emails, etc.

At the office.
Participate in team huddle.

"A lot of planning..figure
out who you need to see.
Construct your ‘milk

On the road.
Traveling to visit
customers/agents.

Team huddle on Monday for

Planned meetings.

Meeting with customers/agents

in my region.

"[My Sales Associate is]

At home.

Reviewing my notes, entering
data into systems, returning
emails, calls.

“If one page included every
fetiv.cssentialto me bain "If we had devices that had link that we use here in
30 minutes, 15 minutes on presy 5 9 built in data plans, we'd get personal sales and we only
Thu rsday. (P7, PIL Terito outofithe ofice. | dont way more work done” (P7. had to go to one place t
route™ (P5, Lead Sales hx 5 I Y know how | could be out of yanore one ' e g“ sne PR
R tative) anager I) the office as much® (P5) P/L Territory Manager ll) find it..." (P1, Lead Sales
Spresen Representative
Relatively relaxed 5 Reiaxiog: Can Satisfying. Need to
time, as I'm not on Nice. I'm not on resetin Helping agents reconcile my
the road. Get to the road, so | Productive Decwesn meet their nates In
come into the dcn‘:‘:aav':'llo Shaiean appointments oals Navigator or
office to prep for work a 3 5 et o
the week ahead.  nine-hour day (1 Indifferent. Gt calis o
day a week) Good to get info b"“:*“
from manager, (s ['get calie and Very tight Need to record
. but I could be texts while I'm schedule. Need to | my mileage and
doing other driving but can't pavemy notes. | submit expenses  Send follow-ups to
Annoyed. Niceto . things. respond, so part of m' y job. (admin work) customers at the
be informed, but = things can geta “"Want to do well by end of day if they
Need to print would like to hear \ little delayed the customers” need answers to
—m%% Wish | didn't news ASAP if questions
nee r the have to print urgent instead of Potential for T "
"ex‘t few days everything now waiting until this Wasaa e bt Sometimes need to g 9 Need to make sure
until 'mback 44 1) need for huddle it's also where | can | Pull over to make a o Ia:top, my notes are
in the office. i aak e call or enter othesihings hatd Wi entered into
t e Y something on laptop. phone. Both are systems... things
oA an ar Hotspot connectivity hard to use when may get a little
relevant can be iffy. Draining. Have meeting face-face delayed waiting Annoyed. This
Have to take updates/news. to drive long with customers. 1 don't have the until EOD is work my
care of things distances for Hinetnest to admin used to
my admin used meetings. rearrange do for me.
to do. g schedule if
Frustrating. to coordinate If | forget anything something
customers it slows me down. linexpected Inefficient. |
around my travel 1 either have to Traffic stinks! M: have to enter
schedule is wing it, orhopeto  gays are VERyy Aggravating. Can't  €Omes Up: info into 3
tough. connect online tight. If | get get ’;;’“d IVPN't different
somewhere. delayed it cuts into Cong'l; In::‘ can systems.
ti ! =
:'uyno"';':"& system.
D Territory Managers I:I Sales Representatives

[:‘ Claims



Building a
Business Case...

22  LIBERTY MUTUAL / WORKGRID SOFTWARE



MVP Release 1 Scope

Function Use Case Business Value

To Dos As a manager, | want to easily approve and disapprove items from various
applications, in one place so that | can improve my effectiveness & streamline
% workflow for my team.
*HR-Gateway * Remedy *iExpense *Time Mgmt * MCDC (Cornerstone) *
BuySMART

* Mgr Time Savings
» Mgr Efficiencies
* Reduced elapsed process time

FYI Notifications . « Mgr & EE Efficiencies
As an employee, | want to see notifications when my request has been taken action | , Erg!ployee Engagement

on (approved / denied / commented) «  Reduced e-mail

xj{f.' *HR-Gateway *Remedy *iExpense *Time Mgmt *MCDC (Cornerstone) * . . P
BuySMART Timely notlflcatlpns
* Reduced cycle time
Alerts As a Manager, | want to be alerted when an approval is pending escalation to my . Mgr Efficiencies
- Manager. As a HR manager, | want to be able to target and quickly send office alerts .
@ . - Employee safety & security
to inform and protect LMI employees . Reduced e-mail
* HR-Gateway * iExpense * Office Closure  * Subscribe to alerts for other offices

Profile & Personal As an employee, | want to see my remaining FTO days and holidays for my location | , Employee Efficiencies

o to better plan my upcoming time-off. - Employee Engagement
(5 * Personalized FTO Card « Reduced e-mail
& * Year-End notification for potential loss of FTO

* Holiday listing and FYI notification week prior to holiday

News As a Pl or Cl communications manager, | want to send targeted content based on - Employee Engagement
‘ @ demographics to better inform my departments and business unit .« Improved Awareness
* Pl Newsweaver * Exact Target P
My Work

As a Pl or Cl sales person, | want to view my performance against targets so | know
) how | am doing.
* Pl Salesforce dashboard display Dept/Personal targets

+ Employee Engagement
* Improved Awareness




Scope 1 Estimates

Feature /

Benefits

Calculation Notes

Annualized Value

Function
To Dos

Time savings since:
Approvals can be actioned directly from the

4 core approval systems
900,000 approvals & 600,000

5 minutes per week per manager

savings
5,000 managers
$67.50 Avg Mgr rate

- logins
Digital Workspace Card + 20 sec trx speed improvement $ 800,000
20 seconds per transaction and 30 seconds | © 30 sec login improvement
. » 5,000 managers
per login +  $67.50 Avg Mgr rate
Time savings since: * 4 core approval systems
Key Actions Items are consolidated into ONE| ° (F;educed e-mail & no searching
. . . » One-Stop location $ 1,350,000
list and outside of email. «  Assume 5 min per week time s ’
. savings
5 minutes per week per manager . 5,000 managers
«  $67.50 Avg Mgr rate
FYI Notifications | . . * Reduced e-mail & no searching
Time savings since: *  One-Stop location ] $ 500,000
Key Notifications are consolidated into ONE | * é\gﬁlﬁlgg U ECIAE L Sl
list and outside of email. +  $33.33 Avg EE rate
1 minutes per week per employee * 10,000 Employees
News and * 4 core approval systems
Business Metrics| Time savings since: * Reduced e-mail & no searching
. . ; i | + One-Stop location
Key Business Metrics (and News) are available in | ’ .
> dedicated Channel Assume 5 min per week time $ 1,350,000




Team
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Digital Workplace Organizational Model

Stakeholders/Steering Committee

Digital Workplace Organizational Model

Digital Workplace Chief

Manager Product
9 Owner

Product User
Owner /

System

Experience
/ Analytics

Analysis Business
Analysis

Platforms &

Customer Technology
Focus Build /

Support

Integrated digital workplace programs with an
overarching vision & strategy have started to
emerge as a route to delivering a cohesive employee
experience and increased business value

* There is a need to create a team that becomes the glue that
binds the separate parts of the employee digital experience
together, it's own entity

+ Ateam with a broadened view to develop and facilitate a
vision of all workplace technology that presents a unified
whole to the end user

» For the team to really have the mandate to effect significant
change, it should ideally sit in an independent
function....independent of Communications, Marketing, or
HR



ﬂ - - - Agile Decision-Makers

Program Portfolio Management (Steering Committee) represents the function ﬂ q
that has the highest-level strategy and fiduciary decision making responsibility ‘

in an enterprise portfolio. The PPM function has responsibility for strategy and “ “ “

investment funding, program management, and governance. R

Product Management is responsible for identifying Customer needs. They own the
Agile Release Train vision and roadmaps, pricing, licensing, ROI, and program
backlog. They drive Program Increment objectives and release content via

prioritized features and acceptance criteria.
2

‘-,—7/1'\7 ; : = * P
- ), Agile Program/Project Manager is responsible for “chief scrum master”

essentially facilitating program level processes and program execution, q ﬂ
escalating impediments, managing risk and helping drive program-level 4
continuous improvement. “ 0

Product Owner is the team member responsible for defining stories and
prioritizing the team backlog. The Product Owner is also 2 member of the

\, ‘ extended Product Manager/Product Owner Team, understanding and contributing
“ “ to the Program Backlog, Vision, and Roadmap.

Epic / Business Owners develop the business case, and when approved, work directly with
the key stakeholders on the affected teams to help realize the implementation. P



Agile Team of Teams

Program Backlog

(Epics / Features)

Team Backlog
(Stories)

Team Backlog
(Stories)

Team Backlog Team Backlog
(Stories) (Stories)

Product Product Product Product
o l.l Owner @ E)w:ecr 0 l.' Owner © ..' Owner
s ez e pais AN
il i Il M il
AGILE crum Scrum AGILE Scrum AGILE Sorum
Mast AGILE
TEAMS o aster TEAMS ° Master TEAMS . Master ° Master
o M o te M . e M o . A °
il nl ‘ﬁﬁ'
Developers & Testers I'I Developers & Testers ||l|| Developers & Testers ||I|| Developers & Testers llll]




Our Team: A Unified, Global, Agile Development Team

rience / Visual Design

DIGITAL WORKSPACE
PLATFORM & WEB TEAM

Web Services Team

H‘Jﬂ

—— —— —

Platform / Segurlty User Profile

29 Liberty Mutual Insurance IT Enterprise Technology Services




Future-Proof
Architecture
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Traditional Enterprise Application - Challenges

o. lol

WEB APPLICATION Challenges with the Monolith
& i

¢ [arge complex codebase (can be difficult for
developers to understand).

1 Gl Lo

Lo

e Slow IDE (need to build all code for it to work).

e Slow Deployment (a large single deployment takes
long to deploy. Hard to do Continuous Delivery).

¢ Hard to Scale (you scale everything or nothing).

¢ Slows Teams Down (functionality-f dt d
S E RV I C E BAC KE N D spend a lot of time coordinatiunrécdlggfo%weonct:s:nd e
(BUSINESS LOGIC) development)

¢ | ong-Term Commitment to Technology Stack
(Since all code is a single deployment, requires you to lock
into technology stack, hard to mix different technology
together)




Microservices

Breaking the Monolith into small deployable units based on functionality

g rgrign grgrgn
‘ar ‘ar ‘s s ‘aF ‘A ‘e ‘ar

WEB APPLICATION WEB APPLICATION

Complexity
reduced,

developer

only needs
to focus on
one service

at a time.

SNOILVYOIHdILON
STVAOHddY
311408d d3SN




Microservices — Faster Deployments

Breaking the Monolith into small deployable units based on functionality

g rgrign g rgrign
aF ‘@ aF ar ar ‘s a

WEB APPLICATION WEB APPLICATION

Small code
changes can
be deployed
out more
quickly, no
longer
requiring the
entire
system to be
deployed

pd
O
=
L
%
=
®)
Z
@

STVAOHddY
31140dd ¥3SN




Microservices — More Efficient Scalability Where You Need It

Breaking the Monolith into small deployable units based on functionality

;ol [el lo. e ngrigrgr
‘as ar Qs s ‘as ar ‘s as

WEB APPLICATION WEB APPLICATION

You can now
scale
individual
pieces of
functionality
instead of
having to
scale
everything at
the same
rate

SNOILVYOI4ILON
STVAOYHddY
STIVAOYddY
STVAOHddY

11404d "3SnN




2\
% ECHO Platform

Employee Content & History Online

Front-end
Cards

Back-end
(Microservices)

Source
Systems

67 Liberty Mutual Insurance

L]

Working in Smaller Scale: Cards and Microservices

i

= . o 2
o - %
o é - %
|_ 5,69 o
L g § 7
- ===t Im!
m X il i
Training Travel Employee Office / Real Estate Time
Data Data Data BEIE] Management
Data

IT Enterprise Technology Services

-



Creating Systems of Engagement

TODAY TOMORROW

2 |w—p

—0-

CIaimCenter'_’
ED

’ Systems of Engagement

Systems of Record

’ W workeench IE’|
e

Systems of Record



From Systems of Record to Systems of Engagement
Conceptually events fired within systems of record and processed by our service tier

= bme

Remedy
T ws

H
.

—

&» Liberty

EMPLOYEE

Gateway

I

-]

ws

WS

BuySMART

Powered by Ariba

]
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Micro SERVICES FRONTEND
(web)

New Hire

APPROVE REJECT RETURN

Provide one place to go to view and manage
work and information



Experience Layers Manage Complexﬂy

So employees don’t have to..

Digital Experience Layer

gornerstone 0 AWHewiﬁ L 7rello

= ™M

slack :
" T Yoamassian U cmovenver aQ

oo LYo 22 bmc Remedy JOffice

ORrRACLE .
EEEE
ORACLE CONCUR. E-BUSINESS SUITE T )

SAP Ariba /\\

LIBERTY MUTUAL / WORKGRID SOF IWARE



Prototype & Pilot
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Prototypes- Initial Concept

| Social Stream

| Asamoscuss { App cards (customized)

il
il i




About Me — Personal Information

4328 [Men]

Dtfice phaine

Edit location seilings »

Access to my profile, with location and communication tools

Vacation Time 3
“Crowdsourced™ apps, chosen by the user

| e

s =
Retirement Banafits

.

Caraar Advancaments




Team Information

“Crowdsourced” apps, chosen by the user

My Team Metrics Financisls

Team Vacations Cakndar Case Reaolution Procursmant Spanding
Levela

Approvals or other relevant streams,
chosen by the user

Expenze Braakdown

Team Training

Connects to team member profiles




Team Information and Tasks

Reassigning a task by dragging onto another person

Procursment Spending |
Levsis

<

Expenze 3

Travel Spanding

N




Personal Tasks

Task #2 Details

Fielated content

/l Additional achions can be available in the detail view

x Related content can be shown automatically 1




What’s New

T —

Mews or content item

News and content “cards” are prioritized by algonthm,
according to recency. relevance, and popularity

Mews or content item

Mews or content item

Mews or content itam

/

|

|

A separate “FYI” channel holds notifications
which are timely but not critical, and do not
require a response from me.

This cuts down on email, and lets me view
them when | have time

\“1
My social activity feed shows what's

happening in my circles




Pilot

« 2015 - First pilot to managers was launched.

Mobile application for approvals.
@ Check out myHub today!

Frustraled by logging into multiple systems o acooss
information — ke your FTO balance? myHub, your new

« 2015 — Digital Assistant launched to

my}hb (igital assistant, brings imely, personaiized information
beta group of employees as a and tasks ight 1o your daskiop
: i !
toolbar on the Liberty Intranet Carrier & 8:54 AM -
1 $tep In brNging Intuitive technology
myApprovals @ you to'y‘ou WOrKSpace
.
o with smarnt o your
—~. Change Assignment
Liberty
Gateway
—~. Change Assignment Due ¢
Liberty .

Gateway ibmitted b Te

—— Change Assignment Due Sep 03
cls‘;?;m Submitted by: Test Userd




Video

Launched video with prototype
and kicked off pilot group






Lindsay
Business Analyst



Deborah
Med Specialist



T

Jordan
Business Analyst



Gayle
Sr. Training Specialist



Design Thinking
Continued...
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Ideation session overview IT Innovation
SESSION: myHub cards development

We are answering the question: How can we make employee’s digital lives
more “joyful” through “cards” in myHub?

We will work in teams.

Techniques:

-  “The Wishing Game” — Icebreaker and brainstorming session. Teams brainstorm as many crazy
“‘wishes” as they can to answer the question above. Example “I wish we could have myHub tell me
what my schedule tomorrow looks like and recommend ways to make my day more effective.”

- From wishes to ideas — Teams will group wishes, then narrow them down to the top 5 ideas.

- Rapid prototyping - Teams will use templates to sketch out what their cards will look like and what
the cards will do.

- Storyboarding — Teams will storyboard a day in the life of an employee and show z\}:’%ﬁi Liberty Mutual.
how the card will interact in an employees “digital” life. - INSURANGE




Ideation- What’s in your Card?

myTRANSIT

Translation

Cafe Menu .
/i,fiCheerS How do | say...
TOday’s L English
Grillf Congratulatic E—
Entree recognition i jExpense >
Vegetarian “Your timely resporj
customer really mg
Thank youl”
Charges not yet expensed... [erent Ianguageo
Southwest.com $645.39
Hilton Garden Inn  $569.22
Congratulations Please make sure to expense these in iExpense
https://libertygateway.Imig.com >
ausau, une -
Way to Go Steve!

Thank you Steve for 7 yea
service and congratulation
anniversary! Your hard wol
is greatly appreciated = —

Travel Recommendation

83% of Liberty Mutual employees who
traveled to Wausau ate at “The Great Dane

Wausau, WI

% 2305 Sherman St

r—— L}




Launch

56  LIBERTY MUTUAL / WORKGRID SOFTWARE



The Employee’s Digital Assistant

Bringing you the information you need, when you need it, and in the right context.




Web and Mobile

The Digital Assistant will be available from the intranet and approvals functionality on mobile

myApprovals

James Pisciuner

\iwary New Hire
Y Joe Smith

{mery Termination
Siman Cowan

. Change Assignment OueNow 25

James Pisciuner

(e Change Manager D Now 28
Jenna Bargevin

Intranet Web Application Mobile App for Approvals

A Single Page Application (SPA) built to iIOS and Android native applications that
run within your web browser. expose the ‘Approvals’ functionality to mobile.



Time Line...

. Starting in late 2013, Liberty Mutual began work on Our Timeline
what would become a digital assistant for the
enterprise.

Beta Manager Employee

release release release

. In 2014, we iterated through prototypes of the tool and

. . Platform Capabilities
evolved the digital assistant based on employee

feedback. . p . %
January March June
2015 2015 2015 2016
. In 2015, we released the digital assistant, starting a ,
pilot to managers and later a pilot to employees... e N o

General Notifications g

. Early 2016, Liberty Mutual’s Digital Assistant released
to all employees...

. 2016- today... On going development, new
functionality & systems added



Digital Assistant Tour
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Digital Assistant Components

800 [ ey

€ &) &Secon thpe

eeeco Carrier T 4:21PM 22%m

A° B

To Do Management
Meeting

My Team

BT

Q.@
igi %

People Finder ~ myConnections

1 oo

Quick Links My Time Off My Team

gn O

My Office My Paysiip

Add Apps

Desktop Notifier App

Intranet Toolbar Mobile Application



mvLibertv

To Know

@

ToDo

Q
mn

About Me

=2

Ask

&) Activity

i Settings

Center

About Liberty ployee Center
SATURDAY, SEPTEMBER 14 v}
New —

|:( To: all U.S. managers

Employee contact information now
available in Peaple at Liberty

Managers can now view their employees’ home
address, personal phone number and emergency
contact information. Click here to leamn how.

ANNOUNCEMENT

New

|z To: all U.S. employees

Update your flexible work
arrangement

You can now update your flexible
work arrangement at any time.
Navigate to the “About Me" section
on the myLiberty toolbar and
select the "My work
arrangements” card.

[

ANNOUNCEMENT

TyE}_pense

Expense Report 010001458094

Busi /Department myConnections

CSearch

Make things better Corp. Identity System
i What's going on?
Be proactl\/e and MR Time Management System
/ challenge the status quo
: - Following IT Strategy and Planning
at posts from ) ¢
’.‘ cortexm‘lw.g:ﬁhop Employee Directory (VIPER)
Portsmouth, we shine when we
Thursday Febuary 7, 2019 problems - IT Hosting Services
My Tiles View all My Tiles ©

IT Org. Chart

Org. Bulletins
Company Photos derson joined
D: Workspace Desktop

H@L - Hiring at Liberty
Liberty Gateway
Job Postings

Employee Learning Center

Add a favorite Edit favorites

Submit photo £4 View More ('

myCompany Feature * Jan 31
Shining a light on new solutions

Emergency

Shine - Recognition B @ Information
My places (7' All activity (7'
arn more Shlne My Points
Snapshot B
Wall of Fame My History

Quick Links



Smart Notifications

/ Unlike email, they expire (no need to
manage / delete them).

/ Ensure employee has seen the
notification before it archives.
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all Carrier ¥

FRIDAY, SEFTEMBER 8

To Know

CEO Announcement ===

Today | am pleased to announce jf "
the purchase of Bekon @ !
Technologies, our partner in...

Department Change

Department change request for
Steven Anderson to department
01234. .
[ DUE TOMORROW

e
) ]
-

APPROVE REJECT

FYI

Your Trip to San Diego



@ Chrome File Edit View History Bookmarks People Window
x

To Know & To Do e ]

I Apps X Wiki E5GIF [[JTrello 5 Navit ESTech [1 Save to Instapaper

@ NAVIT TE

N\ Unlike email, they expire (no need to
manage / delete them).

/ ) Ensure employee has seen the
notification before it archives.

/ ; Elevates company and team information
outside of email.
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To Do

* My Tasks
F(

Aggregate tasks and approvals from | e @ @
across your systems

2 Weeks Out for Emily Rodenhuis

Now that you are clear on your role and the

Highlight company or team tasks or Pportance of effecive onboarding, there are

Approvals 2 Weeks Out for Emily u need to do to prepare

due dateS Rodenhuis

9]
[

Manage your personal Or indiVidual = = Visit Manager Center for more information on
tasks alongside team or Company ; jone = this card. i selecting a rt Peeras well as other helpful

informaticn on how to complete all Onboarding
tasks . » activities.
:
0 ere for a convenient printable version of

Congratulations on your e complete Onboarding Checklist.
new hire Emily Rodenhuis

Integrate with 3 party task systems
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Microapps

Notifications

Persistent micro-apps that highlight
important information from your work,
employee systems, and more.

Assistant

Settings =

Changes and edits in the
apps sync back to the
source system.

My Personal Sales Targets

Reduce the need for
employees to log into many
systems.

o Zone rank: 682 of 847

See Detalls
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myLiberty

—
h

About Liberty Employee Center Business/Depariment myConnections

My Time Off

Flexible
Time Off

My Team

rty Mutnal Organization Charts =

Gl Personal
] Holidays

aininy

Time Planner

Iy Future Hours Planned e
«* Fro 225
M Traning a

2= Travel 30

E Other o

Office Location:

Dover, NH-150 Liberty Way

Ofiice #

016C

Mail Stop:

My Payslip

My Assets



Microapps — Viewing Time Off

{5 myLiverty

TS myConnections H My Favorites Quick Links

Put people first
Act with empathy, dignity P
and L Latest posts from "Following™

Tmented on Expense

Liberty Mutual Inamg-y-ihy!s
We Build Customer Loyalty

From collaborating effectively 1 communicating ciearly, leam what two employees did 1o win awards for the core capability, . a as heipful
"build customer loyalty.™ -

commented on

08, leam more about the
of the 2017 Chairman's Award
this weekend

LIBERTY MUTUAL / WORKGRID Sq
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Microapps — Editing HR Information

LIBERTY MUTUAL / WORKGRID

© 88 /% myibenty

c0

Liberty Mutual |m§u.fuq 15
We Build Customer Loyalty

From collaborating effectively 10 communicating clearly, leam what two employees did 10 win awards for the core capability,
“build customer loyalty.™

and win a prize

myConnections

OUR VALUES

Put people first
Act with empathy, dignity
and reSpeCt Latest posts from “Following™

Photos at Liberty

My Favorites

Quick Links




Microapps

Persistent micro-apps that highlight
important information from your work,

employee systems, and more.

Changes and edits in the
apps sync back to the
source system.

Reduce the need for
employees to log into many
systems.
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myLiberty About Liberty

Notifications

Assistant

Settings L3

My Personal Sales Targets

& Zone rank: 682 of 847

See Detalls

Employee Center Business/Department

My Time Off

.ff Flexible teln Personal
Time Off E Holidays

My Payslip

Time Planner
My Future Hours Planned Q

fF Fro 225
i Training o
> Travel 30

B other o

My Team

My Payslip

Pay Date

My Assets

igned devices

myConnections




T a i I o r e d 0 pt i o n S @ Manage preference and settings for your apps.

To Do Manage apps

Q
')

About Me

Settings enabled employees to choose
which apps they wanted present within
the digital assistant.

8
@

My Profile

Displays a users profile information

8
@

My Time Off

Displays a user’s time off details

8
@,

Time Planner

Displays a user's planned events

8
@,

My Team

Displays a user's team details

8
C

My Payslip

Displays a user’s pay details

8
C

My Assets

Displays a list of a user's assigned technology and software

My Tasks

Displays a task list that is created and managed by the user

Work Arrangements v @
) . Allows a user to update their home/office work arrangements
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Chatbot

Chatbot added in 2017 to allow
employees to obtain answers to
common questions and complete
tasks

Integrates with 3" party business

software and custom company
applications
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myleerty About Liberty Employee Center Manager Center

|I
Notifications

EL'4

To Do

@

Approvals

About Me

Assistant

Settings @

Digital Assistant

—o o T
day a bit easier.

Ask me a question, or type
‘learn more' to get some
examples of what | can do.

Greetings, delighted to be
chatting with you today.

I need to unlock my iPhone

OK, | can unlock the device
Apple - iPhone 6 -

- Active - Company-
owned for you, Would you like
me to do this now?

Business/Departm



myLiberty AboutLiberty  Employee Center  Business/Department myConnections

<

£ Liberty Mutual News View More News © My Favorites Quick Links

Notifications Torchbearers
Serve | Give | Volunteer Work/Life
= 4 E efits Express

Liberty Gateway

LEARN MORE

Time Management

Work Life Solutions

<9

Approvals
myConnections H

o
A\

n at Liberty
About Me . R

[5\ A Liberty Mutual Insurance Group * 6h
Ak Organizational Announcement
Please read the organizational announcement about Global Risk Solutions.

Latest posts from "Following
Support Tools & Resources
joined

Digital Policies

Settings &

correct_answer_set

3s & Directory

in

t acclaim_added MIT Travel & Expenses
N buySmart

Expense Reimbursement

§ myTravel
Liberty Mutual Insurance Groug Liberty Mutual Insurance Group :

liked

ralt ch Unarades to Simolifv 1 if
ustomer Lovalty Tv‘x’lx‘:w.:\,u.‘.\, pity Lie

X EL

From collaborating effectively to Three new enhancements toour digital

communicating clearly, learn what two technologies will make it easier for you to ‘ @
d y W replied t E

employees did to win awards et the information that matters to you

w\‘
L 8 Al

®
——
“P‘.'
S




Communications & Surveys

myHub Note A Notification

Publisher Tool
Send tailored communications N
to groups.

Welcome Brett,

Notificotions created with myHub Note ore forgeted, action-oniented nofifications in the form of o cord on the myHub deskiop digitol
assistont. Under the To Know” fab, they can be prioritzed with the following color indicators

* Ared marking references o crifical emergency ond business continuity communication (i.e.  computer virus)
¢ An references on important employee business communication thot is urgent and must be recd within 1-2 days fi.e. ¢

messoge from the CEO or SBU/President lecder)
¢+ Ablve marking references o normol employee business communication that is not urgent [i.e. sign up fo attend the Cl fown holl)

Survey Tool
Captu I’e |nf0 rm atlon from ;:; tle(:d;\::’e{«;’;r: To Know tob displays crificol Teh: :,‘.m p;:'::” header 2 .:;W: :(r ::; ;c;:::bys I::':)Y:n:::?‘:“‘;::o‘: o 1o ot e
employees, take quick pulse

surveys, and more.

Card Examples

1 Sign up for the CI Town
Virus Alert: Increase in _)’ Hall
Phishing Messages

We've noticed an increase in suspIcous emals 15N Up y for the December 1 Commercial
and phishing atempts over the past 24 hours. Tune in to watch CEO | s live Town Mal Insurance Town Hall

I yOu feCieve 8 SuspICous emai. do not open it webcast on Oct 6rom2 -3 pm. EOT

Please forward it 10

Susp Qnbertys
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Outcome
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Benefits

Workgrid at Liberty Mutual

Simplified Consumer-Like Employee Experience 70% Fewer Clicks

Less systems to deal with. Less logins. 70% fewer clicks to obtain key employee
Less steps to complete tasks and access information, allowing employees to be more
key information, employees loved it — a productive.

system employees actually enjoy using.

90% Adoption Rate

90% adoption by managers, seeing 80% of
transactions being approved in Workgrid
instead of the actual source systems.

s |

40% Internal Comms Increase

40% increase in internal communications click-through
rates, employees no longer miss important
communications.

Reduced Impact of System Migrations

News apps are built on this platform, removing
employee impact of switching to new systems
behind the scenes.

Millions in Savings Each Year

Saving hours and hours of employee and
manager time, and reducing costs at internal
help desk.




Business Case: Smart Notifications

Overview
With smart notifications, Liberty Mutual consolidated approvals and notifications into one view
outside of email. Approvals and notifications can be directly actioned from the digital workplace vs.
the native system of record, removing the productivity burdens of context switching between
applications.

Use Case

Approval Time Savings
Significant time savings
per transaction to action
approval (login & clicks)

Calculation

Over 9,000

Hours Saved

(754,962 approvals) * (45 secs
saved per approval)

Annualized Value

of email and time spent
searching

Approvals $$ Savings (566,221 minutes saved) *
Reduce time managers (avg. employee } $639,829
spend on approvals rate per minute)
Notifications $$ Savings _
L : (5 min per week) * (50,000
Move notifications outside employees) * (avg rate } $6,720,000

per minute)

90% adoption by managers
performing approvals in digital
assistant vs native system.

5 minutes saved on average per
week per employee

Millions of dollars’ worth of
reclaimed productivity.

70% Reduction in number of clicks
required for employees to obtain key
information



Business Case: Mobile Help Desk

Overview

Liberty Mutual Insurance implemented a chatbot to drive efficiencies across its IT help desk

and improve employee satisfaction levels. The chatbot was piloted to all mobile users for the
following use cases: unlock phone, register/unregister devices, and sync calendar. After just
two months, Liberty realized significant benefits and large ROI projections.

Objective

Chatbot

(2 months)

Business Value

Reduce Average
Handling Time (AHT)

15 Minutes ’ 2 Minutes —_—

Reduce Average Speed
of Answer (ASA)

142 Seconds

Convert 5% of mobile

help desk call volume to 0 ’ 18%

chatbot

Increase Satisfaction 9 ’ 10 )
(eNPS) —

93% Expense reduction per help
desk transaction

. @ 2 FTE capacity savings annualize*

*Annualized savings/capacity calculated at a 50% adoption rate based on average mobile

calls per year and average salary data.

@ $222,250 Projected annualized savings*

@ 10% Increase in employee satisfaction



Workgrid at Liberty Mutual

The Employee Response to Workgrid (myHub) was Overwhelming!

y Nancy
The #1 word employees used
based on sentiment analysis at | love the new myHub - saves so much time by avoiding logging in to other programs. Everything is right
Liberty Mutual to describe there for you. If you haven't tried it yet, | highly recommend it!
myHub was ‘Love’.
2 Ve MY Regortence.. 1 Comment
QV Wu;ﬁ,
UThank o
y ».-' WF t e Q, | completely agree with you, | like the idea that all of your FTO balances are right there at your fingertips.
tLike (0) Report Abuse
s __u_al
hewfreatte
K Carla

Love the new myHub functionality!!!f Just got back from FTO and already used it to approve a BuySmart
request in about 7 seconds versus minutes of separately logging in and clicking around. GREAT work!!!



Thank you!

Email:
Janine.marchi@LibertyMutual.com

Janine Marchi

%’ Liberty Mutual.

INSURANCE

% @janineymarchi

m janineymarchi



