TRAVEL
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Your Trip to Orlando
You have a trip to Orlando, FL

ew your trip details.
Expense Approval

Steven has a $469.42 expense [
report from JETBLUE AIRLINES ? -
and two other merchants. R

F DUE TODAY

3
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Digital Workplace
Assistants

How Liberty Mutual Uses a Digital Assistant to Support 50,000 Employees.

Benefits Reminder
Act now to make changes and
cusiomize your benefits plan. '

DUE TOMORROW

Leadership Forum

You appear to be in the Austin,
TX office. There is an open
Effective Leadership event today.

Jax ToDAY
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The Workplace is Moving into a New Era

The technology powering the workplace is undergoing a fundamental shift

Intranet
Email
Productivity Applications

File Shares

Corporate Directory
Unified Communications

Instant Messaging

Large Monolithic Systems

Early Internet

2000s



The Workplace is Moving into a New Era

The technology powering the workplace is undergoing a fundamental shift
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Early Internet Digital Workplace
2000s 2010s

Mobile
Wearables
Cloud Apps
Data Science
Social Intranet
Messaging

Video Conferencing




The Complexity of Today’s Workplace

Digitizing processes and transactions has led to enormous complexity B bmcR q
emedy
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And From this Complexity

We Heard From Employees...

Employees were frequently missing important
announcements and time-sensitive reminders.

@ Missing Important Communications

Delayed Approvals

@ Managers were losing approvals amongst other emails,
blocking important work or requests from being completed.

o Cognitive Overload

8 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.

L— Too Many Steps

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

Time Wasted Context Switching

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

Disconnected Corporate Systems

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.
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the future of the workplace




‘s not information
rload. It's filter
ilure”

Clay Shirky

NYU Professor / Media Consultant



Background

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

In 2014 we iterated through prototypes of the tool
and evolved the digital assistant based on employee
feedback.

In early 2015 we did our official launch of the digital
assistant with Liberty Mutual managers first, followed
by the remaining 50,000 employees.

eeeco Carrier & 421PM

Workgrid

Management
Meeting

] -—p

People Finder myConnections

1 e

My Time Off My Team

My Payslip




Workgrid at Liberty Mutual

The Employee Response to Workgrid (myHub) was Overwhelming!

a MONICA
Jan 29, 2016 11:33 AM
| love it!
Helpful Like Report Abuse Reply
o Deborah
@

Jan 30, 2016 8:21 PM

Love myHub!

Helpful Like Report Abuse Reply

= Shavonda
Mar 16, 2017 1:34 PM

Love My Hub just a few simple clicks to view
FTO/Payslip

Helpful Like Report Abuse Reply

Nathan
Jan 29, 2016 11:03 AM

The "myHub" tool has already proved itself to be an
excellent addition to my everyday work. Seeing that this
is only the start and there is still more to come, | can
only imagine how much better it can get. Looking
forward to it!!

Helpful Like ReportAbuse Reply

Jennifer
Feb 2, 2016 7:44 AM

I love this tool. &

Helpful Like ReportAbuse Reply

Steven
Jan 29, 2016 6:01 PM

As a manager, | LOVE myHub. | like seeing my FTO

balances, and approvals that need to be taken care of.
Thanks Liberty for this time saving tool!

Helpful Like Report Abuse  Reply

a Kate

Feb 2, 2016 7:50 AM

myHub is incredibly useful. Thanks for all the hard work!

Helpful Like Report Abuse Reply

»  Donna
Feb 8, 2016 10:43 AM

| think it is a great little tool. | have begun using it every
day.

Helpful Like Report Abuse Reply



Workgrid at Liberty Mutual

The Employee Response to Workgrid (myHub) was Overwhelming!

The #1 word employees used
based on sentiment analysis at
Liberty Mutual to describe
myHub was ‘Love’.

v Click Very Yhml *iegon-m_

i ppmveﬁi-i"ﬂ'

e Km:e Acce

Nancy

| love the new myHub - saves so much time by avoiding logging in to other programs. Everything is right
there for you. If you haven't tried it yet, | highly recommend it!

1 Comment
‘/ Debi
9 | completely agree with you, | like the idea that all of your FTO balances are right there at your fingertips.
rsLike (0)  Report Abuse
/ Carla

Love the new myHub functionality!!!! 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!!!



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.

40% Internal Comms Increase / 90% Adoption Rate

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

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

Reduced Impact of System Migrations . Millions in Savings Each Year

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

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




The Workplace is Moving into a New Era

The technology powering the workplace is undergoing a fundamental shift
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The Workplace is Moving into a New Era

The technology powering the workplace is undergoing a fundamental shift
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Employee Experience

- Simplifies the employee experience.

WORKPLACE HUBS

" Reduces the noise, saves time, and allows
~ employees to focus on their primary work.

X Provides a consumer-like experience that

/4 employees actually enjoy!

A /

Intelligent Workplace

2020s



Employee Experience Matters

Employee Experience is a Top Priority for Most Major Organizations

& Employee Experience Leads to Great Customer Experience
“Studies have documented a clear statistical relationship between increases in frontline
engagement, increases in customer service, and revenue growth.” - Deloitte

& Engaged Employees Lead to Increased Revenue

“Highly engaged employees help grow revenues,” according to Bain & Company “ - as
much as two and a half times more than companies with low engagement levels.”

&) Attract and Retain Talent
Technology that makes daily work easier, allowing employees to focus on what matters /
what they were hired to do, improves job satisfaction.




Employee Experience Matters

Today’s Workforce Expects...

§) Consumer-Like Experience
Easy to use, intelligent, and fast.

& Mobile Enabled

Being able to access information and capabilities from
anywhere at anytime.

&Y Personalized

Personalized employee experiences dramatically
increase engagement.



How it Works



ECHO

Employee Content & History Online



WORKGRID

Employee Content & History Online



WORKGRID
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Improving Employee Experience
By Simplifying Technology Complexity
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Improving Employee Experience
By Simplifying Technology Complexity
“Clear my calendar tomorrow”

“YATiassian
—— [& concur.

ANALYTICS

_Taleo CLOUD @ “"@

SOGIAL g Y @7l
riba [ i o o
SAP Arib MOBILE @ A . « p &
: i ¢

™M
G Suite “Updating your calendar”

v slack “Letting your team know”

CHROMERIVER

AON i

workda y. “Scheduling in the HR system”




Digital Assistant Components

B8 8 [ mausery
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[ 1
= Profile :
To Kemow
= -
roy Camparo
&) o8
To Do

A Parsonal
3 v

Management
Meeting

20,
igs «%

People Finder  myConnections
¥
My Team g
) f

My Paysiip Quick Links My Time Off My Team

Fay Date

AT —

2T
J

My Assets

by, App Portholn & 581
194 St Regay

My Office My Payslip
Winw yous ik croed davcans

anc sohwane

Intranet Toolbar Mobile Application

New Hire Request

Desktop Notifier App



Benefits of Digital Assistant in the Workplace

= C  [ntpz
% Apps [ music G mino [ oesioN (G work (G FooD

) | L . @
_& No need to replace your existing intranet. :
My Work
BN
New Hires

_& Make your intranet the door to your digital
workplace (by mixing content with
functionality/transactions).

A Tina Lai Starts, Wed 5/18
Team Manager -
aw
In Progress: Logrst

Paul Judd Starts in 3 days
Sales Lead s
% N
Next Up: Assign Peer ' /

_ & Drive more engagement with your intranet.

Expense Report Levels

_ & Reach employees with communications
elevated outside email.

-~ Add another app



Smart Notifications

5-Year Work Anniversary

Help celebrate Kelly Banner's 5-
year Work Anniversary at Navit

Technology!

SAY CONGRATS!

ANNIVERSARY

Provides essential information to the employee
on a contextual basis, taking into account the
employee’s needs and preferences. Smart
Notifications have the gift of anticipation,
providing relevant information for upcoming

events.



Smart Notifications

ull Carrier ¥

FRIDAY, SEPTEMEER 8

(s, Unlike email, they expire (no need to To Know
manage / delete them). o
nnouncement
Today | am pleased 10 announce
the purchase of Bekon 6
//in Ensure employee has Seen the Technologies, our partner in... .
notification before it archives.
Department Change
/@5 Elevates company and team information e e o e "X
outside of email. o :

FYI

Your Trip to San Diego



Mixing Transactions and Content

Drives Hire Engagement of Internal Communications

C. Concur Travel
S 54 mins ago

Your Trip to Miami >

Your flight from Boston, MA (BOS)
to Miami, FL (MIA) is schedule for

BOS » MIA

American Airlines 1006

Departure: Arrival:

Feb 17 2018 10:03am Feb 17 2018 1:15pm
Terminal N Terminal B

Gate T9

TRAVEL

VIEW DETAILS

LIBERTY MUTUAL

Liberty Internal Communications
5 mins ago

5 Essential Tips for Business
Storytelling

Learn from Jacob Simpson, Leadership Communicator,

about the best ways to communicate your message.

WEBINAR

42 12

G Chrome River
Expense Report + 30 mins ago

Samuel Jennings
Expense Report

Summary

Security review of the new Miami
facility and stakeholder meetings.

-
{ EXPENSE

APPROVE REJECT

Kayleigh McKerson

Commented in Jive « 5 mins ago
Remote Desktop Connections in
OSX

I didn't realize MS RDC was available through the
App Store—awesome. I've had good success with
CoRD, an open source alternative, although | don’t

know if it's on the approved list.

VIEW CONVERSATION

SOCIAL

42 12



Smart Notifications — Where They Appear

Using Algorithms to Bring the Most Important Information First

wil Carrier 5

To Know

Benetis Reminder Smart Notifications can appear in

Act now to make changes and
customize your benefits plan.

the ‘Priority’ section of ‘To Know’

— Priority Section

and also the ‘FYI’ section of ‘To

Know’

} FYI Section

LIBERTY MUTUAL



TO D O ull Carrier ¥

FRIDAY, SEPTEMBER 8

To Do

Aggregate tasks and approvals from
Benefits Reminder
across your SyStemS Act now to make changes and

customize your benefits plan.

J DUE TOMORROW

Highlight company or team tasks or
due dates N

APPROVAL

WORK TASKS

Manage your personal or individual -
oday

tasks alongside team or company _ =
M Update Website Specs

taSkS — DUETODAY Source: Project Mana D WORK TASKS

Today

D Updat

DUE TOI

Integrate with 3" party task systems P -

DUE TOMORROW Source: Time M3 0 Project Timesheet
o DUETO! Time Mana

0O Call Steven about invoice
— DUE TUESDAY Source: Procurement System

35 LIBERTY MUTUAL
Backlog



[

X

F Profile J
Motifications %, Liberty Gateway Personal Info

¥ Basic Info

Microapps

My Time Off

Approvals f -T—!:;:lh‘ljhﬁ E .-_ Preferred Name
® 1 80 B ?4 1 5 Employee Number

- hours remaining howurs remaining ftcamp002
About Me

Persistent micro-apps that highlight
important information from your work, -
employee systems, and more. ’ e campeno@imiscom

As of timesheat andin Mailsiop

038-5284

Email A

Seiti
otinge & Time Planner * Your first and last name and must match what
appears on your Soclal Security make a
My Future Hours Planned @ our name unti you ed it with the
= 3 % rity Administration.
Changes and edits in the im0

- Training 0

apps sync back to the Zee b Contact Info
source system.

} Home Address

My Team
P Emergency Contacts

Reduce the need for

o5 made to your information here will update

employees to log into many = 1 B

50 contact the HR Support

Pay Date

systems. RO DO 1

\iew your assigned devices
and software

36 LIBERTY MUTUAL



Workgrid Survey x| - et

Notifications Select your Health &

Pulse Survey - Due 2/19/2018

_ Wellness Plan
HHll Pulse Survey - Workgrid

WORKGRID Assistant

& Wellness

Please take a moment to let us know how the

Captu re i nfo rm ati O n fro m e m p I Oyees ; Approvals Workgrid Assistant can make your day better N " rote o & el ) .
1 ease select your ea eliness benefits
take quick pulse surveys, and more. o plan from the opions beov:

[}
About Me Health & Wellness 0 US Healtn Plan A

[ C__c R your Health & O US Health Plan B
& @ Weliness Plan O US Health Plan ¢

Assistant

O Opt out, No Plan
To Know Employee Work Arrangements

Please update your regulas work location(s) and
work schedule below.

Settings O Health & Wellness benefit plan enrollment ends
this Friday 1/19/2018.
You can easily submit your plan choice here.
Conduct Your Interim g Where | Work
MCDC Discussion by Oct. 30th Boston [0001)

o}

Approvals TS
@ Add a Liberty Mutual Office
@ Add a Home Location

v My Tasks

About Me

O When | Work
@ Standard Workweek

Employee Work Alternate Work Schedule @

Arrangements Due 1/17/2018
[J Meet with Gillian

Please venify our records are correct for your

current work amangement

Due 2/15/2018
€ Where | Work

100% Boston [0001]

[J Annual cbjectives due

Work Arrangement Policy. (2

37  LIBERTY MUTUAL



Workplace Chatbot

38 LIBERTY MUTUAL

Answer common questions and
complete tasks

Integrates with 3" party business
software and custom company
applications

Hybrid answers from Workgrid

Assistant and Humans in Real-Time
(Useful for Help Desk / Call Center call reduction)

ull Carrier &

< To Know

Ask

Quick Actions

=y

Next company
holiday

O

View my
payslip

£ 98% (M )

/A

Show my What's on the

vacation time cafe menu?

(]
o 84 o
Schedule a View more
meeting quick actions

Hi Susan, i'm your Digital Assistant.

Type 'Learn More’ to learn more
about what | can do.

Schedule me a meeting with
Brandon Childs G
<

o



Business Case: Smart Notifications

Overview :
With smart notifications, Liberty Mutual consolidated approvals and notifications into one view Li berty Mutual
outside of email. Approvals and notifications can be directly actioned from the digital workplace vs. Case Stu dy

the native system of record, removing the productivity burdens of context switching between
applications.

90% adoption by managers

Calculation Annualized Value performing approvals in digital
assistant vs native system.

Approval Time Savings

Significant time savings (754,962 approvals) * (45 secs Over 9,000 5 minutes saved on average per
per transaction to action saved per approval) Hours Saved week per employee

approval (login & clicks)

Approvals $$ Savings (566,221 minutes saved) * Millions of dollars’ worth of
Reduce time managers (avg. employee } $639,829 reclaimed oroductivit

spend on approvals rate per minute) Y Y.

Notifications $$ Savings _ )% (50.000

Move notifications outside (> Min Per wee )™ (50, } 70% Reduction in number of clicks
; il and i ’ employees) * (avg rate $6,720,000 . .

of email and time spen per minute) required for employees to obtain key

searching information




Business Case: Mobile Help Desk

Overview

Liberty Mutual

Case Study

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.

Chatbot

Objective (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
chatbot

Increase Satisfaction

93% Expense reduction per help
desk transaction

S @ 2 FTE capacity savings annualize*

(eNPS)

*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



. | INDEVELOPMENT |
Conversational Hub

Workgrid enables voice and text conversation across devices and applications
when configured as your enterprise workplace hub.

. . Natural
Alexa, ask Workgrid about the time Language Intent
off polic ’ : Recognition
policy. Processing
Conversational Engine @
Hey Google, ask Workgrid to book ) Learning
Productivity Management

me a meeting with Sarah.

Conversational Analytics @

Project
Management

@Workgrid, unlock my iPhone e ———

Your Systems

‘g:? Workgrid

41  LIBERTY MUTUAL



[N DEVELOPMENT |
Knowledge Hub

Tapping into enterprise knowledge to reduce help desk calls and improve employee
experience using conversation

Natural
Intent
Language

Recognition

_ i

Knowledge
Authors

What's the parental leave policy?

Conversational Engine

How many vacation days do | have left?
How do | access the guest wifi network?
Orchestration Engine &
Knowledge
Sources

When is the next company holiday?
@S@ Workgrid

42 LIBERTY MUTUAL

Knowledge

Conversational Analytics Hub
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