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Aviva company background

Aviva Australia is a part of the global Aviva Group

Up until October of 2003 they were known as Norwich Union

Aviva Australia represents three operating brands which offer savings, protection and investment products:
e Aviva,
* Aviva Investors, and
* Navigator.

Aviva mainly distributes its products through independent advisers.

In Australia, Aviva is one of the top ten life insurance companies.

Aviva have State based offices in Sydney, Brisbane, Perth, Adelaide, Hobart and Cairns. The head office is in
Melbourne and is also the location of their contact centre.

The Aviva Australia contact centre employs about 115 staff members the majority of whom are tasked as inbound call
centre agents

In October 2009, Aviva formed part of MLC & NAB Wealth
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Background

The contact centre solution evolved from call centre technologies and ways of thinking, common in the 80’s and early
90’s within small to medium sized call centres.

As Aviva expanded, so did:

* the number of administration extensions,

» the number of 1800 and 1300 services

» the number of supporting elements including desktop, CRM and other applications
» the related back-end processes.

Result was:
» High take up of PBX features
» Retention of some outmoded ‘PBX centric’, call handling principles

» Complex solution spanning various different vendor technologies and call handling mechanisms

A simple solution being handled in a complex way.



(Protection CS / Underwriting - 1800 626 110)

( Super Solutions - 1800 814 899

( DPM - 1300 367 236

( Premium Choice - 1300 880 064

Enevita - 1300 852 933

Enevita - 1300 852 966

First Capital - 1300 8563 244

Top 200 - 1300 723 832
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( Portfolio Focus - 1300 769 613

(__Protection Support — 1300 666 236

C Aviva Advisor Services - 1800 442 942
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( Investor - 1800 663 710 / 1800 802 802

( Marketing - 1800 647 245

(___software Support - 1800 338 151

( St Andrews - 1300 769 816
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GVP Primary

Initial call
treatment
including open/
closed check,
agent login
check and initial
announcements

Target
Agent

IVR Treatment

GVP — Backup
server

In the event of GVP
Outage, services
are directed to GVP backup server
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Operations Overview |
Service Proposition AVIVA

Relationship Customisable

Administration/IT Core Strength & Differentiators

Product, Compliance, HR, Finance Mandatory

Technology is helping transform administration and client services into a competitive advantage which
Is difficult to replicate



Operations Overview B
Service Culture AVIVA

Drivers

» Listen to customers
* Make it easy for customers to do business with us
* Provide staff with systems that “make it easy” to deliver quality service

» Take the “service leadership” position in the industry through differentiation. For us this means a
relationship based model

* A culture of outperformance

The results!

» Currently ranked No. 3 for Operational Management for Navigator — Wealth Insights Benchmarking Survey

» Currently ranked No.1 for Operational Management for Protection — Taylor and NMG Industry
Benchmarking Surveys

» Life Company of the Year — Ranked No. 1 for Operations Management — Plan for Life / AFA
* Finalist “Most Improved Platform” — AFR Innovations Award 2008

* Finalist “Best Platform Service” — Wealth Insights 2008
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