Jak Generali a Ceska pojistovna
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obchodnich znacek
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Generali Ceska pojistovna, lidr na
ceskéem pojistném trhu
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Generali a Ceska pojistovna, obé s téméf 200letou tradici, jsou
vyznamnymi hraci na evropském pojistném trhu. Na konci roku
2019 meéla Ceska pojistovna druhy nejvétsi podil na domacim
trhu, a to 21 %. Generali obsadila ve stejnou dobu Sestou pficku
se 7 %. V tu dobu jiz naplno probihaly pfipravy na spojeni téchto
pojistovnickych gigantl pod jeden brand Generali Ceska pojistovna.
S vice neZ 4 000 000 klientl a 29 % podilem na trhu se Generali
Ceskd pojistovna stala nejvétsi pojistovnou v Ceské republice
v roce 2020.



Klientska korespondence
bez chyb a chytra kontrola
noveno vizualniho stylu
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VIZE: NEZKLAMAT ZAKAZNIKA

Generali Ceska pojistovna méla od zacatku jasnou vizi — udrzet
zakaznickou zkusenost s nové zrozenym brandem na nejvy3si
mozné Urovni. TheVertical.Al vstoupila do procesu transformace
této obchodni znacky jako dodavatel chytrého feseni vystupni
kontroly tiskd pro zakazniky.

Lidské zdroje pro kontrolu odchozich dokumentd byly v tu dobu
v pojistovné omezené. Na manudlni kontrolu bylo vyhrazeno
v prdméru 20 hodin tydné. Z 15 000 000 dopist vytisténych
v roce 2019 v Ceské pojistovné bylo ndhodné ke kontrole vybrano
méné nez jedno procento z nich. Zajistit 100% spravnost vsech
nove pouzivanych log, nazvu, identifikacniho ¢isla, adres, kontakt(,
telefonnich ¢&isel a dalSich klicovych slov a proménnych bylo za
takovych podminek nemozné.

»Kdybych byl znovu u podobného spojovdni

obchodnich znacek, urcité bych chtél mit
k dispozici CheckErr.“

Vaclav Hruby

Senior manazer oddéleni Korespondence
a spravy dokumentd v GCP
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VYZVA

PROBLEMY V KORESPONDENCI

V Ceské pojistovné citili potfebu zvysit kvalitu kontroly odchozich
tiskG dlouho prfed samotnym slouc¢enim znacek. Tisténd
korespondence, byt jenom jeji malad cast, podléhala pravidelné
kontrole. Dokumenty odchazejici elektronicky vSak systém véasné
kontroly nemély. Chyby tak obcas unikly ke klientm. E-mailova
komunikace pfitom tvorila nadpolovicni vétsinu veskeré klientské
korespondence. To byl prvni katalyzator zmeény celého procesu
kontroly tisk( ve vznikajici Generali Ceské pojistovné.

Druhym wvyznamnym bodem zvratu byla nestastnd sekvence
dopisl, které opakované odesly se stejnou chybou urcité skupiné
zakaznik(. Spatna zakaznickd zkuSenost a zmény v obchodni
znacce predstavuji reputacéni riziko a leckdy i odchod zakaznika
ke konkurenci. Vécné chyby v dokumentech pro klienty pak
mohou navic vést k pravnim problémdm, necekanym vydajdm
a vysSetrovani ze strany Financniho arbitra.

S blizicim se spojenim Generali a Ceské pojistovny bylo jasné, ze
je tfeba pristoupit ke kontrole korespondence zasadné jinak.
Zapocalo tak hledani chytrého feseni postaveného na umeélé
inteligenci. Cilem byl pfechod z ndhodné a marginalni ru¢ni
kontroly dokumentl na automatickou kontrolu veskeré tisténé
a elektronické korespondence. Tento proces vyvrcholil nasazenim
nastroje CheckErr.

.Vertical. Al jsme si vybrali pro jejich agilni
pristup k reseni naseho problému. Védéli, o cem

mluvi a co presné ndm mohou nabidnout. Bez
problém se pfizpUsobili nasim standarddm
ochrany dat a GDPR.“

Vaclav Hruby

Senior manazer oddéleni Korespondence
a spravy dokumentd v GCP



Umeéla inteligence kontroluje 80 000
dokumentu denné
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KONEC NAHODNE MANUALNI KONTROLY

Oddéleni Korespondence a spravy tiskd se na tzv. rozhodny
den slouceni Generali a Ceské pojistovny pripravovalo s plnym
nasazenim a s CheckErrem po svém boku. CheckErr podle
ocCekavani Uspésné kontroloval wvyskyt pfedem definovanych
klicovych slov, zakdzanych slovnich spojeni, identifikoval zakazana
(pGvodni) loga a obrazky. Prekvapujici bylo, Ze CheckErr odhalil
i chyby, které nikdo necekal.

,VETili jsme, Ze jsme velmi dobre pripraveni

a Ze nam CheckErr jenom potvrdi chyby, které
Jjsme sami nadefinovali. CheckErr ovsem navic
odhalil prehlizené problémy v nasich internich

systémech a zpusobu sbéru dat. Pozitivhim
vedlejsim efektem zavedeni CheckErru bylo
urychleni nutnych procesnich zmén a zmén ve
vyuzivani nasi IT infrastruktury.“

Nikola Bozadziev
Senior business architekt v GCP

Jednalo se Ccasto o dokumenty, které nejsou odesilany
centralng, ale jednotlivymi obchodniky a likvidatory skodnich
udalosti. Ti pouzivaji Sablony, do nichz vkladaji vlastni data.
Proklouznout tak mohly napfiklad kontaktni emaily se starou
doménou, kterd se jiz neméla pouzivat. Od tohoto okamziku
nebylo pochyb, ze manualni kontrola nahodného vzorku
dopist, formuladrtd, e-maill, smluy, kampani a SMS se s tou
strojovou neda srovnavat.

,KdyZ objevime chybu v dopise od nasich
kolegl, mizZeme je na to okamzité upozornit

a situaci spolu vyresit. Bez CheckErru jsme
chyby v individudlIni korespondenci neméli
sanci odhalit.“

Zuzana Rybova

Metodik oddéleni Analytické
a procesni podpory CC v GCP
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TECHNOLOGIE POSTAVENA
NA ALGORITMECH UMELE INTELIGENCE

CheckErr vyuziva strojové uéeni na historickych datech, a to
nejcastéji v podobé& PDF souborl. Z nich pak wytvari modely
Sablon a proménnych, které se v nich mohou objevovat. Tyto
modely nasledné slouzi k identifikaci chyb v nové odesilanych
dokumentech. Vyhodou CheckErru je, ze stoji na samém
konci korespondenéniho procesu. Je nezavisly na internich
systémech, jako je CRM, a poskytuje tak nejspolehlivéjsi
statisticka data o celé klientské korespondenci.

V piipadé Generali Ceské pojistovny CheckErr systematicky
prochazi v prdméru 80 000 personalizovanych dokumentu
denné. VVyhledava klicova slova, obrazky, zakdazané grafické prvky
a neplatna data. Ve chvili, kdy CheckErr vwhodnoti dokument
jako chybovy nebo zachyti statistickou anomalii, odeSle dany
dokument do aplikace k posouzeni ¢loveku. Lidské zdroje tak mtze
Generali Ceska pojistovna vyuzit tam, kde to dava smysl.

»Rozhrani CheckErru je jednoduché a urychluje

ndm prdci s kontrolovanymi dokumenty. S jeho
zavedenim jsme neméli potize.“

Zuzana Rybova

Metodik oddéleni Analytickée
a procesni podpory CC v GCP

S postupujicim spojovanim Generali a Ceské pojistovny na vnitini
drovni, jsou krok za krokem do kontroly korespondence zapojovany
i dalsi chytré funkce CheckErru. Jde napfiklad o kontrolu
prazdnych stranek dokumentd. Ty mohou byt po Upravé Sablony
vyFazeny, &imz se snizuji tiskové a postovni naklady.

Mezi dalsi funkce CheckErru patfi kontrola spravného formatu ¢isla
bankovnino Uctu, ¢isla obcanskych prikazl a podobné. Algoritmy
umélé inteligence stoji za pokrocilejSimi funkcemi, jako je
napfiklad hlidani statistickych anomalii. Typickym pfikladem je
chyba v desetinném fadu na vyuctovani sluzeb nebo odhaleni
nesrovnalosti mezi rdznymi proménnymi, jako je neobwykld wse
pojistného plnéni u urc¢itého typu vozidla.



Korespondence je pod
kontrolou, setri se provozni naklady
a dobré jméno znacky posiluje
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Generali Ceskéa pojistovna dosdhla vyjimecné udrovné kontroly
nad zakaznickou korespondenci diky implementaci nastroje
CheckErr, za jehoZ vyvojem stoji TheVertical.Al. BE€hem 5 mésicl
CheckErr zkontroloval téméF 13 000 000 PDF dokumentu.
Odhalil vice nez 550 000 dokumentl s chybnym nazvem
spole¢nosti, témér 250 000 pripadld zakadzanych log, 13 000
chyb v adresach spole¢nosti a tisice dalsich vad v klicovych
slovech, v URL webovych stranek a v e-mailovych kontaktech. Dnes
je CheckErr v Generali Ceské pojistovné pouzivan rutinné jako
soucast procesu vystupni kontroly dokumentU.

CheckErr navic pomaha Generali Ceské pojistovné na cesté za
udrzitelnym a k pfirodé setrnéjsim podnikanim diky identifikaci
prazdnych stranek, které mohou byt z tisku vyrazeny. Celkova
kontrola korespondence snizuje potfebu opravnych tiskl. Kromé
zivotniho prostfedi se tak Setfi provozni naklady.

»S CheckErrem ted'kontrolujeme veskerou
korespondenci pred jejim rozeslanim
zdkaznikim, zatimco driv jsme méli moZnost

kontrolovat jenom maly ndhodny vzorek. Vadné
dokumenty diky tomu konci u kontrolniho
tymu, a ne v rukou zakaznikd, kde by
poskozovaly nase dobré jméno.*

Vaclav Hruby

Senior manazer oddéleni Korespondence
a spravy dokumentd v GCP
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Pustte CheckErr na svoje dokumenty.

info@thevertical.ai

THE
Al

From inception to completion, we build
products with Al deep in the heart.


mailto:info@thevertical.ai

How CheckErr helped Generali
merge with the first Czech insurance
company Ceska pojistovna

A story of the epic brand merger

® How GCP managed correspondence
issues that resulted from the merger

Q
iy F ,ﬁ)) Q ® How many faulty documents CheckErr cut
out from GCP's customer communication

® How CheckErr helped GCP reduce costs

® How efficient CheckErr is in partnership
with a human operator
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SCANNED PDFs
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Generali Ceska pojistovna, leader
of the insurance market in Czechia
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Control over client
correspondence
thanks to CheckErr

Generali and Ceska pojistovna have long been known as universal
insurance companies, and both have an almost 200-year history
in Europe. At the end of 2019, the domestic market share of Ceska
pojistovna was around 21%, which made the company the second
biggest insurance player in the Czech Republic. Generali was
ranked sixth with an almost 7% market share in the country. At that
time, these two companies announced their thoroughly prepared
merger and created the rebranded insurance giant Generali Ceska
pojistovna. With more than 4,000,000 clients, the newly born
company reached an almost 29% of domestic market share and is
currently ranked as number one in the Czech Republic.
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Avoiding costly mistakes in client
correspondence and keeping
the new visual identity neat and tidy
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KEEPING THE CUSTOMER EXPERIENCE
ON THE HIGHEST LEVEL

A brand merger is always a highly demanding process. In the case
of Generali Ceska pojistovna, nothing was left to chance, including
marketing and rebranding strategies. A crucial task was to keep
customers' experience with the brand at the highest possible level
and avoid reputational risks caused by messy correspondence.

At that time, the client correspondence team had just 05
FTE dedicated to the task of reviewing changed logos, the
company name and registration number, addresses, contact
information, phone numbers and other keywords and variables in
the outgoing personalised documents. Out of 15,000,000 letters
printed and posted in 2019 by Ceska pojistovna, fewer than 1% were
subjected to manual review.

Checking all the changes in thousands of correspondence
templates and outgoing personalised letters proved to be a huge
challenge. It was not just a matter of the company's reputation and
credibility. Incorrect information could also lead to serious legal
issues and substantial costs.

»,If someone asks me to assist in such

a merger again, | would undoubtedly insist
on using CheckErr.“

Vaclav Hruby

Senior Correspondence Manager
at Generali Ceska Pojistovna
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THE TURNING POINTS

The first turning point came long before the actual merger. As
usual, it was a mix of sudden circumstances and the right people
in the right places, that brought up an internal discussion in Ceska
pojistovna about the quality of existing controlling processes of the
correspondence outputs.

While printed correspondence was under not perfect but
systematic check, the e-mail correspondence, which accounted
for almost 60% of the entire client communication, struggled due
to a lack of early-warning mechanisms that could prevent the
occasional leak of faulty documents.

The second turning point, which showed how important it
is to update the manual review to something much more
efficient, came after an accumulation of faulty letters sent
repeatedly with the same error to a particular group of customers.
Trust and credibility doubts on the customers” side always pose a
risk of a client leaving for a rival company. Incorrect information
and discrepancies in insurance contracts, statements or other
docs may easily become a subject to examination by the Financial
Arbitrator. To avoid that, the goal to implement smart technology
into the correspondence output control was set.

Ceska pojistovna approached TheVertical.Al and opted for their
unigue solution. CheckErr was implemented into the process of
document analysis as a high-performance instrument for error
detection.

,Vertical. Al team delivered the proof of concept
extremely quickly, knew exactly what they

were doing and how they could help us. Plus,
they were able to meet our data protection
and GDPR policies with no problem.“

Vaclav Hruby

Senior Correspondence Manager
at Generali Ceska Pojidtovna
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Over 80,000 documents checked
daily by Al-powered technology
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LEAVING THE RANDOM
AND FRAGMENTARY REVIEW

With the merger coming, all effort was put into the smooth
transition of the brand. The correspondence team checked
everything down to the smallest detail. During the preparatory
stage of smart correspondence controlling, CheckErr successfully
checked defined keywords, forbidden phrases, the right usage
of logos and images. On top of that, a plenitude of unexpected
errors and mistakes were found in the documents as well. To
the surprise of the correspondence team, a noticeable portion of
them appeared in documents edited directly by individual sales
representatives and loss adjusters.

“If an error occurs in a document edited by
individual sales representatives, loss adjusters
or other co-workers, we can now give them

direct feedback and amend that situation
quickly. Before ChecKErr, it was impossible to
reveal such mistakes.”

Zuzana Rybova

Methods Specialist at Analytics and Process Support Dpt.
at Call Centre at Generali Ceska pojistovna

From that moment it was crystal-clear that the random and
fragmentary manual review of letters, forms, e-mails, contracts,
campaigns, and SMS could not maintain the pace with the actual
progress of the merger and was unable to guarantee the flawless
transition of the brand.

“CheckErr helped us trace new issues that
nobody was aware of despite our meticulous
preparation of the brand transition. These errors

pointed to overlooked problems, made us look
deeper into the processes of data collection,
document creation and usage of our internal

4

systems and technical infrastructure.”

Nikola Bozadziev

Senior Business Architect
at Generali Ceska pojistovna
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HOW CHECKERR WORKS

CheckErr creates a model for templates and variables
recognition, that is based on a vast amount of historical data
(such as PDFs) provided by Generali Ceska pojistovna. It stands
at the very end of the whole correspondence production cycle. It
works independently of any internal systems (such as CRM), which
makes CheckErr the most reliable source of statistical data about
client correspondence.

After the learning stage, CheckErr started to systematically scan
80,000 of personalised documents every day, searching for invalid
data, keywords, images or even banned graphical elements. In
cases when CheckErr marks a document as potentially faulty
or detects a statistical anomaly, an alert is sent to an app so
a human operator can verify and correct the issue. This way, the
company can use human skills wisely on tasks where it matters.

“CheckErr is designed in a truly user-friendly

manner, so the onboarding
was quick and easy.”

Zuzana Rybova

Methods Specialist at Analytics and Process Support Dpt.
at Call Centre at Generali Ceskd pojistovna

Since the merging process of internal systems and procedures
in Generali Ceska pojistovna continues step by step, some smart
features of CheckErr have been put in use just recently. For
example, the blank page checker indicates empty or almost
empty pages that can be eliminated, and thus allows for print and
postage cost reductions.

Other features based on Al algorithms are especially
useful for watching for the correct format of bank accounts
numbers, personal identity numbers, statistical anomalies (such
as a ridiculous amount to pay on a statement) and even for finding
anomalies in variables relations (such as an unusual insurance
claim for a specific type of car).



THE

RESULT

Correspondence team sleeps
like a rock while brand reputation
stays intact and budget is tamed
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GCenerali Ceskd pojistovna brought the correspondence
under full control with Al-powered tool CheckErr developed
by TheVertical.Al. Within a 5-month period, CheckErr reviewed
almost 13,000,000 PDFs and discovered more than 550,000
documents with the incorrect company name, almost 250,000
instances of banned logos, 13,000 mistakes in company address
and thousands of other issues related to keywords, web links and
e-mails. CheckErr became an inherent part of the correspondence
control routine that prevents troubles in commmunication towards
costumers.

As a bonus, CheckErr helps Generali Ceska pojistovna on its way
to becoming a more sustainable and environmentally mindful
business. Now, the company can eliminate printing the blank
pages and correction letters sent due to the unwanted escape
of faulty docs. That is a win-win since such optimisation brings
significant cost reductions as well.

“CheckErr is a real game-changer here. Before
CheckErr, we reviewed just a small fraction of the
outgoing correspondence, whereas now we check

every single document before it is sent. The faulty
documents end up with the controlling team, not
in customers‘ hands where they would lower our
brand reputation.”

Vaclav Hruby

Senior Correspondence Manager
at Generali Ceska Pojidtovna
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Ask for a demo, or just ask about anything.
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From inception to completion, we build
products with Al deep in the heart.
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