orizo
Q"L“e h n, Stf@o
& S

N
§b

£ %
& WLE
® =
1]
n
(o]

5

A Institute of
Actuaries of India 20° Global
v Conference of Actuaries
4™ - 6" March, 2019 | Mumbai, India

Statutory body under an Act of Parliament

Behavioral Science: New perspectives to help solve the
insurance industry’s greatest challenges

Matt Battersby
Chief Behavioral Scientist

RGA
Plenary 6
5th March 2019



How many decisions will you make today about food?
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How people think

System 1: fast/hot

Automatic
Uncontrolled
Effortless
Associative
Affective
Unconscious




How people think

System 2: slow/cool

Reflective
Controlled
Effortful
Slow
Deliberative
Conscious




Ordinal position
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Judges are human too
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Multiple biases

COGNITIVE BIAS CODEX, 2016

Wi Wtore marmores differsntly based
o how they wors sexperienced - ® W notice thangs sbready prmesd

What Should W, oo l e . &
a ou e 1o thasr key elemaents. Bararrefunnytasually sarien g/ h
Remember? B T b
on bararredu i <
s Information
We discard specifics
1o form genevalibes L

We notice when
® sometheng has changed
We edi and reindonce
some mamores abter the fact

W are craven 1o datails that

L] confinm our own existing belels
Wie lavor simple-looking opions and complete

inlarmation over comples, ambiguous optons, @

‘We nobce flaws n cibers
- — e @ e aanily thisn flawi in ouriebes
To avosidl mistakas, we're motveted 1o e v, X .
preserve our sutonamy and status in s ()
growup, and 1o avoed irmevenible decsions [ S—

o Wee firscl stories. and patterna

wwen n spane data
To get things done, we tend 1o complete

thangs we 've irvested tire & energy @

To stay locused, we favor the smenedhaie, )
relatable thing in front of us

W il in characieristics fram seveotypes,
generalies, and pror hestories

Need To
Act Fast

To act, we must ba conliderd we can
make an impact snd feel what we do )

@ Ve imesine thiogs.and people we're
% importand

familiar with or fond of as better

% @ Moy probabines and number Not Enough
E ke thasm aaser 10 think sbout 5
Meaning peterion,
: E 3
W praject our currert mindet and @ @ e think e know what & 2
amumpdions onto the past and future other people are thinking & A v
® 4
\/ :
ALOORITHMIC LAYOUT » DESIGN BY JME - JOHN MANOOGIAN 111 // CONCEPT « METICULOUS CATEGORIZATION BY BUSTEN BENSON // DEEF RESEARCH BY WIKIPEDIANS FAR + WIDE
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Avalilability heuristic
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Do we have a Sherlock Holmes bias?
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Tackling our biggest challenges

@

Sales Process

&

Underwriting On-going

(product development

) Servicing
and marketing)

(cost management)

Process
(risk management)

= Inadequate demand at = |Inaccurate disclosures = Unhealthy lifestyles and
reasonable premiums = Non-completion and conversion behaviours

= Purchasing wrong amount of = |Inaccurate claims
coverage | = Slow recovery

" Adverse selection = Lapse and non-renewal

peortEon,
st iy,
& 5, A Institute of
7 e\ h Acusyles of Indlo
-3 tl
i 20" Global

V * Conference of Actuaries
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Closing the disclosure gap

%,

,4.«‘55 Y A Institute of

L e NN N Aecuayles of Indla
< tl

? ¢ 20" Global

p " Conference of Actuaries

4" - 6" March, 2019 | Mumbai, India




Closing the disclosure gap

= |[ntentional inaccuracy
* Lying
0 Organized (criminal)
o Individual (coverage and premium reduction)
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Closing the disclosure gap

= |ntentional inaccuracy
* Lying
0 Organized (criminal)
o Individual (coverage and premium reduction)
o Individual (lying to oneself)
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Closing the disclosure gap

= |ntentional inaccuracy
* Lying
0 Organized (criminal)
o Individual (coverage and premium reduction)
o Individual (lying to oneself)

= Unintentional inaccuracy
* Mistaken
* Forgotten

peberzen, o
;‘*"Q %o, A Institute of
& /“ Py N Actuarles of Indio
3 :
’ 20" Global

..~ ~ Conference of Actuaries
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Closing the disclosure gap

Make It easier to be accurate and
harder to lie

@)
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1. Start accurate and honest

Can you answer our questions truthfully and ensure that your answers
are complete and accurate?

| promise to tell the truth!

| can't make that promise

L ]

peborizon, ¢
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2. Simplify guestions

Have you ever had, or been told that you
have, or are under current investigation for

cancer, carcinoma in situ, tumor, lump, cyst,
polyp, growth of any kind, or liver disease?

e Rerizon, 0
o ",
& %
g ﬁ 2
o *7
®

A Institute of
® h Bvarias ofiodle
20" Global
b‘ " Conference of Actuaries

4" - 6" March, 2019 | Mumbai, India



2. Simplify guestions

We are now going to ask about your medical history.

Please confirm which of the following conditions you have
had or have been investigated for:

Cancer Tumour

Lump, growth, Carcinoma

cyst or polyp In situ

Liver disease None of the above

‘\ i 7"4')3. A Institute of
& / (£ Actuarles of Indio
’ 20" Global
.. ~ Conference of Actuaries
4" - 6" March, 2019 | Mumbai, India



3. Prompt memory

On an average week how many of the following drinks do you consume?
Please type the numbers for each drink and any other drinks not listed into the boxes below:

| 4
= 1

bottle (330ml) pint of beer pint of cider glass of 25ml bottle (275ml) medium(l175ml) bottle (750ml)
of premium beer measured spirits  of alcopops glass of wine of wine

Other alcoholic drink(s) please specify:

'target text

A Institute of

i
f ¢ 20" Global
\/ * Conference of Actuaries
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4. Reduce the stigma

0 10+

bottle of wine

0 10+

pint of beer

0 10+

pint of cider

]

ﬁ [‘]/__,\ 10+

bottle of premium beer

m

10+

0
(_} [ ] [ ] [ ] ] [ ] a ) [ ] [ [ ]
@"‘RL «Srq.ﬂ%
bottle of alcopops L A oo
* g 20" Global
v " Conference of Actuaries

4" - 6" March, 2019 | Mumbai, India
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4. Reduce the stigma

GROUP A

Original question:
Have you smoked in the past
12 months?

O Yes
O No

20%
disclosed they were
a smoker

GROUP B

Revised question:
Please confirm how many
cigarettes a day you smoke?

O More than 30

O 21-30

O 10-20

O Less than 10

O None in the past 12 months
O Never

L ]
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5. Ask again
1. What is your current weight?

Weight

THEG 200 KG

(O —————————————————————
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5. Ask again
1. What is your current weight?

Weight

THEG 200 KG

2. We recognize that not everyone weigh themselves regularly so it is not always
easy to provide an accurate figure. If you have not weighed yourself within the
last week, please highlight which of the following is true:

1 think | may weigh a little bit more than my estimate
1 think | may weigh a little bit less than my estimate

I'm confident this is my exact weight

petorn
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Healthy lifestyles and behaviours
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\ aking plans and setting goals
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1. Set a goal

Reducing harmful levels of drinking

drinkaware.co.uk

for the facts The Facts

drinkaware.co.uk
for the facts The Facix

Is alcohol affecting your health? Is alcohol affecting your

appearance?

Cutting down on alcohol can reduce your risk of immediate and Get stanied by using our urit &
calare calcul

ng-term i sch as irri wigl syndrom é "
long-term health harms such as imitable bowel syndrome, Cutting down on alcohol can reduce your risk of immediate and

% and bewel c i
breast and bowel cancer and liver diseasa. long term appearance harms such as saggy skin, obesity and

premature ageing.

Alcohol self assessment

Answer the following 3 simple questiong i out if your danking is
affecting your health now and how it ffect your health in the future > Answer the following 3 simple questions to find out if your drinking affecis
what you look like now and how you might look in the future

“Is alcohol affecting your health? Is alcohol affecting your appearance?

Cutting down on alcohol can reduce

Cutting down on alcohol can reduce
your risk of ..., breast and bowel
cancer and liver disease”

your risk of ... saggy skin, obesity and
premature ageing”

F; 20"" Global ﬁz[uorlqs:ﬁlndlq
Sallis, A., Attwood, S., Berry, D. et al (2016). Message framing in alcohol harm reduction: results from an RCT. Publication pending. . Conference of Actuaries
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2. Make a commitment

Medication adherence

20
18
Not taking my medication as "
prescribed could risk my health.
14
| want to do all | can to improve my health, 1
s0 | commit to taking this medication exactly
as prescribed, or | will speak to my GP or 10
pharmacist if | have a concern. 8
SIAnNed: . 6
L= PP 4
2
0
no commitment commitment with health
message
m percentage of patients not taking their medication
Jachimowicz, J., Gladstone, J., Berry, D (2017). ‘Sticking to Your Medication: An RCT to Improve Medication Adherence in Pharmacies’. SN 20" Global s

Publication Pending

V * Conference of Actuaries
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3. Make a plan

Regular cycling

7,

ISP
IDGE AS A REMINDER

MY CYCLING STICKTH
PLAN FOR 2017 YOUR FR

1 am taking part in thiz HSBC UK City Ride to:

Far mons irifo.on HSBC UK City Ride, visil:
WWW.LETSRIDE.CO.UK
1
To help me cycle more, my 2017 goals are:
{Thirik sbolt how Mary mons irss per wesk)

Things | could do to help me achieve my goals:

(Thirik sbsout with whi, whan and whies)

I know | might not cycle if: To owercome thiz challenge, | will:
l ‘ \y/ HSBC UK
I'm pledging my goal: HSBC UK City Ride validates your pledge: @bg‘ﬁcl[IﬁE
'c‘? o_— -r 20" Global g&vw!ﬂ;:ef'ﬂ‘?.'ﬂ
HSBC UK and British Cycling (2017). ‘The Bike Shed Studies’ .. Conference of Actuaries
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4. Show progress

Buy 5, get the next one free

L

L |

L |

AT 2 5t
& T,
Ry ,
& A o
[ ] %
V.

A ert ndla
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4. lllusion of progress

Cafe Cappuccing at Columbia Universily
Buy 10 American Coffess and get ona
Amencan Coffes or one baked FREE

T

10

Fres!

Cafe Cappuccing af Columbia University
Buy 12 American Coffess and get one

Amarican Coffes or ore bakad good FREE

123456 =

1234536 r

3

4

9

&

7

B E
|
|

10

11

12

Frea!

Kivetz, Ran, Oleg Urminsky, and Yuhuang Zheng. "The Goal-Gradient Hypothesis Resurrected: Purchase Acceleration, lllusionary Goal

35 Progress, and Customer Retention.” Journal of Marketing Research 43, no. 1: 39-58.
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Approach to tackling challenges

Step 1
|dentify behaviors

that impact
business goals

Step 2 Step 3
Apply behavioral Develop potential
science to solutions to

impact behavior

1understand drivers
. of behaviors

Step 4

Test and learn

e Rorizon, g
st iy,
& 5, A Institute of
L e NN N Aecuayles of Indla
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