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Team role

Website Development
Website development activity includes;

. Focus on; automation, online sales & self-service, eBusiness/eCommerce space,

. Identification & development of new capabilities and sales & service distribution channels (eg, mobile),

*  Ongoing maintenance and support for the retail, OS and corporate extranet web sites,

*  Maintenance and development of on & offsite promotional and marketing activities (eg, marketing landing
pages),

. Identification & development of new capabilities and functionality (eg, OS functionality improvements &
additions), and

*  Provision of web admin and development services to other business units (eg, shareholders, providers, nib
foundation, wellness, etc)

CRM Development
CRM development activity is currently focussed on project initiation activities including;
*  The evaluation of nib’s business needs,

. The evaluation of solutions that meet these needs including; extend existing platforms and capabilities,
implement specialised platforms which meet specific needs/groups of needs and/or, implementation of CRM
capabilities, and

The development of a project plan and business case.



Online mission

Mission

Develop and integrate Australia’s best health insurance web site as recognised by external
surveys, ratings agencies and nib customers. Leading the industry in terms of emerging
channel technology, sales and service functionality.

Create and reinforce a strong sense of nib’s brand personality which is consistent with all
other channels and communication tools.




Strategic roadmap

nib’s online strategy was initially focussed on creating the
basic building blocks of an all but self contained online
business which offers a rewarding customer experience.

This has been a 3 year journey which started with the launch
of Online Services in September 2005 and which ended in
August 2008 with the launch of our current web site.

Our development effort now shifts to the creation of a deep,
cross channel customer engagement model which will
enable nib to establish itself as the industry-leading visionary
in the online space as well as driver greater customer loyalty
and generate business benefits.
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The Basics

Customer
Experience

Customer
Engagement

> Get moving and catch up
> Get the basics right
> Establish building blocks

> Build and extend

> Transactional excellence

> New capabilities and functionality
> Design and brand consistency

> Within channel focus

> Online capabilities match off-line

> Full online self-service

> Seamless cross channel engagement
> Multi-device access

> CRM integration

> Customer centric focus

> Online capabilities greater than off-line



What constitutes nib’s online business
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What's in development

OS enhancements

Web 2.0 (wiki’s, blogs, social
networks, etc) — Intranet/Web

Mobile (claiming, apps, etc)
Site migration to MOSS

* Shareholders

* Providers

» Life
Provider Portal




Looking further ahead (2009 and beyond)

Cross channel integration

« Leads management and tracking

« Click to call

¢ Online chat

 Integrated quote, JOL, etc
Wellness integration with web 2.0
CRM Iintegration

* Opportunity management
o 7777
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