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How to build great CX with Al, APIs & |AM?

First, we need to understand these areas and how they connect




We have a new
type of users
-Al Agents




We must provide great Agent Experience
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This is where Al Agents

Human Technical live
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IAM in a nutshell

1 ldentification — who are you in real life?
2 Authentication - can you prove it?

3 ldentity Mgmt — what do you mean to us?
4 E-Signing and Consent — can we agree?

5 Authorization — what are you allowed to?




If has a long history of using Al

One If Al platform initiated: Data and T gw
Machine Learning Platform (DMP) S—

Experiments with use of
neural networks in pricing

First use of Al in pricing First experiments with Pre-study of using Al
Generalized Linear use of Al in call analysis in image analysis on Several initiatives started to explore
Models (GLMSs) claims use of generative Al to support

MOHBUGEWORLETS o1 =0 oo iliehe

and expanded
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First users of Microsoft
365 & GitHub Copilot.
Use of Al in Experiments with New method for
telemarketing use of neural Use of Al in fraud deploying Al models
optimization networks in pricing detection
First version of Al Strategy and Al
Regulation and Ethics Group

launched
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Al is widely leveraged for value creation across If

4500+

Enrolled in One If
Al Foundations

~700

GitHub Copilot
licenses

COMPLETED
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Learn & Grow - Al

Garmeative Al ks a Mot
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~16OO

M365 Copilot
licenses

Al Ambassadors

100+ nominated for Al Ambassador
Program spring 2026

~100

Al use cases in
new Al inventory

Examples of value adding use cases

Fraud detection

Internal and
external chatbots

® Crash detection
classification

@
Content creation
) 4 Customer
feedback analysis

[

Pricing engine
 J

GitHub Copilot
Claimsimage f
analysis
? Risk
assessment

@

MS365 Copilot
g Claims

categorization
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Customer
contact analytics




Al-, APl- and [AM-areas are interlinked

Need |IAM solutions

Insurance is all about data

Power your services with data and functionality from the leading
digital insurer in the Nordics.

Explore our APIs

|AM solutions for API Platform,
Employees, Customers, & o - Developer Portal,
Partners and Al Agents APIs, Applications and Al Agents

We offer APIs for data and Events for Support throughout the full application We provide insurance data for Norway,
notifications. lifecycle. Sweden, Finland and Denmark.

® - AN

Need APIs,
self service & governance



OU r ViSiOﬂ fOr APlS & |A|\/| “Offer modern APl & IAM capabilities to enable our success in a more

data driven, Al powered, and integrated future”

Customers’ Al agents
Modern APIs/MCPs serve our customers Al
agents when interacting with If

Third parties’ channels
We are prepared for the open insurance
regulation
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If’s channels & Al agents ® If's partner’s channels and Al agents
Modern APls and external IAM power Modern APls and external IAM enable flexible
our own channels and Al agents and IAM integrations to our partner’s channels and
enable fast and sustainable ecosystems.

development. Modern external Identity and Access Management enable us to

know who the human and non-human users are across
channels and ensure access to only what they are entitled to.



With Al IAM and APIs™ we offer IfGPT to our customers

Hej! Hvordan kan jeg hjeelpe dig med
privatforsikringer i dag?

Hei! Hva dekker bilforsikring?

Bilforsikringen hos Topdanmark daekker
skader, du eller andre laver med din bil, som
du skal erstatte, samt dit erstatningsansvar
for skader pa passagerer i din bil.
Kaskoforsikringen deekker skader pa bilen, fx
ved trafikuheld og parkering, samt tyveri af
bilen. For at fa et overblik over priser og
inhold, kan du beregne pris pa en
bilforsikring.

Se muligheder v

Thank you IfGPT! @

*Highly simplified



And build agents for automating and re-thinking internal
processes™

Environment

Copilot Studio &

PDE, &
What would you like to build? ™ «

@ Agent 3o Workflow

Start building from scratch

+ ‘ (.

Create workflow Create an agent Create computer-using agent

Powerful automations speed up your Flexible solutions that take action, share Let agents accomplish even more across
processes with ease and security in mind knowledge, and handle tasks apps and websites

Overview - Microsoft Copilot Studio | Microsoft Learn

*Highly simplified


https://learn.microsoft.com/en-us/microsoft-copilot-studio/fundamentals-what-is-copilot-studio?wt.mc_id=agentshub_Learn_webpage_cnl#what-is-an-agent
https://learn.microsoft.com/en-us/microsoft-copilot-studio/fundamentals-what-is-copilot-studio?wt.mc_id=agentshub_Learn_webpage_cnl#what-is-an-agent
https://learn.microsoft.com/en-us/microsoft-copilot-studio/fundamentals-what-is-copilot-studio?wt.mc_id=agentshub_Learn_webpage_cnl#what-is-an-agent

To succeed we must help both agents and customers a lot




Main challenges for Al agents and how we can support them

How to use tools?

|[dentity & Access Management
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APl Product? - Product management principles applied on APIs




APl Products can be ordered from If, similar to insurance products

@ APIs v Guidelines Inspiration  Q

Insurance is all about data

Power your services with data and functionality from the leading

digital insurer in the Nordics.

Explore our APls

APIs and Events

We offer APIs for data and Events for
notifications.

API

24/7 Support

Support throughout the full application
lifecycle.

&

Nordic

We provide insurance data for Norway,
Sweden, Finland and Denmark.

Private Business Large Enterprises About If

@ Insurance v Claims Customer service

Private > Insurance > Carinsurance

Car insurance

Our car insurance covers third party, theft, collision damage and roadside assistance,
depending on your choice of insurance plan. Check your price in the webshop

(Norwegian only) or call our customer center.

‘ 655 Check your price

Why c!

The benefits of insuring your car with us

=z %

(e}
Voted best in claims handling by Norways Get 2 60 % starting bonus and Norway's
biggest survey KSindeks. fastest bonus accumulation.

ENV

Q Search

i

Lifetime guarantee on repairs - regardless of
whether the parts used are new or reused



API

APl Products are available in Developer Portal

~  Carlnsurance APIsN.. > Documentation

@ APIs v Guidelines Inspiration  Q Getting Started v Purchase a car insurance. &

Authentication & Authorization 4
Post quote ider combined with car and additional customer
details to purchase a car insurance. Optionally transfer bonus from
Buy Car Insurance NO v previous insurance company

Purchasea car insurance. (R

List Coverage Items Car Insurance Priva.. v

Request
I ~ | I b t d t List Financing Companies Private NO v s
nsurance IS all about adata ———
List Insurance Companies NO -
1 i i i i t Leasing C anies at ~ nple
Power your services with data and functionality from the leading B GG B "
digital insurer in the Nordics. Manage Onders Car nsurance N0~ Jevasriot
Request Quote Car Insurance NO o~

Search Brand Cades Car Insurance Priv.. v

Explore our APls

TryOn Car insurance NO v
policyHoldercontactInfornation |
 of the policy hoder:
@ APlsv  Guideiines Inspiration  Manage Q i Digital Solutions Operations GLO v & Daniel v

o 6 &

APIs and Events 24/7 Support Nordic Manage

We offer APIs for data and Events for Support throughout the full application We provide insurance data for Norway,
notifications. lifecycle. Sweden, Finland and Denmark. i e Sepere
@ Name Created State Type Environment
n Vv ABC System 2 1/18/2024 Active System Flow Test
? v AccTest 001 6/20/2024 System Flow Test
v Activity Application 1/17/2024 Active System Flow Test
v Boostai- stage 4/26/2024 Active User Flow Test
v Claims Collected Events 2/9/2024 Active System Flow Test
v F5-test-stage-api-fraud 10/31/2024 Active System Flow Test
~  Invoices in System ABC 1/17/2024 Active User Flow Test =

v Portal Auth Example 1/30/2024 Active User Flow Test



Our API Platform

1 APls and Events managed as products
2 Lifecycle management

3 Consumption by different consumers
4 IAM and security

5 Self-Service

o Scalability



Who, how, what?

People

Innovate Scale

Processes  Automate Tech



Key takeaways
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API
IAM

Al agents are key for great CX. We must provide good AX and that
includes Al solutions, APIs, related data and tools, and [AM.

APls, and related data and tools, must be managed as products to
serve Al agents.

Traditional IAM was built for humans. Al agents are dynamic,
autonomous, and non-human - they need new |IAM capabilities.




Questions?

Or visit our Developer Portal and reach out from there
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