Readability, Plain Language & Writing Compliance.

Driving operational savings, simplified claims and better customer
experience.
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Can you trust or understand your insurer?

2.

U.S. Health Insurers
Struggle To
Communicate

With Their Audience

86.6% of Medicare documents not accessible to those 65

86.6% of Medicare d
a n d Ove r' accessible to those é

Can You Trust
Your Insurer?

56.6% of insurance companies communicate in an
. . . . 79% of insurance websites do not communicate
academic tone with overuse of passive voice. with the average consumer

VisibleThread



P&C Carrier Business Impact

Can You Trust
Your Insurer?

79% of insurance websites do not communicate
with the average consumer

* 79% of Insurance communications are not readable
* This impacts enrolment, claims & experience

e Customers do not trust if they do not understand
 Empathy is the first step towards Trust

* Voice & Language create Empathy
e A fair transparent, easy, claims experience reduces churn

VisibleThread
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n VT Writer You are on the Unlimited plan n rowland_bradley@visiblethread.com ¥

Analyze Your Documents Analyze Webpages Analyze Your Text
Analyze any PDF or Word file Analyze any Web Page or URL Analyze any Text Snippet
[ b e We flag simple things that will make your

message clearer. Mistakes were made is

passive voice, While please make an

application is a good example of a
hidden verb.

7 of 100000 docs analyzed o of 100000 URLs analyzed 4 text snippets analyzed

. Enter or copy and paste URL address here:
H ey . Enter or copy and paste your text here...

HTTP:! WWW.

f

Crop files here to upload

Upload Doc Analyze URL Analyze Text

! VisibleThread



Plain language supports compliance

Example using CMS.gov mandate for clear communications.

#3.2 Keep your sentences simple and relatively short. #3.8 Write as simply as you can, taking into account the
Use as few words as possible to state an objective or give concrete direction. . . . .
reading skills of your intended audience.

Long Sentences ~ H().00% Passive Voice 16.67%

3 Sentences B 1 Sentences.

i | Leam More

#3.1 Write in a conversational style, using

#3.7 Use technical terms and acronyms only
the active voice.

when readers need to know them.

u u
https://www.cms.gov/Outreach-and-Education/Outreach/WrittenMaterialsToolkit/Downloads/ToolkitPart04Chapter03.pdf ﬂ VI S I b I e I h rea d



https://www.cms.gov/Outreach-and-Education/Outreach/WrittenMaterialsToolkit/Downloads/ToolkitPart04Chapter03.pdf

VT Writer Email Server: Submit PDF or Word Doc by email for scorecard

VisibleThread

Readability eMail Service

]
Congrin S rm

PG A~ Q
Follow Translste B s
o T e
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n VT writer Sel‘[ings You are on the Unlimited plan n rowland_bradley@visiblethread.com ¥

A Thresholds Watch Words @
This is a list of words and phrases that you want to check in the copy. Use categaries to group the search terms.
2 User Last modified by jayme_allen@visiblethread.com

Last modified at 15:38 22 Feb 2021

L}
Ignore list
© sdd & Remove M |mport from CSV 2 Export to CSV
[ ]
-ty
| watch Words
_ Category Search Term Description Case Applies to
© sensitive language
Liability and Contract Risk each and every Re-state this in measurable terms. If you D All ~
cannot re-phrase this then lose it. This
phrase is often superfluous.
Liability and Contract Risk assure This implies a contractual obligation. |:| All ~
What are you ensuring? Are you sure L\\)
you can stand over it? Re-phrase this if l
possible.
Liability and Contract Risk Snsure This implies a contractual guarantee. D All “
What are you ensuring? Are you sure
you can stand over it? Re-phrase this if
possible.
Liability and Contract Risk insure Are you insuring something? Using the |:| All ~
phrase in the right way? Look to re-
phrase if not.
Liability and Contract Risk everywhers Are you sure this applies ‘'everywhere'? D All “
E; Look at what you're saying and figure



Styleguide according to our records Try: our records show

Styleguide accordance Try: in line with

Styleguide accordingly Try: in line with this, so

Styleguide accumulate Try: gather

Styleguide actually (may be omitted)

Styleguide acquiesce Try: agree

Customer First Language policyholder Personalize our message by using you and your.
Customer First Language PRD Describe what this is - Pre-Retirement Death Claims
Customer First Language premiums Use "Payments" instead of this insurance specific term
Customer First Language members Personalize our message by using you and your

Customer First Language
Simplified Terms
Simplified Terms

receive
credentialed
comprehensive

Try: get
Try: qualified or trained
Try: full or complete

Jargon deductible Explain this clearly. Your deductible is the amount of money you have to pay before your insurance plan will pay.
Jargon affiliates This can be confusing terminology. Try to use simpler language. Refer to the branch or organization directly.
Tone of voice Multiple syllables in a word affects readability. Try ‘allow,' or 'handle,’ or 'help' for plainer language.

This sounds a bit sterile. Try something warmer like, 'home," or 'hotel.'

Avoid jargon phrases. Say Su!nething like, "our records show' instead.

This phrase isn't necessary and give give off the wrong tone. Omit it.

Avnid this rlirhe and csimnnlify bw cavino 'like "ar 'ag in' instaad

accommodate

Tone of voice accommodation

Tone of voice according to our records
all things being equal

alnno tha lines nf

Tone of voice

Trna nfwnire
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Thank you.

Email us for access to the system or
test carrier content.

Rowland.Bradley@visiblethread.com
John.Nolan@visiblethread.com




Plain Language:
Your key to stronger customer experience, trust and
return on investment.

! VisibleThread



Plain language removes roadblocks in the

customer journey
BEFORE AFTER
Grade level Grade level
7.9 www.org/product 7 . 2
Clear language drives a . ot/ 6.0

smoother more effective

and efficient customer
. Www.org/summar
journey. 14.2 e 6.5

0y

14.0 www.org/privacy 7 8

www.org/terms and 7 3

conditions

1
11.0 7.5 2 VisibleThread




Road traffic and
air pollution

Vehicle engines are known to produce a
number of air pollutants that pose risks
to your health.

Cars, buses, trucks and other motorized
vehicles are one of the largest sources
of air pollution that have been clearly
linked to negative health effects. When
engines burn fuel (gasoline or diesel)
chemicals such as fine particulate
matter, nitrogen oxides, carbon
monoxide, and volatile organic
compounds (VOCs) are emitted. In
addition, some of the gasoline used by
engines evaporates without having been
burned, and this also creates pollution
Overall, traffic related emissions are a
key contributor to the formation of smoa

Most Canadians are exposed to air

Grade 14.3
Before

Grade 7.3
After

What are the sources
of traffic-related air
pollution?

The main sources of traffic-related air
pollution are:

* cars
* buses
« transport trucks

When engines burn fuel (gasoline or
diesel), air pollutants that can affect your
health are emitted, such as:

nitrogen oxides

carbon monoxide

fine particulate matter
volatile organic compounds

Additional air pollution is created when
some of the gasoline used by engines
evaporates without being burmed.

Traffic-related emissions also contribute
to smoa

Plain language improves the digital experience

Simpler content helps

increase mobile
engagement.

! VisibleThread



Plain language reduces resubmissions

BEFORE

Long Semtences  38,46% PusivaUeica  53,85%

& Gorterzen T Gensenees

Lamarn Mare i) Lesn Mo

April 5, 2019

Dear SirMadam:

We have been nolified of the potential passing of the above-mentioned member. May we offer
the family our most sincere condolences.

Please note, however, that to date, we have not been supplied with the member's proof of
death, In order to expedite the death claim process, we require either the death cerificate ora
statement of death, which must be issued by the funeral director. Initially, a copy can be faxed
to 1-XKX-XXX-XXX, attention "ABC” death claims and an criginal or cerfified true copy will be
requested only at the time of the claim, You may altematively send it by mail using the pre-
addressed envelope, hareby enclosed for your convenience:

Upon receipt of this documentation, a death claim package will be issued to the entitled
party(ies) and sent by default to the member's address on file

For any request for information to be sent elsewhere, we require that each beneficiary provides
his or her address in the form of a signed letter, indicaling their relation to the deceased
member. Where the Estate is named, & proof of appointment as Executor is required, such as
the Will or the Cerificate of appointment of Estate Trustee. For all correspondence, please
include the reference number indicaled above.

Sinceraly,

Place in the company

Lang Seriencas

© Gortezen

Laarn More

AFTER

0.00% Raadshi by 73 /100

i | Learn More

Learn More

Campany

April 5, 2018 Tel:  1wnoe-noesonr
[ Ta———

<Dear Mr./Mrs, /Miss/Ms. LAST NAME,>

We're 5o sorry to hear of <FIRST MAME/LAST NAME's> passing. We'd like te extend our sincere
condolences to you and <Mr./Mrs. /Miss/Ms. LAST NAME>'s loved ones. We're connecting because we
haven't heard from you since you contacted us on <DATE.

We'd [ike ta help you start the process of closing <Mr./Mrs./Miss/Ms. LAST NAME='s Group Retirement
Sarvices account. Please use the enclosed envelope to send us either an original or a certified copy of:

* the death certificate or
= astatement of death fram the funeral director.

A certified copy must be stamped by a commissioner of oath of notary.

You can also fax these documents to us at 1-MXX-XXX-XXXX (sttention ABC Claims). We may still need
original copies. If so, we'll let you knaw.

When we receive proof of death, we'll prepare a package with information on how to settle this claim.
We'll send this package to;

+  the eliginle individual(s) and

= the address we have on file for <Mr,/Mrs./Miss/Ms. LAST NAME=.

A VisibleThread
insurance customer
experience a

23% drop in
resubmissions.

! VisibleThread



Plain language supports compliance

Example using CMS.gov mandate for clear communications.

#3.2 Keep your sentences simple and relatively short. #3.8 Write as simply as you can, taking into account the
Use as few words as possible to state an objective or give concrete direction. . . . .
reading skills of your intended audience.

Long Sentences ~ H().00% Passive Voice 16.67%

3 Sentences B 1 Sentences.

i | Leam More

#3.1 Write in a conversational style, using

#3.7 Use technical terms and acronyms only
the active voice.

when readers need to know them.

u u
https://www.cms.gov/Outreach-and-Education/Outreach/WrittenMaterialsToolkit/Downloads/ToolkitPart04Chapter03.pdf ﬂ VI S I b I e I h rea d



https://www.cms.gov/Outreach-and-Education/Outreach/WrittenMaterialsToolkit/Downloads/ToolkitPart04Chapter03.pdf

Plain language reflects your brand voice and value
proposition

Inconsistent tone, complex communications, and jargon-laden language is typical in our industry.
This leads to reduced engagement with customers and, over time, in a loss of customer trust.

At Aberdeen Standard, we want to be completely transparent, serve our customers,
and retain their trust. VisibleThread helps us do just that.

Chris Hill
Global Head of Content
A 4
AberdeenStandard
Investments

! VisibleThread



Getting started:
5 steps to better customer experience and return
on investment.

! VisibleThread



Step 1: Identify a champion or team

Recognize all departments
produce content. Identify a
champion or team who can work
cross-functionally.

Partner

ﬁ?

Sales Comms

OOOO

OO O/-\ le e /_Egal Customer
@ O @ O 7/%
(V1 1

HR
Marketing

~ ﬂ ﬂ “7 Product B

/: Oﬁ \
ll 27 N
Operations // Support /

,I
i QX
o ¥ )
N 0
Client ﬂ

Citizen
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Step 2: Create a baseline with a content audit

A

e e e

¥y

2020-OH-EA-H5253-059-000-EN.pdf
Added Fri 24 Jul by you

2020-OH-EK-H5253-059-000-EN.pdf
Added Fri 24 Jul by you

2020-OH-EOC-H5253-059-000-EN.pdf
Added Fri 24 Jul by you

PreEnroliment_Checklist_EN.pdf
Added Fri 24 Jul by you

2020-OH-EA-H8125-002-000-EN.pdf
Added Fri 24 Jul by you

2020-OH-EK-H8125-002-000-EN.pdf
Added Fri 24 Jul by you

2020-OH-EOC-H8125-002-000-EN. pdf
Added Fri 24 Jul by you

2020-OH-Formulary-H8125-002-000-
EN.pdf
Added Fri 24 Jul by you

2020-OH-Rating-H8125-002-000-EN.p
df
Added Fri 24 Jul by you

2,683 words
Size 102 KB

25,900 words
Size 2 MB

99,226 words
Size 920 KB

555 words
Size 122 KB

2,683 words
Size 102 KB

26,036 words
Size 2 MB

99,303 words
Size 921 KB

43,174 words
Size 3 MB

346 words
Size 16 KB

4.41% long sentences
12 of 272 sentences

3.75% long sentences
143 of 3,812 sentences

14.57% long sentences
1,006 of 6,905 sentences

25.00% long sentences
8 of 32 sentences

4.41% long sentences
12 of 2712 sentences

3.80% long sentences
145 of 3,811 sentences

14.58% long sentences
1,007 of 6,906 sentences

0.54% long sentences
84 of 15,608 sentences

0.00%

0 of 43 sentences

3.31% passive sentences
9 of 272 sentences

2.70% passive sentences
103 of 3,812 sentences

15.45% passive sentences
1,067 of 6,905 sentences

25.00% passive sentences
8 of 32 sentences

3.31% passive sentences
9 of 272 sentences

2.78% passive sentences
106 of 3,811 sentences

15.45% passive sentences
1,067 of 6,906 sentences

0.26% passive sentences
41 of 15,608 sentences

11.63% passive sentences
5 of 43 sentences

747100

Grade 6.2

Grade 10.6

Grade 9.3

Grade 11.1

Grade 6.2

Grade 10.6

Grade 9.3

Grade 6.7

Grade 4.9

Gather existing
customer
communications and
measure against
readability metrics.
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Step 3: Make your style guide/ terminology list accessible

Content Suggestions

5 Since the rules dictated by your plan provide for an automatic transfer to the Group Cholces Plan in the absence of our recelving valid Instructions within 80 I Wery Long Sentence >
Try to split this very long sentence. It...
days from the date of this |etter, please be advised that If we are not supplied with all necessary documentation In that regard, your funds will be automatically H v P rviena
transferred 10 the Group Cholees Plan and will continue to be administered with the same restrictions. These restrictions will only be removed upon our | 5 uses of Passive Voice >
These are "advised”, "supplied", “transf...
recelving an authorization from your trustee In bankruptcy as explained above.
Hidden Vero >
Try to make 'documentation’
2 Adverbs >
These are "automatically” and "only".Try... P . d I
7 Watch Word Hit W 6 Long words 5 rOVI e C ear
vatc ar IS H These are ‘automatic’, 'necessary’, 'do.

"provide" (Tone of voice) x2 7 Watch Word Hits N g u id ance to a I |

Slmphfy b}l’ Saying 'giue' instead. "provide" (Tone of voice)...

“in the absence of" (Tone of voice) x1 : Write rS. Ensu re they

Simplify for a more conversational tone. Try

without instead. can easily access it.

"trustee"” {Investment Terminology) x1

Try to explain in simpler more accessible
terms. For example: "the person appointed
to administer your case”

"documentation” (Simplfy to plain english)
e
documents

"upon" (Simplfy to plain english) x1
on

"funds” {Simplified Terms) x1
Try: money, savings {unless you're talking
about specific investment funds)

! VisibleThread



Step 4: Support writers to score content for quality

Use technology to
support writers and
allow them to self-
score their content
for quality.

< Back

Mo. Words:
316
Language:

EN

Show / Hide

K VT Writer | Scan Results

Insurance Letter.docx

Long
Sentence:

5 Sentences.

i) Learn More i) Learn More

i) Learn Mora

Conter

Re: Certificate of Discharge required to proceed with Settlement Option

A review of your account reflects that you are currently In a situation of bankruptcy and that we have recorded the interest of your trustee In bankruptcy In
your property, which now requires us to have your trustee’s authorization to proceed with your settiement option.

As such, In addition to returning your settlement option selections from the package enclosed, you will also need to Include a written authorization from your
trustee In bankruptey In regards to the settiement option you wish 1o elect for your accounts. Alternatively, If you have been discharged from bankruptcy,

please provide us with a copy of your EQT’H‘"CBTE of Discharge. If the Cenlflcale_ of Discharge Is recelved, we wlll contact your trustee In bankruptcy to obtain

Hide paragraphs <[ 5 |words -, Download and Edit Annotated Docum ‘ Upload a Revision

You are on the Unlimited plan ) eveynwott@visiblethraad.com ¥

18  Watch Words >

Noignored terms found. >

=3

uggestions adal

ity Grade Level

H Long word > 27/100
i | Long Words are words with more than 3 sy
Very Long Sentence > 20[100 Grade 216
Try to split this very long sentence. It..
Hidden Verb N
Try to make 'situation’ into..
2 Long words N
These are 'situation’ and ‘autharizatio.
2 Watch Werd Hits >
“trustee"” (Investment Terminology]...
2 Very Long Sentences > 28/100 Grade 175
2 Very Long Sentences - These are 41 and
2 uses of Passive Voice >
These are "discharged” and "received”. T...
5 Long words N
These are ‘authorization’, ‘Alternative
6 Watch Word Hits >
"provide” (Tone of voice).

! VisibleThread



Step 5: Measure & improve

VT Insights You ara on the Unl evelyn.wolf@
Dashboard Over Time By Users By Teams By Content
Usage and Adoption > What are the quality scores for our content?
was the average grade level for each month with activity in the previous 6 months IVI e a S u re u a I it
Quality of Content = Quality in the previous 6 months by Month with no filter q y
| Quality 3 t

Watch Words

: time.

GRADE LEVEL
B

READABILITY(FLESCH)
@
&

Apr 2020 May 2020 Jun 2020 Jul 2020 Aug 2020 Sep 2020 Oct 2020 Apr 2020 May 2020 Jun 2020 Jul 2020 Aug 2020 Sep 2020 Oct 2020
0
"‘g Y00 L
Owsow L.——- S SSSS—— — — s =
IJEJ 30.0% z 15.0%
10.0%
I"IIJJ 20.0% % Eo%
2
=1
Aprzozo My 2620 Jum 2020 om0 #2020 VT |nsight5 You are on the Unlimited plan evelyn.wolf@vi
Month 4 Words Dashboard Over Time Active Teams (content) Active Teams (users) Inactive Teams
Oct 2020 86,275
Sep 2020 1793 i .
Aug 2020 18,000 Usage and Adoption - Who were the most active teams analyzing content?
Jul 2020 20,501 . .
Jun 2020 110,300 Users A total of 8 teams analyzed 1,488,546 words in the previous 6 months
May 2020 982,223 .
g 2020 P | Teams Usage in the previous 6 months
Average 212,649
Total 1,488,546 Volume of Content |
Sales (US) - ____________________________________________________________________________________________|] M TextScans
Doc S
Quality of Content 3 Engineering " U:I(. SE::Z
Marketing
Defaukcteam
|
Management ‘ ____________________________________________________________________|
Sales (Australia) ‘ ]
A n a Iyze u Sage & Customer success [
Sales (EU) h
Ll .
adoption of your quality ’ » ° ° .
Team Total Scans 4 Words Text Scanned Docs Scanned URLS Scanned
ro ra r ' l Sales (US) E] 85103 92 8 7
L Engineering 108 507,329 20 18 -
Marketing 108 81,099 23 13 -
Default team 98 344,957 54 il 3
Management 83 46,002 74 8 1
Sales (Australia) &5 87,809 19 44 2
Customer Success a0 331834 2 20 1
Sales (EU) 3 4,413 - 3 -




Media Mentions

Forbes Major Banks Are Speaking A Language Their Customers Don’t Understand

Why it's not your fault it's so hard to understand investing

YAHOOQO!
FINANCE

VisibleThread Launches World's First Tone of Voice Insights Platform



https://www.forbes.com/sites/dangingiss/2019/04/26/major-banks-are-speaking-a-language-their-customers-dont-understand/#581059cf3d38
https://www.theglobeandmail.com/investing/personal-finance/article-why-its-not-your-fault-its-so-hard-to-understand-investing/
https://finance.yahoo.com/news/visiblethread-launches-worlds-first-tone-200000662.html

