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v MESRE (new business processing)
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i ; - Send to | [ “Total sum insured combined [
' Office = | Home Office l with that of in-force policies |
& = (i - i +Cross- checkmg w/ history of |

\ hospit ion benefit

| payment, etc.

| ‘Registration w/ host [
|

Application form is sent from Sales Office to Home Office. \ computer etc.
( Code / text
/N: Home ' data creation(gutsourcing)) h
S : : .
\_day office L EAETEN 4
~7 ’ o |
| ,4 {frege data creaich

Apphcatlon form sent from Sales Office is computerlzed and reglstered with the system in H.O.

| First underwntmg

/—\ & underwriting)
= Policy rues-based | ; r

N+2 4Home underwriting |
days J | Office | | (Incompleteness i ! _ | Final check|

Checl_c)

e Lo | secondary | u @
| underwriting | \ " R Refund
| (Medical | . Ppoli t tak
o= | underwriting) ‘ i CV‘ nortaxen

We perform underwr:tmg assessment of the new contract applled
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45 Jul5  Aug-s

Jan-1§ Feb-1§ Mar-15 Apr15 May-15 Jun. Sep-15 Oct-1§ Nov-16 Dec-15 Total

# of application
forms received 37,242 | 38,567 | 43,007 | 36,592 | 36,195 | 41,160 36,486 | 41,420 | 38,563 | 39,596 | 40,889 | 46,036 | 475,753

NB placement rate | 92.3% | 91.9% | 92.0% | 91.7% | 91.6% | 91.6% | 91.5% | 920% | 91.7% | 92.0% | 91.7% | 923% 91.9%

# of SP inbound

calls 4,639 4,996 5714 8,116 5,954 6,264 6,329 7,480 5,661 7,164 7,424 7,983 75,593

:a ﬁi SP outbound 4302 4745 5,729 4,943 4,804 5426 4871 4739 5,028 5732 6,028 6211 62,558
A | total | Aug.1 Mon 1,471 1,471
AL, 475,753 cases Aug.2 | Tue 2, 3,951
(in 2015)
# of [ Aug.3 | Wed 1,61 5,561)
|' ﬂ Aug. 4 Thu 1, 7,107|
a Ication 0 Aug. 5 Fri 1,74¢ 8,85!
i Daily average 1,500~ 2,000cases Aog.8 | WG 188 mé
forms Aug. 9 Tue 2,881 13,61
; 7 g.10 | Wed 1,743 s.:si
received Daily max. # received 5 544 cases Aug. 12 Fri 1,917 17,27
(2012.04.03) » [ Aug.15 Mon 1,312 18,581
Aug. 16 Tue 993 19,581
Aug. 17 | Wed 1,1 20,73
Aug. 18 Thu 1, 22,14
# of SPd = s Aug. 19 Fri 1,59! 23,74
execute: nnual tota Aug. 22 Mon 1,51 25,25
3 L 20g
(Inbound + (in 2015) 138'151 cases Aug. 23 Tue 2,46 27,72
Outbound) Aug. 24 Wed 1,56 29,291
Aug. 25 Thu 1,57 30,86
Aug. 26 Fri 1,76 32,62
*Received the greatest number of application forms on Tuesday. ‘ A:g, 29 Mon 1&& 34,25
(Reference) the # of application forms received in the last month Aug. 30 Tue 2,821] 37,07
Aug. 31 Wed 1,684 38762
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1.Hand out and explain the Policy Description

Provide explanations using documents including illustration,

“Customer intent and proposed product”, brochures and the Policy

Description. *The “Customer Intent and Proposed Product” is output when an
Jliustrationtis output.

"Z.Warning Information

| Explain warning information for customers using

“Important Notice”.

Confirmation of Customer Intent

Upon confirmation & agreement of final intent using
“Customer Intent Confirmation Sheet” and “Confirmation |-
Items at time of Application”, ask the customer to sign
his/her name. v

j 4.”Guide to Your Policy / Policy Provisions”

|

s © |

| Hand out CD-ROM or a booklet of the policy provisions (by b7 l
| product type) and provide explanations. : ‘
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HRHEFZ (Claim Payment Administration)
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(w _éialm Gunde Operatlon —i

Claim guide needs to be timely and properly done by Life Plan Consultants (LCs), Call Center
at Home Office and others. They judge which policy are claimable according to details of an
insured event of a customer who has several policies and provide documents required for
claim. Since GIB was established as a result of the merger of the 3 life insurers, these
judgments are complicated. Therefore, we have introduced system support to prevent
omitted claim requests and incomplete documents.

® Single claim guide for the 3 insurers through New Payment System (Common service is provided)

(GIB’s policies ) i? vf o\ (GiB’s policies )\
j 4 2 < N P 24
Edison's pollc|e§ — i !E = ) Edlsggjgglgc@ A @\ ) =|
T | (Stars poicies)
(star's policies ‘g =
RS RO P S
woe il

® One-shot procedures using easy-to-understand claim guide (Prevention oNeficiencies)

v System check for documents required for claim, system preparation of claim forms, easy-to-understand guide for procedures according to policy
coverage or claim details, pre-printed address and account for remittance

@ Claim guide for a 100% claim payment (oY /u "(\ -@\\L “\)&Zg%\
v Introduction of system check to prevent unclaimed pohmes introduction of name-matching function to identify overlapped policies
@ Full support until claim payment is completed > ’

v' A notification mail or a postcard is sent to LCs or:&{omers ;ﬁhe designated timing of reminding claims.
v Systemizing the management of the progress of incomplete claims and unclaimed policies enables to timely follow up customers.
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“Guide for request for claim payment” ~ Support guide for claim procedures~

(3) Explanation of examples of cases where claim/ benefit cannot be paid

We simply explain cases where claim/ benefit cannot be paid, for example, injuries or diseases developed before
the inception date, a failure to meet reasonable cause of payment or rescission by violation of obligation to
disclose.

(4) Explanation of examples of cases where “claim/ benefit can be paid” and where “claim/ benefit cannot
be paid” :

By using graphic illustration, we explain examples of cases where “claim/ benefit can be paid” and where “claim/

diseases developed before the date of inception

E les of h benefit
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PO Worthy of Trust . A% ,J[ {Ee_sﬁect for Each Other 1% |

Values [:éii;;omer Foé;‘;e,&,, . ;%@ ~ J[ Winning ’@y *“’

GIB’s Vision/Mission and Call Center’s Vision/Mission
GIB Call Center

We will continue to widely spread life
insurance which is a mutual support system
based on everlasting principal called human
love and family love to be a company that is
trusted by customer the best and is admired
by community the best

» We will continue to provide high quality customer service
to be Call Center that is trusted by the customers the best
and is admired by community the best.

» We will develop Call Center where employees have high
ambition, respect each other, and work with satisfaction.

» We will accurately understand each customer’s
demand and continue to sincerely offer truly helpful
services to pay claim at 100%.

» Each one of the employees thinks for themselves,
actively performs improvement activities, and
continues to grow with other employees and
organization.

For each one of the customers, we will
accurately explain real value of life insurance,
provide truly helpful life insurance, and
continue to sincerely offer life insurance
services until we pay claim to deliver
economic protection and peace of mind to
customers and their families

Mission

\
Goals to realize Vision and Mission (success factors)

(i) Improvement/stabilization of the service level (Incl. quality) and increase in the customer satisfaction level.

@} Growth of employees/organization and increase in employee satisfaction

(E) Stabilize operations by introducing new operations/management methods/techniques

(4)  Improve operational efficiency (Incl. cost reduction)

(&)  Develop/ strengthen operational infrastructure (Rebuild Call Center (in terms of customer services, efficiency, etc.)) 4

Ry T ERE PR EE BEAAER RS F— B2 RSB e P
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(GELEEARETIEE] 19. 5% ~ PrREE 16.8% ~ PREASEFE 13.6% ~ SR R EEHR 12.0% ~ (&
K 8.7% ~ T 6.6%% ~ HEELT2.5% -

[2015] Subject of the call at
Customer Line

Internet

[2015]) Subject of the call at LC
Support Desk

Maturity& 7
Group Other 19.6% Annuity 8.3% ¢ :
Annuity A

Service 0.6% Group LC/ Sales-
0.8%
New i

LG/ Claim Annunty 0.3% related 0.2%
rrender
19.5%
Business | g g :

6.8%
2‘5% P T 2 S, o
/ /1 Premium
./’

Maturity&
Annuity Cz:lleescson
5.8% 8%
Loan 8.7%

| Service 9.3%

\ Surrender
| 10.2%
\

. Policy

Policy Inquiry
Change | 11.5% Premium
13.6% Collection

15.6%

EATEPE ORI A SIER BT P EH WM 248 WE LK DIFAE B R - %
BEDERR ~ BEITIERR ~ TR EBE TN - Bk B P AR5 > WD
PDCA(plan ~ do ~ check ~ action)*FEERNERAIEEEEATT

(—) 51 THAEER - BT - BRI
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Back Office Sending& receiving claims documents to/from customers
Responding to inquiries and requests from customers via the internet.

Escalation  Quality Control Monitoring& evaluating phone-correspondence
Unit Delivering feedback on monitoring& evaluation results to OPs.

Education Education and training
Preparation and update of manuals

Call Handling  Responding to highly challenging inquiries.

Development Development of Call Center System (RDD/ UAT)
Maintenance of Call Center System (Modification of call flow& authorization)
WFM Makin jection of call volume, estimation of required staff size, planning work shifts
cﬁfmmﬁﬁm call/attendance

Analyzing call volume and topic of calls, and preparing reports

it (o J = (e S8
]'l
esk

Call Center
Internet Service Escalation Lnit L.C Support D

Back Office gg::z ][ Education ]l Dev:rl::pm " I

ﬂ Human resources | Training ( ; Tool Information  Improvement proposal

w" % [ Teams in Customer Service Group ] sgtﬂ 10
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Develop product planning proposal

P Risk analysis and feasibility study on
lan e 7 s
product development

Product design& profit analysis

Approval for development& approval for consultation with FSA

Product Advance the development Action
Development
Process

i[ PI’Ofil.lct J[Altemative] -
1| revision product
L
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Customer needs

Analysis ofi
~ complaints

ales analysis of
our products

Sales analysis of
competitors’ products

@

Develop product planning proposal

Requests from

| Requests from
LCs

Requests from
Union

Customer needs
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OLIS 2016 Autumn Program

Seminar Theme: Practical Business Operation of Life insurance Company

Date Time Agenda/Lecture/Speaker Venue
10/20 Thu. 9:00 - 9:30 Opening Ceremony
9:45 - 12:00 : “New Business Processing”
Dress Code Ken'ya Miyashita
Business Team Leader, New Business Service Team
Attire The Gibraltar Life Insurance Company, Ltd. =
AM) 12:00 - 13:00 Welcome Lunch Party (Main Bldg. 4F) 2
13:00 - 14:00 Break 24!
14:00 - 16:30 | “Risk Selection”
Smart Ken'ya Miyashita
Casual Team Leader, New Business Service Team
PM) The Gibraltar Life Insurance Company, Ltd.
10/21 Fri. 9:00 - 11:30 : “Claim Payment Administration”
Takashi Nakayama
Dress Code Team Leader, Claim Payment Service Team
Smart The Gibraltar Life Insurance Company, Ltd.
Casual 11:30 - 13:00 Lunch Break (Main Bldg. B1) =
13:00 - 15:30 | “Claim Payment Examination” Q
Takashi Nakayama 2l
Team Leader, Claim Payment Service Team
The Gibraltar Life Insurance Company, Ltd.
15:45 - 17:00 | “Group Discussion”
10/22 Sat. Day-Off
10/23 Sun. Day-Off
10/24 Mon. | 9:00-11:30 : “Call Center Operation”
Takayuki Hata
Dress Code Team Leader, Customer Service Team
Smart The Gibraltar Life Insurance Company, Ltd.
Casual 11:30 - 13:00 ‘Lunch Break (Main Bidg. B1) 5
13:00 - 15:30 | “Customer Service” a8
Takayuki Hata
Team Leader, Customer Service Team
The Gibraltar Life Insurance Company, Ltd.
15:45 - 16:15 | “Magic of Life Insurance (DVD)”
10/25 Tue. 9:00-11:30 | “Product Development Process”
Dress Code Takeshi Yamamoto
Smart Manager, Product Planning Team
Casual The Gibraltar Life Insurance Company, Ltd. 5
Aanm) 11:30 - 13:00 Lunch Break (Main Bldg. B1) &
Business i 13:00 - 16:00 | “Group Discussion and Presentation”
Attire 16:15 - 16:45 Closing Ceremony
@*m)

*This seminar program is subject to change without prior notice.
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