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CS (customer satisfaction) and CX (customer experience value)

Dai-ichi Life
Vioidings

@ CX s experience that goes beyond customer satisfaction (CS) and makes a customer feel “impressed.”
® This impressing of the customer occurs when the customer has a wonderful experience (unexpected value) that far exceeds
their expectations, or is granted an experience (desired value) that they had wished they could achieve.

“CX” is positioned above an 4 levels of customer value
extension of “CS”

Level 4 Unexpected | /.1, far exceeding
Customer loyalty s value
CX (Impressed) eamed

bl s {cx
potential needs. NG $8ed ) . Value that is not expected but, if it can
Level 3 | Desiredvalue | o eaiized, will be highly rated
it Level 2 Expected Value that is expected as a matter of
o . achieved

cs value course

wess  CS (Satisfied)

jis 11 Basic value Value that, if not met, would elicit a
eve complaint

&stung,:mﬁsﬂ& Servioss “Advocated by Karl Albrecht, author of “Service America: Doing Business in the New Economy"
us

Existing products & services x Betore, @
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» Extension of average life expectancy, etc. » Increased awareness of personal and family

health
Technological advances » Increased focus on quality and safety
« Improvement of data analysis/data linkage technology * Expansion of digital use in daily life
= Sophistication and diversification of digital devices, efc. Changes in consumer behavior
Deregulation/reassessment
. . = Shift toward digital media for information gathering

= Strengthening of FD perspective and procedures
= Establishment of financial services brokerage system / - Doing their own searching for product purchases

T on E F'"Te‘.:h _ . * Face-to-facefcontact — non-face-to-facefnon-
= Deregulation of online medical care / promotion of asset et i

building through self-help, etc. : B
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2020 2035

o5 —Baby Boomers

17%, {bomn befiore 1950)
“I|E:I;|E5{"1'£1E]ﬂ Z 28% Post-Baby Boomers/2nd
- Gen. Baby Boomers
40% {bom before 1350)

2-1-2 ¢ 2020 K 2035 A&5FE22E

Wi s llnviaGen 27 | Millennials || GenZ |
| Period of birth | |El|:-m1951t|:-1595 || Bom after mid 1060s |
| Communication tools | | Emergence of intemet services and SNS | mﬂm of aricial intelligence, SHSiphotos |
| Values | | Reality-oriented "Me Generation” | | Future-criented “We Generation” |
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Percentage of online shopping users (at least once a year)

2021 Intemet also used by 1
2018 i i
B0% B8 in 2 seniors
2012 78%
R [
9% 1 !
— FEM . 56‘36 :
505 : H
1 1
- 58% 1 1
56% SE% : ., A29% :
aE% 1 :
]
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1 : 20%
1
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- 14% | 1a%
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Good Health condition Bad
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40
Age Age Age
Conventional insurance 40 41 42

poolb sed on a t I age
Health age
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ave [Expansion into Insurance Nearby Areas]

ar
sing Expansion of Insurance Business Wooz
- Niche insurance products

Iment
Support for education and employi

Security, Asset building .
Jould
EIEIEED g e - s

i Heatn
With higp ~-aIth carg g, or0
9 affinity =g o

High quality
treatment,
Rehabilitation

) ffi

Nity for fife ;
Making preparations for death
Smart City
prevention of serious illness Supporting Communities
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Prediction by Al Utilization of forecasting results
87,000 data for study
disease risk score

Induding those used for trend :
is and werification,

Support effective disease prevention

. approximately 250,000 da
BEOHS items are utilized. =

- Q and prevention of serious illness by

LErhr—
9] identifying future risk.
Past medical Clarify the cost-effectiveness of
i O
checkup reosipt - II health project measures by
L[] visualizing the effects of future

reductions in medical costs.
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* Promotion of inifiatives to make contact _

points with customers more direct

= Expansion of procedures on the Web, * Level up and reinforcement of content of
tc.

agency support using digital means
* Remote transmission of advanced training

. 5 i i soluti
Support for increasing one-stop selutions in all Japan by consulting officers

for procedures through links to external

P - \\ Dai-ichi Frontier Life
AIRPOST
S 2% 7
X oLk gh g
W,
ol 13 0%
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« Exit from physical administrative work and
promote digitalization and remote operation
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System for agents (DF net) Image of a paperless application

‘3 = =
Tablet compatible
@Fagﬂ:b Internct System
ko A=a—
mERRE Administrative menu
State of progress on new
HAEPES business and inquiries
wwwwwww L regarding its details, inquiries
ABL- 1 Ea on the details of existing
Byu
Provides application details and
: quotes, as well as application
ERATES (2 M) procedures, in an integrated
wE— LN manner

Provides agent manuals,
| EL e varicus forms, Q&aAs, and

more in a timely manner
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<Raferance matarial> Living benefits, sum
payable at death. pansions, stc.

Customer Sending of guidance documents

‘‘‘‘‘ Customer
| ‘ Reﬂp»emn” ing benefits
£ Swmga Benefici ofme sum payable at
Guidancs on 350 Shamng
contmact EmnnumMyPage {%ﬂﬁ
procedures, vaam\y
s LINE(mseq;qu
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1%, Input of the results of 2™, Dizease risks 3", Bagic premiums based on the :
physical examination 4th, Custom-made protection content

MNumerical determination Calculation of the basic premiums Building of custom protection by
Input of the results of of future disease risks based on the disease risks choosing the diseases to get ready
physical examination based on the physical (The same protection amount for for or to further protect from, and
examination results each disease) the amounts
- - Diaeass | Protact [ Protactl
Risk by disease Diseass n““ “‘:" mwla! ':; Dizsass n‘:ﬂ Insurance pramiums
I}vseaseA D|seaseEl Dizeaszz A 13% 1 million | 130 yen Disease A — —
Disease B | 24% 1 million | 240 yen Diseas= B 300,000 72 yen
Disease D Disease C| 28% 1 million | 280 yen Disease C 300,000 34 yen
10% DiseaseD| 10% | 1milion | 180yen| 5 gag DiseaseD | 300,000 | 57 yen -
yen — —
Di 3 Disease E 1% 1 milion | 110 yen Diseass E
11% 61% Disease F | 61% 1 milion | 310 yen Disease F 1 miillion 610 yen
Dlsaase G Dl H Dizzaze & 1 million | 730 yen Disease 3 730 yen
DissaseH| 64% 1 milion | 340 yen Disease H 1 million 640 yen
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The task of presenting Pay-easy payment* to a customer who could not pay the insurance

premiums using bank transfer.
"4 SENVICE Nt AIOWS PayMend ESIng ATM of iancial stiutons o INt2met banking sarvices Dy enterng 3 Specined numbr.

Before RPA deployment
Wiste down
wrd repest
‘e number
! Inguire atout '.3 ” [ a5
T Pay-sany =J . © =J L =
namber B f
—_— —_— — — “
ol
" Dot vertcatton
Custofer T
i {One cal of approa. & min)
Afier RPA deployment
e Dot ﬂ — i
rerareen e = =
" — W — o 7
— - smariphone
Dia-ichi Lfe
________ — (Onecalofappmoa Smin) o ] E-‘:gmgmlwspfm
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Diigitization Input Check

Digitization and

AHOCR RULE automation
Image B
of t and check
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Digital services layer

Inquiry Chatbot x RPA
procedure '

Procedures requiring further consultations

) >
. Y

“m Procedure
o

inquiries Dedicated site for policyholders
({Smartphones, computers)

, Procedures on the Intemet Jmmm’
Procedures with high immediacy

and a lot of mailings are made —ﬂlh::ﬂ‘*em-:cw
MM sending of the link by into Inemet prooedures. “Parnad i s Incgaratin
: —

‘_M Notification of the Web

Possibility to view the end-of- “Total Life Plan™
er

procedure notifications. annual design:
natifications, etc

Inquiry procedure (remote, post mail)

N/
) u
Inquiry procedure (visit, remote, post mail)
pi
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