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Who will be the

winning life insurers?
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New market dynamics

Consumers'
attitudes

Regulatory
changes

Technology

Low
interest
rates

Push for
transparency

Big Data

Connected
global
population

Consumer
protection

Insurance
distribution
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Channels consumers in Asia-Pacific would use to buy
Insurance products

Emerging markets Developed markats
—ﬂ Insurance agent
d e

Bank staff

Independent financial adviser

"

Telemarkeating
Others

Internet enabled mobile phones

Department stores/supermarkets
100% 80% G5 40% 20% 0% 0% 204 40% B0% 80% 1005%

percent of survey respondents percent of survey respondents

Life/health B Non-life

Source: Swiss Re, “Survey of Risk Appetite and Insurance: Asia-Pacific 2011”
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"Generation Z"

= Born between mid '90s to 2004
= Born with technology: digital natives, tech-savvy

= Grew up with social media: little concern for
privacy and no problem sharing intimate details
of their lives with virtual strangers

= Born multi-taskers

= Ability to focus on lengthy, complex information is low

= Require information to be delivered in rapid, short bursts if it is to be
understood. Generation Z thrives on instant gratification

= A desire to buy products and services anytime and anywhere (at their
convenience)
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What online isn't...

2. Persoonlijke gezondheidsgegevens

@ Swiss Re

Uw lengte *

Uw gewicht *

Rookt u of heeft u gerocokt?¥*
Drinkt u alcoholische dranken?*
Gebruikt u drugs of heeft u drugs
gebruikt?*

3. Uw gezondheidswverklaring

Seef aan of u lijdt of heeft geleden aan sen of meer van de volgende aandoeningen, ziekten en/of gebreken (hier

wvallen ook klachten cnder).

cm
|— =]
= MNee
= MNee
= MNee

Let op! U moet cok "ja” antwoorden als u:

= een huisarts, hulpverlener of arts heeft geraadpleegd;
= opgenomen bent geweest in het ziekenhuis, sanatorium, psychiatrische inrichting of andere

werpleeginrichting;
# geopereerd bent;

= nog onder controle staat.

a. Ziekten van de hersenen of zenuwen zoals beroerte, toevallen, spierziekten, hoofdpiin,

duizeligheid *

b. Aandoeningen of klachten wvan psychische aard zoals depressie, overspannenheid,

overwerktheid, =slapeloosheid, burnout *

c. Werhoogde bloeddrulk, beklemming of pijn op de borst, hartkloppingen, ziekten wvan hart of

bloedwaten *

d. Wwerhoogd cholesterol, suikerziekte, jicht, schildklierafwijkingen, stofwizzelingsziekten,

hormoonafwijkingen *

e. fAandoeningen van longen of luchtwegen, astma, kortademigheid, hyperventilatie, pleuritis,

bronchitis, langdurig hoesten *

f. Aandoeningen van slokdarm, maaag, darmen, lever, galblaas, alvleesklier *
gd. Aandoeningen van nieren, blaas, urinewegen, geslachtsorganen *

h. Goed- of kwaadaardige zwelling of tumor, kwaadaardige aandoeningen, bloedziekts,

bloedarmoede *

1. Aandoeningen van spieren, ledematen of gewrichten (waaronder knie, nek, schouders), reuma
{acuut of chronisch], (kinder)verlamming, rugklachten *

j. Huidaandoeningen, open been, fistels, trombose, embolie *

k. Ziekten, aandoeningen en/of gebreken (hier wvallen ook klachten onder) die niet onder
bowengenoemde categorieén kunnen worden geplaatst *

4. Bloedonderzoek

I= uw bloed wel eens onderzocht op bw
bloedarmoede, bloedziekts,
suikerziekte, wvetgehalte { bijvoorbeeld
cholestercl) of geelzucht (hepatiti=)?¥*

5. Aids en HIV
Heeft u aids?*

Zijn in uw bloed HIW- antistoffen
aangetoond (bent u seropositief)?*
Heeft u in het buitenland een
bloedtransfusie ondergaan?*

= MNee
= Mee
= MNee
= Mee

 Ja
 1a
 1a

nog medicatie gebruikt of medicatie heeft gebruikt;

T da
 1a

T da

 MNee 0 Ja
= MNee {0 Ja
= MNee { Ja
= MNee { Ja
= MNee {0 Ja
 MNee 0 Ja
= MNee {0 Ja
= MNee {0 Ja
 MNee 0 Ja
 MNee 0 Ja
= MNee {0 Ja
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Social media possibilities

2| malayan Imsmrance (Philip,  Malvyan Dnsursnce = & Like .
"Malayan Online" allows \
you to complete the entire

policy acquisition journey
on Facebook. You can
choose to automatically
use your personal info (e.g.
name, surname, email,
date of birth, etc.) from

b rbevide e Facebook of fill it in
1 —_ encugh. Maw t:l:l_l-:.r-.f: i fast, =asy, convenient, and &ven more dependabi= m a n u al Iy. /

MALAYAN INSURANCE

Ay VLA hgaibar

MALAYAN ONLINE:

Peace of Mind at Your Fingertips

Tt Talal O Protection (=10 Fife Wrsairanoe
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The rise of the smart phone is unstoppable

Use of smart mobile devices in insurance distribution

= Mobile is still largely
30% percent of survey respondents used to gather

information

25%
= Proliferation of smart

phones will bolster
16% interactions with

' insurers
10% . )

: — Phones as telematics
5% devices
0% — Direct policy

20%

To get To get To obtain To update To make To apply for/ appl Ication
information advice a quote VowLr a claim purchasa an
on products personal insurance — Submission of claims
and services details product ar
service

- Instant feedback

M Yes - my mobile phone through social media

Yes — my tablet

Source: The Digital Insurer Accenture 2013 Consumer-Driven Innovation Survey
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Remember 2005 ?

f Facebook didn't exist for most people

O Twitter was still a sound

%' 4G was a parking space

@ 'Skype' was a typo

Thomas Friedman
The world is flat
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The interplay between channels will be highly complex

Internet

Mobile

Social
media

Agent /
broker

Call center

Retail
branch /
bank

Gather Seek Purchase After sales
information advice policy service
onli Fill out on-line p .
nline . . ost rating
. claim request
search Compare Buy online On-line customer q and review
quotes Browse survey
reviews
Targeted e |
advert Receive . er}elwa.
" . Tweet revig notification
quote Check with Te t(ema!l Tweet review
. cgnfirmation
friends
Referrals 1Q
family/friend
Liaison with
Buv th h loss-adjuster
Appfoach Uy throug
agent
aggnt
Product- Follow-up call Report
related call claim

Request further
information

Source: Swiss Re Economic Research & Consulting.

@ Swiss Re
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The future of distribution: Integrated multichannel
strategy

Multichannel strategy

Online

TM/DM

Agent/Broker/Branch

Make it easy for those
who feel confident and
want self service

Use as lead generation
tool

J

Utilise the human
interaction element and
stay flexible

~N

Give peace of mind to
those who seek face to
face contact
(Conversational Selling)

J

@ Swiss Re

Tailored underwriting
journey — in/out
Loadings only where
necessary (stick to the
quote)

Simple products
Supported by web chat

Straightforward, simple
and easy to understand
Convenient to purchase
Flexible benefits

Good value

Reliable at claim stage

Flexible and benefits
Needs based selling

Comprehensive protection

Competitive pricing

Joint Regional Seminar, Singapore | 31 July 2014
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Hypothesis 2
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The world is not that rational

= Behavioural economics: Incorporates the lessons from psychology into the laws of
economics (Nobel Prize for Danny Kahneman)

= System 1 vs. System 2 thinking
— Automatic: fast, unconscious, associative and very low energy consumption

— Reflective: slow, conscious, analytic and consumes a lot of energy.

(from Thinking, Fast & Slow)

=>» we are mostly automatic beings (and evidence that this is mostly good)
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Fruit

or
Chocolate?
100 + "
75

75 4

52

49
% unhealthy 59 1 Omale
snacks M female
25 4+
0
advance immediate
Choice mode

Source: Read & van Leeuwen (1998)
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Inertia (and the failure of market research)

Millions plan to opt out of auto-enrolment pensions

More than a third of wokers (37pc) have indicated they will opt out after they are
automatically enrolled into a workplace pension, according to research by Aviva.

Milkons of workers could opt out of auto-anroiment pensions

9:20AM GMT 27 Feb 2013

E] 2 Comments

The Government has warned that it may force people to save into a
pension If the auto-enrolment scheme, launched in autumn, doesn't
work. It will make a decision in 2017

E Prini this arficle

ﬁ Share
n Facebook
E Twikler

61

]

B2

Auto-enrolment pensions: key

questions on saving for your retirement

The auto-enrolment pension scheme has made a good start - but
it may not deliver the retirement you were expecting

Harriet Meyer
The Observer, Sunday 29 September 2013

E Jump to comments (35)

Krista Tagell: The amount | save is worth about an hour's work._ . it shows the
importance of saving'. Photograph: Christopher Thomond for the Observer

The "biggest shake-up in UK pensions for over 100 years" has passed its
first test, but experts warn it fails to secure financial wellbeing in
retirement. As auto-enrolment approaches its first anniversary, figures
show it has created 1.6 million more savers in workplace pensions, with

@ Swiss Re
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Discovery and the customer journey

Pinteredt Eaglish (LK)
Pinteresi |s an cnline pinboard. Organiss and shane The Things you loee m Lag in
_ Discovery Vitality,
@mew Dlscuvew Ultalltv IR HE:“ the loyalty program run
n‘d‘ make our mambers healthis & by the DlscoverY
9‘ T R R [ crsone e Insurance Group (life,
medical, short term,
Whowts | NePes | 13Lkee [ rotowan | HFolosns | 132Fescumng banking, investment),
successfully advertises
Food For thouwg Wie ke io move it Lettie bursts of goy : Life’s truths Fear up and engages i_tS
.-da i i members via Pintrest.
Ot ACTIVE = 'ru-mll' i
GET SWEA
FEEL GREAT .
e d ; 3 . e This platform allows
E ﬁﬁ ﬁﬁ E . E(‘H u them to regularly
- R — - R engage with
customers and target a

Preveslian is beiter than cura See the worla GEl 1D Gald Baby sinps Preggilicious

“ﬂlﬂ-m.‘c h--_,-p
e

d:ﬂnfg:-tm " f L
st Fima] rahurr®
ard it peds 1

very specific
demographic of users
(through sub groups).

i, 1 AHI]EEFI]!ﬁIEEHHT" <
E LR r mr = &
Follos Fdiow Follow Folkw Folliors
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From products to total solutions

1 - Wellness Platforms
Health Wiﬂ!—d—iu—wptr:p“rlum e s

Screens
After Car > Biometric
Services Tests
Concierge
Services
Anti Ageing
Program

Travel
Assis*.iice

660 85
L i @ 5 “ .-‘
On line¢ : - oy
supprct [N ‘E ;‘fﬁ ________ %

=
- |

gioC.via MediGuide
Doctor({ ‘

WET o= MediGuideAmernca

24 Hour
Nurse
Helpline
Second Diabetes
Oninri- s mangt

Hypertension
Mangt
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Changing the equation

ACCESS -+ RELEVANCE
m The current focus in the

e e industry is on decreasing
B E N E F IT costs by making the

process faster, cheaper,
— VALU E and easier

COST

= We also want to be able to
st AT increase the benefit that

consumers receive as that
. . has exponential potential
for growth
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What to know about Person X

Married for MARKS &
b years

3.5 Experian

HSBC <)

@ Swiss Re

You

i~ Central Provident Fund Board

wgOV.S =
*gmgqmmmwm
| @ Swiss Re
TOWERSWATSON

, (@ @G
Expedia
Google .

Joint Regional Seminar, Singapore | 31 July 2014
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CCTV
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Selected sources and types of Big Data

Data type

Structured Unstructured

Maobile phone/GPS Google+ Facebook
Credit histon
| 2 Twitter Instagram
External = Travel history
Pinterest Blogs
Hohlestate aconts Census data External sensor data

Data source
Online forums Web feeds

SharePoint
Internal

Text documents

Source: IDC’s Digital Universe Study, sponsored by EMC, June (2011)
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Learnings from Big Data

Risk assessment Disclosure
Behavioural analysis

Data
interpretatio
n

Visualisation Sentiment analysis

Predictive
underwriting

Demographic
profiling

: : _ _ Claims history
Propensity modelling Social media

@ Swiss Re Joint Regional Seminar, Singapore | 31 July 2014 24



Data analytics in Life Insurance

Predicting Purchase

Past purchase
data available?

Build a
propensity-to-
buy model,
which will
identify the
best prospects
for marketing
efforts

@ Swiss Re

No past sales
data?

Trigger events
can be used
(e.g. house

move, birth of

a child,
birthday)

Predictive Analytics
Two key questions:
1) what do | want to predict? 2) what data do | have access to?

Predicting Health

Do you want
to reduce
underwriting
for the best
prospects?

Full Predictive
Underwriting —
requires past
match-able
underwriting &
descriptive
data (e.g.
bank)

Do you want
to charge
different
prices?

Model built on
mortality/unde
rwriting
data/experienc
e - customers
placed in
different risk
bucket

Do you want
to differentiate
medical
requirements?

Model selects
customers at
lowest/highest
risk of needing
medical tests
(e.g. fluids,
cotinine)

Predicting lapse

Past data
available on
lapsed/non-

lapsed
customers?

Propensity-to-
lapse model is
built, in order
for best
products to be
sold to, or to
direct
retention
efforts

No past data
available?

General
learnings (e.g.

Swiss Re lapse

experience)
used as
starting point
(e.g.
age/smoker
differences)
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Every month, more than a

million people in Asia turn 60
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Life expectancy at birth continues to rise

World

UK

us

Asia
Singapore 877
China

India

South Korea

88.4
Japan .%74
— 82. .
Hong Kong I 4 85.9 89.0
I Immmm—m— 9.
- I
50 60 age inyears 70 80 90

®2005-2010 2025-2030 m2045-2050

Source: United Nations, Department of Economic and Social Affairs Population Division, Swiss Re
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It Is going to be tough for many

el B

Ageing in the
Twenty- Flrst Century

@ Swiss Re

ACe

ebratic

“Only about 30% of the
older population in the
region receives some form
of pension.”

- Economic and Social Commission
for Asia and the Pacific (ESCAP)

Joint Regional Seminar, Singapore | 31 July 2014
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Will savings be sufficient?

Sources of healthcare funding in retirement: Savings

100%
= More than 60% of

retirees and pre-
retirees plan to rely on
savings to fund
healthcare expenses
In retirement

75%

50%

25%

0%

Are consumers saving enough?

B me but savings rates 60%
are gradually 50%
declining in many 40%
Asian markets, and 200,
have stabilised in .
China =R

China Hong Kong Singapore Korea Japan
Pre-Retirees B Retirees
Gross savings as a percentage of GDP
A ———— China
— s
h—-:‘-___*_—*_*___r—_\_&‘ Hong Kong
Japan
2000 2002 2004 2006 2008 2010

Source: Spotlight on Consumer Health, Swiss Re Health Solutions, World Bank

@ Swiss Re
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Life insurance has changed from being
concerned with the consequences of

premature death,
to those of extended life

Joint Regional Seminar, Singapore | 31 July 2014 31



No of Membership Covered

A lack of lifetime solutions

9,000,000
4,002,696
8,000,000 3,701,441 "
3,418,897 3,499,841 -
7,000,000 : -
6,000,000
5,000,000
2,345,570
4000000 1,856,545 2,000,365 FBLTS e
— ®
3,000,000
2,000,000 1,562,352 1,499,476 1,549,715 1,657,126
1,000,000
0
2008 2009 2010 2011
Years
--Group Business  -#-Individual Business ~Total

Source: Summary on 2011 Provisional Statistics by the Insurance
Authority

@ Swiss Re

Example: In Hong Kong PMI sales are
increasing ...resulting in around 200,000
additional policyholders taking up medical
insurance each year...

...but virtually all of the coverage is for
customers below age 65

Flgure B.2  PHI Population Coverage by Age Group, 2008
B
A% B
i M% 0%
%
APk 16%
. Paci % 8%
3k “_ 5% = o]
L i
i (&7 %
15% b 1% i ]
15% 15%
0% - - -
%
—_—
I:ﬂi e T - - T - L T %
Aged 0 - 14 Aged 15-24  Aged25-3  Aged 35-44 Aged45-54 AgedS5-fd  Aged 65 end
Bhows

GRS 057 WVlon 5% Millon 1,14 Mlon | 1,72 Mikon n?dmuﬂ EET
L 116% 13.0% 14.5% 17.1% 16.4% 11.2% 124%

-

0 Emgiloyer-provided medical benefils only (axrepd Cral Ssrace | 9 sial medicsl benedis)
@ Both ndradusly purchased PH & esmployesprosided medcal benefits (excepl Cral Serce | HS stall medcal banalis)
o individually purchasad PHIonly

Mote:  Figures in brackets refer io fofal number of pecple in specified age groups. and the comespending shares In
resident population (excluding Toreign domestic helpers)

Scurce: Thematic Household Survey 2008
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Short term care

(helping people remain independent at home)

1. Acute trauma — Coverage for acute traumatic
events, such as hip and limb fractures which
prompt short term care requirements

2. Elderly CI - Provides a higher cash benefit in
event of acute medical condition such as stroke
or heart attack

@ Swiss Re

3. Short term care - Covers the costs of house
adaption and other changes which extend
independent living and / or covers the first
months in full time care, enabling assets to be
realised

4. Assistance -
Is all provided
via easy access
concierge
services /
assistance,
providing care
and financial
advice, offering
solutions and
taking over
arrangements

Joint Regional Seminar, Singapore | 31 July 2014
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No medical underwriting.

\
i Comprehensive ¢

_ Covers major concerns of the
silver segment.

Cancer, CiS, Stroke, Heart Disease,
Renal Failure, Hospitalisation and
Surgery Due to Accident, Dementia,
Diabetes Complications.

Worry Free

Single premium or short term payment
period. No need to worry about
premium for term of policy.

10 years guaranteed premium and
guaranteed renewability up to age 100.

Retirement fund protection and health

protection Integrated Silver Customer %
Wellness products (

You don't have to be ill to enjoy the ‘ ]
policy. Services such as MSO, Free Eye .

| Tests and Dental Check Ups are s ‘
included. 2 ' j
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Insurance needs to re-establish its position in society

= Insurance originated from
communities and affinity groups
coming together to manage risk

= Somewhere along the way, the
Industry lost this connection
with society and needs to re-
engage and re-build trust

= Governments will increasingly
need public/private partnerships
to address the funding of ageing
and health costs —the perfect
opportunity for insurers, but it
will require new skill and mind
sets

@ Swiss Re Joint Regional Seminar, Singapore | 31 July 2014 36




Using the power of affinity groups

EMERCE

DHUNE USHES S SEODW & MASKITHG

OUT NOW

Generali has developed new products by
consulting (co-creation) 25.000 people on social

HELRTE EUTHT 5

networks (Twitter, Facebook and NUjij)

Internetverzekeraar baseert aanbod op 25.0001
de erowd

S Sy .
Jarniamisk STaikaniung

lededandan van Ny inlensherss)

Crowdsourong D)

De Mederlanden van Nw. intemetdochier van Generali werzekering
Twimar, Facehook, B an de @igen site bnnen tres maandan m
regcliEs pekregan wan kel pablisk. Lan de hand wan ders repcliss
schadeverzekeringen in het panbad van de verzokeraar apgenom

[Dhe mimrse imemetverz ekeraar liet tese maanden geleden nog weben via ¢
utsindalike produciasnbod op be stallen. Hismed haelt da corsumant o
piliEian el Mgslan Ien

D oproap mas om aan e peven ‘wal Raywslhosd is e&n wal nist ds het gaal

Verkaiorbip sebaite Corte1

Hulp nodig?
Bel 040 - B5 13 777

m DE MEDERLAMDEN VAN NU

HOME VERIEKERIMGEH UnW MERING BLOG KLAMTEMSERVICE OWVER HLwHU |

zoakon *

o  Dpiskerskering
o danspeskeijkheidreraskering
wil polisdocumenten ¥ Rechtsiptindermharing
O/ liever digi‘taal ontvangen. " i —
; : 0 Daarom ontvangt u bij o e
ons alles per e-mail. P

tt'h-

Badankt wonr uw bijdrage aan ge Meuwe verbek

Reisverzekering

vank 1wl

Diwecteur Anen Dijisira vond de antwoonden soms voor de hand liggen en

s orsa el

@ Swiss Re

varzekeren zonder flavwekul

OFL@D

Privacy  Mleuwsbrie! Disclaimer  Sitemap

Joint Regional Seminar, Singapore | 31 July 2014 37



The first peer to peer insurance company

friendSU rance Making insurance sockal again.

The future of insurance Visit Friendsurance
Friendsurance takes a completely new approach towards insurance: for the first time, we have n Faceboak
implemented tha concapt of a online peer-to-peer insurance, which combines social networks with well
established insurance companies, Customers can connect to form individual insurance-networks, ﬂ Twittar
thereby lowering their annual insurance premiums by up to 50%. Friendsurance was founded in 2010 in
Berlin and currently operates the website www.friendsurance.de for the German market, E YouTube

Y  Blog
friendsurance M cooge
Hers, you can find out more about how Friendsurance works, KNG

- Il Linkedin

@ Swiss Re Joint Regional Seminar, Singapore | 31 July 2014
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Connecting to society's concerns

Liberty Mutual - Quote for Hope

Libwerty
Mutual. L iberty

Mutual.
_— Quote for Hope

1 e

A rre=d dcirvis
TFLAE . H S L
asrmes
CHitES
s mee B rmefen

' Tppiw P oo

B et b

[l TN

bk o B Ly Ml
Pl :‘.-:-r T R
CEATERATE B [

@ Swiss Re

NG Branding

Traffic /
lead
generation
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When the relationship with the regulator is not so good...

An example of IRDA - advertising their service to policyholders

- e s - I - =
5

T

=
Ahl "
i

Video source: IRDA Advert from July 2010 http://www.youtube.com/watch?v=fcfpaciXK_A
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Conclusion: My b hypotheses for winning

g~ | - Distribution 2 Me

 More than just insurance for the consumer
e Differentiating by data

* Lifelong solutions

 Re-establishing our key role in society

Of course there are other important success factors such as capital
& risk management, talent and operational excellence,
but the above are key
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A final thought...

"...It1s not the strongest of the species that survive, nor
the most intelligent, but the one most responsive to
change..."

Charles Darwin
"On the Origin of Species”
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Good fortune

@ Swiss Re
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L egal notice

©2014 Swiss Re. All rights reserved. You are not permitted to create any modifications
or derivative works of this presentation or to use it for commercial or other public purposes
without the prior written permission of Swiss Re.

The information and opinions contained in the presentation are provided as at the date of

the presentation and are subject to change without notice. Although the information used
was taken from reliable sources, Swiss Re does not accept any responsibility for the accuracy
or comprehensiveness of the details given. All liability for the accuracy and completeness
thereof or for any damage or loss resulting from the use of the information contained in this
presentation is expressly excluded. Under no circumstances shall Swiss Re or its Group
companies be liable for any financial or consequential loss relating to this presentation.
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