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Structure conforming to International Standard @ Gibraltar

-

Gibraltar self declared that we conformed to
1ISO10002(*), International Standard of the complaint
response management system, on October 8, 2008.

Gibraltar conformed to this International Standard, which we also announced to the
mass media on October 8, 2008.

o .. : : )
Gibraltar is aiming to further improve the quality of the customer

service by reflecting “customer voice” obtained through appropriate
kcomplaint response process, on the business management.

J

/*) 1ISO10002 is International Standard stipulated by International \
Organization for Standardization. It is guideline setting out indispensable
requirements to respond to customer complaint appropriately and quickly,
In order to improve customer satisfaction. In Japan, 60+ companies

iIncluding food manufacturer and other industries, self declared that they
\conformed to this standard.

)
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Implementation of PDCA cycle based on customer(§0iGg raltar

Gibraltar is aiming at improvement of customer
satisfaction by PDCA cycle (*) of ISO10002.

My FRRIXV B
Act X Plan

@5‘%3 FRIL IO tX@E&zE} ( BTt - iR )
- *) PDCA stands for Plan — Do —
p— | . g B Check — Action. It is process to utilize
x”ﬂﬂgﬁﬁﬁﬂﬁy ISO10002%48  ( SHE#EHm ) this flow for the next plan
( e=-me=ss ) ( mEE@ED> )

D ol
Check ¢ EENETNEEDD ) Do

(. . . : L )
Gibraltar is sharing “customer voice” within the
organization including president so that we can work on

\improvement to provide better product and service. P
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Structure to reflect “customer voice” on the business ma"a@}e(';'itbraltar

Structure to listen to customer voice Stru_cture to reflect customer voice on the
business management

—> Lifeplan Consultant Board of Directors
—> Sub-branch / area o~
o O .
— Call center ® 0 C“(S:tome.r voice _
@ =B camrliee EO Meeting
c - o 3 Chairman: President )
w Home Office team (% o)) Deliberation and instruct
o - action of acti : nl~-,
3 S < +
® ™ Sales agency 3 Q. )
- @ 9 Customer Voice Team
- . - @ Customer Voice Committee
—»  Customer satisfaction survey é &) R -
Qo v
—> Internet 5 O
E
N Questionnaire Each team in Home |
Office
Customer voice is gathered into the Dedicated team is established to
Customer Voice System (CVS) and analyze customer voice and
centrally managed. Improve business.



Definition of “customer” and “customer voice” in Gibraltar (#,1(Zbraltar

Who is “customer”?

() N

ndividual / organization who uses or intends to
use our product / service, or who has interest Iin
our business or is potential to have interest in our
business (excluding Gibraltar’s employee and

\vendor) Y

What is “customer voice”?

_ A
Offer from customer categorized, “general
consultation (consultation, inquiry, request,
\contact),” “recommendation” and “complaint.” y




Definition of “customer” and “customer voice” in Gibraltar @ Gibraltar

What is “complaint”?

“What customer expressed to GIB as discontent, dissatisfaction.” A
Customer’s discontent, dissatisfaction to Gibraltar’s sales activity,
service, product, administration process, system/rules, employee’s

\attitude and manner are target of complaint. P
{We capture customer’s dissatisfaction broadly as complaint ) \

vDecide depending on customer’s “thought” when s/he offered
vEven if it was caused by system or rules, these are complaints — | can’t
get through the phone, document is hard to read, document hasn’t
arrived
vEven if customer wasn’t upset, expression was very polite, if s/he
expressed discontent, dissatisfaction, it is complaint.
vEven if the matter is solved on the spot, if s/he expressed dissatisfaction,
it is complaint.
Cven if it wasn’t Gibraltar’s fault, or customer’s misunderstanding, if /

there was dissatisfaction, it is complaint.
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Response to complaint about non-payment of clai@ Gibraltar

When customer expresses discontent to the claim/benefit payment, different
section from the one initially made payment /non-payment decision, re-
examines the case. If customer still isn’t satisfied with the result, s’he can
send it to the “Claim Payment Examination Panel” if s/he wants.

Claim Payment Examination Panel

B Consists of only members from outside who has no interest with Gibraltar
(lawyer, doctor, professor, specialist on the consumer issue)

B Examines validity of the result of the claim payment examination from
neutral perspective

B Established in Jan. 2007. Meeting is held on monthly basis, in principle.

Implementation status of the Claim Payment Examination Panel
(2011/4-2012/3)

ltem Details Total # of
cases

Hospitalization benefit  Since a case didn’t fall under the insurable reason stipulated in 2 cases
the policy provision, Gibraltar decided not applicable to
hospitalization benefit, to which customer expressed comment

Surgery benefit Since a case didn’t fall under the insurable reason stipulated in 1 case
the policy provision, Gibraltar decided not applicable to
hospitalization benefit, to which customer expressed comment

Total 3 cases 9



Collect customer voice and centrally manage it in@/ﬁibraltar

Customer voice is centrally managed in CVS

™ Lifeplan Consultant Customer Service Team closely reviews
) . .
O | all complains and follows up till they are
— Sub-branch / area o E solved
o
)
— Call center = 3 _ Customer
o = C_E Complaint .
- - =2 Service Team
0 ™ Home Office team » O o
o = =
3 —> Sal S o
D 1 ales agenc
= Sl S 2
— 10 7h :
+— Customer satisfaction survey = CBD CeneraiconcuanW customer Voice
Q= | T o Team
™ Internet 8 .
n Customer Voice Team
L - : analyses all customer
Questionnaire voices and recommends

action plans

Customer voice Annually about 1xxx cases (2012/3-4)
€ Complaint XXXX cases/year

¥ General consultation/frecommendation  xxxx cases/year




Analysis of customer voice = Improve, report to the man@nﬁibraltar

Customer voice is analyzed and responsible team reports it to the
Customer Voice Committee, EO Meeting and Board of Directors.

Response to complaint / analyze
trend
*ADR / litegation status

Customer

Service Team

Board of Directors
Review and instruction of (quarterly)
EO Meeting (monthly)

* Complaint controlling necessary response
management section

-Directly respond to complaint
*Support to solve complaint
-Education, training on complaint

Customer Voice

Team

* Promote to improve business
*Implement customer satisfaction

survey k /
-Verify complaint omission report

*Run Customer Voice Committee
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Initiatives on response process to “Customer voice” in 201@/Gibraltar

2012 Activity Plan EVEllL- Activity details
ation

@ Enhance to work on the »To enhance preventing recurrence or improvement
improvement of preventing efforts, enlightenment activity, following news or
recurrence of complaint. At the information were provided
same time, support the field to L. » .
improve their ability to respond to -Fc'>r SBO, d”IStI'Ibu!:e. To prevent complaint to become
complaint painful one” explaining on how to respond to

' complaint (3 times/year, Customer Service Team)
®Develop guide explaining how to *Distribute news to improve customer satisfaction, CS
respond tSOMcomp'a'_“t for SBM and improvement information (Aug., CST)
F.’romOte touseit *Distribute enlightenment video to change complaint

Improve awareness within the company . .
by promoting improvement activity in the to |mpr.0\./ement (QUne, Aug., Customer Voice Tegm)
whole company through CV news *As training materials for Core Value Week, provide
O complaint or compliment to the field (April -, CVT)

[Ref. ] Time involves from acknowledgement of
complaint till it is solved improved
Solution rate within 2 weeks
2012 -95.4% 2011-94.0% 2010-92.4%
<14% UP> <3.0% UP>

»Prevent complaint concerning omission of claim
process

*In regards to former E/S policy, started to send
“follow up letter on claim process” (Sept. CST)
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Initiatives on response process to “Customer voice” in 201@/Gibraltar

2012 Activity Plan EVEllL- Activity details
ation
@ Improve quality of complaint »Continue CS letter
response CS letter satisfaction 60.1%(April — Dec)
° _ | 61.8% (Jan. — Dec)
.Cont_mue EolEtEr *<Q: Did GIB respond to your offer as you expected?”
DI complalnt_ being re_sponded, Rate of “Yes” 2010 - 59.6% (April — Dec), 2011 - 61.4% (April —
so that we can provide effective Dec)
support to solve it A | > Monitor complaint being addressed and enhance
support
«Confirm complaint details, response status and enhance
advice for solution
*Re-organize complaint reporting standard (Oct. - , CST)
@Implement initiatives to <H/O team>
promote people acting being *Analyze one specific theme on monthly basis from many
aware of complaint response/ complaints constantly exist and propose action plan to
improvement in each team, SBO) responsible team (April -, CVT)
“Shere clelEnEs aelmes by *Responsible tegm dlscussesllmplemenst proppsed action
customer voice and take specific O plan and report it to the Customer Voice Committee (May -,
action for improvement such as CVT)
“develop objective” [SBO, etc.]

«Share complaint, compliment as Core Value Week
materials so that improvement initiatives are promoted to
respond to customer (April -, CVT)
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Initiatives on response process to “Customer voice” in 201@/Gibraltar

2012 Activity Plan EvElll- Activity details
ation
@Improve effectiveness of »Collect customer voice /make sure to completely
customer voice analysis and capture it (preventing omission of report, and make sure
iImprovement process to enter it into CVS)
®Collect not only complaint but also [Various trainings]
customer voice broadly and utilize it ‘New OM training (Feb., CST)

®Link customer voice analysis to
specific improvement

*Complaint field training (June- Aug, CVT + CST)
*Training to understand complaint (Mar, May, Sept., Dec.,
Call Center)

[Provide materials/send information]
*To better learn how to operate CVS, provide DVD (Jan.,
A CVT)
*Update “General consultation / complaint response
manual” (April, CST)
*Distribute news of points in data entry to CVS (Aug, Sept,
CST)

[Expand monitoring/re-verification target]
*Confirm SBO with data entry to CVS 0 per month, and
telephone to Sales Dept. (Jan -, CST)
Start verification of complaint report omission in SBO,
H/O inquiry DB (Jan. -, CVT + CST)
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Initiatives on response process to “Customer voice” in 201®@ibraltar

. Evalu- . :
2012 Activity Plan . Activity details
ation
@Improve effectiveness of »Analyze customer voice and initiative to improvement
customer voice analysis and Anal lai b der] :
improvement process Analyze complaints about merger or elderly customer in
timely manner and report improvement idea to the

®Collect not only complaint but also Customer Voice Committee. In terms of complaint of
C.‘f’t?(mer ‘t’o'ce broadly anld Qt"t'ze It elderly customer, proposed responsible team for new

\NK customer voice analysis to measures and the proposal was implemented. (May, Aug.,
specific improvement cVT)

*Analyze one specific theme on monthly basis from many
complaints constantly exist and propose responsible

A team action plan (April -, CVT)

*Discuss/implement proposed action plan and report it to
the Customer Voice Committee (May -, CVT)

»Promote company-wide action to improve satisfaction
based on the result of the customer satisfaction survey

*Request each group to develop action plan leading to
the improvement of the satisfaction. Continue to follow-
up on the implementation status of action plan. (Sept.,
CVT)
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Initiatives on response process to “Customer voice” in 201%@1[)1«31@“

2012 Activity Plan SVElILE Activity details
ation
®Visit area and work on the »Training on complaint mainly on former E/S area
dissemination of 1ISO10002 Implement training on complaint in each areain the 3"

. 5" Marketing Region, and Sales Branch in IA channel (30
®Visit 30 areas
®Have them reconfirm that customer locations in total) (June-Aug., CVT + CST)

voice is effectively utilized ) : : _
oo e skeminaion b s e e o o Compleed raiin
layer by using e-learning ' )=y

*For all employees version, “General consultation /
®) complaint”
*For field management version, “CVS registration and
response to customer”
*For SS, sales assistant, MR version, “Customer voice
registration to CVS”

»Disseminate by new OM training, regional OM training,
representative SS training
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2012 Customer Voice Committee Annual Activity @ Gibraltar

Jan | Feb | Mar April| May |June Jul |Aug |Sept Oct | (\[e}V; | Dec

Customer Voice Committee Held Held Held Held Held
= Customer
Follow-up analysis on major complaints, - Voice about merger satisfaction survey + Analysis based on = Analysis based on
theme analysis = Annual statement  Analysis based on topic topic
topic
Premiu
Provide complaint Payme New m Bank
g : Surrender busines|MaturityiChange .| PL |[Kyoko| SDF
analysis information nt S collecti channel
L. on
~ Premiu
. Discuss action plan Surrend| Payme New m
Promote business . busines|MaturityChange .| PL [Kyoko| SDF
in team er nt collecti
mprovement process S on
Payme Premiu
Report progress to nt : m
the Customer Voice SUlIE New Maturity collecti
. er : Change
Committee busines on
S PL

<2012 Initiatives by Customer Voice Team
@ Analyze customer voice related to the theme or event impacting business
management in timely manner
@ Promote to root business improvement process based on customer voice
(PDCA cycle) and make it habit *
@Enhance re-verification system
*Complaint analysis information is provided to relevant team one by one and request to

discuss/implement action plan. Progress or result of verification of benefit of action plan are
reported to the Customer Voice Committee.
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Actual case improved based on Customer Voice il@)&ibraltar

Customer voice

[ I’'m too busy at work to phone call center before it closes. ]

Action plan

Extended business hours of toll free number for former Edison/Star
customer. (July 2012-)
Extended business hours of toll free number for former Edison/Star
\Customer on business day to same as Gibraltar, 8:30 — 20:00. .
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Actual case improved based on Customer Voice iff20G@tar

Customer voice

Though | submitted bank account deduction sheet, premium
wasn’t deducted from bank account.

Action plan

/ As mobile terminal was installed, setting up bank account for new \
policy or initial premium payment became more convenient/easier. (Sept.
2011-)

By setting up bank account by this terminal when new policy is
purchased, it is no longer necessary to submit bank account deduction
sheet. Debit card (cash card) or credit card can be also used for initial

Qremium. /
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Actual case improved based on Customer Voice iff20G@tar

Customer voice

| requested to re-issue tax deduction certificate but | can’t
get thought the phone.

Action plan

/ We opened dedicated website and toll free number for re-issuance of\
tax deduction certificate. (Oct. 2012-)

Every year in October, November, we receive many inquiries or
requests to re-issue tax deduction certificate, and also receive
dissatisfaction that customer can’t get through the phone. Therefore, to
eliminate inconvenience, we opened dedicated website and toll free

Qumber for tax deduction certificate. /
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Announcement of complaint information (® Gibraltar

B Each life insurer officially announces complaint information

B Total number of complaints in all companies are posted on quarterly
basis in the Website of LIAJ

B Number of inforce policies, customers are also posted as reference
information

B For more detailed information, link to each company’s website

IS It better that company has less
complaints?

¥

It is Iimportant that company thoroughly
understands complaints and utilizes it to
Improve business
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Status of Complaints Reported(2012.4-2012.12) - 1/2 @ Gibraltar

Company # of # of # of In-Force # of
Complaints Category Complaints Policies Customers
*A of each
Category/A
Gibraltar 95,035 New Business 4.6% 7,183,340 7,183,340
Premium Collection 12.7%
Policy Service 30.6%
Claim Payment 18.3%
Others 33.8%
Nihon 100,411 New Business 16.4% 17,090,074 11,618,068
Premium Collection 9.9%
Policy Service 35.4%
Claim Payment 12.5%
Others 25.8%
Daiichi 49,771 New Business 16.4% 12,752,110 8,382,131
Premium Collection 9.9%
Policy Service 35.4%
Claim Payment 12.5%
Others 25.8%

Published on LIAJ web-site ”



Status of Complaints Reported(2012.4-2012.12) — 2/2 @ Gibraltar

Company # of # of # of In-Force # of
Complaints Category Complaints Policies Customers
*A of each
Category /A
AFLAC 164,100 New Business 21.5% 22,382,042 14,909,446
Premium Collection 15.3%
Policy Service 36.0%
Claim Payment 17.4%
Others 9.7%
Met Life Alico 69,823 New Business 13.0% 7,629,492 4,855,470
Premium Collection 10.5%
Policy Service 32.0%
Claim Payment 17.9%
Others 26.6%
Kanpo 48,899 New Business 61.3% 10,454,480 10,454,480
Premium Collection 4.3%
Policy Service 7.3%
Claim Payment 9.6%
Others 17.5%

Published on LIAJ web-site 93



Financial ADR System (® Gibraltar

Purpose of Financial ADR

g Government administrative agency designates / supervises dispute resolving \
institution and secures its neutrality, fairness

B When user requests to resolve dispute, requests financial institution to use
dispute resolving procedures or respect Wakai proposal and secure
effectiveness of resolving dispute

B By somebody with financial knowledge resolving dispute as dispute resolving

\ member, secure specialty in the financial product, service

Designated dispute resolving institution (Designated ADR Institution)

K Designated ADR institution related to life insurance = LIAJ \

B Gibraltar signed on the contract with LIAJ in October, 2010

B |[f a case isn’t resolved between customer and life insurer for a month since
complaint was raised to “Life insurance consultation desk” in LIAJ in principle,
customer can bring it to the “Arbitration Examination Committee”

B When “Life insurance consultation desk” requests company to resolve it, it
explains that situation to customer and when customer has right to bring it,
confirms customer’s intention to bring it based on the response of company

QArbitration fee is free. However, transportation is paid by customer /
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Status of Arbitration Council in LIAJ(2011.4-2012.3) @ Gibraltar

Objective of Request Accepted # of Request

Policy Cancellation/Policy Invalidity 80
Confirmation of Policy Invalidity regarding Bank Channel 37
Policies

Claim Payment(Death/Accidental Death/Total Permanent 16
Disability)

Benefit Payment(Hospitalization/Surgery/Disability) 45
Dividend Payment 16
Others 57
# of request accepted 251
# of request not accepted 9
# of request of arbitration 260
# of request 24 37 25 40 82 122 172 260

Report on Life Insurance Consultation Center by LIAJ e



Annual Supervisory Policy for Insurance Companies, etc. )
for Program Year 2012 @ Gibraltar

@) Enhancement of the Framework for Processing Consultations\
and Complaints from Customers

1) Itis extremely important for insurance companies to have proactive,
swift, and appropriate consultations and complaint handling, in
order to ensure customer’s trustin  products and services, and to
positively utilize the customers’ needs for better management of
business. From this viewpoint, the FSA will assess whether
insurance companies develop an internal management system,
under the involvement of the top management, for maintaining a
consultation counter, analyzing the causes of consultations and
complaints, sharing information within the institution, taking
measures and notifications to prevent a recurrence of complaints,
and following up the implementation of these measures, in an

K appropriate manner. /
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Annual Supervisory Policy for Insurance Companies, etc. )
for Program Year 2012 @ Gibraltar

(4) Enhancement of the Framework for Processing Consultations \
and Complaints from Customers

2) Also, in connection with the financial Alternative Dispute Resolution
(ADR) system, the FSA will carefully watch whether financial
Institutions are:

I. making sincere efforts for quick dispute resolution, such as active
disclosure of required information;

Il. preparing arrangements for facilitating easy use of the system
nationwide;

lii. introducing the ADR system to customers as needed when they
make consultations;

Iv. providing explanations anew on the ADR system when
customers’ consent is difficult to obtain between parties or when

k financial damages are difficult to determine. J
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Consulting Center for Financial Service Users of the FSA @ Gibraltar

1. FSA opened Consulting Center for Financial Service Users
(“Consulting center”) to centrally respond to question, consultation,
opinion, etc. on financial service, etc. from user by phone, website, fax
etc., to improve convenience of the financial service user and
effectively utilize information received from customer on financial
administration

2. Dedicated staff responds to consultation, etc. from user by phone.
Financial service consultant provides advice to organize point of
Issues, and introduces dispute resolving institution etc. opened by
iIndustry organization. Details of consultation or how it was processed
are distributed within relevant sections in FSA and used as reference
information for inspection, audit, etc.

3. Number of consultations received at Center from user and points on
major cases are disclosed in each quarter.
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Status of consultations, etc. received at the FSA @ Gibraltar

1. # of Consultation Received by Category of Financial Services
(2013.1.1 - 2013.3.31)

Segment Number of | Ratio
Cases

Deposits with Bank/Loans 2,750 29.3%
Insurance Product/Insurance System 2,380 25.7%
Investment Product/Securities and Exchange Market 2,708 29.3%
Money lending 738 8.0%
Financial System & Administration/Others 673 7.3%
Total 9,249 100%

Released by the FSA as of April 30, 2013
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Status of consultations, etc. received at the FSA @ Gibraltar

B Number of Consultation Received regarding Insurance area
(2013.1.1 - 2013.3.31)

Segment

Ratio Number Ratio Number Ratio Number Ratio
% % % %

Number

Customer Explanation 84 35 28 1.2 31 13 143 6.1
individual transactions

Results of individual 188 7.9 798 335 75 3.2 1061 446
transactions

Inappropriate behavior 65 2.7 35 1.5 9 04 109 4.6
Attitude/Administrative process 133 5.6 187 7.9 54 2.3 374 157
of insurance company

General referrals/questions 5, 2.3 84 35 150 6.3 289 12.1
Request to the public 6 0.3 21 09 156 6.6 183 7.7
administration

Miscellaneous 37 1.6 48 20 136 5.7 221 9.3
Total 588 23.9 1,201 505 611 25.7 2,380 100.0

Released by the FSA as of April 30, 2013
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Status of consultations, etc. received at the FSA @ Gibraltar

BFeature by category of financial institution
(2013.1.1 - 2013.3.31)

« Among total consultations of 2,380 concerning insurance product, etc.,
1,061 (47%) (873 were about claim payment) were individual case,
policy’s result; financial institution’s readiness / various administrative
procedures were 374(16%) (insurer’s response in requesting claim
payment was 236)

* By business, 1,201 (51%) were about non-life insurance company, 568
(24%) were about life insurer.

« Total number of consultations received in this year slightly declined,
compared to previous year, since consultation on individual transaction
/ policy result slightly reduced (2,508 —2,380 cases)

» 482 consultations were referred to industry organization such as LIAJ

Released by the FSA as of April 30, 2013
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Future initiatives # Gibraltar

m Improve quality of response to complaint
Materialize timely, appropriate response to offer from customer

Make sure to enter customer’s offer to CVS quickly, completely and in
easy-to-understand manner

mRespond to elderly customer’s complaint from customer’s perspective

Implement training on how to respond to complaint from elderly
customer, send information

Enhance complaint response support in the field

Enhance monitoring and follow-up on complaint resolution details

m Improve accomplishment of the customer voice analysis and
Improvement process

Promote to root / make it a habit of business process improvement
(PDCA cycle) based on customer voice

Promote / follow-up on company-wide action to improve business

based on customer satisfaction survey -



