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Main purport of the Suitability Program

A program under which we confirm via phone whether a policyholder
has received an explanation particularly on important matters and the
necessity of life insurance and understood /agreed to it or whether
he/she has purchased a policy in complying his/her intent and keep

a record (audio recording) of it in order for the company to keep the

policy for him/her responsibly
@ Send a policy
; 1 certificate

[Policies subject to the Suitability Program])

Suitability
Program

New business application
procedures

Risk-involving products (Specified Insurance policies)
| Policies of the elderly (Policyholders aged 70 or older)
Annual/Semiannual payment policies
' Policies applied for via online fact-to-face

- Group company (PGF) proxy sale policies
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Kidney failure

ected accident COVID-19 Alzheimer's disease
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Lapse Revocation System

The Lapse Revocation System was introduced on April 1, 2022.

= The protection is continued by paying “premiums in arrears” up to the
month of lapse during the “lapse revocable period”.

* No declaration required/insured events during the lapse revocable period
are also covered.

[Lapse revocable period]

From the day following the expiration date of the grace period for premium
payment to the last day of the month following the month in which the grace
period expires.

] The Lapse is by paying the overdue premiums (3

< Y
months) for February — April 2022 during the lapse revocable period (April 1 —end of April).

Premium not paid as of the Policy lapsed on April 1, 2022
end of Feb: 22 oligy, o

After the v
systes ~

The policy can be continued simply by paying the overdue premiums. Insured events during the
lapse revocable period are also covered.

15
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@lnitiatives to enhance the claims payment management system

==
=
ES

@ Gibraltar

(1) Pre-payment (post-payment) verification system

Claim examination and payment operations are performed by the staff of the Claim Payment Service Team,
and the staff of the Claim Payment Assessment Team (the verification division) performs preliminary
verification (pre-payment verification) and monitors the verification.

[Pre-payment verification)

Before remitting insurance proceeds/benefits, the validity of claim examination is verified for all claims,
including whether there are omissions of payment, omissions of claim recommendations.

[Verification monitoring]

The results of the verification are monitored within two weeks after remittance, for 20% of the cases that have
been pre-verified.

| Postverification
within 2 weeks

* Pre-payment verification is
performed before the
insurance proceedsienefits
reach the customer’s bank
account.

" Claim Payment Assessmen! Stafl ]
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7. WFM Operations nsarararsapmng: - @ Glynlin
Realize Call Center operations with functioning PDCA by using WFM system.

@ High-accurate estimate of call volume (by date, by time)

@ Develop a capacity plan by setting planned values for training and acquisition of leave by operations, and

targets for productivity and service level.

@ Create the best shift work schedules based on M@ in the above.

@ Develop and implement action plan to achieve targets.

® Operate Call Center based on plans (shift work schedules/ schedule).

® Conduct real-time monitoring of operation status (adherence to shift work schedules/ target

achievement status) and implement improvement measures.
@ Conduct Gap analysis of monthly plans/ actual results and develop/ implement improvement

action plan.
d) Action: i Y;’E;"&E@A oe—>| a) Plan:
1. Develop and implement ="~ A P 1. Estimate call volume.
improvement action plan A 2. Develop a capacity plan.
3. Create shift work schedules.
E }9 > | b)Do:
:, 4 1. Operate Call Center based
c) Check: e on plans.
1. Real-time monitoring » D Adherence to the shift worl
2. Gap analysis C g schedules.
N = — Implement action plans. _
WFM system
A system that effectively and efficiently estimates call volume, develops capacity

plans, develops shift work schedules, simulates targets, manages shift work
schedules. monitors planned value/taraets. and manaaes actual results
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11-4. Implementation of Systems for Operational'Bfficiengy 2« @ Gibraliar

®-2 : Achieve more efficient after call work with generative Al
(System integration illustration)

® Implement an automatic summarization function using generative Al
based on text data converted from call records via Amivoice.

A MicosoftAzure |
G +—>8
Azure Open Al .
@ Link text data and - &) Transfer summarized
Sy promot text data Contact Center App
g | et il —
s WY
@ Call completion as a riid e
@ Request the data Llnked App lngqer;‘p\;ss the il]lela;tlun 10, s WSS I:I
S & which is a unique key . e " o T
£ ’ of the call for GCloud stored in the Crr, | [ U2, CHMC Ll
N A 4
Transcribe o g%
< -4‘;*@ Transfer text data
AmiVoice i Apigee

® Store summarized text data
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C360: New system to centrally manage customer information

Contact Center
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