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J.D. Power Asia Pacific Reports:
Providing Explanations of Premium Increases Is Key to Retaining Auto Insurance Customers

AIU Ranks Highest in Customer Satisfaction for A Third Consecutive Year among Agency-Based Auto Insurers,
Zurich Insurance Ranks Highest among Direct Insurers

TOKYO: 23 August 2011 — When auto insurance premiums are increased, providing customers with
explanations of why rates have gone up is key to keeping them from switching insurance companies , according
to the J.D. Power Asia Pacific 2011 Japan Auto Insurance Customer Satisfaction Study.*™

The study, in its eighth year, measures customer satisfaction with auto insurance, including products, service, and
experiences with signing insurance contracts, in two segments: agency-based insurers and direct insurance
companies. Agency-based insurers primarily sell policies and interact with customers through networks of agents
at insurance agency offices or automobile dealerships. Direct insurance companies interact with customers
directly via the Internet or phone.

Five factors are examined to determine customer satisfaction with auto insurance: products and services; price;
access to information, contract procedures, and service quality of contact (including the quality and
responsiveness of contact from the brokerage or insurer.) Overall satisfaction is reported as an index score based
on a 1,000-point scale, with a higher score indicating higher satisfaction.

The study finds that, compared with 2010, an increasing percentage of policyholders in 2011 indicate that their
insurance premiums increased at the most recent policy renewal. In addition, customer satisfaction with price has
declined from 2010.

Among customers whose premiums increased, satisfaction and policy renewal intent rates remain relatively high
if they received an explanation for why their premium rose. Among customers who did not receive an
explanation of why the premium increased, satisfaction levels were particularly low. These customers also were
more likely to switch to another company, compared with customers who received an explanation for the
premium increase.

“To prevent an outflow of customers to other companies and direct insurers, it is key is for agency staff and
representatives to fully explain rate changes and ensure that customers understand the reasons behind premium
increases,” said Chie Numanami, manager at J.D. Power Asia Pacific, Tokyo.

The study also finds that, in 2011, more customers of direct insurers switched to another direct insurer, compared
with 2010. In addition, a higher proportion of customers in 2011 said they switched insurers because the premium
was high at the former insurer.

“Competition to acquire customers is increasing among direct insurers,” said Numanami. “Customers of direct
insurers indicate they are particularly satisfied when they are provided with an easily understandable explanation
of compensation during the online signing process. These customers are also more likely to renew their policy
with the same insurer. If premiums continue to increase in the future, the outflow of customers to companies with
cheaper premiums may accelerate. In order to retain customers, it is important to provide full explanations of
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product information, in addition to price appeal.”

In the agency-based segment, AIU ranks highest in customer satisfaction for a third consecutive year with an
overall satisfaction score of 625. AIU performs particularly well in four factors: products and services; access to
information, contract procedures, and service quality of contact. Following AIU in the rankings is Nissin Fire &
Marine Insurance (608), which performs particularly well in the service quality of contact factor. Fuji Fire &
Marine Insurance (597) ranks third in the segment.

In the direct insurance company segment, Zurich Insurance ranks highest in overall satisfaction with a score of
629, performing particularly well in four factors: products and services; access to information, contract
procedures, and service quality of contact. Following Zurich Insurance in the segment are Sony Assurance (622),
which performs well in access to information, contract procedures and service quality of contact factors. E.design
Insurance and Mitsui Direct General Insurance rank third in the segment, in a tie (615 each).

The 2011 Japan Auto Insurance Customer Satisfaction Study is based on responses from 15,074 auto insurance
policyholders who have submitted an accident claim within the past two years. The study was fielded in May
2011.

About J.D. Power Asia Pacific

J.D. Power Asia Pacific has offices in Tokyo, Singapore, Beijing, Shanghai and Bangkok that conduct customer
satisfaction research and provide performance analytics services in the automotive, information technology and
finance industries. Together, the five offices bring the language of customer satisfaction to consumers and
businesses in Australia, China, India, Indonesia, Japan, Malaysia, Philippines, Taiwan and Thailand. Information
regarding J.D. Power Asia Pacific and its products can be accessed through the Internet at www.jdpower.com.
Media e-mail contact: cc-group @jdpower.co.jp.

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Power and Associates is a global marketing information services
company providing forecasting, performance improvement, social media and customer satisfaction insights and
solutions. The company’s quality and satisfaction measurements are based on responses from millions of
consumers annually. For more information on car reviews and ratings, car insurance, health insurance, cell phone

ratings, and more, please visit JDPower.com. J.D. Power and Associates is a business unit of The McGraw-Hill
Companies.

About The McGraw-Hill Companies

Founded in 1888, The McGraw-Hill Companies is a leading global financial information and education company
that helps professionals and students succeed in the Knowledge Economy. Leading brands include Standard &
Poor’s, McGraw-Hill Education, Platts energy information services and J.D. Power and Associates. The
Corporation has approximately 21,000 employees with more than 280 offices in 40 countries. Sales in 2010 were
$6.2 billion. Additional information is available at http://www.mcgraw-hill.com.

Media Relations Contacts:
Shizue Hidaka; J.D. Power Asia Pacific; Toranomon 45 MT Bldg. 8F; 5-1-5 Toranomon; Minato-ku, Tokyo;
Japan 105-0001; Phone +81-3-4550-8090; cc-group @jdpower.co.jp.

John Tews; Director, Media Relations; J.D. Power and Associates; 5435 Corporate Drive, Suite 300; Troy, M1,
48098 USA; 001 248-312-4119; john.tews @jdpa.com
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NOTE: Three charts follow.



J.D. Power Asia Pacific
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Customer Satisfaction Rankings

Agency-Based Insurers Segment
(Based on a 1,000-point scale)

500 600 700
AlU 625
Nissin Fire & Marine Insurance 608
Fuji Fire & Marine Insurance 597
Tokio Marine & Nichido Fire Insurance 596
Mitsui Sumitomo Insurance 590
Sompo Japan Insurance 589
Agency-Based Segment Average _ 587
Nipponkoa Insurance 584
Aioi Nissay Dowa Insurance 582
Zenrosai 572
Kyoei Fire & Marine Insurance 558
JA Kyosai 550

Included in the study but not ranked due to small sample size are: Ace Insurance, Asahi Fire & Marine Insurance, Saison
Automobile & Fire Insurance and Secom General Insurance.

Source: J.D. Power Asia Pacific 2011 Japan Auto Insurance Customer Satisfaction Studys“

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power Asia Pacific
as the publisher and the J.D. Power Asia Pacific 2011 Japan Auto Insurance Customer Satisfaction StudysV as the source.
Rankings are based on numerical scores, and not necessarily on statistical significance. No advertising or other promotional
use can be made of the information in this release or J.D. Power Asia Pacific study results without the express prior written
consent of J.D. Power Asia Pacific.
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Customer Satisfaction Rankings

Direct Insurance Company Segment
(Based on a 1,000-point scale)

500 600 700
Zurich Insurance 629
Sony Assurance 622
E.design Insurance 615
Mitsui Direct General Insurance 615
Direct Insurance Comapany Segment
SBl Insurance 612
AXA General Insurance 599
American Home Assurance 592
Sompo 24 Insurance 586

Note: Generali is included in the study, but not ranked due to small sample size.

Source: J.D. Power Asia Pacific 2011 Japan Auto Insurance Customer Satisfaction StudysM

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power Asia Pacific
as the publisher and the J.D. Power Asia Pacific 2011 Japan Auto Insurance Customer Satisfaction StudyS™ as the source.
Rankings are based on numerical scores, and not necessarily on statistical significance. No advertising or other promotional
use can be made of the information in this release or J.D. Power Asia Pacific study results without the express prior written
consent of J.D. Power Asia Pacific.
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Factors Contributing to Overall Satisfaction
Agency-Based Insurers Segment

Access to
Information
11%
Price
13% Service Quality
of Contact
Channels
Contract 40%
procedures
14%

Products and
services
23%

Direct Insurance Company Segment

Access to
Information Service Quality
11% of Contact
Channels
26%
Price 19%
Products and
Contract services
Procedures 22%
21%

Note: Percentages may not equal 100 due to rounding.

Source: J.D. Power Asia Pacific 2011 Japan Auto Insurance Customer Satisfaction Studys“

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power Asia Pacific
as the publisher and the J.D. Power Asia Pacific 2011 Japan Auto Insurance Customer Satisfaction StudyS as the source.
Rankings are based on numerical scores, and not necessarily on statistical significance. No advertising or other promotional
use can be made of the information in this release or J.D. Power Asia Pacific study results without the express prior written
consent of J.D. Power Asia Pacific.



