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Status of additional payments of claims and benefits, ete.

The Compatyy (President: Eume Okamoto) today subnutted a “Status of clam payments repot™ as

ordered by the Financial Services A gency on Febmary 1, 2007, The following pages contain a summary of
that repott.

&5 a result of inspection, the Company 15 proceeding with successtve payments to customers for whom
additionial payments of clams and benefits have been found to be necessary. Also, i cases where
additional payment 15 possible by recerving new recuests from customers, the Company will provide
gudatice for eligible customers i due course. The Company asks that new requests by customers be made
after thorough confirmation.

The Compatyy deeply tegrets and apologizes that thus situation has come about and that mary customers
have been caused concern and incormretdence. The Compaty is wotking to restore customer confidence by
swiftly proceeding with procedures for additional payments and talang thorough measures to prevent

TECLTELICeE,

The Compatry 15 contiroung inspections and by June 30, 2007 will confirm the customers who will he
arvenn guidance for additional payments. Also, the Compaty plans to carry out addibional payments of
claims and benefits in sequential order completing them by the end of September 2007, Upconung

progress repotts will be annmanced.

An exclustve call center, described below, will handle mnoguures onpolicy cortent and payments.

[ Call center exclusively for customers starting April 14 {Saturdayy ]
0120-545-5861 {toll free)

[ [ operating hours | Monday-Friday 90 00~1 7 1 00 ]




7 . Surmmary of inspection results

(Dilnspection tarzets

The Company inspected all policies for which clams or benefits were paid dunng the period from
April 1 2001 to March 31, 2006.

[ Tahle 1: Breakdown of policies subject to inspection ]

Total Clarns Benefits (Fronp Insurance

3,690,451 214, 567 3,211,531 164,353

() Inspection content aud results
{11 Cases where payment of claims or benefits was insufficient

- The Compary conducted avoluntary mspection using its Policy Inspection Center (orgamzation of about

1,200 staff at peak) after Aprd 2006 to confirm the appropriateness of wderariting, focusing on the
mnformation from medical certificates subnutted by customers.

- Az aresalt, shown in [Table 2] | the Compatey found cases where claim and benefit payments that should

have been made were not made. Fegarding those policies, the Company 15 currently providing goidance
i sequential order and carrring oot additional payments of claims and benefits.

- Also, specific examples of cases of insufficient payrments are shown on the Attachment.

[ Table 2: FMumber and amount of claims and benefits where payroent was insufficient ]

ez Claires Bensfits i P
Mamber [A] 14,190 4 14,044 142
i Paid) [ 2435 ) [ 1 L2400 ) i =L
Lmount [B]
128,753 T35 122,074 5944
{urdts: ¥10,000)
i, Paid) i 25,580 i 126 ) P 2097 ) L 4483
Lave. payraent
arnount per case FO0.T35 ¥ 838,814 Ein 022 E418 a00
[BVA]




(2 Cazes where guidance should be given for requests of claims and benefits

* The Comparer, having recetved an order to report, 15 implementing special inspections usigz
approzimately 4,600 staff in branches throughout Tapan and in organtzations newly established witlun
the Policy General Affairs Dept, inclading the "Special Inspection Promotion Team” “Head Office
Inspection Center” “Iianwoichi Inspection Cernter” and the “Urayasu Inspection Center”

* I the special mepection, in addition to the already paid claims and benefits, from the perspective of
determiring the necessity of providing suidance to customers for recquesting further payments, the
Compatry is anplementing an mspection that again looks at the content of medical certificates n hight of
the attachment of nders. As a result of the afore-mentioned voluntary mspection and this special
wspection, the Comparey found cases where gudance should be provided to costomers for requesting
paymert of clams and benefits.

* Regarding such policies, the Company 13 providing suidance to customers i order of precedence.
Regarding claims and benefits that have been newly requested, the Compaty will confirm the necessary
paymert amount following an examination. Please wnderstand that the Compatey will carry oot parment

as sootn as confirmation is complete.

* Also, because this special mspection 15 ourrently underaray, the Compatyy expects that the mamber of
cases whete customers will request claims atd benefits will further inerease, and the amnouncements
concerning the process will be made.

[Tahle 3: Number and armount of confirmed cases where payment was made in addition to initially paid

clairns and henefits]
(3oL
Total Claizas Eriee I
INSUrance
Nuzeber [C] 1,360 1,254 5
(Psid) (176 ) ¢ 172 ) (4)
Diread disease claims 1,253 1,253
(Paid) (171 ) (171 )
Amount [D] 476,636 2474,01 1 2625
(Paidl (umits ¥10,000) ( ¥71E75) ( e a0 ( F329
Dread disease claims 472011 E4T72011
(P aid)(units ¥10,000) [ 7850 ( ¥&7 250
bve. i
e ¥3782,225 | ¥3779.992 | E4.375.000
Ditead disease claims ¥3.787.047 ¥3.767,047 -




(D Cazes where payment other than claims and benefits was insufficient

The Compatsy, fheough s afore-mentioned voluntary inspection, completed a check of the
appropriateness of reference dates for wderest arrears by March 51, 2007 with regard to all claims and

benefits paid from Apnl 1, 2001 to Llarch 31, 2006,

Also, the Comparry cartied out a broad inspection of the administrative process for all paymerts after
Aayzust 2006 | Inspection was completed by March 31, 2007 for a total of approxdmately 43,000 items,
covering “status of administrative male development,” “consistency of admardstrative nales and policy

provisions,”  “appropriateness of admitustrative handbng™ “sppropriateness of system)”  and
“frequency of complaitits and admdristrative errors”™

Ag aresult of the inspection, indicated in [Table 4] | the Compaty found cases where payments, other

than claitms and benefits, were insufficient. The Comparsy 15 providing suidance to the policyholders
concerned and malking necessary payments for the amount lacking,

[Table 4: Murrber and arount of cases where pavment other than claims and benefits was insufficient ]

Total Interest arrears Citherc#
Hurrber [E] 41,620 40,936 fiad
(Paid) L B215 ) [ Bmm2 ) 133 2
Lmount [F] 2,265 7664 A00
(Paid) (unsF10,000) [ = R L L&sd [ 310
Lare amount paid per
Case ¥1,955 ¥1.872 F2,774
[F/E]

(*¥1ther: Dradend calmalation emor acconpanyms cancellation due to policvholder’s notification breach i 550
cases totaling ¥2 280,000, nterest rate discrepancy for asset fommation aumty mmsarance m 116 cases totalme
FS3 000,000, expense deduction errors for warable msurance m 16 cases totalms ¥70,000, prepaid premmm
discrepancy at tixwe of clam paymert for penson maurance serions disability rnder m2 cases totalmg 530,000,

[ Guidance for procedure of reinstatement of lapsed policy or cancellation]
The Compatryy 15 providing gudance for procedure of remnstatemert or cancellabion regarding
approxmately 30000 policies that were lapsed as of Febroary 1, 2007, from among policies that
lapged between April 2001 to March 31, 2006, As a result, by Apnl 9, 2007, 1 approxmately 56,000
cases, there were cancellabion requests totaling approamately F1.4 ballion, and the Compary has
alteady paid approcamately F1.176 billion for 46,470 cases. Also, the Compatryy expects that the

number of cancellatinns and amownt of surrender benefits will further crease.



~  Fecurrence prevention strateoy

(N Reconstnaction of administrative system from the perspective of policyholders

D Introduction of rules for guidance to policyholders when receiving payment requests [ September 2007]

* In regard to recerving requests for payment of clans and benefits, and when providing adsice, the
Company will newly establish nales for confirming all the policies atd nders held by the policyholder
for which paymert can be made. According to the new riles, the Compargy will introduce a “zelf check
sheet”™ for policyholdets to carry out self confirmation.

@ Establishment of the “Claims-related Services Department” (tertative name} [ Faly 1, 2007]
* In order to pay clams and benefits in an acoarate, fast, and easyp-tounderstand manner, the Company will

establizh a Claims-related Services Dept. to plan and promote customer response measires,

* When aszsessing claim and benefit payments, and at other times when firther payment 15 possible based
ot1 the request cortent and policy details, the Comparry will provide guidance to policyholders.

* Az a confinuation of the recent inspection, the Comparey 13 investigating the content of assessments of
claims atd benefits paid after Apnl 1, 2006

2 Revision of medical certificate form [ December 2007]

* Inmost cases where clams and benefits payrments are insafficient because assessors ovetlook of masread
something on the medical certificate or surgical information 15 misapplied. The Compaty will create a
newr form that is easy for doctors to fill out and that 1z practical for payment assessment. (E.g.,
impiove space for emtering surgical infonnation; add a space for remarks, et )

(&) Improvement of procedure for providing explanation to policyholders

D Improvement of provision of information for policyholders

* Regarding the business information pamphlet, “NIEEAY 20077 delivered to all policyholders, "Folicy
cortent armoancemernds” delivered once a year to all policyholders, and “Payment details™ for clams
and benefits, etc., the Company will make notifications to raise awareness sothat claims and benefits are

requested i fall.

@ Improvement of training and revision of sales representative system
* The Company will itmprove tramins of its employees to thoroughly promote its walue system based on the
belief that the duty of sales representatives 15 "to strive to serve customers by taking responsibility from

the time of entry until payment of benefits”™ In both the head office and on the sales front, the Comparsy
will improve trattung for aftes-service of policies.

* Regardite sales representative evaluations, the Company has implemented system revisions so that
evaluation standards are based on “fundamental duties™ such as contract completion process and



after-sales setvice.

B Improvement of explanations and wisits to policyholders regarding payments
* I order to promote deeper understanding among oustomers of requests for payment of claims and
henefits, the Company will improve wisitation activities and explanations by approczamately 50,000 sales

representatives natictnaide.

» When visiting customers, sales represerdatives will prowvide explanations and carry “Receiving claim
paymerts” pamphlets that explain procedures for requesting clams and benefits, and “Consistent

protection. Superior services.” pamphlets that explain payment reasons/amownts and payment request
procedures hased on each customer’s policy content.

(D evelopment of infrastracture that supports customer service

(D Promotion of large-scale system development (250 billion additional investment)
* In order to firther ensure there 15 a framework where every eligible policyholder can request payments,

the Comparry will increase its system wrvestmerd to F150 bidlior, F50 billion meore than the F100 ballion
assumed by the tusmess improvement plan dated Avoust 25, 2006,

- Gpectfically, baged on broad inepection of the adrumistrative process and the currert special inspection
results, almmgside developmert of the “Hext Generation Underariting System”™ and “Hew Integrated
aystem” atmed at 2011, the Company will strengthen functions for providing suadance to policyholders
for requesting payments and for the adiari strateve process.

@ FPromotion of computerization of medical certificate forms

* In light of the fact that the ourrent special inspection has found that mumerous problems cleatly stem from
medical certificate forms, the Compatey considers that promoting computerization and standardization of
medical certificate forms with the help of medical instibtions, to unprowve the forms that are currently
filled out by hand, will contrituate to the wnfrastractare development of the entire insuratce industey

- Gpectfically, the Company aims to promote the spread of software that creates computenzed medical
cettificate forms, i order to reduce doctors” burden of prepanng the forms along with preventing
mistakes by msurance compatdes i reading the forms, therebry realimng faster smoother payments.
Missay Information Technology has developed such software, and the Comparsy 15 promoting father
spread of the software beyorud the 36 companies that already use its medical certificate digitized format

for hife insurance, nonlfe msurance, mutual atd insarance, and postal life insurance,



Status of additional payments of claims and benefits

At wechimend
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- Complktion of
Inrafficsant payrnant bl ; ‘
Huwrbar | Amoust | Hember | Amoent ? !
|bcaresh | W1,000 |(#oases) | W1000
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[ Cases whare it was Foand duving pagrmsnd pequest paidancs that additional payensnt shoald by mands For claioms and banefits)
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Insafficwnt payenent Aditional
Husnber | Amcuet | Humber | Amount ' .
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