October 5, 2007

Inspection results of additional payment of claims and bhenefits

Mippon Life (Fresident: Kume Okamoto) today subrutted a “Status of clarm payments report”™ as ordered
by the Fimancial Services Sgency on Febrary 1, 2007, The following pages contam a surenary of that
report.

Hippon Life has treated the inspection as a top-prionty manage ment issue, irvesting the rmost managerment
resorces possible and evobvang the entire cormparny orgarnzation.

Lz a result, additional clams and benefits have been paid to rmerous pobeyholders. Mppon Life deeply
apologizes for the mary meorsemences and concerns caused by this ssue. Mippon Life 13 workang to

restore customer cordidence by taking thorough me asures to prevent recurrence.

Ln exclustee call center, descnbed below, will handle moguiries on this 15sue.

[ Call center exclusively for customers starting Cectober 6 (Satuwrday) ]
0120-945-561 {toll free)

[operating houra ] Monday to Foday (closed on holidays) Jam to bpm




1 Surranary of inspection results recarding claims and benefits

i 17 Inspection targets

- Mippon Life mspected all policies for which claits or benefits were paid dunng the penod from
Liprl 1 2001 to March 31, 2006,

O Huareber of clams and berefits payments requested: 3,690,000
O Hureher of requests according to type of insurance: 5,530,000 (Individaal insurance: 5,370,000,
group msarance: 160,000,

i 27 Inspection content and results
{13Cases where payrment of claims or benefits was insufficient

- Nippon Life conducted a woluntary mspection using 1its Policy Inspection Center (orgaruzation of
ghout 1,200 staff at peak) after April 2006 to cordire the spproprateness of undersmting,
focusing on the mtormation from medical certificates subrmtted by customers.

- The results are shown in [Table 1] below. Also, specific exarmples of cases are shown on the

Sttachinent.
[ Tahle 1: Humber and amount of claims and benefits where pavment was insufficient ]
Confirrmed cases where
additional payrment was paid Cases where paymemnt was completed
Muarmber & rmonant Muarmber & rmonant
Completion
[4] (¥10,000) [E] (¥10,000)
rate [ Bra ]
Eenefits 14,022 ¥125, 245 13,254 Q0 Sen | E122TT2
(Hospitalizaticn) [ 3,444 [¥28,321) [ 3,417 [ Q9,29 [¥2E,162)
[Surzical) (8,732 [E70,799) (8,700 [99 A% ) [E70,502)
Zlairms 9 ¥35035 9 100 0, ¥4 055
[ Avecident) i[5 L ¥3,2000 ] i 100.0% ) i ¥3,2000
(3ronp IMsurance 142 ¥5 044 142 100 O ¥5 944
Total 14173 ¥133,125 14,105 Q9 Sy ¥132 852




(@ ases where suidance should be given for requests of clairas and benefits

- Having recerved an order to report, MNppon Life mmplemented special mspections using
approxrnately 4600 staff m branches thronghout Japan and i orsarazations newhy established
withan the Policy General &Affars Dept ., incloding the “Special Inspection Promotion Tearn,™
“Head Office Inspection Center,” “Tvlarinoncta Inspection Center,” and the *Urasrasu Inspection
Center.” From the perspectrve of deterraning the necessity of provading smdance to custormers
for requesting further payments m addition to the already paid claims and benefits, the special
mspections azan look at the content of medical certificates m light of the attachenent of nders.

* &g a regult of the special mspections, gmdance on regquesting claims and benefits was provided to
custorers i 116,592 cases. Beguests were assessed, and swift payrment was made upon
confirrnation of additional payment arount.

- Gudance on requests was thoroughly provided not only through documents delrvered by post,
bt also through telephone calls and wisits by sales represerdatrees and branch staft thioaghout
Tapan. The results of additional payreent cordirmed after puidance is shown in Table 2. Specific
cages are showt in the Attachrnent.

[ Table 2: Mamber and amount of additional payments confinmed thiouzh guidance ]

Casas where it was confirmed that
additional payment was necessary Completed paymerts
Mk ex Lomcnant Mumber Lomcnnt
Completion
[Z] (¥10,000) (D] (¥10,000)
rate [ DAZ ]
Benefits fE. 212 111,970 62,016 Q07w | ¥102,460
[Hospital visit) [, 6L 5] (¥4 254 [&0447] [(R0.A %) | C¥E5 488)
Claims 1,524 ¥530,225 1,443 Q46 o | ¥i03,357
Diread disease (1,290 CEARE T (1,215 edd4 )| (462,983
Group insurance 266 ¥hs A0 TEf Q07T o ¥la, T8
Tital 0,702 ¥A7T0,404 fidf, 25 08 = | ¥632,600

B HNippon Life 15 doing its utmost to thoroughly prevent recwrrence of thas 1ssue, and wall continue to
swifthy handle all customer momries and requests regardless of penod of hratation.




= Eurrnary of mspection results regarding iterns other than clains and benefits

i 1} Cases where it was confirmed that additional payment of interest arrears was necessary

* bz oa result of an overall inspection of all 40,000 iterns in the payrent adramstration process,
such as appwpratensss of caleulation date for interest arrears on clarns and berefits, Mippon
Life confirraed 41,5281 cases totaling ¥583 740,000 where additional payraents were necessary.

* Lroong those cases, payroert has been corgpleted for 41,274 cases for a total of ¥51 250,000,
{Corapletion rate 99 2% [ Based on nurober of cases] 3

i 2 Cases where it was confirmed that payment of surrender value was necessary for lapsed policies

* Hippon Life again provided gmdance for procedure of reinstatement or cancellation regarding
policies that were lapsed as of February 1, 2007, from among policies that lapsed between Bpnl
1 2001 to Dlarch 31, 2006, As a result, m 301,299 cases there were additional payreents of

surrender benefits totaling approxarately ¥5,290,240,000.

* Hippon Life has already paid ¥4,994 530,000 for 273,274 of those cases.
{ Payruent corepletion rate of 90.6% [ Based on nraber of cases]

B Hippon Life 15 dommg its ntmost to thoroughly prevent recwrrence of this 1ssue, and will contine to
swifthy handle all custorer mopuries and requests regardless of penod of hraitation.

= . Mlain measures to prevent recurrence

i 13 Improvement of system for providing e xplanations to customers
{Dlmprovement of training and revision of sales representative systermn [Mardh 2007]

- To maprove trairung for after-service of policies, Mippon Life will thoroughly promote its value
systern based on the belief that the duty of sales representatrees is “to strtve to serve customers by
takang responsibility frorm the tirme of entry il payrent of benefits ™

* Mippon Life has implernented systern revisions so that evaluation standards are based on
“tundarnental duties™ such as contract corapletion process and after-sales service.



@ Improverment of explanations regarding payiments [dngmet 2007]
* Mippon Lite will maprose explanations on payment reasorsfarmounts and payment reguest
procedures by distriboding “Recerving claim pavments” and “Consistent protection. Superior
services.” pamphlets, etc., to all polieyholders.

(Dmprovement of information provision to custormers [ fabye 2007]

* Nippon Life mecluded notifications wath the “Policy cordent announcernents,” whach 1z delrvered
once a year to all policvholders, i order to deepen understanding of representatvee cases where
clairms and benefits canbe requested.

* Also, frora Deceraber 2007, Mippon Life will provide a paraphlet entitled “How to fully raake use
of o poliey™ to prepare for fibure payroent reguests.

i 2} Beconstruction of the administrative systerm from the custormer perspective

(DM ew establishment of rules for muidance to custormers based on "Self-check sheet™ [ Septerwher 2007]
* Hippon Life mtroduced a “Self-check sheet™ to allow customers thersebes to confirm if other

payrments are possible when clams and berefits requests are recerved or dwring consultations.

{@Review of internal coordination rules  [March 2007)
* Mippon Life 15 strengtherang its systern for coordinating between assessraent specialists m order

to ensure adequate smidance to customers for requesting hospitabzation bernefit and dread
dizease benefit, etec.

{DEstablishient of “Clairs-related Services Department™  [haby 2007]
* To provide accurate, swift, and easy-to-understand payrnent of clairs and benefits, ete., Hppon
Life established a “Clams-related Seriices Department™ as an organization to plan and promote

customer service.

i Improvement of customer handling regarding lapsed policies [angust 2007]
- Nippon Life thoroughly promoted sufficient explanations on “reinstaternent”™ and “cancellation™

upon policy lapse to wrprove gudance and explanations by sales represertatrees to customers

when preraiurn paynents are In arrears.



- Specifically, Mippon Life mereased notifications to custorners after policy lapse to three tiraes,
including @ U0pon lapse (all cases), 1 year after lapse (for policies with swrrender benefit of
¥1 or more), &2 years and 6 morths after lapse {for policies with surrender benefit of ¥1 or
more). &lso, Mippon Life changed from sending a posteard notification to sending a cancellation
request fom for policies that have swrender benefit.

* Llzo, sales representatiees and branch staft are carrying out explanation actraties 1 year and 2
years and & months after lapse of policies with a certain amount of swrrender benefit.

¢ 3} Development of infrastructure that supports custormer service

(D Revision of medical certificate forms [ December 2007]

* Iloet cases of mewfticient clawn or benefit payrnent are due to assessmment staff's rusreading or
roisunderstanding medical certificates forms or making errors related to medical procedure codes.
Leecording to the guidelines of the Life Insurance Association of Japan (an meorporated
aszociation), Mippon Life 15 changing the format of medical certificate forrs to make thern easier
for doctors to fill m and to meet the needs of payment assessmernt adriristration (1e., mmprove

space for enterng medical procedure codes, add comrments, ete)

(@ Promotion of compterization of medical certificate forms
- In the mspection, 1t becarne clear that warons problems were onginating in medical certificate
forms. Mippon Life 15 promoting computerization of medical certificate forms to keep n step
with the Life Insurance fAssociation of Japan wlale obtaininge the cooperation of medical

mstittions.

3P rormotion of large-zcale systern development

* To firther swppont custorers in making all possible paymment requests, Nippon Life 15 earmarking
¥150 balhon for weestment m 1ts “Mext Generation Undersmting Svstem.” Llso, Nippon Life 15
desreloping a “Hew Integrated Systern”™ with corapletion scheduled for fiscal wear 2011,
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Accident wasg entered ag the cxuge of death on the death cestificate, bul this was
Accident oveslooked, end oadinary death claim was paid when a cleam for death due to accident
should have been paid,
(Hospaalmstion sformation was enbeted on the medical cemifieate in o place olluer than
*hospiakmation teem coduimn® and waa ovetlooked, #0 hospllalmation bensfit was not pad
Hospitalizstion |although surgical benefil was paid,
Hospaiatmed and reloased dute om the medieal cortificate wan overlooked, sand
huosgpitalization bensfil was inaufficisnt.
Surgery information was entered on the medical certaficats n & place other than the "surgery
cobumm® and was overlonked, o sungeal bensfit veas not pad alihough hospitalzation
Swgey benefit was pad.
enfomation was medequate regarding surgery with different payment, $o the multiplier for
u@ﬂbmﬂmnﬁmtuunmdpqmm“hﬂﬁdm

(&) Cases where l was found durng payment request guidance that additional payment should be made for claims and
benefits

Possbadity of hospilal vt veas hoted an the medieal certificate dule upon sshetial of

peepae st For hospitalmation bemefit, bud no puidance was provided for eequesting hospital
wissl beenedil.

Hospital visit




