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Revisionto the Basic Policy on
Customer Centricity and Results of Initiatives

MetLife Insurance K.K. ("MetLife Japan," Representative Statutory Executive Officer, Chairman,
President and Chief Executive Officer Dirk Ostijn) has revised our Basic Policy on Customer Centricity
(hereinafter referred to as the “Policy”) in response to revisions to the definition of fiduciary duty made
by the Financial Services Agency. We are also announcing initiatives based on the Policy, and
summarizing the fiscal 2020 results for our key performance indicators (KPIs), by which we measure
the progress of ourimplementation of the Policy.

Revisions to the Policy

We have clarified the objective of the Policy, which is to live our purpose, “Always with you, building
a more confident future.” We have also made it clear that commission paid to insurance agencies is
compensation for services provided for customers by insurance agencies.

Please see Appendix 1 for the Basic Policy on Customer Centricity.

Initiatives for Fiscal 2020

To further improve customer security and satisfaction, MetLife Japan has pursued initiatives to
steadily implement the Policy by incorporating customer feedback into processes for the
development and improvement of products and services.
Development of a new variable product that secures death benefits while building assets, and a
medical product that provides well-balanced protection for hospitalization, and outpatient and home
care.

Introduction of the family registration scheme, which enables registered family members of
policyholders to confirm policy details.
Launch of a Sign Language / Chat Interpretation Service to allow customers with hearing
impairments to make inquiries about their policies to customer call centers.

Please visit the following link for details of our initiatives for fiscal 2020 and results (KPIs):
https://www.metlife.co .jp/about/governance/basic-policy-on-customer-centricity/

MetLife Japan has always put the Policy at the center of all our activities in order to be a reliable
partner for our customers. We have also managed the progress of our initiatives based on the Policy
through continuous efforts. We will continue to publish the results on our website.

— END —
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Appendix

Basic Policy on Customer Centricity

1. Purpose and Philosophy

(Purpose of Establishing the Basic Policy on Customer Centricity)

We stipulate in this Basic Policy on Customer Centricity (hereinafter referred to as the “Basic Policy”)
our company policy related to customer-centric activities to achieve our purpose, “Always with you,
building a more confident future”.

(Customer Centricity)

At the heart of all our actions every day, is respect and sincere caring for our customers. We listen
to our customers and respond accordingly. With our continual pursuit of Customer Focus, we will
become atrusted partner for our customers.

(Becoming a Reliable Partner for Our Customers)

We believe that the issuance of a policy is the beginning of ourlong relationship with the customer.
Throughout our lifelong relationships with customers, we will provide each person with the kind of
advice they truly need in a way that is tailored to the way they live their lives. We will put everything
we have into doing that while constantly putting into practice our concept of customer centricity. Our
goal is to be areliable partner that customers can trust.

2. Implementation of Customer Centricity

2-1. Development and Improvement of Products and Services that are Able to Respond to
Customer Needs

(Listen to Customers to Develop and Improve Products and Services)

We will develop and improve upon products and services in a way that allows us to respond to the
needs our customers have when it comes to death coverage, medical coverage, their savings and
preparing for their later years. We will do this in a way that has us being there alongside customers
during the changes in their lives and allows us to indefinitely provide them with peace of mind. In the
development and improvement of products and services, we will always listen to customers’ voices
to understand more about their needs so that we can make our products and services simple and
easy-to-understand for customers.

2-2. Sales of Life Insurance Products

(Sales Structure that Matches with Customer Needs)

To meet customer needs, we will deploy the following four distribution channels and provide services
specific through each channel.

MetLife employee consultants

Independent agencies

Financial institutions

Direct marketing

When visiting or contacting customers, we will consider the time and location that is convenient for
them.

(Proposing Optimal Products)

We will propose optimal products and services for each customer as well as explain the rationale for
suitability, and check for an accurate understanding of the customer’s purchase intention of an
insurance policy, and their age, assets, among other matters.

(Appropriate Underwriting)
During the underwriting process, we will ensure that the customer fully understands the importance
of self-disclosure with adequate explanation and submits the required information to us.
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(Enhancement of the Convenience of Purchase Process and Service Quality)

We will carefully respond to inquiries, consultations, opinions, and requests from customers based
on their perspective. We will also provide our customers with easy-to-understand explanations
offered in plain language, not technical jargon. And, we will also make our processes, documents
and notice packages simple and easy to understand, and enhance service quality by utilizing
customer feedback we received.

(Easy-to-Understand Presentation of Products and Services, and Full Explanation of
Potentially Disadvantageous Factors and Other Complex Product Characteristics)

We will present our products and services in a manner that helps customers easily understand them.
We will also provide enough information necessary for customers to decide to apply for them.

We will ensure that important information concerning a policy (including matters that could be
disadvantageous to customers and complex product characteristics) is provided in an easy-to-
understand and sincere manner.

2-3. After-Sales Service and Process

(Provision of Various Services)

We will not only provide coverage for economic risks inherent to unlikely events for our existing
policyholders, but also provide them with support and services which facilitate their long and healthy
lives.

(After-Sales Follow-Up)
After the customer has signed up for a policy, we will continue ensuring that the customer has a
good understanding of the coverage terms through follow-up activities.

(Enhancement of the Convenience of Process and Service Quality)

We will implement various customer service frameworks (not only sales representatives, but also
call centers, web-based services, etc.) anticipating potential customer needs, and ensure that we
provide a seamless response to customer inquiries and requests. We will carefully respond to
inquiries, consultations, opinions, and requests from customers based on their perspective. We will
also provide our customers with easy-to-understand explanations offered in plain language, not
technical jargon. And, we will also make our processes, documents and notice packages simple and
easy to understand, and enhance service quality by utilizing customer feedback we received.

(Payment of Sum Insured and Insurance Benefits)
We establish and maintain arrangements that facilitate the speedy and appropriate payment of sums
insured/insurance benefits.

2-4. Initiatives for Customers Requiring Special Consideration

With respect to customers requiring special consideration (such as elderly customers), we will go
about establishing and maintaining frameworks for sales, underwriting, policy administration and
payments that are built in accordance with each customer’s characteristics so as to ensure that no
misunderstandings arise with respect to product content and mechanisms.

We will conduct appropriate marketing by carefully confirming items such as enroliment purposes,
sums insured and other elements when it comes to the issuance of policies wherein the insured is a
minor.

2-5. Insurance Agency Commissions

We will pay commissions to insurance agencies as compensation for services they provide to our
customers, and we will disclose the concept of such commissions to our customers in an easy-to-
understand manner.
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3. Internal Framework Supporting Customer Centricity

(Governance Framework Led by the Customer Centricity Committee)

With the aim of promoting initiatives for this Basic Policy, the Customer Centricity Committee is
mainly composed of the Statutory Executive Officer of each of the departments that have customer
points of contact. The Committee deliberates in a cross-functional manner and proposes methods of
analyzing and leveraging customers’ voices and reflect them in the business management.

(Appropriately Motivating Officers and Employees)

For the implementation of customer centricity, which officers and employees lead, and the
responsive management of conflicts of interest, we will develop an approach for compensation and
performance review systems that help motivate officers and associates as well as an organizational
structure to appropriately monitor and supervise that framework.

(Product and Service Training Programs for Professional Talent Development)

In order to provide a better understanding of our products and services to officers, associates and
producers, we will provide training and focus on the development of professionals in financial and
insurance services.

(Ensuring Compliance)

For compliance, the foundation of corporate management, we will clarify the role of each department
of sales lines and operations, compliance departments, and internal audit departments and
continuously strengthen company-wide compliance under the supervisory management by
executives.

(Protection of Customer Privacy)

We will always give highest priority to the protection of customer privacy and manage all policy
details and customer information obtained in accordance with our privacy policy throughout all
business interactions with the utmost care.

(Appropriate Management of Conflicts of Interest)

Forthe protection of customers’ interests against illicit conduct, we will ensure appropriate
management of transactions that involve a higher potential risk of triggering conflicts of interest. In
particular, we will build an appropriate management framework for sales of insurance products to
prevent solicitation that could be detrimental to the customer’s interests.

(Sound Management of Premiums Paid, Assets and Risk)

In order to stably manage the assets our customers have entrusted to us with a long-term view, we
will conduct multilateral analyses and diversified investments all around the globe through the
utilization of asset management know-how that leverages our global networks. Also, in order to fulfill
our promise to make good on the payment of sums insured and insurance benefits, we will operate
our business with a focus on financial and business soundness backed by our risk management
framework.

(Disclosure of the Basic Policy and Relevant Information)

We will periodically update and disclose the implementation of initiatives for the Basic Policy along
with the indicators to measure their progress. We will also periodically review the Basic Policy and
disclose it for the purpose of enabling better business operations.

* The Basic Policy on Customer Centricity includes our “Solicitation Policy” pursuant to the “Act on
Provision of Financial Services” (or before its enforcement, pursuant to “Act on Sales, etc. of
Financial Instruments”).

** The Basic policy on Customer Centricity also serves as a "Declaration of Consumer-oriented
Management".



