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Winners and finalists

0 Winner: Asteron Life
Finalist: BT Financial Group &
Finalist: TAL & '}\

2

R

OnePath Winner: OnePath% |

—— = Finalist: Zurich ,
Finalist: AIA Australia

|

@ Winner: AIA Australia
Finalist: Asteron Life.

Finalist: Macquarie
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How Asteron Life’'s Underwriting and New
Business team Is described
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Why Asteron Life won the 2012 Underwriting &
New Business Team of the Year Award

Asteron Life was rated higher than all other
life companies across every key measure

Satisfaction : Stand-out performance areas:

1. Accessibility of underwriters - being
able to access underwriters easily to
provide background information and

Relationship : debate risk assessment issues

2. Quality of underwriting
communication - clear and
transparent communication of
considerations and clarity of
explanation given when proposals are
declined or alternative terms are
offered

Recommendation

Overall Performance Score

BT Financial Group and TAL were finalists

737 ratings of the underwriting & new business teams were
analysed to place Asteron Life the winner of this category J ¢ B I I AI
with BT Financial Group and TAL as finalists
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How OnePath’s claims team iIs described
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Why OnePath won the 2012 Claims Team
of the Year Award

OnePath was rated higher than all other life
companies across every key measure

Satisfaction Index _ _ Stand-out performance areas:

1. Empathy and sensitivity of claims case
managers and other staff throughout claims
process

2. Quality of assessments - fair and transparent
claims decisions, processes and policies

3. Quality of claims communication - clear,
transparent and proactive communication about
all aspects of a claim, including benefit

- 79.4
Overall Performance calculations
79.8
Score
Zurich and AlA Australia’s underwriting team were
finalists.

448 ratings of the claims teams were analysed to place @
OnePath the winner of this category with Zurich and AIA Onepath ® &
Australia finalists = ZURICH ‘q I P‘
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How AIA Australia’s BDM team is described
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Why AIA Australia won the 2012 BDM Team
of the Year Award

AlA Australia was rated highest or equal highest

. . across every key measure
Satisfaction Index

AlA Australia’s stand-out performance areas:

1. BDM product knowledge - BDM
knowledge of the range of products and
product applications

Relationship Index

2. BDM industry knowledge - knowledge of

the industry and external market conditions
Recommendation Index . including regulation changes and
compliance aspects

3. BDM availability - frequency and nature of

contact and being there when needed
Overall Performance Score . . .
Asteron Life and Macquarie Life were close

finalists
708 ratings of the BDM teams were analysed to place AlA )/ A on
Australia the winner of this category with Asteron Life and &

Macquarie Life finalists 4q I P
MACQUARIE
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Method

« The AFA member database and riskinfo
database was combined to create the
largest independent pool of advisers in the
industry

* An online survey was conducted between
10 January and 15 February 2013

* The research evaluated the performance of
the underwriting, claims and BDM teams of
life insurance companies separately

* For each category, respondents were asked
to rate the performance of up to three life
companies they had used most in the last
12 months
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Respondent Profile

" —

Sample was representative of
the adviser population in Australia

 Respondents rated up to three life insurance
companies across the three award categories
with 1,893 ratings:

737 ratings for underwriting & new business
448 ratings for claims
708 ratings for BDMs

«  72% male
« 88% were qualified financial advisers
- The average age was 45.6 years

e 76% were from eastern seaboard states
(QLD, NSW, VIC)

« 70% were based in capital cities
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Beddoes Institute Client Experience Survey

Level 1 . :
231 Burwood Rd, Practice Benchmarking
Hawthomn, VIC 3122 Leading Practices Library

P. +61 3 8862 4700 :
F. +61 3 8610 0345 Find Out More >>

ABN. 13 122 132 790
www.beddoesinstitute.com.au
inffo@beddoesinstitute.com.au
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This document constitutes the sole and exclusive property of Beddoes Institute. Beddoes Institute retains all copyrights and other rights, without limitation,
Beddoes Institute’s trademarks, technologies, methodologies, analyses and know how included or arising out of this document.

The addressee of this document undertakes to maintain it confidential and not to disclose all or part of its content to any third party without the prior written
consent of Beddoes Institute. The addressee undertakes to use the contents of this document solely for its own needs (and the needs of its affiliated
companies as the case may be), and only for the purpose of evaluating the proposal for services provided by Beddoes Institute. No other use is permitted.
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