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A study on Enhancing Consumers' Confidence and
Improving Insurance Product Disclosure

To boost consumers’” confidence in the insurance sector, we provide
three suggestions on a series of processes that enable consumers to
well understand insurance products and reduce the number of
consumers’ complaints resulting from insurers’ insufficient
explanations and/or consumers’ lack of understanding. One is that a
key features document (KFD), a 2- or 3-page summary of product
manuals, should be given to customers at the point of sale for all
insurance products. Second, we suggest that web search engines be
improved, so that consumers may learn the existence of insurance
comparison sites, well exploiting information on insurance products.
Third, the regulatory practices revised in market conduct and
consumer reports published in recent years are likely to facilitate
insurers more active towards improving product manuals and public
disclosure systems to compare insurance products.

Using social experiments, we find that consumers understand better
information given on an insurance product, when the KFD is
described in the manner of question-and-answer and intelligible
explanations. The social experiments suggest that the KFD include
consumers’ benefits and risks in a balanced way at the point of sale.
Moreover, we also confirm the results of earlier studies that a layout,
letters, and colors in the KFD enable consumers to read better the
insurance products.

In this report, we stress that it is quite significant to improve the

comparison search tools, so that consumers can acquire with ease and



make full use of results from comparing insurance products, although
it is most desirable to consult advisors face-to-face in comparing them.
In this regard, there is a need to re-organize the contents in a search
engine, where difficult terminology and content do not have
supplementary explanations, with the ability to search unsatisfactory.
In order to prevent consumers from confusion, we need to consider
re-arranging variable annuities, bancassurance commission rates, and
others separately in the comparison website of insurance products,
along with putting a link in these items upon occasion.

Finally, we suggest that insurance carriers be given more incentive
to improve the contents of product disclosures, for instance, by finding
many exemplary cases, rather than simply regulating the carriers,
which is ultimately more likely to enhance consumers” confidence and
decrease consumers’ complaints. In addition, we expect that all the
activities, such as selecting the Outstanding Financial Company of the
Year, publishing consumer reports, etc., would spur insurance carriers’

improvements in public disclosure systems.
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HAZACH(%) A
TE | AR N
25~20AM| | 30~39A| | 40~49M| | 50~55M| | A ofd
OEA 60 16.7 30.0 36.7 16.7 51.7 48.3
IEB 60 20.0 30.0 40.0 10.0 48.3 51.7
I&C 30 26.7 20.0 33.3 20.0 50.0 50.0
Al 150 20.0 28.0 37.3 14.7 50.0 50.0
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