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© 2020 Deloitte Ireland LLP. All rights reserved. 2
 James JohnstonSenior ManagerDeloitte Digital
 Today’s speakers and discussion topics
 Mike EnnisDirector
 Consulting
 Dylan CotterDirector
 Consulting
 Laura WaddingPartner
 Risk Advisory
 Changing the story Regulation and
 conduct
 considerations
 New products,
 solutions & business
 models emerging
 Global & local trends
 in consumer
 behaviour
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 Global & local trends in consumer behaviourMike Ennis
 Director, Consulting
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We are learning that consumers are in the midst of a two-pronged crisis: Health and Financial
 Deloitte’s Global State of the Consumer research (April – June)
 Deloitte Interactive Dashboard
 The results of survey waves are also available via an interactive dashboard:
 N=1,000+ per country. 18+ year olds surveyed
 Deloitte Global State of the Consumer Tracker
 Surveyed consumers across 18 countries
 https://www2.deloitte.com/us/en/insights/industry/retail-distribution/consumer-behavior-trends.html
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As economies re-open, consumers surveyed are starting to feel safer venturing out, but there is likely to be a considerable way to go before pre-COVID levels of confidence and ‘normality’ return…
 What trends are we seeing Globally?
 “I Feel Safe To…” Average “I Feel Safe To…” by Country
 Up from 34% (end May)
 16%
 18%
 20%
 22%
 28%
 34%
 35%
 36%
 37%
 37%
 38%
 39%
 40%
 43%
 44%
 0% 10% 20% 30% 40% 50%
 Chile
 South Korea
 Japan
 Mexico
 United Kingdom
 Ireland
 Canada
 Global average
 Italy
 Spain
 Poland
 Germany
 United States
 Belgium
 China
 Least safeMost safe
 49% 49%
 41%
 34%32%
 27%
 19%
 Returning to myworkplace
 Going to thestore
 Engaging inperson to person
 services
 Staying in a hotel Going to arestaurant/bar
 Taking a flight Attending in-person event
 Controlling for risk exposure
 Daily life Optional Activity
 2% 3%
 4%
 4% 5%
 3%
 3%
 Change from end May
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What trends are we seeing in Ireland?
 32%I’m putting off maintenance for my vehicle
 14%If available, I will buy my next vehicle online
 74%The idea of owning a vehicle is valuable to me
 64%
 Public transit
 54%
 Ride-hailing
 Over the next 3 months, I planto limit my use of…
 58%I’m planning to keep my current vehicle longer than expected
 Retail Environment Auto & Mobility
 50%I’m concerned about my physical wellbeing
 28%I’m more anxious than I was last week
 24%I’m concerned I will not be able to make upcoming payments
 44%I’m delaying large purchases
 Health concerns
 Financial concerns
 Taking a flight16%
 Staying in a hotel23%
 Going to the store43%
 36%I’m concerned about losing my job
 Travel & Hospitality
 42%
 48%
 51%
 60%
 66%
 67%
 80%
 24%
 22%
 20%
 16%
 18%
 15%
 11%
 13%
 14%
 12%
 8%
 8%
 9%
 5%
 16%
 12%
 12%
 11%
 6%
 6%
 3%
 5%
 4%
 5%
 5%
 2%
 3%
 1%
 Stay in a hotel
 Take a rail trip
 Rent a vacation home/apt
 Take an international flight
 Take a domestic flight
 Rent a car
 Take a cruise
 Not at all likely Not very likely Neutral Somewhat likely Very likely
 Likelihood of leisure travel in next 3 months…
 46%I’m ok with spending more for convenience to get what I need
 39%I’m keeping my home stocked with more than I immediately need
 43%I am more concerned about the security of my personal data
 I would feel safe…
 • Survey completed at regular intervals using an online panel where consumers 18 years of age and older are invited to participate
 • It is fielded in 18 countries (targeting 1,000 respondents per country/wave).
 Overall
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 What are life and pension customers in Ireland talking and asking about?By reviewing social channels and listening to what customers are saying and asking about we identified some key themes. We listened to social media outlets, blogs and other publically available forums. These are potential areas of focus for communications & offerings in the coming weeks / months.
 New Investors / markets
 • Some customers with cash reserves are looking for information about investing /
 savings. In particular customers are looking for direction and investment options.
 The volume of Google searches with ‘investment’ (keyword) has increased
 significantly over the past 90 days
 • Customers are also looking for insight on market performance and investment
 options / opportunities. With a segment of customers interested in investing there
 is an opportunity to showcase market knowledge, product / portfolio performance
 and investment expertise.
 Financial Wellbeing
 Customers are now more aware of their
 financial positions and wellbeing. Customers
 are seeking more advice as they move
 towards managing their financial wellbeing
 and related mental health. 90% of customers
 stating that COVID-19 has caused financial
 stress and anxiety. This is an opportunity to
 be proactively empathetic, understand
 changes in behaviour and help customers to
 make appropriate decisions even if
 temporary.
 Potential opportunity
 Make it simple and easy for customers to discuss investment options and products relevant for them. Consider new ways of communicating your message; short videos and visuals are a great way to engage customers
 Potential opportunity
 Identify customers that may need additional support and advice. Create financial options / scenarios and proactively communicate to customers.
 Am I protected?
 Customers have indicated they are
 concerned about their health,
 family, income; displaying an
 increasing interest / need for
 appropriate protection. Mortality is
 on the nations’ mind as daily news
 briefs discuss # of cases and Covid19
 fatalities – the resurgence has
 resurrected deeper fears of a 2nd
 wave
 Potential opportunity
 Change the narrative on new / existing products; identify moments that matter to customers that create lasting value, not just for the moment; income protection; delivering benefit across a broad range of the scenarios
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 New products, solutions & business models emerging
 James Johnston
 Senior Manager, Deloitte Digital
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Unprecedented business environment; requiring lateral thinking, creativity & technology at the core
 Predictable economy with long-term growth; technology and creativity for employee engagement
 Loss of trust in institutions such as business, government and media
 Fear of change in work(resist innovation and automation)
 Staff with best person available on-site
 Growth as a goal in its own right
 Climate change; saving the environment
 Flight to stability, re-engage with institutions, increased business & government co-operation
 Accelerate the simple changes (2030 comes forward to 2021), while proactively building for Industry 4.0
 Staff with the best person anywhere in the world. Access to talent has changed, but can it be mixed on/off easily?
 Advantaged portfolio to navigate social and economic white-water
 Economic, social and environmentalsustainability (and resilience)
 2019 2021
 We see six key shifts shaping the future
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 headed next:Where E X P E R I E N C E
 I S
 Customers expectations are continually increasing as they gain exceptional digital experiences elsewhere
 Delivering personalized
 product offerings that
 adapt in real time to the
 customers needs and
 wants.
 Customers want control
 but they also want you to
 nudge and advise them
 to get the most out of
 their product portfolio.
 Customers willing to
 share more data based
 on the purpose having
 value and meaning to
 them.
 Customers expect straight
 talking easy to understand
 and easy to purchase
 products from providers
 they can trust.
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It’s more than . the consumer experience.
 It’s about during the moments that matter most
 to consumers along their . journeys.
 MANAGING
 CREATING VALUE
 UNIQUE
 It is that simple. But it is not easy.
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 Improved CX from Insurers During Covid-19How a pandemic forced great customer experiences as providers had to rapidly adopt to the situation.
 VitalityLife members can reduce their premiums by 25%, 50% or 75% and their cover will reduce by the same percentage.
 As health screenings could not be done in person, virtual health checks were
 embraced by many providers with Square Health taking on the operation for many. The path to remote blood pressure and
 blood tests is near.
 Covid tracking apps are surging, there is a move towards conscious exchange of data. Rewarding health with premium reductions
 FLEXIBILITY & CONTROL MEDICALS DATA SHARING
 Life protection is sold not bought however is there a change in behavior. Life events trigger the purchase. True Blue life saw an increase of 50% in life requests following Kobe’s death, has Covid-19 caused a global realisation that
 life cover has real value.
 GLOBAL LIFE EVENTS
 Santander and Aviva announce continuation of their combined product and new offerings
 emerge from US – Get my bubble.
 PARTNERSHIPS
 Being easy to do business with is key. A number of offerings are being made available to brokers
 to allow them to easy digitise their business.
 FRICTIONLESS EXPERIENCE
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 Time to tell a NEW story
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 Changing the storyDylan Cotter
 Director, Consulting
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 [NEW STORIES ARE LOADING]
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 “The Long Finger”
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 “The Lazy Finger”
 “The Two Fingers”
 “The Thumbs Up”
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 “The Two Fingers”

Page 24
						

© 2020 Deloitte Ireland LLP. All rights reserved. 24

Page 25
						

© 2020 Deloitte Ireland LLP. All rights reserved. 25
 “The Lazy Finger”
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 “The Thumbs Up”
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 CHANGE THE STORY BEFORE SOMEONE ELSE DOES.
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 Regulation and conduct considerationsLaura Wadding
 Partner, Risk Advisory
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 What are some of the stand-out regulatory considerations for life insurers today
 Introduction
 Crisis Management –regulatory expectations
 Behaviour & Culture
 Sustainability
 Governance & Risk Management
 Accountability (and Fitness & Probity)
 Outsourcing Financial Crime
 Data Privacy Cyber Security
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 Crisis Management - Expectations of the RegulatorWhat has the latest crisis taught us about supervisory priorities?
 Business Continuity. Including:
 Consumer, Investor & SME Protection (Conduct Risk).
 Including:
 Regulatory Engagement. Including:
 • Complying with existing regulatory requirements
 • Pro-actively managing risk e.g. Operational, Cyber, Fin Crime, Outsourcing, Resources
 • Pro-actively managing finance e.g. capital, liquidity
 • Addressing outstanding RMPs
 • Demonstrating Board Effectiveness & Accountability
 • Implementing processes to deal with rise in insurance claims and premium payments
 • Treating customers fairly – no unreasonable conditions, heightened concern for vulnerable customers
 • Transparency of terms/conditions and decisions
 • Early notification of issues
 • Continuing to notify and/or seek approval where required e.g. Outsourcing Arrangements, PCF Appointments
 • Comply with Regulatory Reporting requirements (even if late)
 • Responding to a myriad of CBI requests
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 Behaviour and CultureAssess, Challenge, Improve and Demonstrate
 Tone from the top The role of the leadership in setting, communicating and challenging the RFSP culture.
 Mind-sets and behaviours Mind-sets and behaviours that reflect the RFSP target culture and values.
 Purpose and strategy A clear sense of purpose and alignment between strategy, culture and values.
 Governance and controls A culture that reinforces good governance and controls.
 Individual accountability The introduction of formal individual accountability regimes globally for poor culture or breaches of misconduct within the scope of senior manager regimes.
 Remuneration and incentives Remuneration and incentives that promote good outcomes for the RFSP, customers and the market.
 Overall business purpose The reason why a firm exists and the extent to which its purpose is cognisant of, and orientated towards, the outcomes achieved for customers and the market.
 Diversity and inclusion The extent to which the board, senior managers and wider firm are comprised of individuals from a range of backgrounds, experiences and outlooks.
 Tone from above The behavioural examples and cultural signals being sent by an employee’s immediate manager or supervisor.
 Psychological safety Whether the RFPS culture is one in which people feel free to speak up, share opinions & ideas or acknowledgements and errors, without fear, and incorporates 360 feedback programs.
 The 10 Principles to guide a firm’s approach to managing culture
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 SustainabilityDesigned to impact the end-to-end investment cycle
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 SustainabilityRegulatory Timeline
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 Q&A
 Michael EnnisDirector
 Consulting
 Donal LehanePartner
 Consulting
 Laura WaddingPartner
 Risk Advisory
 James JohnstonSenior ManagerDeloitte Digital
 Dylan CotterDirector
 Consulting
 Please submit questions through the Q&A box
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