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AN EXPERT'S VIEW
Customer loyalty must be earned

Richard Ladwein, professor at Institut
d’Administration des Entreprises in Lille

“It is in moments of truth that customers say whether or not they are
satisfied, that is, whenever an incident or accident lets them gauge
how committed the provider is to delivering continuing service. “

loyal customer is not necessarily a customer who is
Asatisﬁed with the service he or she is offered. This is

especially true in the banking and insurance sectors,
where exit barriers are very strong. Indeed, even if they have
no particular attachment to a brand, customers find it hard to
leave their bank or insurance company because the “divorce”
procedures are onerous. In 3 banking relationship, where the
connection to the customer is personalised because he or she
wants to be recognised as a unique individual, a banking advisor
is expected to respond to incidents — for example, an overdraft
—in @ way that does not impinge on this “human capital” In
the insurance business, the relationship is not only a matter of
financial compensation, but also a demonstration of commercial
good intentions. Customers are extremely sensitive to how well
their claims or investment-related matters are handled. In these
moments of truth, when things are well-managed by the insurer
or banker, customers will show their loyalty and, in addition,
bring in new business. Satisfying customers means offering
them a useful service at the right time, with value-for-money
also being a significant factor of quality.
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Nigh-quality service

PREDICA BEGINS
AN ISO 9001
CERTIFICATION
PROGRAMME

Optimising processes, satisfying
customers and anticipating risks
go hand in hand. The aim of Predica’s
Customer Quality Department in
undertaking an ISO 9001 certification
programme is to increase customer
satisfaction by delivering services
effectively while keeping a firm grip
on risks.

In December 2010, Bureau Veritas
awarded ISO 9001 certification to
the payment processing system for

a non-delegated LCL death insurance
policy and to the complaint handling

process. The processes receiving the seal

of approval are related to the very-high-
end AVF Différence contracts as well
as the dedicated policies and annuities,
which represent nearly 3,600 policies
and €500 million in cover.

As a result of Predica’s vigorous
policy to improve quality and risk
management, the Corporate Market

our customers

Department obtained ISO 9001
certification in 2010 for its management
service. This will enhance its image
with existing customers and prospects
and its credibility in the group insurance
market while attesting to its strong risk
management capabilities.

TWO-YEARLY
SATISFACTION
SURVEYS CONDUCTED
BY PREDICA

As part of its Predica 2012
corporate project, which has

“Think customer, customer, customer”
as a key theme, Predica is conducting
satisfaction surveys. The aim is

to measure the satisfaction of its final
customers and its partner banks,
Crédit Agricole and LCL. Two million
people responded in the last
telephone survey of final customers

in November 2010. Nine Regional
Banks and the departments of the
LCL network took part. The overall
satisfaction rate in 2010 remains stable
with 7.1/10.

CUSTOMER
RELATIONS ARE
CENTRAL TO CACI'S
RELATIONS WITH
ITS PARTNERS

This was illustrated in 2010 by several
initiatives undertaken by Caci with
close cooperation from Crédit
Agricole Consumer Finance (CACF)
and LCL. Their objectives were to:
e create a Customer Relations Centre
with structures and operating procedures
that meet the highest market standards
(for example, 95% of incoming calls
answered);

e systematise commercial responses
to letters asking to cancel its partners’
personal protection policies, thereby
generating new business on one-third
of these letters;

e steer its management activities

by measuring the commercial efficiency
of processing, putting the emphasis

on short processes, responding to
customers’ complaints and taking
partners’ observations into account
when creating new Caci products.



“'

Henri Le Bihan

aci is the CAA subsidiary
Cspecialising in creditor insurance,
with business in France and
abroad. A pan-European company
with one-third of its employees
outside France, it markets products
through some forty partners — banks,
credit companies, major retailers,
high-tech companies and utilities —
in 14 countries. Two specific features

> PACIFICA BUYS
OUT MRA

Pacifica finalised the acquisition of
the general insurer Caisse Régionale
du Crédit Agricole Nord de France
(MRA) in late 2010 and now owns 100%
of the shares, compared with 40%

since 2008. By acquiring the entire 57.5%
stake held by the Crédit Agricole Nord

de France Regional Bank and the

2.5% interest of Caisse Centrale de
Réassurance, Pacifica is now the
company’s sole shareholder. This buyout
achieves several objectives. It increases
Pacifica’s book of business, gives

the Regional Banks national coverage in
non-life insurance, and capitalises on
MRA’s expertise, particularly in the
agricultural market. Further to the merger,
a sixteenth claims management unit

was opened at Arras in northern France.

— our European-scale customer-partner
relationship and the diversity of sectors
we serve — require us to deliver flawless
services that are adaptable, responsive
and competitive. | would point out that
Caci manages a varied range of several
dozen products in the European Union,
in multiple languages, and that they are
developed taking account of the specific
features of the sector and country

of our customer—partners. Caci is also
developing a broader range of products
to cover new needs such as payment
and income insurance whose relevance
is of course tested with our customer-
partners. It is our policy to regularly
assess the quality of our partnerships.
As for our quantitative expertise,

our contracts specify that we regularly
provide partners with management
performance indicators. These enable us
to continually improve our performance.
On a qualitative level, we periodically
conduct satisfaction surveys of all our
partners. Up to now, these have been
done by a consulting firm. Several
in-depth interviews are conducted at

> FLORIAGRI:

A MULTI-FUND LIFE
INSURANCE POLICY FOR
FARMERS

Predica answers the needs of all

its partner banks’ customers.

The first multi-fund life insurance plan
designed exclusively for the farming
community (farm owners, heads of
agricultural companies and retired
farmers) was launched in 2010. Floriagri
is a life insurance savings plan designed
to help these customers realise their
plans and address their specific needs.
It is a simple, accessible, dynamic
product that allows the holder to re-use
the proceeds from the sale or bequest of
a business. Its specific features include
simplified allocations that match farmers’
needs and a minimum guarantee in

the event of death, so that the amounts
invested can be recouped in the event
of a capital loss.

all levels of the companies. The topics
discussed might concern the inclusion

of new requlations in our products,

the suitability of our marketing
approaches for our new products,

or simply our routine operations with
these partners. We would like to see

this quality policy in our relationship with
our customer-partners extended

to our partners’ customers, that is,

our borrower policyholders. We are
accordingly looking forward to working
with our partners to come up with a joint
approach for recording and measuring
the satisfaction of the customers

we share. ’ ,

e

The Ffirst multi-fund
life insurance plan
designed exclusively
for the Farming
community was
launched in 2010 to
help them realise their
plans and address
their specific needs.
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> XYNTHIA:

60,000 STORM-
RELATED CALLS
HANDLED BY PACIFICA

Starting on Sunday 28 February 2010,
when the storm hit the Atlantic
seaboard, 500 Pacifica employees
answered phone calls from policyholders
seeking to file claims. The process

was simplified to facilitate filing and
shorten processing times. Altogether,
Pacifica handled more than 60,000 calls
(including 2,000 on Sunday) and
responded to 30,000 claimants in

three weeks. Measures to waive

the deductible for private customers

and pay compensation for flood damage
were introduced before the storm was
officially declared a natural disaster.

The estimated amount of damage
payments was €85 million. At this same
period, BES Seguros handled almost
150 damage claims totalling about

€1.6 million filed in conjunction with the
storms that ravaged the Madera region.
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> "WEALTH
MANAGEMENT"
HONOURS: UAF
PATRIMOINE RANKED
L IN SATISFACTION

Gestion de Fortune, the French
private banking magazine, published
its eighth ranking in early 2011.

This annual listing of the suppliers of
products and services for independent
advisors is a reliable yardstick of
performance in the industry.

{ 0/ *
Satisfaction rate for Pacifica

in 2010

* 4,016 private customers surveyed
between end-2009 and end-2010.

This year, UAF Patrimoine’s Alyss
contract placed 13th in the Life Insurance
Contracts category, with a four-star
satisfaction rating. This list included

200 wealth management advisors, or
one-tenth of the profession.

> EXCEPTIONAL
MEASURES FOR
FLOOD VICTIMS
IN'THE VAR REGION

Four hundred members of Pacifica’s
staff recorded flood victims’ claims,
and more than 1,500 claims were
covered. With its subsidiary Viavita,
Pacifica set up a system to compensate
customers, with a €380 credit for home
services such as child minding,
housecleaning, ironing or home computer
installation.



1 > SRI: €1 billion

2 > Green offers (motor/comprehensive homeowner)

3 > International SRI funds

4 > Measurement of customer satisfaction

5 > Paper consumption in offices: -10% (kg/person)
6 > Paper consumption for customers: -15% (sheets/customer)

7 > Energy consumption: -10% (kWh)

- LA MEDICALE:
A NEW BRANCH IN
LA REUNION

La Médicale, the CAA insurance
company for healthcare professionals
has opened an office in La Réunion,

thus expanding its presence in France’s
overseas territories. The branch has
been offering the full range of La
Médicale’s personal, general and savings
insurance plans since 1 January 2011.
The opening of the La Réunion facility
brings the total number of La Médicale
regional branches to 44 and marks a
further step in the plan to develop
commercial activities everywhere in
France. The new branch will cater to

the requirements of more than

7,000 healthcare professionals based

in La Réunion.

8 > Disabled employees: +50%

9 > Women managers: 40%

10 > Training for employees over 45: 80%

11 > Employee satisfaction: 60%

12 > 10 employee-suggested projects in the Courte
Echelle programme*

13 > 10 projects financed in the CAA group patronage
programme

> ANEW ENTITY IN
THE INSURANCE
BUSINESS

Caagis (Crédit Agricole Assurances,
Gestion, Informatique et Services)

is an IT and back office platform
created on 1 January 2010 (to provide
a complete range of services for the
insurance branch. Caagis has already
formalised a corporate mission statement,
Horizon 2012, which has four priorities:
excellence, agility, innovation and
cohesion.

~BUYOUT OF
AXERIA VIE AND
APRIL PATRIMOINE

At the end of 2010 Crédit Agricole
Assurances acquired two insurance
companies, Axéria Vie and its subsidiary
April Patrimoine, which have been
renamed Spirica and LifeSide Patrimoine.
Spirica is a life insurance company

that markets savings products through

independent wealth management
advisors, brokers, and an integrated
distribution platform. LifeSide Patrimoine
offers savings and life insurance products.
With these two companies, Crédit
Agricole Assurances has acquired a
platform for managing small ranges of
innovative products designed for niche
channels (the high-end market, online
customers, etc.) and expanded its offer
in the life insurance savings market.

e

The opening of the

La Réunion facility
brings the total number
of La Médicale regional
branches to 44.
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Localtions

CREDIT AGRICOLE ASSURANCES
16, boulevard de Vaugirard

75724 Paris Cedex 15
+33143230333

PREDICA

16, boulevard de Vaugirard
75724 Paris Cedex 15
+33153743300

PACIFICA

8, boulevard de Vaugirard
75724 Paris Cedex 15
+33153743300

CACI

16, boulevard de Vaugirard
75724 Paris Cedex 15
+33143230333

40, allée Vauban
59110 La Madeleine
+3332804 4500

AIX-EN-PROVENCE

Legal protection

CS 60578

13594 Aix-en-Provence Cedex 3

AIX-EN-PROVENCE
IARD

TSA 20449

92883 Nanterre Cedex 9

ARRAS

BP 70034

62055 Saint-Laurent
Blangy Cedex

BORDEAUX

Legal protection

CS 60020

33070 Bordeaux Cedex

CLERMONT-FERRAND
IARD

TSA 50443

92883 Nanterre Cedex 9

LYON

IARD

TSA 20440

92883 Nanterre Cedex 9

CAAGIS

50, rue de la Procession
75724 Paris Cedex 15
+331432371091

Quartier de Baye,

avenue André-Coudray

BP 3 - 84110 Vaison-la-Romaine
+33490101010

CALI EUROPE
Succursale France
31, rue Falguiére
75015 Paris
+33143230333

LA MEDICALE

3, rue Saint-Vincent-de-Paul
75499 Paris Cedex 10
08102010 30

+ 44 locations in France

UAF PATRIMOINE

16, boulevard de Vaugirard
75724 Paris Cedex 15
+33143230333

+ 5 locations in France

METZ

IARD

TSA 10448

92883 Nanterre Cedex 9

MONTPELLIER

Crop Insurance management unit
CS 69015

34965 Montpellier Cedex 2

MONTPELLIER

IARD

TSA 70445

92883 Nanterre Cedex 9

ORLEANS

IARD

TSA 80446

92883 Nanterre Cedex 9

PAU

IARD

TSA 40442

92883 Nanterre Cedex 9

POITIERS

IARD

TSA 90447

92883 Nanterre Cedex 9

VIAVITA

8, boulevard de Vaugirard
75724 Paris Cedex 15

+ 33153743300

PREVISEO OBSEQUES
2, rue Fragonard

75838 Paris Cedex 17
0810504024

SPIRICA

128, boulevard Raspail
75006 Paris
+33157728818

LIFESIDE PATRIMOINE
27, rue Maurice-Flandin
BP 3063

69395 Lyon Cedex 03
+33472367500

RENNES

IARD

TSA 60444

92883 Nanterre Cedex 9

RENNES

Legal protection

CS 41702

35517 Cesson-Sévigné

ROUEN

IARD

TSA 30441

92883 Nanterre Cedex 9

ROUEN
Legal protection
BP 612

76235 Bois-Guillaume Cedex

STRASBOURG

IARD

TSA 30450

92883 Nanterre Cedex 9



> Germany

@5 CREDIT AGRICOLE
2 CREDITOR INSURANCE

CACI SPACE HOLDING
Taunusanlage 14 D
60325 Frankfurt Am Main
+ 49 69 74 221 362

> Spain

PREDICA (SUCCURSALE)
Avenuda de la Libertad 5
20004 San Sebastian

+ 34 943 572 431

@5 CREDIT AGRICOLE
2 CREDITOR INSURANCE

CACI SPACE HOLDING
Paseo de la Catellana, 1
28046 Madrid

+ 34 914 327 200

> Greece

@4 CREDIT AGRICOLE
== INSURANCE

CREDIT AGRICOLE INSURANCE
45, Mitropoleos Str.

10556 Athens

+30210 37 13 900

@5 CREDIT AGRICOLE
=2 LIFE

CREDIT AGRICOLE LIFE
45, Mitropoleos Str.
10556 Athens

+30210 32 83 583

> Ireland

(CDZ CREDIT AGRICOLE
==2% CREDITOR INSURANCE

CACI LIFE LTD, NON LIFE LTD,
REINSURANCE LTD

Space Holding -

Beaux Lane House -

Mercer Street Lower — Dublin 2
+ 353 1418 9750

> ltaly

@4’ CREDIT AGRICOLE
==2 ASSICURAZIONI

CREDIT AGRICOLE ASSICURAZIONI
Via Visconte Di Modrone, n°15

20122 Milano (Mi)

+ 39 02 88 21 83 302

@5 CREDIT AGRICOLE
== VITA

CREDIT AGRICOLE VITA
Via Visconte Di Modrone, n°15
20122 Milano (Mi)

+39 02 721713 237

@’ CREDIT AGRICOLE
=== CREDITOR INSURANCE

CACI

Space Holding
Via Brera

21 20121 Milan

+ 353141897 50

> Luxembourg

(CDZ CREDIT AGRICOLE
==2 LIFE INSURANCE

CREDIT AGRICOLE LIFE
INSURANCE EUROPE
31-33, avenue Pasteur
L-2311 Luxembourg

+ 352 26 26 70 67

2 CREDIT AGRICOLE
Q“ RISK INSURANCE

CREDIT AGRICOLE RISK INSURANCE
C/0 Marsh Management Services

74, rue de Merl

L-2146 Luxembourg

+ 352 49 69 51 304

@5 CREDIT AGRICOLE
—=—% REINSURANCE

CREDIT AGRICOLE REINSURANCE
C/0O Gras Savoye Willis

Management Services

146 rue de Kiem

L-8030 Strasse

+ 352 46 96 01 301

> Poland

(D% CREDIT AGRICOLE
X UBEZPIECZENIA NA ZYCIE

CREDIT AGRICOLE LIFE
INSURANCE EUROPE
Plac Orlat Lwowskich 1
53-605 Wroclaw

+48 71773 2310

> Portugal

>

BES SEGUROS

BES COMPANHIA DE SEGUROS
Avenue Columbano Bordalo
Pinheiro 75-11

1070-061 Lisbonne

+ 3512131993 06

BES VIDA

BES VIDA COMPANHIA
DE SEGUROS S.A.

Avenue Columbano Bordalo
Pinheiro 75-11

1070-061 Lisbonne

+ 35121 316 75 81

> Lebanon

A

Bancassurancel
sal

BANCASSURANCE SAL
Centre Géfinor, bloc A
Rue Clémenceau

PO Box 110 393 Beyrouth
+ 961 1744 403

> Japan

QK¢ GrEpIT AchicoL
LT THVAIVER

CREDIT AGRICOLE LIFE

INSURANCE

JAPAN LTD

Shiodome Sumitomo Bldg

1-9-2 - Higashi-Shimbashi

Minato-Ku

Tokyo 105-0021

+ 81 34590 8469

LOCATIONS = 27



> Inter-ministry delegate for family
affairs between 2000 and 2003,

Luc Machard has been chairman
since 2004 of the Consumer Safety
Commission (CSC), an independent
public agency that issues opinions
and recommendations to improve
the safety of products and services
(securiteconso.org). The prevention
of everyday accidents is an important
public health issue, notably because
of the rising number of elderly people
— the leading victims of everyday
accidents - in the population.

He is working to see that this issue

is recognised by the government as
a national cause and actively leading
a campaign to combat everyday
accidents.

> A public intellectual and

a philosopher by training, Francois
Ewald is a professor at Conservatoire
National des Arts et Métiers, where
he holds the chair in insurance,
and Director of Ecole Nationale
d’Assurances. A former assistant
to Michel Foucault at College de
France, he is the founder chairman
of the Observatoire du Principe

de Précaution, and he recently
coordinated the publication of

Aux Risques d’Innover (published
by Editions Autrement), a collection
of texts by several authors.
Francois Ewald regularly writes as
a guest columnist in the business
daily Les Echos and other
newspapers. He is chairman of
Conseil Scientifique et d’Evaluation
of the Fondation pour I'lnnovation
Politique and is a member

of Académie des Technologies.

> Richard Ladwein is a professor
at Institut d’Administration des
Entreprises at Lille, where he lectures
on issues related to market research
and consumer and buyer behaviour.
His activities include advising

banks and insurance companies

on consumer behaviour studies.

One of his main areas of research is
the analysis of consumer and buyer
behaviour and in particular the
relationship between consumer
choices and the structuring of an
individual’s identity. Another is the
impact on everyday life of the Internet
and its development. He is the
author of several works, including
Les Etudes Marketing and

Le Comportement du Consommateur
et de I’Acheteur (2™ edition).

Loan Nguyen lives and works in Lausanne. She studied at the Applied Arts School of Vevey, graduating in 2000.
After participating in several joint exhibitions, she presented her first solo exhibition at the Esther Woerdehoff gallery,
which represents her in Paris. Since 2003, her work has been displayed in the Herrmann & Wagner gallery in Berlin,
the Duncan Miller gallery in Los Angeles and the Fotomuseum Winterthur. In 2007, she published her second book,
De Retour (going back), which tells the story of her father’s return to Vietnam after 38 years in Switzerland.

She recently exhibited her new series “Météo et phénomenes naturels” (weather and natural phenomena) at

the Kunsthalle in Erfurt, Germany.
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