A consumer-focused survey on claims experience and embedded offers for the travel industry

This report from embedded insurance leader Cover Genius and Momentive.ai (the research company of SurveyN\onkey) examines consumer sentiments when
it came to purchasing travel insurance and the claims experience during the COVID-19 pandemic. The report is based on a survey conducted in September—

October 2021 of 500 census-balanced travelers in Korea.

The report is part of a global series that includes Canada, Brazil, Mexico, UK, Germany, Spain, ltaly, France, Sweden, the Netherlands, UAE, Russia, Australia,
Singapore, India, Thailand, Korea, Indonesia, Japan and the US. To qualify for the survey, respondents had to have travelled either domestically or internationally
since March 2020. The respondents answered up to 30 questions concerning their insurance purchase source, whether they made a pandemic-related claim,

and the overall claim experience. |n—depth country studies are also available at coverenius.com/resources.
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http://covergenius.com/resources
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“When it came time to make a claim, did the protection cover pandemic related issues?”
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Of all those surveyed, what percentage of travelers got travel insurance?
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Of those who got travel insurance, what percentage were seeking pandemic related coverages?

Of those who were looking for pandemlc related coverages, what percentage needed to make a claim?
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Of those who made a claim, what percentage made a claim for pandemic-related reasons?
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Of those who made a claim for pandemic related reasons, what percentage were NOT covered

despite purchasing the policy for pandemic protection?

68.7%

59.4%

12.2%
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Future preference for purchasing travel insurance, by source
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[How would you prefer to get travel insurance in the future] “For the most recent trip, where did you get travel insurance?”

Overall, 54% of customers who purchased insurance in the last 12 months intend to switch to an alternate insurance source next

time. Travel providers and agents are set to benefit, with 33% using them last time, while 52% prefer to use them next time.

e e ] ] e -l e . e -] e
OfX|o = of| 2Fst o{He| U B =4 CI2 o2 Qlsl| MSot= o{lix} HEd =X
Source of travel insurance for the last trip booked Preferred source of travel insurance for next trip
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46.1%
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Travel provider or agent
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Online insurer
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Future preference for purchasing travel insurance, by source
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[How would you prefer to get travel insurance in the future] “For the most recent trip, where did you get travel insurance?”
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Don’t remember
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Preference to switch, by source
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[For the most recent trip, where did you get travel insurance] “How would you prefer to get travel insurance in the future?”

Of the travelers who previously got protection from a health insurer, 88% of them would prefer to switch to another insurance

source for their next trip.
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NPS, based on preference to switch insurance source
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[How would you prefer to get travel insurance in the future] “Looking back, on a scale of 1to 10, where 1is a poor experience and 10

Is a great experience, how would you rate the claims process?”

The average post-claim NPS for those customers who intend to switch from their current source is -31.

This chart shows the NPS scores for respondents who prefer to switch to another source of insurance next time they book travel.

The wider set showing the average NPS per source is shown on page 8.
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“Why would you want to receive travel insurance from this source (travel provider, online insurer or other)?”

0.0% 10.0% 20.0% 30.0% 40.0% 50.0%
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It is an easy and convenient way to get this type of protection
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They can tailor the insurance protection
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The cost of the protection would be better 32.6%
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The claims experience - NPS by source
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[For the most recent trip, where did you get travel insurance] “Looking back, on a scale of 1to 10, where 1is a poor experience and

10 is a great experience, how would you rate the claims process?”

Insurance offered with corporate policies deliver the poorest outcomes for their customers, with post-claim NPS measuring -73,

versus health insurers measuring -27.
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The claims experience - How did you report the claim?
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[For the most recent trip, where did you get travel insurance] “How did you report the claim?”

While online forms are growing in popularity, claims are still filed in less than efficient ways, in particular via phone calls (22%

overall).
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The claims experience - time to finalize the claim by source
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[For the most recent trip, where did you get travel insurance] “From the time of reporting the claim to it being finalised and paid (if

applicable), how long did it take for completion of the claim? Please answer in number of days.”

Claims from health insurers take 14 days, compared to travel providers/agents at 11 days.
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The claims experience - how can the claims process be improved?
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“How could the claims process be improved?”

A single development that would significantly improve outcomes for claimants would be online bank transfers, cited by 25% of

claimants who responded that "payment should be faster”. Others include digital claim filing, real time updates, simpler wordings and

avoiding data re-entry.
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Payment should be faster (n=78)
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Policy wordlng or policy benefits should be easier to read and understand
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Questions should only need to be asked once (n=63)
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Claim reporting should be available online (n=56)
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The online claim reporting can be improved (n=52)
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Remove the requirement to upload unnecessary documents (n=50)
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| expect to receive less calls (n=35)
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[How did you report the claim] “Looking back, on a scale of 1to 10, where 11is a poor experience and 10 is a great experience, how

would you rate the claims process?”

ol s 22atol oAl H|Z C Smuz N etz ozl
En;ail Onlin.e form P .F Phone call
(n=68) (n=96) ot il (n=66)
-9
-20
-24
-38

Key =22}¢l

SO0| LAl B REOE HE -« Paper form




3 Y - NPs, 811 3S O1F 2] & A= AR

[E34E§ Aot A|IEEE X|Z0| =™ E| 0 AN X|ZEHE E[= E$)0| O|F0{& uf7pX| Aol AXALE
22 2(0]: 20202 3 F=HQ] “S0|H A2l 2w, 10 M 107HK|Q] ME(S 0L EX| 242,10
8 DH—CI’— SEeh= Ha=s M S HorotctH R =2 AL SL”

[From the time of reporting the claim to it being finalised and paid (if applicable), how long did it take for completion of the claim]

“Looking back, on a scale of 1to 10, where 1is a poor experience and 10 is a great experience, how would you rate the claims

process?”

This chart shows the correlation between faster claim processing and higher NPS.
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