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Satisfying Demand for Health Protection to 

Pursue High-quality Development 
---- An Overview of CPIC’s Health Insurance Business 

Chengdu  November 15, 2018 
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Social insurance only meets the basic health care demand 

 Social insurance can not satisfy people’s diverse needs for health protection 

 Private insurance is an important “top-up” 

Steady growth of health insurance demand 

Note: The data source is “the white paper of China commercial health insurance”. 

Heavy burden on people’s pockets  
Personal out-of-the-pocket spending as a share of total health 

care expenditure in 2015 

01 

02 
Deficit of social security medical fund 

 Total health care spending in 2017: RMB5.16 trillion 

 CAGR of social security medical fund between 2008 and 2017: 

contribution 21.8%, pay-out 24.0% 

03 
 the USA: 11.1% 

 Germany: 12.5% 

 the UK: 14.8%, 

 China: 35.0% 
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112.4  
158.7  

241.0  

404.3  
438.9  

7% 

8% 
10% 

13% 12% 

2013 2014 2015 2016 2017 

Primary insurance premium 

Market share 

Rapid growth of health insurance market, dominated by 
disease and medical insurance 
 

+41% 

Primary insurance premium growth 
and market share of health insurance 

(Unit: RMB billion) 

Note:  The data source is CBRIC.  

Mix of health insurance premiums in 2017 

Disease 
insurance 

56.8% 

Medical 
insurance 

32.3% 

Disability 
income 

insurance 
0.1% 

Care 
insurance 

10.8% 
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Satisfy customer’s diverse needs through private and 

government-sponsored programs 

Private 

insurance 

Government-

sponsored programs 

Medical insurance  

Disease insurance 

• Hospitalization reimbursement 

• Hospitalization subsidy 

• Children/adults critical 

illnesses 

• Cancer 

• Women illnesses 

• …… 

Critical illnesses on top of social insurance 

Third-party administration 

Long-term care 

Other supplementary medical insurance 
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         CI with increased sum assured 

The “Jinyou” series is historically the “pillar” 

critical illnesses product . It offers participating of 

profits in the form of increased SA over the years. 

With product upgrading, its coverage expands, 

adding benefits like waiver of premiums and 

multiple payments for minor illnesses. 

 

        CI with flat sum assured 

Building on the edge of the previous CI product 

with increased SA, we launched “Jinnuo 

Rensheng”, a traditional CI product offering flat 

SA, which is also the pillar of the current CI line-up. 

          Cancer product 

To meet customers’ diverse demand, we launched 

“Xingfu Ankang” in February 2018, a CI product 

offering more value for lower premiums. 

Private insurance (1/9) 

Diversification of disease insurance product line-up to meet 

customer’s personalized needs for protection 

 With increased cancer incidence and detection 

rate, people’s demand for cancer protection grows 

rapidly. The “Aiwuyou” product is tailor-made for 

cancer protection, covering against the most prevalent 

cancers for lower premiums. 

         Pure consumption CI 
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Diversification of medical insurance product line-up to meet 

customer’s personalized needs for protection 

    Baiwan ( million in face amount)  

    medical insurance 

The product series offers high level of protection for 

lower premiums, covering a wide range of illnesses 

and medication under social insurance, filling market 

niches. Main products include “Lexiang Baiwan”, 

“Quanjiatong” and “ Yue Jiabao”. 

          Tailor-made hospitalization medical insurance 

 To meet demand for reimbursement of hospitalization expenses not covered by social insurance, we launched 

“Xin Anyi”, which sets no deductibles, allowing for application by both individuals and families, with domestic 

second opinion service for critical illnesses. 

          Anti-cancer medical insurance 

 To meet demand for better treatment and 

experience, we launched “Xin’an Zhizhong”, an 

cancer product covering against medical expenses in 

public hospitals of tier-2 grade and above for both 

government-subsidized and “market-oriented” services, 

as well as the Shanghai Proton & Heavy Ion Hospital. 

Private insurance (2/9) 
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“Shaoer Chaonengbao”, a 

tailor-made CI plan which offers 

wide coverage, waiver of premium 

for both insured and applicants, 

and return of premiums with a 

value growth of 50%. 

“Siji Baobei”, a customized 

disease plan, providing one-off 

payments on CI/ designated CI, 

medical reimbursement for out-

patient and first-aid, as well as 

health counselling for families. 

 

Children 

“Jinxiu Qiancheng”, a 

tailor-made CI product, 

with an insurance period 

of 30 years. Offers high 

value for reasonable 

premiums,  now being 

sold in Shenzhen on a 

trial basis. 

 

Youth 

“Yinfa Ankang”, 

customized for those 

aged 50 and above, with 

guaranteed renewals. 

Cap on age of applicants 

raised to 65 years, in line 

with the product 

development philosophy 

of “offering protection for 

people’s entire life-cycles”. 

 

The elderly 

“Huayang Nianhua”, 

offering cover against 

mental illnesses, the first 

of its kind in China, with 

features of low premiums, 

high level of protection 

against both mental and 

physical critical illnesses, 

and the benefit of cash 

subsidies. 

 

Women 

Tailor-made products based on customer segmentation 

 

Private insurance (3/9) 
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Share of customers taking out long-term CI increased continuously 

Share of customers taking out long-term CI Distribution of CI customers 

48.8 

63.1 

79.1 82.8 

2015 2016 2017 2018 Q3 

(Unit: %) 

21.3 

10.0  

13.6 

23.3 22.2 

8.7 

0.8 

(Unit: %) 

0-9  

years 
10-19 

years 
20-29 

years 

30-39 

years 

40-49 

years 
50-59 

years 

60 years  

and above 

Note: The chart on the left is based on applicants, and that on the right the insured. 

Private insurance (4/9) 
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78 

110.0  

162 
173 

2014 2015 2016 2017 

Average sum assured on CI per customer increased continuously, 

with that over 300,000 seeing the fastest growth 
 

Growth of average SA  

on CI new sales customers 

+95 

Growth of CI new sales customers  

by cohorts of SA in 2017 

(Unit: %) (Unit: RMB thousand） 

35 

53  
45 

93 

Private insurance (5/9) 

Below  

100,000 
100,000-

200,000 
200,000-

300,000 

300,000  

and above 
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The number of customers with both CI and medical grew rapidly 

Share of CI new sales customers who 

purchase short-term medical 

3.6 4.4 

9.7 

22.0  

2015 2016 2017 2018 Q3 

(Unit: %) 

Number of customers with both CI 

and short-term medical 

(Unit: thousand) 

62 
135  

444 

892 

2015 2016 2017 2018 Q3 

Private insurance (6/9) 
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2015 2016 2017 2018 H1 

57,816 

67,823 

77% 

23% 

(Unit: RMB million) 

Long-term health insurance promotes business mix improvement 

Annualized new premiums of CPIC Life New business value of CPIC Life 

(Unit: RMB million) 

29% 

47% 

71% 62% 

53% 

38% 

41,194 
39,307 

2015 2016 2017 2018 H1 

19,041 

26,723 

12,170 

16,289 

56% 

63% 

83% 

74% 

44% 37% 26% 
17% 

Long-term health insurance Others 

Note: Long-term health insurance includes whole life/endowment products that are bundled with long-term health products.  

Private insurance (7/9) 
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Long-term health insurance helps with NBV margin expansion 

and residual margin growth 

(Unit: %) 

NBV margin of CPIC Life Residual margin of CPIC Life 

(Unit: RMB million) 

29.5 
32.9 

39.4 41.4 

2015 2016 2017 2018 H1 

132,175 
 172,600  

 228,370  
 263,470  

31 Dec.2015 31 Dec. 2016 31 Dec. 2017 30 Jun. 2018 

Private insurance (8/9) 
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Short-term medical helps with customer acquisition 

New customers for life agents 

acquired by short-term medical 

(Unit: ten thousand) 

36 

46 

2017 2018 Q3 

Renewal ratio of short-term medical 

73.1 
75.3 

2017 2018 Q3 

(Unit: %) 

Private insurance (9/9) 
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Contributed to establishment of multi-tiered health care system 

• The first insurance company to participate in the 

establishment of a multi-tiered health care system. 

• 20 years of exploration and practice,  

• Accumulation of advanced health care 

management and services 

• Influential cases and wide recognition 

• 161 government-sponsored programs 

• Covering 459 districts and counties in 22 provinces 

• Benefiting 91 million people 

• Total claims pay-out exceeded 8.3 billion 

• Benefiting 5.7 million people 

• Level of protection of people under coverage increased by 

10-15% 

• All programs win recognition in government evaluation 

   Early     

    starter 

 

Good 

  experience 

 Wide 

coverage 

 

Extensive 

Recognition 

福

建 

重庆 

北京 

山西 

海南 

黑龙江 

吉林 

辽宁 

山东 

江西 

安徽 
湖北 

湖南 

广

东 

广西 

上海 

河南 

内蒙古 

陕西 

宁夏 

甘肃 

青海 

四川 

 

贵州 

云南 

西藏 

新疆 

河北 

江苏 

浙江 

Government-sponsored 

programs (1/1) 

61 Critical illness programs 

18 Third-party administration programs 

65 Other supplementary programs 

17 Long-term care programs 
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Establishing health care management system to meet customer’s 

diverse needs 

Note: All data is based on period as at the end of September 2018. 

Global direct 

payment medical 

outfits 
600,000+ 

In-house direct payment 

medical outfits in 

Greater China region 
400+ 

Health check-ups 

and dentist network 
1000+ Contracted senior 

experts 
300+ 

Health management network 

Health checks/health risk 

assessment 

Health counseling 

TCM health regimen/ 

health salons 

Smoking addiction 

intervention/ body weight 

management 

Health and 

psychological 

counseling / maternal 

health lectures 

 

Assisting in appointment 

booking  

Co-ordination of hospital 

check-in procedures 

Arrangements of hospital 

transfers  

Second opinion 

Chronic illnesses 

management 

Case management 

for terminal illnesses 

 

Prevention/health promotion Pre-visit During visit Post-visit 
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Outlook 

 

Synergy and collaboration 

Promote synergy across business segments 

and subsidiaries to foster an integrated model 

for health insurance development. 

Improving supply of products 

and services 
Leveraging Group’s hundred million customers 

and focusing on “ insurance products + health 

management” to improve supply, increase 

penetration, and enhance customer loyalty. 

Health insurance big data 
Initiate health insurance big data transformation 

project, establishing Group-level big data platform 

for health insurance, exploring big data application 

scenarios to improve decision-making capabilities 

for overall health insurance strategies. 



THANKS 



An Overview of CPIC’s Digitalization Effort and Progress 

Chengdu  November 15, 2018 



Digital empowerment based on customer footprints 

… 

Customer’s 

focus 

AI platform Big data platform 

Key interaction 

journeys between 

customers and 

insurance company 

Digital 

empowerment 

projects 

Technical platforms Cloud platform 

Smart policy issuance Smart post-sales services 

Smart underwriting Smart customer service 

Application Customer service 

Smart advisory 

Smart recommendation 

Smart loss-adjustment 

Claims/benefits 

Smart claims management 

… 

Insurance policy keeper 

Inquiry 

Unified touch-points, 

Content 

customization 

Anywhere/ 

anytime, smart 

process 

Fast and convenient Good experience, 

personalized 



What has been delivered - 1 

   Products 
Customer 

journeys 
Description Impact 

1. AlphaInsurance Inquiry 

Industry’s first smart insurance 

advisory product, capable of 

understanding natural languages 

200,000 visits on the day of its debut, over 1 million in 3 

days, over 6.5 million so far 

2. Underwriting 

platform for life 

insurance 

Application 
Underwriting incorporated into policy 

entry for new policy issuance 

15 million new polices every 

year no longer require manual 

underwriting 

Ease the workload on 

over 2,000 operational 

back-office staff 

3. Electronic policy 

system for long-

term life 

insurance 

Application 

Fully digitalized process covering 

underwriting, policy issuance, policy 

delivery signing and welcome call for 

new sales 

Previously 11 steps on print 

policy reduced to 4 steps, and 

turnaround for policy signing on 

delivery reduced from an 

average 15 days to 6 minutes 

Saving 41.60mn in 

annual cost of policy 

issuance 

4. Cloud policy 

issuance platform 

for P&C insurance 

Application 

Supporting large business volumes of 

hundreds of billions in premiums, with 

a centralized operational model 

centering on accurate matching, task 

management, time-line management 

and resources management 

Average 4.87 minutes for policy 

issuance, down by 90.17%, 

Average 72.30 policies per 

person per day handled, up 

315.28% 

Released manpower of 

3,283, saving annual 

cost of 137mn 



What has been delivered - 2 

Product 
Customer 

journeys 
Description Impact 

1. “Taihuipei”, smart 

claims 

management 

system for life 

insurance 

 Claims 

Integrating data linking, advanced 

medical bills payment to be 

reimbursed, assistance when 

seeking health-care service and 

health management 

Claims turnaround reduced to 

minutes 

Covering branches of Hubei, 

Hu’nan, Liaoning, Dalian, and 

10 top-notch public hospitals. 

Will be extended to 42 

branches and 200 hospitals 

by the end of 2018 

2. Anti-fraud 

platform for 

automobile 

insurance 

 Claims 

Based on data of 70mn pieces of 

information, formulated atlas for 

auto claims featuring 6 entities 

and 12 relationships 

Offers new tools to fight frauds  

Handled 62,000 cases, 

reducing claims cost of 

260mn 

 

3. Smart ID 

verification 

platform 

Customer 

service 

Supporting ID verification based 

on multiple new technologies for 

C, B and E-end customers 

Unification of 19 sets of on-line 

customer accounts and ID 

verification systems 

Over 49mn customers 

accessing the platform 

4. Smart post-sales 

service platform 

for life insurance 

Customer 

service 

Front-end facial recognition/ OCR, 

back-end protocol engine and 

decision-making system 

Turnaround for post-sales 

verification reduced from 

maximum 2 days to 2 minutes, 

with the share of mobile apps 

increased to 71%, and electronic 

mail subscription rate of 65% 

38mn pieces of electronic mail 

sent in 2018, saving annual 

mailing cost of 47.5mn 



Cases in focus 

Insurance 

application 

process 

Customer 

interaction 

interfaces 

Claims 

handling 

process 

Technical 

platforms 

Taihaobao 

 ( corporate clients) 

AlphaInsurance 

Lingxi robot 

CPIC APP 

Safe 

 (individual customers) 

Jiayuan big data platform 

Customer 

service journey 



Digital application - CPIC APP, unified customer 

interaction portal 

CPIC APP base 

Unified customer information 

Unified previously fragmented apps, like those of CPIC, CPIC Life, CPIC Allianz, E-baotong, providing an integrated 

mobile access portal for C-end customers covering property and casualty, life, health, pension and wealth 

management to enhance customer experience. Plan to cover 20mn customers by the end of 2018, with active and 

conversion rates increased by 10%.  



Digital application- AlphaInsurance 

An phenomenon product providing smart advisory service, the first of its kind in the industry. A robot capable of 

understanding natural languages and interaction, personalized insurance recommendation based on protection gap 

analysis, helping with insurance education. Attracted 200,000 users on the day of its debut, exceeding 1mn in 3 

days and currently over 6.5mn. 

• Understanding insurance ABC 

• Obtaining plan recommendation 
Technology 

Models 

Data Semantic 

data 
Knowledge 

data 
Use behavior/ 

feedback data 

Family plan 

recommendation 

model 

Understanding 

message 

Rounds of 

dialogue 

Knowledge 

atlas 

Smart 

recommendation 

Natural 

language 

interaction 

Knowledge 

data-base 

Product 

recommendation 

Product 

recommendation 

model 

Protection 

gap 

analysis 



Digital application - Insurance policy keeper “Safe” 

An integrated platform for all individual customers, featuring full life-cycle policy service and value-added service, 

with 2 innovative designs for customer interaction, exhausting all possible interactions between customers and 

insurers, offering personalized customer services. So far 8mn customers own their own safes. 

[unified ID verification] 

Accessing personal safes 

binding insurance policy 

Personal 

centers 

Customer initiating service 

Company sending notices 

P
o

lic
y
 d

e
m

o
n

s
tra

tio
n

 U
n

ifie
d

 in
fo

rm
a

tio
n
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a

rk
e
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Digital application - the Lingxi Robot for smart 

claims management 

The Lingxi robots, underpinned by AI technology such as visual identification, language interaction, knowledge atlas, 

improve customer service procedures and extend the supply chain. Lingxi No.1 is installed in hospitals, facilitating 

claims handling. It went operational in 7 top-notch hospitals in Shanghai. Lingxi No.2 is mainly used in customer 

service centers. While handling claims, it also supports inquiry, queuing, customer information changes and insurance 

policy inquiry. 

Customer ID 

verification 

Enquiry after 

hospitalization 

Confirmation 

of claims 

validity 

Materials 

uploading 

Claims 

examination 

Smart loss-

adjusting 
… 

Smart ID 

verification 
IOCR 

recognition 

Natural languages 

processing 

Video 

anti-fraud 

New 

claims 

process 
Verifying 

customer’s ID 

Asking about 

reasons for 

hospitalization and 

particulars 

Anti-frauds 

using customer 

video and voice 

Calculating 

sums to be paid 

out 

Knowledge 

atlas 

Confirming if 

claims are 

covered by 

contracts 

Automatic 

review and 

verification 

  

  

  

  
  

  

Smart 

loss-adjusting 

AI 

algorithm 

and 

technological 

support 



Digital application - Taihaobao, the smart 

loss-mitigation service 
A manifestation of reducing claims costs using technology. Automatic detection of unsafe driving behaviors leveraging bio-

technology, image recognition, AI, and big data. Enables clients to improve safe driving record, lowering accident incidence 

and in particular, that of deadly accidents. 14,000 devices have been installed among corporate clients, with claims ratio 

down by 39%, and mortality down by 47%. Deaths per 10,000 vehicles reduced from 46 to 5, down by 89%. 

Frontal collision warning Yawning 

Smoking Telephoning Distraction 



Digital application - Jiayuan, a customer big data platform 
A customer big data platform integrating both individual and corporate customers. With enhanced data 

governance, it helps to improve data supply, which, in turn, empowers cross-sell, up-sell and resources-sharing. 

The platform now houses 629mn pieces of individual customer information, with data volume exceeding 170T and 

daily synchronization of 400-500mn pieces. 

Business application Data sources 

农 

The Jiayuan, customer big data platform 

 

Data management 

Individual 

customers 

Corporate 

clients 

Unified 

accounts 

Individual/ family 

Corporate clients 

Unified data 

supply 

Potential 

customers 

Unified 

messages 
Unified labeling storehouse 

P&C 

Life 

Health 

Pension 

Anxin Agri. 

AMC 

Third-party 

Safes 

CPIC APP 

Changjiang 

Tongying 

Group 

NPS 

Mashangbao Digital 

magic cube 

Life 

insurance 

ATM 

Agency channel 

big data 

platform 
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