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BNP Paribas Cardif, a leader in
bancassurance with financial institutions

250
Partnerships with 

banks and 
consumer finance 

companies

Protection Businesses

Top Global and Local Partners

Savings & Protection Businesses

€20 bn
GWP 2013 made with 
banks and consumer 
finance companies

o/w €4 bn 
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the protection 
business line
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related entities
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Bancassurance: a distribution channel 
with high potential, distributing key 
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products for the consumers



Non homogeneous weight of bancassurance

Life: 14% - 78%

Non-Life: 0% - 14%
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Life: 3% - 74%

Non-Life: 0% - 15%

Ja SK

Ch, Vt Th, India

Life: 4% - 67%

Non-Life: 6% - 32%
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Breakdown life distribution channels (% of GWP) 2012
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European insurance distribution channels
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Source : Insurance Europe

Data 2012 except data 2011 for LU, SE, SK & ES, data 2010 for IE,UK &RO  

For NL no distinction between Agents & Brockers
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European insurance distribution channels
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Source : Insurance Europe

Data 2012 except data 2011 for LU, SK & ES, data 2010 for IE

For NL no distinction between Agents & Brockers
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Evolution of bancassurance in France

Bancassurance share in insurance distribution

For life insurance premiums :

-2013 : 64 %

-2001 : 60 %

For property and casualty :

-2013 : 13%

-2001 : 8%
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-2001 : 60 %

-1995 : 56%

-1991 : 42 %

-2001 : 8%

-1995 : 4%

-1991 : 1%



Bancassurance: a wide range of key products for 
consumers

Start up of 
bancassurance

« Prévoyance »

Individual protection
(life, accident, hosp., funerals…)

Creditor insurance
(life, disability, unemployment…)

Long term savings
(general fund, units, index, mixed, 

structured, pensions,..)

Increased
complexity of 

Growth
potential

small

average

strong
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Protection

(life, accident, hosp., funerals…)

Health
(compensation benefits)

Property & casualty

complexity of 
back office

strong

strong in 

equipment

markets

• Start up with simple products, which can be sold massively.

• The extension of the product range implies a higher complexity of back office platforms

• Protection bancassurance will progressively develop in a large number of markets.
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Exemple of Creditor Protection Insurance (CPI): 
a key economic and social role 

A win win product protecting against preset risks

Consumers
� Easy to understand

� Helps against default of payment 

under difficult times.

� Helps maintaining an appropriate 

standard of living/ protecting the 

family

� Safety net against bad debts

Credit institutions
� Instalments are better secured

� Cross selling with additional profit 

centre

� Low correlation between credit

risk and insurance risk

� When credit institution is 

beneficiary, easier management 

able to benefit to all partiesCPI
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Insurers
� Easy explanation to consumers

� New distribution channel with

economies of scale

� Risk mutualisation

The economy
� Supports credit, consumption

and growth

� Softens systemic risk

� Helps to prevent over-

indebtedness



The perspective of new sustainable 
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regulation requirements



What is the current regulatory trend?

Protection of the interest of the Customers is becoming a universal subject. 

� Dedicated regulators almost everywhere: eg UK: from FSA to FCA

� Expansion to customer protection in of the missions of single regulators: eg France: ACPR

� Universal rules:
� IAIS  ICP 19 (October 2011) for Insurance supervisors “The supervisor sets requirements for the 

conduct of the business of insurance to ensure customers are treated fairly, both before a contract is 
entered into and through to the point at which all obligations under a contract have been satisfied. ”

� EIOPA in Europe
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� EIOPA in Europe

� Consumerization: 
� DNB (Netherlands)

� Poland (Regulation U December 2013)

� Use of soft law: 
� ACPR (duty of advice)

� Vigorous enforcement: 
� IVASS (Italy)

� New methods: 
� No longer only reaction to complaints: Mystery shopping, false identity on the net (France)



What is the current regulatory trend?

New topics/interests of regulators:

� Clear, accurate, fair, non misleading information (PRIIPs in Europe) : 

price, guarantee / coverage, costs

� Mis-selling at point of sale

� Suitability of the product to the individual customer, control of distribution
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� Conflicts of interest (IMD1.5 / MIFID in Europe),

� Single premium versus early repayments of loans

� Claims handling: coverage limitations and exclusions / pre-existing 

conditions

� Complaints handling: set up



Italy highlights

Many regulation in 2010-2012 including:
disclosure of commissions (life insurance and creditor protection insurance -CPI); banks can't be at the 

same time intermediary and beneficiary (CPI); at least two competing offers if insurance is compulsory (CPI)

“Protocollo” between the creditor associations and consumer associations for CPI (end 2013)

• Disclose percentage rate including the insurance premium;

• Grant a withdrawal period of 60 days (instead of the 30 days provided by the law);

• Highlight optionality of offers of insurance products;

• Send a “Welcome letter” to each customer (most relevant features of the product + withdrawal period);
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• Send a “Welcome letter” to each customer (most relevant features of the product + withdrawal period);

• Sales quality controls and establishment with Consumer associations of a monitoring agency.

New letter expected from IVASS that could treat the following issues:

• More "customized" approach in products design

• Effective guarantees (review of the limitations and exclusions)

• Declaration of good health replaced by a health questionnaire

• Reduction of the time in handling claims and complaints

• Market conduct obligations with the intermediaries (explanation and delivery of the documents, assessment of the

adequacy of contracts,…)

• Controls of the distribution process, strengthening of claims management & underwriting processes



France highlights

For mortgage credit, after the "Loi Lagarde", the “Loi Hamon“: the path to demutualization ?

� Allow substitution of CPI contracts (for similar coverage) to increase

2010 
Loi Lagarde

� For mortgage CPI, a bank can not refuse borrowers to underwrite another CPI if
the coverage are similar, and a new standardised fact sheet used by banks

2012 
Banking law 

� A new concept for CPI: TAEA Insurance effective annual rate to ease
comparison with APR of credits
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� Allow substitution of CPI contracts (for similar coverage) to increase
competition. During the first 12 months after loan subscription

Seems positive from consumer choice perspective but should also lead to
less mutualization of insurance : weak clients (old or bad health) to pay more
and potentially to be excluded from credit

� Introduction of a collective redress mechanism in French law

2014 
Consumption law 

(Loi Hamon)

� Decision from Cour de Cassation. Insurance contracts cannot be cancelled
for false statement from the client when the statement was pre-written:
need to ask open questions to the client

� Creation of new life insurance savings contracts “Eurocroissance”: choice
by the client of the term and amount of guarantee

2014 



Customer centricity: the ongoing 
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Customer centricity: a necessity and an opportunity

� Damaged image of financial institutions

� Increasing demand for ethics and quality among consumers

� Drastic regulatory changes, which may even harden

� Lack of financial literacy of customers especially with regard to certain 

complex products

A necessity in a context of:

23 October 2014 16

� A real differentiation, in particular in mature markets

� More value creation for the clients 

� Staff motivation

� A real sales advantage 

complex products

An opportunity, as it provides:



What does customer centricity mean for 
Bancassurance? 

A customer centric Product

� Is simple

� Is clearly explained

� Is tested with customers from its   

design

� Brings a real added value

A customer centric Service

� Meets customers’ expectations

� Simplifies the customer journey

� Facilitates access to information and 

services

� Treats customers fairly

Customer 
Centricity
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A customer centric Sale

� Means a close relationship with  

customers to understand their  

needs

� Means an ethical sale supported   

by appropriate guidelines and                

tools

� Gets a clear agreement from the 

customer

A customer centric Organisation

� Means a strong sponsorship at board  

level support of the Customer Centric   

Programme

� Involves the Compliance dpt in all 

decisions related to customer interests

� Cares about customer satisfaction   

in all processes and is measured and 

followed

� Organizes regular exchanges with all  

market players



 

Phone calls 

contents analysis 

Complaints 

causes 

analysis 

Idea box 

Analysis of customers 

or sales forces 

complaints 
Social Networks 

Watch 

Focus 

Customer 

Panel 

On-going/ 

Day to day watch 

Listening to the voice of customers: why
and how should we know our clients better? 

“Ongoing/Light ”

satisfaction survey s E reputation

barometer

End -customer’s 

satisfaction surveys

Nie można wyświetlić obrazu. Na komputerze może brakować pamięci do otwarcia obrazu lub obraz  
może być uszkodzony. Uruchom ponownie komputer, a następnie otwórz plik ponownie. Jeśli 
czerwony znak x nadal będzie wyświetlany, konieczne może być usunięcie obrazu, a następnie  

ponowne wstawienie go.

NPS

23 October 2014 18

Qualitative 

(listenting) 

Focus 

Group 

Board of 

Customers 

Lost customers 

causes analysis 
Press 

Watch 

Market Intelligence 

Watch 

Ombudsman 

report 

One shot /Proactive 

investigations 

Priority 1 

Priority 2 

Priority 3 

Quantitative 

(measuring)

“Ad -hoc/In -depth ” 

satisfaction survey s

Analysis of 

customers

surveys driven by 

partners

ponowne wstawienie go.

NPS



Better service to clients jointly by the insurer 
and the bank

� Example of retail banking client relationship.

Platform 
Commercial 
Support

Commercial & 
Communication 
Support

2,350 

Hotline

Sales support 
on the 

telephone

Experts

Training 

Communication

Reporting
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Client Service
Development 
Advisors

2,350 
branches

11,000 
advisers

Development 
Advisors

Field support in 
the network

Hotline

Claims

Complaints

Dispensations

Reporting



Conclusion

Key points for the near future of bancassurance

� Bancassurance is well settled around the world and still has a huge 

potential to grow in many countries and many business lines

� Regulators and supervisors are right to develop protection of the interest 
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of customers, which is their ultimate goal

� Interest of the customers is also linked to the effective possibility to 

subscribe insurance protection products

� Customer centricity is an approach being developed, allowing the 

alignment of interests of insurers and banks with those of consumers



The information contained in this document
is confidential, non-contractual, 

and belongs to Cardif.
No information can be used
without prior authorization
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without prior authorization
of Cardif.


