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A family plants a tree today.
They may never sit in its shade.

Y

Life insurance is built
on long-term belief.



~ THEN THE GROUND SHIFTED

L o \V The greatest disruption to life insurance was not technology.
'”EL‘ It was trust.
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\:% A new attempt to restore

[ Savings destroyed. = A\ Return of local currency. Zimbabwe Dollar instability 4 manetary stat'>ility. .

™ , @ Economic stability returns. _ continues. @ The opportunity to rebuild

a Retirement value erased. A Value erosion concerns Customers seek protection confidence begins again.
Q’ﬁ Hope is restored. emerge. fromvalualoss.. | | o  FestsEaar e rmn et

Zlmbabweans say:

§J Confidence collapses. We ve been disappointed

’ | for too long.
X TRUST WAS of ) S8 Al ( TRUST BECOMES | ["'] PEOPLE QUESTION T b
"/ SHATTERE TO RECOVER. FRAGILE. \=) JORG,IERM THE HARDEST ASSET
PROMISES. TO RECOVER.

C TRUST CAN BE DESTROYED IN MONTHS. | IT CAN TAKE DECADES TO REBUILD




Insurance Is Not Being Disrupted

[1[ Traditional Institutions ;&% Human Need For Protection

e Complex structures
» Slow to adapt g ld _
e Built for a different era y —

« Distance from peoplg_:/ %

» Desire for security

The institution The need
is being questioned. survives.



New Customer

THEN NOW
@ Products =2 Experiences
_ e Complexity - Simplicity
* Annual Contact —> : Continuous
—@ ¥Patience => Instant

- 66 Customers co'mpare us with
EcoCash, Netflix and Uber.

-

EcoCash Uber

My phone. My wallet.




Flve Forces

Customer
Expectations

Informalisation




Africa’s
Reality

66

Most African lives
no longer fit
monthly-premium
assumptions.
7
Products must
adapt to real lives.




The future belongs to insurers
who design around lives, not products.
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LD MODEL

®)

&) ) Design products.
Find customers.

Sell policies.

N

NEW MODEL

GIOI0)

Understand customers.
Solve problems.

Build relationships.

OIOI®




Digital transformation
succeeds when it increases
relevance, not just efficiency.

TRADITIONAL INSURER
Customer interacts:

. At sale

‘ At premium payment

e At claim

DIGITAL INSURER Through:
Customer interacts: ‘ Mobile

‘ Rewards
‘ . Wellness

‘ Education

‘ Personalised
services




Discovery: Building an Ecosystem, Not Just Insurance

Discovery did not digitise insurance.
It redesigned the customer relationship.

Why Discovery Got It Right

BEFORE

Traditional
Insurers

AFTER

& Discovery

One Ecosystem. Better Lives.
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@ Discovery | Vilzlify

Vitality Status

FITNESS &
WELLNESS
PARTNERS

&

RESULTS

Continuous customer engagement
Behaviour-based incentives

Better health outcomes

U
Annual i WEEIRWY
. ; : ; ; » Medscheme Gold
E interaction E interaction A Netcare 12 450 = Virgln Active Stronger customer |oyalty
3 Vitality Points ° We“neSs
« Clicks 3 Higher retention
? Claims % Prevention ; Coaches '”' -
O focus > -'; focus ‘ Great job! ';
You're making healthier choices :
@ Py e WHY IT MATTERS
<> Product- Lifestyle- o Today REWARDS g _
.’ centric centric DIGITAL || 3¢ stees 8732 PARTNERS < o;o\\ C.ust.omers dq not experience
TECHNOLOGY @ Active Minutes a6 {D’D/ Vitality as an insurance product.
PARTNERS ! . - ; .
@ Passive e®e Active : @ Vitality Age 5 Years Thtlaly expenzr:pfe |'; e:s a healt?,
@ engagement @@A® cngagement - Garmin a © 9 A s WELNESsS:@RCIEStYIEECcOSySIem.
- Fitbit Home  Benefits  Points  Profile - : Insurance becomes part of
. » Dis-Chem -
» Google Fit LA e everyday life rather than an
occasional financial transaction.
Digital transformation is not about building technology alone.
KEY LESSON

It is about creating an ecosystem of partnerships around customer needs.




DIGITAL TRANSFORMATION & TRUST RECOVERY

The future belongs to insurers who build ecosystems that restore trust, access and relevance.
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FINANCIAL WELLNESS ECOSYSTEM
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SAVINGS INVESTMENTS INSURANCE FINANCIAL
ACCESS EDUCATION

CONTRIBUTION TO DIGITAL TRANSFORMATION TRUST RECOVERY IMPACT

& Simplifies access to financial services Customers can save,
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PRODUCTS
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HOLDINGS ZIMBABWE

MOBILE MONEY ECOSYSTEM
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PAYMENTS TRANSFERS MERCHANT BILL
PAYMENTS PAYMENTS

CONTRIBUTION TO DIGITAL TRANSFORMATION

&> Accelerates cashless transactions

TRUST RECOVERY IMPACT

Millions of Zimbabweans

@ Encourages financial inclusion @ access and manage THAT CREATE @ Expands financial access @ use EcoCash daily
@ Makes investing accessible their moneyinreal time. ACCESS - ENGAGEMENT - TRUST @ Reduces transaction friction :’ecf:_use 'tc"slcfnveft"zm:
o m
@ Creates continuous customer engagement Thisimproves transparency | \ | _/ @ Creates one of Africa’s most el
bdcnco. ¥ ) into everyday life.
and confi recognized mobile money ;
| Frequent use reinforces
——— =X S Qo SCRSVHACING trust through experience.
=4 7)) CUSTOMER @==2
e®o KEY LESSON < ‘
#@N Trust grows when customers can see value, ; e®e KEYLESSON
access services easily and remain connected o ( @ TRUST & ACCESS > "3 ’-‘ Trust is built through consistent, reliable
to their financial future. ./' 3 i % ] y customer experiences.
/ ( 2% FINANCIAL INCLUSION ) —— =
i
ACCESS {.\. ENGAGEMENT TRANSPARENCY TRUST e®e¢ INCLUSION
J: Financial services \?} Customers interact Customers can see Confidence grows '.‘ More Zimbabweans
reach more people. more frequently. and manage value. through consistent participate in the
experiences. formal economy.
A

Trust is rebuilt when financial services become accessible, visible and useful every day.




"\ TURACO

Insurance that fits.

Turaco + Embedded
Insurance (East Africa)

CHALLENGE
Insurance was too complex
and expensive.

SOLUTION

Aa

%%} Insurance embedded into fintechs,
lending platforms and mobile
ecosystems.

RESULT
Insurance appears automatically
when customers need it.

vEvicceoe \
el 2 KEY LESSON

S The best insurance experience may be invisible.

KSh 20,000

Repayment

3 months

View details

Why not protect your loan?

° Loan Protection Insurance

Covers you in case of

accident, illness or job loss.

KSh 160 /month

Recommended for you

& Secured & trusted

Embedded across leading platforms
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You're covered!

Loan Protection Insurance
is now active.

Hospital cash benefit
Up to KSh 50,000

Life cover
Up to KSh 100,000

Job loss cover
Up to KSh 30,000

Jipe

by zepz



Can Trust Be Rebuilt After Major Disruption?

Chile Pension Reform

Context

e During the 1970s and 1980s,
confidence in public pension
systems was deteriorating.

e Chile introduced structural
pension reforms centred on
individual retirement savings
accounts.

&

Success Factors

Strong governance

Transparent reporting

Personal ownership

Rebuilding trust is possible.
It demands transparency, ownership

and long-term commitment.

Continuous communication

*

Lesson

Trust recovery requires
visibility and transparency.

People must understand
where their money is and
how it grows.

Chile’s pension reform
shows that trust can be

earned again - and sustained.
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A Mi Jubilacién

Total Balance

CLP 28,450,000

As of 30 Apr 2024

Your Retirement Savings

Account Balance Over Time

4+ +8.6%

YTD
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Account Summary T :,
Your Contributions CLP 18,200,000 - I LR 5 " |'
Employer Contributions CLP 6,700,000 1= TR i )

Investment Returns CLP 3,550,000 3 - - T

Account Balance

& Secure. Transparent. Yours.

CLP 28,450,000



Sweden Pension Reform

A transparent, digital and citizen-centric approach that built trust in the pension system.

CONTEXT

The traditional pension
system became financially
unsustainable.

SOLUTION

Sweden redesigned its
pension model while
maintaining public
confidence.

WHAT WORKED
" Clear communication

¥ Digital access
& Annual pension statements
v

» Transparency

@ KEY LESSON
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wt7 Min Pension

Your total pension wealth

SEK 24,850

T 3.6% vs last year

Your pension overview

Annual Statement

Compare Options

) One of the world’s most
\X[Z/ trusted retirement systems.

Transparency builds
confidence.

@ State Pension

@ Occupational

Al

Track & Plan

wil T -

Premium Pension 35%

e 2

Update Details

—>

Confidence builds partic

CLEAR COMMUNICATION

Open and consistent communication
built trust and understanding.
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Annual statements provided clear
visibility into future pensions.

DIGITAL ACCESS The s mﬁﬁ

Easy-to-use digital services . _ it Eﬂ

empowered citizens to manage "nu:mﬂ’ré o h, J”“j “’Hﬂ’i

their retirement. =
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TRANSPARENCY

Transparent rules and reporting
strengthened confidence in

the system.
High public ggo High citizen | @ : , Long-term system
confidence i \cC33/ participation N/ / sustainability

ipation. CQ&%



Australia Superannuation

CONTEXT O.0
Retirement savings participation O=

was historically low. ‘" f“\\*
SOLUTION ®

Compulsory workplace retirement : o=
contributions combined with strong

regulation and member protection. ,‘

A RESULT 1\
sl l One of the largest P! —
pension pools globally.

LESSON i

Trust grows when governance, H U me ®e
regulation and customer — 1.‘
outcomes align.

Australia’s superannuation system shows the power of policy, regulation and long-term thinking
to build financial security at scale.




The Future-Ready Insurer

Four-Pillar Framework ———
e SRS T Ty s

FLEXIBILITY RELEVANCE

Earned through Easy to Designed for -~ Deeply aligned
transparency, understand, real lives with ~ with customers’ - 5
integrity and easy to buy, adaptable ~needs, values 29
consistent easy to use. solutions. F and aspirations. s
) outcomes. , =
4;( L:" e 4
s = e iR miiii— e —

66  Future winners will build ecosystems, not products. 29
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Not Just Lhe Systems

Rebuiid Bell

.....

? Insurance
will survive.
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The question is

whether we remain
relevant enough E N
to survive with it.
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