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Presentation Overview

Consumer Engagement from an Industry Perspective
4 What is the Insurance Information Institute?

4 What do Consumers Know About Insurance?

4 What Should We Be Communicating?

4 What does the I.1.I. do to Educate Consumers?

4 What are other Sources of Insurance Information?

4 How Should We Communicate?

4 Questions



l.I.1. Mission Statement
Simple and succinct; and should stay that way...




What do Consumers Know About
Insurance?

And what don’t they understand?
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Homeowners and Renters Insurance

Most Homeowners Purchase Coverage, and Growing Number
of Renters do too!

4 A 2016 Insurance Information Institute poll conducted by ORC
International found that 93 percent of homeowners had
homeowners insurance.

4 And 41 percent of renters had renters insurance. This
number has been growing over the last decade.

4 Butonly 12 percent had a flood insurance policy, despite the
fact that flooding is the most common natural disaster in the

U.S.

4 And, although earthguakes have caused damage in all 50
states, only 8 percent of American homeowners purchase
separate earthquake insurance or add an earthguake
endorsement to their homeowners policy.



Growing Number of Renters Insure Their Home
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Renters Insurance - Age Matters

4 In one surprising twist, the

|.I.1. found that younger o
I I Millennia
generations are more likely N
to purchase renters
Insurance than older
Americans.
48% .
4 A greater percentage of shulse iy

both Millennials and
Generation Xers purchase
renters insurance than Baby

24%
Boomers' Baby Boomers
(ages 52-70)




Consumer Understanding of Home and Flood
Insurance: Good News and Bad News

Key Findings from their home or if someone is injured on their
property (Fg. 1)
Two broad conclusions can be drawn from the
1115 survey. First, the majority of homeowners do 8ul second, homeowners have gaps In their knowl-
understand the basics of their homeowners policy. edge of their coverage. For examiple, many policy-
They recognize that they will be covered if their holders do not recognize that most flood damage is
house |s damaged by a fire, If property Is stolen not covered by their basic homeowners Insurance.
‘ Homeowners Understand Misunderstanding of Flood
the Basics Damage Coverage
Percentage of homeowners who knew
key perils are covered

Fire damage 43%
of homeowners

incorrectly believe

Theft from house

damage from heavy

rain flooding is

covered under their

Medical costs for someone standard insurance

injured on property policy

Most homeowners understand the basics in a home insurance policy
but don’t understand water damage and flooding

m Insurance Information Institute, 2016 Consumer Insurance Survey, Homeowners Insurance: Understanding, Attitudes,
and Shopping Practices, February 2017, p. 2.



Misconceptions Regarding Flood Coverage
Troubling Results

Misunderstanding of Flood Coverage

Heavy rain
flooding
43%

Hurricane
storm surge

Tsunami
storm surge
18%

Percentage of homeowners
who incorrectly believe these
perils are covered under their
standard policy




Flood Insurance by Year and By Region

Homeowners With Flood Insurance Homeowners With Flood
Insurance by Region (2016)

20010 20m 2012 2013 2014 2015 2016 Midwest Northeast South — West
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Homeowners Understand the Key Provisions in
A Policy

Most homeowners understand the key provisions of

a standard homeowners insurance policy, A majorit
Y

of homeowners recognize that their policy will provide MOSt CO n S u m erS u n d erStan d th at

coverage for damage caused by fire, wind and hall
Most also know that items stolen from their house

are covered (Fig. 7). Fl e

Theft

Recognizing Covered Perils Win d

Hail

o91%

Theft
Qs

Burst Pipes

ARE covered by standard home policies

Wind
79%

Hail
73%

Burst pipes
71%
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' Most Know that there is ALE Coverage in a

Home Insurance Policy

No ALE in Flood Insurance Policy — A Source of Confusion

Additional Living Expenses (ALE) Coverage

48%
Homeowners
who recognize
that their policy
provides ALE
coverage

277%
Homeowners
who don't think
they have
coverage

\/ Standard homeowners Insurance does Include ALE coverage.

Consumers
are also
confused by
coverage for
basements.
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' Consumers are Fuzzy on the Detalils

4 While homeowners
understand the basics, the " Off-Premises Theft Coverage
l.I.l. found that many were
not aware of some additional
coverages included in their

4 For example, 79 percent - e
recognize that homeowners 57% 46% 30%

Theft of Theft of Theft of child’s

Insurance provides coverage possessions  camerawhile  laptop while
for Stolen pOSSGSSIOI’]S |n from your car vacationing at school
their hOme, bUt don,t alwayS Homeowners who know that
knOW that they are Covered off-premises theft is covered
away from home too.

13



Covered!

4 Only 27 percent of

nolicy covered a
meteorite striking their
nome.

4 They also don’t know
they are covered
against falling airplane
debris or if their drone
falls and injures
someone.

nomeowners said their

Consumers are Unaware that Fallen Objects are

Airborne Perils

Airplane or plane debris

hitting your home
44%

A meteorite striking
your home
27%

Falling drone V)

injuring
someone VN
12%

Percentage of homeowners
who correctly say these
perils are covered

%0
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Lack of Knowledge about Earthquake Coverage

Misperceptions About
Earthquake Coverage

29%

Homeowners who incorrectly

think that standard homeowners
insurance covers earthquake
damage

Standard homeowners insurance does
NOT cover earthquake damage.

4Property damage
caused by
earthquakes is also
not covered by a
standard homeowners
policy, though fire
damage following an
earthquake will
usually be covered.

15



Earthquake Insurance and Risk by Region

4 There has been increased
seismic activity in the Midwest
Homeowners With Earthquake and SOUth' Earthquakes
Insurance by Region (2016) occurred in Kansas, Oklahoma
and Texas, as well as Alaska,
Z& ~ Arizona, Idaho, Nevada and
California.

|

> T N |

‘ ‘ ‘ 4 The U.S. Geological Survey

. - n reports increased seismic
7% 6% 14%

activity in Oklahoma caused by
y underground wastewater
RS S disposal associated with oil and
natural gas production.
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Consumer Understanding of Liability Coverage

4 Most
policyholders
recognize that
standard
homeowners
Insurance
provides liability
coverage.

Understanding Liability Coverage

Medichl payments for visitor (njuted on your propesty '
o,
69%
Defense costs if sued by someone injured on your praperty
61%
o

Medical payments for 3 visitor bitten by your dog
O,
54%

O Percentage of homeowners who recognize that their standard
O homeowners policy provides certain liability coverage
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What Should We Be Communicating?



Need to Communicate the Basics As Often as Possible
Key Messages Include:

y

4 Standard home, renters and business insurance policies clearly
list the disasters that are covered and the disasters that are not.

4 Everyone needs to get enough insurance to rebuild their home,
replace their possession and protect their assets.

4 The two biggest disasters that are not covered are floods and
earthquakes.

4 Flood coverage is available from the National Flood Insurance
Program (NFIP) and a few private insurance companies. Excess
flood insurance is available from private insurers.

4 Flood damage to an auto is covered under the optional
comprehensive portion of an auto insurance policy.

4 Earthquake insurance is available from private insurance
companies and through the CEA in California.

m 19
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Focus on Renters — Encourage to get both a Renters
Insurance Policy and a Flood Insurance Policy

We are increasingly becoming a Nation that Eschews
Home Ownership at Every Demographic!

4 The U.S. homeownership rate was 63 percent in second-quarter
2016, the lowest rate since the third quarter of 1965, according
to data from the U.S. Census Bureau.

4 Renters account for a majority of households in NYC (69
percent), LA (62 percent), Chicago and Houston (55 percent).



4 For example, the industry

needs to do a better job of
explaining water damage
coverage.

Need to communicate that
homeowners insurance
includes coverage for damage
caused by wind-driven rain,
burst pipes and water leaking
Into a house because of an ice
dam.

Also need to clearly explain
coverage for mudslides,
landslides and back-up of
sewers and drains, as well as
“law and ordinance” coverage.

“Earth Movement” Coverage

Need to Clear Up Confusion About Coverage

Misunderstanding of

Sinkhole 31%

Mudslide 24%

Landslide 23%

e

!!
HYN

Percentage of homeowners
who incorrectly believe these
perils are covered under their
standard policy
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' Need to Point out Limitations of the Flood
Insurance Policy
Important to Not Sugar Coat it!
Stress the following:
4 There is no ALE coverage.

4 Coverage for Basements is limited.

4 There are limits on the amount and type of coverage under an
NFIP flood insurance policy. Homes are covered for up to
$250,000 on a replacement cost basis and the contents for up to
$100,000 on an actual cash value basis.

4 Coverage limits for commercial property are $500,000 for the
structure and another $500,000 for its contents.



What does the I.l.lI. do to Educate
consumers?

Different Tactics for Different Audiences



Approaches as Different As Individuals

4 Apps

4 Blogs

4 Checklists

4 Consumer Articles
4 Infographics

4 Media Interviews

4 Social Engagement

4 Videos
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l.1.I. Website

The I.1.I. homepage is
updated regularly with ' En Espafiol - Toots - (LIS 1S
content relevant to

‘ INSURANCE
INFORMATION

Impeaving public understanaing of INSUraNce-—-wiial i does and how I works. u
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G a Overview and Outiook for the Global
consumers. Springtime Commarcial PIC ingurance Industry:
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1.l.’s Spanish Language Resources
Consumer News Releases Translated

Articles
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Topics

IDECC DANK
PRESS ROOM

Bios and Photos
L.LI. Logos

LLI. Video
Inquiries

Press Releases
Features

All Press Releases En
Espaiiol

l.l.]. Press Page

Members

Publications Services

EN ESPANOL

PRESS RELEASES ARCHIVES

2011 | 2012 | 2013 | 2014 | 2015 | 2016

Louisiana Flooding Offers Reminder Of U.S. Flood Risk During The 2016
Hurricane Season

MEDIA ADVISORY: Reporters Covering The Louisiana Floods Can Contact
The L. For Analysis, Resources And Interviews

Flood Insurance Is Primary Topic Of Concern For Hispanic Consumers In
Houston, Says .11

Media Advisory: Univision 45 Hosting Helpline On Wednesday, August 3rd,
From 5 To 7 PM, To Answer Viewers' Questions On Insurance And Disaster
Preparedness

-l 1€

Six Tips For Taking The Wheel When It Comes To Shopping For Car Insurance

I}

WANIVTV L lnnsician A4 lncurancn Infarmaatinn Inctihiitn and | Atin Anants Aand

LLI. VIDEO

FACTS+STATISTICS

- All Facts & Statistics -

En Espariol - Tools m fl Ty

Protecting Your
Home From An
Earthquake

Earthquakes are a real
threat to your home,
possessions, and safety.
Learn simple ways to
improve th...

Identity Theft and
Cybercrime

Back to school season
presents myriad
opportunities to mold
young minds. But to
hackers and other cy...

v

LLL. BLOG / TERMS & CONDITIONS

To®

-

o h

Louisiana
Flooding
Underscores

Insurance Need .



l.I.l. Blogs

Terms + Conditions

Insurance Industry Blog

INSURING

FLORIDA | wom

REPORTS & RESOURCES | PRESS ROOM

INSURANCE
INFORMATION

NG PUBLIC UNDERSTANDING

OF INSURANCE IN FLORIDA

0 WHAT IT DOES '0‘
] HOW IT WORKS

NSURING

CALIFORNIA | Hou ] REPORTS & RESOURCES | PRESS ROOM

NG PUBLIC UNDEF

OF INSURANCE IN CALIFORNIA

O
O

WHAT |IT DOES
HOW IT WORKS
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“The I's on Insurance” Video Series

'he i's on Insurance:
Auto Coverage:
You're in the Driver’'s Seat

Your Homeowners Coverage It's About Life

Animated video series covering Homeowners, Auto, Small Business and Life‘
Insurance.

Goal: To engage and encourage viewers to reach out to their agent, broker,
or company representative to discuss insurance coverage.

29



Social Engagement

W Home ¥ Moments

Sean Kevelighan

@lll_SeanK
11l CEO, Husband & Father,
Runner/Tri. Passion for Prc
Insurance

Q New York, NY
cfv’ ii.org
Joined September 2016

Insarance K Q*'
Fact Ay £
Book

TWEETS

218

Search Twitter

FOLLOWING FOLLOWERS LIKES

91 266 62

Tweets Tweets & replies Media

=
&

Sean Kevelighan Retweeted

NCCI1 @NCCI - 6h

Thnx to our incredible speakers, sponsors, & YOU - #ncciAlS attendees, for
ful Annual |: Symposium! Can't wait for 2013!

SAVE
THE DATE!

CRLANDO, FL
MAY 16—14, 2010

@

Sean Kevelighan @lll_Seani< - 6h
Here at #ncciAlS with my co-panelists, a "dream team" of #nsurance thought
leaders (I-fo-r) @LeighPusey; @ChuckNAMIC, and @Bob_Hartwig

Sean Kevelighan Retweeted
NCC1 @NCCI - 6h
CWClI's Alex Swedlow on #medical cost drivers #ncciAlS #workerscomp

Q Have an account? Log in~

AlS 2018

Have an account?

| feannes@iii.org

M Remember me Forgot password?

Login

| & ]

New to Twitter?

Sign up

Woridwide Trends

#FenerdGloryia:
219¥ Tweets

#KohlLanta
301K Tweets
Kid Vinil

8,780 Tweets
Tom Hardy

52 1K Tweets

Sampaoli

377K Tweets

S Ll

163K Tweets
#TuCaraNoTodavia10
4263 Tweets

ks v s e

58 5K Tweets

Amiens

41.BK Tweets

Nut Job
113K Tweets

& 2017 Twitter About Help Center
Privacy poicy Cookies Ads info

1

!
HI

3

i

Terms
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What are other Sources of Insurance
Information?
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Entities Which Educate Consumers

National Association of
Insurance Commissioners

) o‘c\’“{“’; \

2 7400
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NAIC’s Consumer-Focused Web Content

RITA MORENO =- 18

LIFE UNSCRIETED

InsureUonline.org

POLICY.LOGATOR
4 ¥
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Insurer-Funded Trade Groups

IIHS

Insurance Institute for
Highway Safety

LIFE

Insurance
Institute for
Business &
Home
Safety”

LIMAA

HAPPENS.

A NONPROFIT ORGANIZATION




ow MetLife Educates Consumers

| MetLife

Insurance Security
Insurance
4 Ways Your Employer Can Help You Buya ) 0 Seanch
New Home MaY 017
= Recent Posts
Are you planning a move? Lesrn How Your Employer Could Help As You
Buy A

What Is A Statement of Health? 10
& cours Tral T

Arey

u enrolli
disability plan? H
Heaith

or making changes t

o

a group life insurarice or
Vhat You Should Know About A Statemen

® o

Retiring? 5 Benefits Questions to Ask 1
Before You Do

TI016

ckage that

yourwvision of retirementis an important
our financial future. Before You Retire, Answer These Five

appy Hour: 5

Team Building
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ow Travelers Educates Consumers

E==N
TRAVELERS )

‘ POLICY MITIATIVES

Insurance Essentials: Your A
Questions Answered

=

Explore: Providing tools and resources to make informed decisions

3 Jin §= g

Symposiim Senes

News & Madia .]

Through the Insurance Essenfials: Your Questions Answered symposium series, the Travelers Institute
hosts events across the country to empower community members with reliable information about their
insurance opfions. The Travelers Institute, in partnership with independent insurance agents and other local
professionals, seeks to raise awareness and provide informational content to promote understanding sbout
insurance.

Insurance Guide Consumer Risk Index Prepare & Prevent

%
% 607

] INSURANCE ESSENTIALS 45% ==
__| YOUR QUESTIONS ANSWERED — o o

TRAVELERS INSTITUTE  TRAVELERS

Anes 1839 2575 40-54 AGES 55~

The guide provides a toolkit of information
sbout insursnce and types of coverage.
aflowing consumers to put their minds at
ease and more easily protect their families
and assetfs. The Insurance Guide centralizes
educational resources on homeowners and
auto insurance, deductibles, the National
Flood Insurance Program snd disaster
preparedness into & one-stop shop for
insurance information

Download the insurance Guide >

What types of risks concem Americans the
most in their daily lives? The Travelers
Consumer Risk Index is an annual survey
that provides insight into the types of risks
that individuals and famiies believe are most
prevalent — and conceming — in their
everyday lives. By identifying those frends,
we can help consumers take practical steps
to prepare for the unexpected and manage
those risks

Leam more >

Tips for preventing home. business and auto
damage. Visit our Prepare & Prevent
resource area today. Our expertise in
desling with property damage will help
prepare and prevent damsge to yours.

Leam more >

Keeping your teen safe Insurance Essentials a
on the road Across the Country o~ 4
(& = .
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How MunichRe Educates Consumers

FORTIFIED Home™ On the Go —_—

=
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=2 Learn more abourt
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Munich RE ¥
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How Should We Communicate?



“Surround Sound” Approach to Consumer
Communications

Consumers

Relevant
Experts INSURANCE

INFORMATION
INSTITUTE
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Questions?
And, Thank You!

@REERIENEWE](E
212-346-5555
917-612-4088
Jeannes@iil.org

Michael Barry
212-346-5542
917-923-8245
Michaelb@iii.ora
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