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Purpose of Presentation

* To reflect on feedback received from
consumers.

* To present information that is relevant to the
Board’s deliberations.
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 Consumers comment on a variety of issues related to insurance. 
 Some of the feedback dealt with insurance issues that are not related to premiums. 
 Majority of consumers do not have a problem. As consumer representative, I attempt to provide a sense of how consumers overall are viewing the market –but more importantly to represent those consumers that fell through the cracks. 
 6th year that I have reported to the Board. 
 I’ve learned a lot. Mood has changed significantly over the five year period. 
 Complex subject. Acknowledge support of staff.


Process

+ Contracted a survey of Albertans

+ Personal interviews with 35 respondents
¢ Consulted with other organizations

+ Additional research
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 Contracted with an independent marketing research firm 
Telephone survey of 840 Albertans across the province and a web survey with 283 consumers re:
Their experience in obtaining insurance
Impression of the level of premiums ct coverage.
 whether they shop around
Views on using credit score as a rating criterion
Adequacy of information that they get.
 Conducted focus groups in Edmonton and Calgary
 Contacted others by telephone.
 complete survey is appended to the report
Newspaper ads - Responded to e-mails and letters
Superintendent of Insurance
 Insurance Brokers Association of Alberta
Direct writers.



Premiums

= /0% of consumers surveyed agreed that
premiums are “fair and reasonable’ — compared
75% in 2009

= Many drivers with no ‘at fault claims’ still feel
that they pay too much and that the difference in
premium between good drivers and poor drivers
IS not large enough.
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* AIRB has ordered reductions to mandatory
premiums of 18% since 2004.

 Overall, average premiums have increased by
6.8% since 2005—Iargely because of increases
to optional coverage.



Avallability of Coverage

Prior to reforms, availability was a problem
Some individuals were driving without insurance.

Some consumers In rural areas identified a problem with
uninsured drivers.

The number of convictions of uninsured drivers is again
Increasing.

Number of claims against the Motor Vehicle Accident
Claim Fund compared to third party claims Is decreasing.
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MVAC fund – injured parties who are in a collision with an uninsured driver. 
Important that drivers carry insurance. The ‘all comers rule’ and the limits on rates imposed by the grid allow this to happen.


Motor Vehicle Accident Claims decreasing

- Indicates that % of Uninsured Drivers Is
Decreasing since 2004
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Minor Injuries

e Court decision creates a more
certain environment for both insurers
and the AIRB

 Rate stability benefits consumers
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While the minor injuries issue is resolved for now, I am sharing the comments that I got from consumers. 


Comparison to Other Provinces

Average Premium by Province, 2008
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 Based on data provided by IBC, ICBC and SGI for 2008. Selected provinces that provide similar coverage. There are still significant differences with respect to accident benefits that are reflected in the rates. 
Premiums are for mandatory and optional coverage. Note that the AIRB is only making a determination on basic coverage. 
Premium for AB for 2008  is $. In 2009 it increased to $1092, an increase of  2%. Basic decreased from $600 to $596, Optional increased from $455 to $497. (% increase)
 Alberta’s 2007 average premium of $1032  is lower than Ontario at $1290. Higher than New Brunswick at $802. 
Higher than Saskatchewan at $870. No right to sue for pain and suffering. 



Consumer Complaints

+ No Increase In calls to the Superintendent of
Insurance.
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Traffic Safety

+ Traffic safety Is an issue to consumers.

+ The rate of collisions in Alberta continues to increase but at
a much lower rate.



Collision rates resulting in property damage
continue to increase but at a much lower rate.

Property Damage Collisions-Alberta
Per 10,000 registered vehicles

_—

Source: Alberta Traffic Collision Statistics, 2008
Based on Statistics Canada and Service Alberta data.
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This data is based on police reports and only goes to 2008 but you can see that the collision rate in Alberta continues to increase but at a much lower rate.


Injury rates continue to fall. Alberta
has a lower rate than other provinces.

Injury Rates — Alberta/Canada
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Source: Alberta Traffic Collision Statistics, 2008
Based on Statistics Canada and Service Alberta data.
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The number of bodily injury claims has been declining.
Seatbelt use has increased to 93% in 2009. Rural use has increased to 90% compared to 82% in 2004
 Brokers indicate that some consumers do not follow through on medical treatments for minor injuries. After a few appointments they stop going, which reduces their ability to claim for the minor injury pain and suffering award. 



Competition

+ 35% of consumers polled obtained a
competitive quote for insurance — 89%
stayed with their existing insurer —
unchanged from 2008.

+ Compared to 58% In 2005 who obtained a
quote and 40% in 2008. In 2005, 84% stayed
with their insurer.

* Those that switched enjoyed substantial
reductions.



Transparency

* Consumers are frustrated with ‘Insurance
lingo’.

¢ |Insurance brokers are unable to determine the
underlying reasons for a change in premium.

¢ Consumers do not want “more paper’ as a
solution to the problem.



Credit Scoring

* 48% of consumers in the telephone survey
were not comfortable with the use of credit
scoring as a rating factor.

* Viewed It as an invasion of privacy and not
relevant to driving habits.



Profitability of Insurers

+ The AIRB targets a profit of 7% of premium as
profit.

* This calculates to a Return on Equity of
approximately 12%

¢ |nsurers increased their reserves during period of
uncertainty related to minor injury cap.

+ Releasing those reserves resulted in unusual profits
for 20009.



Mandated Adjustment

* Glven the profitability of insurers, consumers
would be critical of any Increase In rates.

+ As far as consumers are concerned, rates
have Increased, not decreased, over the past 5
years.

+ Consumers care primarily about the amount
of premiums. They are interested in the no-
fault system that would probably lower
premiums.
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