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Title 
Proposal of Visualizing Model of Customer Demands 

Sufficiency Degree in Designing Private Life Insurance 

 

Abstract 
   Japan is the second largest life insurance market in the world which almost 90% of the 

household have life insurance contract. Although, the survey result shows that most of policy 

holder are not confident enough with the understanding of their contract, for example what 

kind of financial risk will be covered and the detail of the condition of benefit being paid. 

Life insurance is not a physical product which people can see or touch to understand it. The 

information of life insurance will be explained or provided verbally by the sales person or by 

the written document using technical and legal terms, which customer may imagine something 

different as they are not familiar with the terms being used for the explanation. 

   This paper aim to propose a visualised three-dimensional model which represents the 

structure, essence and the concept of insurance. The Visualising model of customer demand 

sufficiency degree enables to comprehends the function of insurance in public social security, 

private life/non-life insurance and customer demands point of view. Through the process of 

understanding insurance as a system using this model, people will understand how can 

insurance support their financial risk and find out what they should and should not expect for 

private life insurance product. 

   Through the result of workshop, the interviews to the professionals and the specialist, and 

case studies conducted as an evaluation of the model, it was proved that the model helped 

understanding the features and function of life insurance and participants could know their 

needs of insurance. And, also they had the impression that life insurance is something valuable 

and will benefit for future financial risks.  
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1. Introduction 

In this research, the visualising model of life insurance customer demand 
sufficiency degree will be discussed. The model was created to support the 
customer who are willing to buy the product or are interesting with life 
insurance. This model was developed using Japanese insurance system as a 
base. As the concept of insurance all around the world is same in general, the 
insurance system also is similar among the world. In this paper, the Japanese 
insurance system is used to explain about insurance otherwise mentioned. 
 

1.1. Background 
In May 2016, the Insurance Business Law* was revised. The Insurance 
Business Law is a basic law to supervise insurance business and operation 
which main purpose is to protect the policy owner. This change required not 
only the insurance companies, but also the insurance agency to follow the ‘basic 
rules of insurance solicitation’ which was established by this amendment. The 
basic rules require the followings (FSA, 2016); 
• Introducing ‘Duty of intention grasp’ 

i. Comprehend customer’s needs 
ii. Realise the insurance plan proposal based on the customer needs 

iii. Tracking the record of initial and finalized proposal including the 
customer needs. 

 
The actual revision of the Insurance Business Law includes several more 
changes but will not go into the details here as it is out of the scope of this 
paper. 
 
Before this change, insurance company had followed the order from Financial 
Services Agency (FSA) to ‘Confirm’ customer needs. Due to this revision of 
Insurance Business Law the current confirmation process has been 
strengthened from ‘Confirming’ to ‘’comprehends’ their intension. However, 
‘how’ to confirm the customer needs is, has been left as an area up to life 
insurance company’s discretion and it is not clearly stated in the revised law. 
 

                                                
* Insurance Business Law is a basic law to supervise insurance business and operation which it’s main purpose is to 
protect the policy owner. 
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1.1.1. The cause of the change of Insurance Business Law 

The first life insurance company in Japan, Meiji Life Insurance company 
(Current Meiji Yasuda Life Insurance Company) started business in 1881. Since 
then, now 41 life insurance company, and 51 non-life insurance company is in 
business in Japan.  
In life insurance company point of view, including the legal changes occurred 
following the social situation and various changes of the world and economy, 
company had modified their business operations, products on market to meet 
the legal changes and the current time to time. Especially, knowing the 
customer needs is something most important for life insurance company. As 
because without knowing it, life insurance company would not be able to 
approach any kind of customer to prepare the best suitable insurance plans. 
The technics of the approaches and methodologies to understand customer 
needs has been looked back and revised from time to time in each company, 
especially by each sales person of the life insurance companies. 
 
However, the legal change to introduce ‘Duty of intention grasp’ had to 
happened now. It is a first and official legal order after more than 130 years 
after life insurance business started in Japan, to those who will be involved in 
insurance solicitation to confirm the ‘customer’s needs’. Why had this had to 
happen now? The document from the Financial Services Agency including the 
Guideline of supervision does not clearly mention it’s cause of the change and 
why it had to happen now something alike the reason of the change is only 
mentioned in the introduction section of the report by the working group of 
guidance provision of insurance products and service in Financial System 
Council.  
 
Followings in italic are the quote from the report. 
The social environmental changes especially declining birth rate and a growing 
proportion of elderly people, is leading the new as well as the changes to what 
people require for insurance. Also, the way insurance product being sold has 
more varieties due to the expansion of insurance agent and non-face-to-face 
sales such like sales via internet.  
Due to such changes, the necessity has increased for the followings. 
• Insurance company will provide wider range of insurance product and 

services to meet the new type of customer needs by declining birth rate 
and a growing proportion of elderly people. 
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• Define the rule for insurance solicitation and sales to meet the diversity 
of forms of selling. 

 

1.1.2. Customer needs for Life insurance company 

There are two types of ‘Customer Needs’ in life insurance company as of now. 
The reason why it is collected or confirmed and used for is different, as well as 
the purpose of ‘customer needs’ information being used in life insurance 
company is different. One is customer needs for ‘Sales’ which is used by the 
sales person at the time of solicitation. The other is customer needs for 
‘Marketing’ which will be used to create a new product. Customer needs for 
sales will be collected when sales person meets customer. The customer might 
be a completely new customer who does not have a contract or any kind of 
relationship with the company, or might be the existing customer who already 
has a contract (policy owner) or has some kinds of relationship with the 
company as an insured or beneficiary. The customer needs for sales, is mainly 
used to create a proposal to individual customer. In this case, the customer 
needs are only reflected to that person’s sales illustration result of life insurance 
plan. Which means that the information collected from one person will only be 
used for that one person.  
On the other hand, the customer needs for marketing will be collected from 
various sources with variety of demographic differences. The information 
collected will be analysed to find out the market trend or what kind of features 
and function are required in general or by the specific group of people. These 
information is used to develop new product in life insurance company. In this 
case, the new product will have a target customer from the sales promotion 
prospective, although, the direct link between the initial customer needs that 
has been collected and the new product cannot be seen. This is because the 
customer needs for marketing treats customer needs as needs by the group of 
customers, whereas customer needs for sales are targeting the individual 
person as a customer per solicitation cases. 
 
Followings are the reason that life insurance company consider customer needs 
as important factor.  
- Life insurance company thought that providing varieties of life insurance 

products will anyhow fulfil each individual customer needs. 
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- Deguchi(2011), Tanaka(2009) mentions that, until 1980’s Japanese life 
insurance company could not develop original life insurance product which is 
different from others. They could only sell same type of product and could 
not differentiate themselves from the others from product point of view. If 
they could not differentiate by the product, therefore, Japanese Life 
insurance company had more weight to have large number of sales person to 
earn many contracts compare to the other companies. However, huge 
number of sales person could not point out the strength of their product or 
the benefit of purchasing it as it is same with the others. They had to more 
focus on other technics such like present and friendship to sell the contract, 
and to get the new candidate as a customer to be introduced by the existing 
customers.  

In this case, both customer and sales person does not bother what they really 
need as a life insurance products or what life insurance can be provided to the 
customer, if they earn more from the presents or other things.  
 
Since 1990’s, Life insurance companies in Japan are now focused for 
differentiating themselves by creating attractive new product which was caused 
by the legal changes. 
 

1.1.3. Customer needs at solicitation 

 
In U.K., life insurance company provides a document called ‘Key features’ and 
‘Suitability letter’ at solicitation. Key features document contains the objective 
of the product and risk factors information of the life insurance product. And 
Suitability letter contains the reason why the product is suitable for the 
customer. However, these two documents facing problems that it contains large 
volume of information to follow the detailed regulation, or technical terms being 
used frequently. (Takasaki, 2007) Also, it’s been reported by the Financial 
Services Authority that the benefit of Suitability letter is not meeting the cost 
required. (FSA U.K. 2007) 
 
Despite how Japanese life insurance company is treating customer needs as of 
now, the change of Insurance Business Law is requiring to comprehend and 
historically records customer needs so that the sales person of life insurance 
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company can propose the most appropriate insurance plan to the individual 
customers. 
 
NLI Research Institute* which is a think tank of Japanese largest life 
insurance company has compiled a book about life insurance. The book was 
edited based on the lecture material conducted at the class in The University of 
Tokyo, which the class aim to earn basic understanding of life insurance. Based 
on this book entitled ‘Outline of Japanese Life Insurance’ there is a description 
about the feature of the sales of life insurance are like as of now. Below in italic 
is the summary of the description about customer needs. 
-  Life insurance is not physical products. 
-  The needs for life insurance (especially for mortality insurance) are 

potential which customer is not even aware of.. 
-  Customer needs must be aroused. 

The detail approach or the way they communicate with the customer to explain 
the products or about insurance might differs by company or per sales in-charge.  
From this, understanding of customer need for sales has been considered as a 
technic which each sales person has or earn through experience in Japanese 
Life insurance company.  
 
The JD Power press release in 2016 reported that the top reason of choosing life 
insurance by the customer was ‘It was the insurance product or plan which was 
matching myself’ and it is increasing since last year. The report also says that 
the results are showing selecting criteria of life insurance (product or plan) is 
shifting from the sales person in-charge, to understanding or satisfaction sense 
of insurance product itself as well as the consciousness of it meeting the need of 
oneself. 
 

1.1.4. Trigger to buy 

Kamada(2012) points out that people hesitate buying insurance product 
through internet because it is hard to select the most applicable product for that 
individual customer by him/herself. On internet, several sites allow people to 
compare the difference of multiple product but the survey result shows buying 
the insurance product though internet is most not affinity. Kamada conclude 

                                                
* ニッセイ基礎研究所 http://www.nli-research.co.jp/en/company/?site=nli 
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the reason of this is because the meaning of comparing multiple insurance 
product is not properly evaluated by the customer. 
This shows that trigger of the people in Japan to buy insurance is not whether 
they ‘like’ it or they ‘want’ it. The people in Japan considers the matched with 
their own needs or not, more importantly.  
 

1.1.5. Customer guideline of buying life insurance 

Crane (1984) points out the followings as a ‘Consumer Guideline’ when buying a 
health insurance*. (The keyword which author thinks important are in italic) 

Buying proper health insurance is not a simple matter, but it may be well 
worth the time and effort that are required. Here are some guidelines: 
1. Find out what protection you already have, especially under your 

group policy if you have one. 
2. Decide what additional protection you need, if any. 
3. Ask questions. Make sure the new policy covers what you want it to. 

If a policy language isn’t clear, ask the agent to show you exactly 
where it covers the point you are concerned about. 

4. Avoid limited policies, including those covering only one kind of 
aliment such as cancer. Good policies cover all kinds of illnesses and 
accidents. 

5. Base your program on the major medical approach. Avoid first-dollar 
coverage. 

This is clear and practical advice to the consumer who is willing to buy 
insurance product. However, at the same time it is very practical for the 
insurance company too, as it tells the critical information and process to confirm 
to identify customer needs. 
 

1.1.6. Customer needs 

So, what is 'Customer needs', after all? 
According to Kotler, people’s needs, wants and demands are defined as 
follows;(the keyword is highlighted in italic by the author) 

A human need is a state of deprivation of some basic satisfaction. People 
require food, clothing, shelter, safety, belongings, and esteem. These needs 

                                                
* Health insurance is Kenko-hoken(健康保険) in Japanese and it is different from Medical insurance which is Iryo-hoken(医
療保険)in Japan. Due to the system difference, Japanese does not have chance to choose health insurance by themselves. 
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are not created by society or by marketers. They exist in the very texture of 
human biology and the human condition. 
Wants are desires for specific satisfiers of needs. Although people’s needs are 
few, their wants are many. Human wants are continually shaped and 
reshaped by social forces and institutions, including churches, schools, 
families and business corporations. 
Demands are wants for specific products that are backed by an ability and 
willingness to buy them. Wants become demands when supported by 
purchasing power. 
 

In this paper, considering Kotler’s definition of need, wants and demand as a 
base, and would like to set the definition of customer needs and customer 
demands, both for life insurance, as follows;  

- Customer needs: a initial idea which customer feels necessary 
- Customer demands; Customer needs which was finalised and customer 

has ability to buy.  
The Customer needs, compare to customer demands are more vague and 
uncertain. Every time, it starts from ‘Customer needs’. However, by reviewing it 
iteratively with the knowledge of insurance, what can insurance do and what 
cannot it do, it will become more clear and concrete. There might be a case 
where needs directly turn into demands or be able to find out that needs were 
equal to demands itself. 
 

1.1.7. Shared context and communication 

People understands each other by what they speak and listen. Although, even 
using same expression, usually the understanding varies by the listener. 
Fischer (1995) tells that this communication breakdown happens because of the 
difference in shard context between the two actors, the speaker and listener. If 
they have more shared context, then the communication gap becomes smaller. 
(Refer to figure 1) 
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Figure 1 The Shard Context and communication of Intent in Design 
(Author have made modification of the figure by Fischer) 

 

1.1.8.  Three-dimensional architecture reference model 

The Smart Grid Architecture Model which was established by Siemens 
Infrastructure & Cities has developed a method whereby power supply 
companies and industry can display aspects of smart grid systems. The model 
can be used for the visualization, validation, and configuration of smart grid 
projects, and for standardization within smart grids. (Siemens Press release, 
2012) This figure is developed to share information and enable the discussion 
with the people from multiple entities with various point of view to decide the 
standard of Smart Grid system in Europe.  
This structure of the model and the approach can be applied for cases which 
each layer interacts with the other layer as well as each elements and zones. 
 

1.2. Contribution of This Work 
As mentioned in the former section the life insurance company are now required 
to focus more on the customer needs for sales especially at the time of 
solicitation. Considering the JD power result as well as the change of the 
Insurance Business Law, it is clear that, how the proposal of insurance plan 
matches with each individual customer needs is also essential for life insurance 
company. However, the definition of customer needs from sales or solicitation 
point of view is not clear. Because of this, how life insurance company should 
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understand ‘customer needs’ of each individual customer at solicitation is not 
clear. 
 
Based of the above, the objective of this research is the followings; 
Customers can; 
- Overlook the whole insurance as a system 
- Comprehend the function of insurance structure and product 
- Customer’s own needs become tangible 

 

1.3. Structure of this dissertation 
The rest of dissertation is structured as follows. Chapter 2 explains about 
insurance in general including the difference of public insurance and private life 
insurance and its relation. This is to help the understanding of the proposal 
which will be discussed in the following chapter. In Chapter 3, the Visualising 
model of Customer Demands Sufficiency Degree will be explained in detail and 
way of usage. Chapter 4 explains about the detail and result of the verification 
and validation of the model in 3 types of evaluation axes. And finally, the 
conclusion and future works in Chapter 5.
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2. Current Japanese insurance system 

The main purpose of the paper is not to discuss about insurance. However, it is 
necessary to have a basic information about insurance system in Japan to go 
through this paper. Therefore, I have summarized the information as below. As 
it is a summary, it may not have covered the details in depth or special cases. 
 

2.1. Overview of insurance 
In this section, the basic information of the insurance is explained including its 
definition and the concept. Some of the information may only be applicable for 
Japanese insurance, but mostly are general information about insurance which 
are applicable in other countries. This is because the essence of the insurance is 
common in any cases. 
 
“Insurance may be defined as a system handling risk by combining many loss 
exposures, with the costs of the losses being shared by all of the participants”. 
(Crane, 1984)  
 
Insurance is a system which has a function to prepare for financial risks such 
like loss or damages by paying in a premium in advance. The financial risk is 
something which its occurrence and size of the impact is unpredictable, but 
normally occur by loss or damage of something. The value and benefit of it are 
understood and can be calculated by the person or group who owns it. Therefore, 
the person who is aware of the value and benefit are afraid being impacted by 
the loss and damages use insurance to prepare for it.. That is the main reason 
which the private life insurance was developed, has spread widely across the 
world until now and still being playing important role. 
 
The insurance system initially started off with mutual aid by the family, 
community or religious groups. Due to the development of probability theory 
and statistics, the insurance system and insurance company management was 
modernized. Especially the mortality rate based premium calculation lead the 
development of private life insurance. 
 
Normally, the term ‘insurance’ is used to describe private life insurance or 
non-life insurance in Japan. The Social insurance is also part of ‘insurance’ but 
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normally private insurance and public insurance are discussed as a separate 
topic. 
 

2.1.1. Social security and social insurance 

Social security handles social hazard, which is unemployment, disease, death, 
disability and occupational accidents. Which is generally call as ‘’risk” or “Social 
accidents”. The areas which social security handles varies across the age, country 
and it has a feature that it is decided by the custom more than in theory. But 
most importantly it is owned by the government. And it is for the people of the 
country as a welfare. However, the way to achieve the aim is diverse. Social 
security has a feature that to avoid misfortune.  
 

The Social insurance is ideated as a mutual aid organization, introducing some of 
the private insurance techniques. The introduced techniques were 1) Risk 
predictability nor law of average, 2) Funding for benefit payment. (Washio, 2009)  
The Social security has 4 principals as listed below.  

i. Social insurance principal 
ii. Dependency principal 

iii. Social aid principal 
iv. Social benefit principal 

 

2.1.2. Japanese social security 

The Japanese social securities started around 1874 by submitting an act to care 
those who cannot work. The main objective of the act was to save those who 
cannot work after the war. Since then, it continuously expanded its target and 
services. Now days, social security had developed to include both social welfare 
and social insurance. The difference from the social welfare is that, social 
welfare is to help those who actually have faced problems in maintaining one’s 
life. It is a poor-relief system. On the other hand, social insurance is for to 
prevent the risk of poverty in advance.  
The financial resources are mainly social insurance premium which is collected 
by payroll deduction separately from tax. 
Social welfare targets, those who met the pre-defined conditions and does not 
ask the reason why they are facing the problem. Also, the standard of livelihood 
protection is defined which follows the principle of national minimum. Although, 
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mean test will be conducted to the entire candidate to confirm that the 
candidate is meeting the defined conditions or not. Where, social insurance 
targets only those who contributed on social insurance premium payment. This 
is based on the concept that social insurance targets to meet the actual level of 
living therefore the benefit amount differs by the salary amount and will be 
paid without examined by any kind of test. 
The social security in Japan, has the below systems. 
- Income security 

i. Income support / Welfare 
ii. Unemployment compensation 

iii. Industrial incidents compensation insurance 
iv. Public Annuity 

- Social service 
v. Medical security 

vi. Elderly care insurance 
vii. Child benefit 

 

2.2. Private life insurance in Japan 
The concept of private life insurance which was developed in United Kingdom 
was introduced by Yukichi Fukuzawa, the founder of Keio University, in 1867. 
And in 1881, the first life insurance company, Meiji Life Insurance (Current, 
Meiji Yasuda Life Insurance) was established by those who studied under 
Yukichi Fukuzawa. Before that, mutual aid type system did exist in Japan. 
Although it was based on relatives, community or religion groups to support 
each other and was very different from the current actuarial insurance 
business. 
 

2.2.1. Current situation of Japanese Life insurance 

Since the first life insurance company was established in Japan, the numbers of 
company have expanded to 41, including the foreign asset based life insurance 
company.  
Japan is the second largest life insurance market following the US. (NLI 
Research Institute, 2011) The number of individual insurance policy has been 
slightly increasing eight years in row which total amount of insurance in-force 
are decreasing since 1996. (The Life Insurance association in Japan, 2016)  
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Figure 2 Total amount of insurance in-force 
 
The penetration ratio of life insurance is 85.8% in 2012 and is the highest in the 
world. (The US : 70%, 2010, and UK : below 40%, 2008) (The Life Insurance 
association in Japan, 2016 and NLI Research Institute, 2011). 
 
On the other hand, based on the research result which The Life Insurance 
association in Japan conducted shows that 37% of the policy holder are not 
sufficient with the current contract in 2012 which was 32.6% in 2009. The policy 
holder who thinks the contract is sufficient is 36.7% and 26.3% are unknown. 
This shows that approximately, 60% of the policy holder showing insufficient 
and might have a chance to review or revise their contract. 

 
Figure 3 Sufficiency Degree of current policy coverage 
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The survey result which one of the internet dedicated life insurance company 
had conducted in 2008 shows interesting result. 
The result was, 87.8% of the policy holder agrees about the uncertainty of the 
understanding of their own insurance contract. Also, 71.4% of them agrees that 
they are not satisfied with their insurance contract. The detail analysis of the 
result nor the existence of the case and effect relationship between the 
uncertainty of understanding and dissatisfaction is unclear from the result 
shown. 
 

 

Figure 4 Survey result – 1 (Author created refereeing to Lifenet Insurance HP 
 
The points which policy holder feels uncertain about their insurance contract 
was also shown in figure 4. Mostly the was related to money of insurance. Most 
of the policy holder feeling that the balance of premium they pay in and the 
benefit they may earn in the future is the question. However, it is interesting 
that the uncertainty of the ‘content of coverage is placed in the second as a 
reason. By overlooking all the elements, the possibility of the cause and effect 
relationship between premium or payment (which is money) and content of life 
insurance may seem to exist.  
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Figure 5 Survey result – 1 (Author created referring to Lifenet Insurance HP) 
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v. Direct marketing 
This is a channel which life insurance company directly sells the 
insurance products to customer.  

vi. Internet 
It is a way to sell the product generally through life insurance 
companies special homepage dedicated for sales. 

 
Even having multiple sales channel, it is still common to buy life insurance 
through the traditional way in Japan. In the survey, half of the percentage 
answered that they bought the contract though sales person, though they have 
a negative impression among the sales person as shown in the Figure 6. 

 

Figure 6 Sales channel the contract was bought (Author created referring to 
Lifenet Insurance HP) 
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Figure 7 Image of the Sales person (Author created referring to Lifenet Insurance 

HP)) 

11.3

55.3

10.7

23.6

10.9 12.3

5.2

16.5

26.6

65.1

0

10

20

30

40

50

60

70

Feel Familiarity Pushy, Annoying Easy 
explanation

Difficult 
expectation

Feel professional Do not feel 
prpfessional

After-sales 
service is good

After-sales 
service is not 

good

Positive 
impression

Negative 
impression

Image of Sales person



 18 

3. Proposal of Visualising model of Customer Demands 

Sufficiency Degree 

In this section, the visualising model of customer demands sufficiency degree 
for designing private life insurance will be explained as a proposal for the 
customer who has a demand of buying life insurance. This model enables 
customer to; 
- Understands the function of insurance product. 
- Overlook the whole insurance as a system 

- Customer’s own needs become tangible 
The explanation of this model will be conducted applying Japanese life 
insurance. 
 

3.1. What is visualising model of customer demands sufficiency 
degree? 

The Visualising Model of Customer Demand Sufficiency Degree (VMCDSD) is a 
three- dimensional map describes insurance as a system showing how 
insurance is structured as well as how the elements of insurance are fulfilling 
customer demands. The elements of customer demands, public social security 
institution, private life and non-life insurance appears as where financial risk 
and stage of health condition intersects.  
 

i. Customer demands 
As mentioned in the Introduction section, need is a state of deprivation of some 
basic satisfaction, Wants are desires for specific satisfiers of needs.  
Demands are wants for specific products that are backed by an ability and 
willingness to buy them. (Kotler, XXXX) And the model is trying to show how it 
is fulfilling what is required for the insurance by the customer to support their 
requirement therefore it is appropriate to name the model using ‘Customer 
demands’ in this paper. 
 

ii. Sufficiency Degree 
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To understand whether the customer demands are fulfilled or not or how much 
it is fulfilled and how much not, will be shown as a ‘Sufficiency degree’ in this 
model. It is different from satisfaction degree in which satisfaction is the 
fulfilment of emotion.  
 

iii. Visualising Model 
Insurance is a legal contract which is physically invisible. Normally, for 
something invisible people compensate with imagination. However, imaginary 
life insurance may differ in features, functions and what it brings as a benefit 
by each individual. And its difference cannot be checked as imagination also is 
invisible. This has a possibility to lead to the misunderstanding of life insurance. 
Therefore, not only structuring it but also visualising it as a structure brings 
huge benefit on understanding insurance.  
Following is the description of the feature of life insurance by the Financial 
Services Agency, 

One of the service which human five senses cannot be aware of. An 
engagement of benefit which cannot be seen, will only be mentioned in 
the provisions. It has a feature, that it requires applying for beneficially 
payment when payment activity take place, to know it’s quality, ability 
for the first time. (2005)* 

 

3.2. Objective and benefit 

3.2.1. Objective 

The purpose of the model, VMCDSD is to structure the insurance as a model. It 
was mentioned in the explanation of ‘Visualising model’, again, insurance is a 
legal contract and it is invisible. It does not have physical substance which 
people can touch and feel what it can do to peoples live with it. Therefore, people 
who buy it, sell it or even talks about it makes own images on their own when 
they are speaking about it or even thinking about it. Image also does not have 
physical substance. Even using the same terms and definitions, there is a 
possibility of people speaking or imaging something could be totally different. 

                                                
*人間の五感で感知できないサービスの一種で「目に見えない給付の約束が約款に記載されるのみであり,支払事由が生じて

実際に保険金請求手続きをとることにより初めてその品質・性能を知りうるものであること 」という特性がある。金融庁 

(2005),「中間論点整理~保険商品の販売・勧誘時における情報提供のあり方~」。 
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By this, the misunderstanding of life insurance may happen to the customer. 
The visualization is one of the answer to prevent this misunderstanding 
happening by sharing the visual images.  
 

3.2.2. Benefits 

As the VMCDSD includes all kinds of insurance types, 'public and private', 'life 
and non-life (General or Property and Casualty)' as a layer, the model enables 
the customer or the user to understand the relationship between the different 
insurance types. Also, all the element which structuralise the insurance system 
are in one, it enables to overlook the system as whole from various point of view. 
This will help to understand the insurance from the high level to detail and 
from the detail to high level. And also, more than two people are talking about 
life insurance for instance. When sales person is explaining about life insurance 
to customer, misunderstanding might occur. This has appeared as a result of 
survey that 20% of the people are feeling uncertain about their own life 
insurance contract,  
 

3.2.3. Constrains  

The model has a constrains from it’s design point of view that it only able to 
reflect the insurance model of one country as a maximum. It can be created in 
much smaller entities such like per types of social security institutions, or per 
enterprise or any sort of groups which will not exceed one country. This 
constrains is due to characteristic of the information that are shown in the 
public social security layer. 
 

3.3. Structure of visualising model of customer demands sufficiency 
degree(VMCDSD) 

 
In this section the detail of Visualising Model of Customer Demand Sufficiency 
Degree (VMCDSD) will be explained from the visual design point of view., 
Followed by the definition of each components, explanation of proposal of usage, 
and what can be done and brought as a benefit by using the model. 
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3.3.1. Design 

The VMCDSD is a model which has three axes that each axis represents three 
different viewpoints which insurance has as an element. (See Figure 7) From 
this, the design of the three-dimensional structure brought as the most 
appropriate way to describe insurance represents as a visual image. This 
visualised image represents the essence of insurance.  
 
The three axes are: (See Figure 8) 

i. X: Financial Risk 
ii. Y: Stage of health condition 

iii. Z: Architecture of insurance 
 
Not only the model itself but each layer in the X axis (Stage of health condition), 
also has three-dimensional structure and consist with the followings. 

i. Vertical: Stage of health condition 
ii. Horizontal: Financial Risk 

iii. Height: coverage amount. 

 

Figure 8 Visualising Model of Customer Demands Sufficiency Degree 
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3.3.2. XYZ Axes 

Below figure shows the XYZ axes of the model. 

 

Figure 9 XYZ Axes 

3.3.2.1. Axis 1 – Z: Architecture of insurance 

The architecture axis which is X axis in the three-dimensional model, shows 
how insurance concept is structured as a layer. It contains public social security 
layer, private life and non-life insurance layers and customer demands layer 
from the bottom to the top. 
 

（1）Public social security layer 

The layer located in the bottom is the layer for public social security of one 
country. This layer represents the function and features of public social security 
which one country has a institution, 
It is designed to show only one public social security institution per single layer. 

Even if multiple type of public social security layer exists, the model will have 
only one layer at a time. If multiple type of social security institution exists in one 
country, then the multiple layer should be created and each should be stated as 
individual model. This is because, the public social security is a benefit which is 
provided equally throughout the nation for people’s care in general. Therefore, it 
has become the base to define the unit of the model. 

When multiple model exists then the one which public social security layer that 
one person or the unit that you are considering belong to must be chosen as the 
one to apply. 
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（2） Private life insurance layer 

This layer shows what kind of product is provided from life insurance 
companies in one country. 
Alike the public social security layer, the maximum of this layer is also one 
country, as the law and regulation is strictly controlling life insurance 
companies and products in the market. Therefore, it must not exceed one 
country when creating the model. 
The difference of the insurance company does not matter as all the companies 
which categorised under same insurance category are controlled by same law 
and regulations. Although, depending on the purpose of creating the model, it 
can be limited to only contain the information of one company maximum in one 
layer. 
It will become a useful to compare the difference of the product when the 
information of multiple companies appears in one. 
 

（3） Private non-life insurance layer 

This layer is alike Private life insurance layer but shows what kind of product is 
provided by the general insurance companies in one country. 
Also, alike the public social security and private life insurance layer, the 
maximum of this layer also is one country, as the law and regulation is strictly 
controlling general insurance companies and products in the market. Therefore, 
the limitation must not exceed one country when creating the model. 
The difference of the company does not matter as all the companies which 
categorised under same insurance category are controlled by same law and 
regulations. 
Although, as like life insurance it has same constraints, that depending on the 
purpose of the model creation, it can be limited to only contain information of 
one company in one layer. 
 

（4） Customer demands 

On the top of the VMCDSD, customer demands layer exists. 
It is a layer designed to shows how much benefit is required for each area from 
customer point of view. 
It can reflect demands of each individual’s but also can be created as a sample 
which reflects the model case. 
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3.3.2.2. Axis 2 – Y: Stage of health condition 

The Y axis of the model represents the time. In VMCDSD it shows the stage of 
health condition of human. Each stage was derived as an elements of health 
condition from considering human as a system and applying system life cycle 
concept. The trigger of paying the benefit from insurance company and 
institution was put in consideration. 
 
Each stage is: 

i. Healthy 
ii. Not feeling well 

iii. Being diagnosed 
iv. Surgery 
v. Hospitalised 

vi. Home remedy 
vii. Elderly care 

viii. Death 
 
Refer to the below for the definition of each stages. Some of the definition might 
not follow the general understanding as it has been slightly retrofitted to meet 
this model. It also may not meet some of the medical insurance products terms 
and conditions as those differs per each individual product. The appropriateness 
of the definition has been confirmed during the interview with the life insurance 
expert. 
 

Table 1 Definition of Stage of health condition 
# Items Definition 

i Healthy Having good health and not in sick condition 

ii Not feeling well Yet being diagnosed but not feeling healthy 
without clear reasons including mental and 
emotional problems. 
i.e. under the weather, not motivated etc. 

iii Being diagnosed The cause of the illness or problem has been 
identified and given by the doctor or medical 
institution. 
Mental sickness is excluded. 
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# Items Definition 

iv Surgery Taken a surgery to treat the illness. 
(Taking surgery is one of the condition required for 
the benefit payment for medical insurance in 
Japan) 

v Hospitalised Be hospitalised to treat the illness including 
hospice*. 
(Normally, taking surgery is one of the condition 
required for the hospitalisation benefit payment 
for medical insurance in Japan. Recently, there are 
products which does not require taking surgery 
also exists.) 

vi Home remedy Receiving a medical treatment at home. May 
attend a hospital regularly as an outpatient, or 
prescribe a medicine. A condition which treatment 
that requires hospitalization is over but yet ready 
to go back to work. 

vii Elderly care A special care required due to attaining an 
advanced age. 

viii Death End of life 

 

3.3.2.3. Axis 3 – X: Financial risk 

 
This axis represents the financial risk which people may encounter during their 
life. The timing of its occurrence depends on each individual. For instance, some 
person, some of the risk may not happen, but for others it may happen multiple 
times. Or, for some of them only few of the risk may happen but others may 
encounter entire risks, how people should prepare and how much they should 
prepare for depends on one’s situation, environment, social status and other 
elements. 

                                                
* The benefit payment depends on the type of hospice. If it is defined as a medical 
institution based on Japanese’s law, then it will be paid but if it is categorised as 
nursing care home then it is applied for elderly care benefit. 
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The draft version of financial risk items list has been reviewed during by the 
interview with the expert and have found out that the draft version is not able 
to reflect investment type private insurance product. Taking this comment into 
consideration and the list has been expanded to eight items including the 
original four items. Also, the categories of the item have been revised to apply 
the changes. 

 
 

Table 2 Definition of Financial risk - Draft 
# Items Definition 

i The timing of 
occurrence is 
unpredictable 

For 
oneself 
(Insured) 

Treatment 
Cost 

A treatment cost while insured 
is ill and requires treatment. 

ii Cost of 
living 

Cost for living for insured 
while oneself is ill and requires 
treatment.  
i.e. House rent, energy bills, 
phone and mobile fee etc. 

iii For 
family of 
oneself 
(Oneself 
is 
excluded) 

Cost of 
living 
while 
insured is 
under 
treatment 

Cost for living for families 
while insured is ill and 
requires treatment. (Assuming 
insured supports family 
budget) 
i.e. House rent, energy bills 
phone and mobile fee, cost for 
meals etc. 

iv Cost of 
living after 
insured’s 
death 

Cost for living for families 
after insured has died. 
(Assuming insured supported 
family budget while in life and 
after) 
i.e. House rent, energy bills 
phone and mobile fee, cost for 
meals etc. 
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# Items Definition 

v The timing of 
occurrence is 
predictable 

 

For 
oneself 
(Insured) 

Reserve for 
old age 

The assets for cost of living 
and others after retirement. 

vi   Asset 
formation 

The assets which oneself 
would require to increase. 

vii For 
family of 
oneself 
(Oneself 
is 
excluded) 

Education The educational cost for the 
family which one must prepare 
in advance. 

viii Inheritance 
succession 

The succession tax at the 
inheritance. 

 
3.4. Matrix – The combination of Axis X and Y 
 
The matrix is part of each layer which shows the result of multiplying axis X: 
Financial Risk and axis Y: Stage of health condition. The coverage amount is 
not presented in the matrix as this is two-dimensional model. Once the coverage 
amount is added to the matrix, then it’ll become the three-dimensional model, 
however still it is inside the Visualising model of customer demands sufficiency 
degree.  
The insurance services will appear in the matrix where X: Financial Risk and 
axis Y: Stage of health condition intersects. It shows what kind of support the 
service is providing for what financial risk to be supported and at what stage of 
health condition that people are in or encountering. 
 
In this section, the Japanese public social insurance and private life insurance 
are used for the samples unless otherwise specified. 
Refer to section 3.3.2.2 and 3.3.2.3 for the definition of each items in the matrix. 
The sample image of the matrix looks like the following. 
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Figure 10 Sample image of VMCDSD matrix - template 

 

3.4.1. Applying axis Z: Architecture of insurance to matrix 

Applying the three layers of the architecture of insurance to the matrix gives 
you an image which you overlook each architecture layer from above.  
By seeing the matrix per layer, will helps to understand more about insurance, 
such like, what kind of insurance support are available and when you can ask 
for the support to use it. 
 
The sample of each layer were created using the general information of 
insurance service and not reflecting specific condition, such like constraints or 
regulations that may be required per each service. This was because controlling 
the abstract level of the information per layer and the architecture axis was 
important to compare what is provided as a service. 
The cells which does not have any institutions or products will be shown as ‘N/A’ 
as it does not have anything to represents. 
 

3.4.1.1. Public social security layer 

In this layer, the information of what social security institutions are generally 
available to the tax payers are placed in the cells depending on what financial 
risk and stage of health conditions it will be available. 

 
Figure 11 Sample image of VMCDSD matrix - public 
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3.4.1.2. Private life insurance layer 

This layer will show you what private life insurance products are generally 
available in the market. The abstract level is controlled to represents the life 
insurance product sold in Japanese market in general. 

 
Figure 12 Sample image of VMCDSD matrix - private 

3.4.1.3. The combination of public social security and private life 
insurance 

By combining the two layers, you will be able to know how public social 
insurance and private life insurance are supporting people’s life. Normally, life 
insurance is designed to either supplement or complement the social services.  
From the sample, it is obvious that current Japanese private life insurance 
products are only supplemental of public social insurance institutions. 

 
Figure 13 Sample image of VMCDSD matrix – public and private 

Blue: Public social security 
Red: Private life insurance 
Highlight in purple: Both public social insurance and private life insurance exists 
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3.5. How to use the model 
 
The model does not just represent the structure of insurance but it also provides 
more ways and information to understand how each architecture layers 
interacts with others. 
 
The biggest feature of the VMCDSD is that each layer can be subtracted by 
other layers. For example, subtracting Public social security layer from the 
customer demands layer, then the result will show the coverage amount which 
will not be covered by public social security that oneself must prepare on its 
own.  
 
The subtraction can be done using any layers and can be subtracted from any 
layers. All the layers can be used for the subtraction and can limit the layers 
used for the subtraction. 
 
To do this, firstly, the layers with information of how much coverage amount is 
required for each area which axis X: Financial Risk and axis Y: Stage of health 
condition intersects, must be created. This means that three-dimensional layer 
image for each architecture layers must be created which reflects actual public 
social security institution and private life/non-life insurance products 
availabilities. The customer demands layer must be prepared as well, however, 
it can be created using some existing model case or can be the one created for 
actual individuals as a sample. 
 

3.6. What can be done using the model? 
 
In this section, the way to make use of the VMCDSD will be introduced. 
 

3.6.1. Individual customer demands 

The refined individual customer demands can be visualized for reviewing own 
demands by themselves.  
For example, visualizing individual customer demands of life insurance, the 
procedure is as follows and all layers will be used. Assuming the coverage 
amount for all layers are set in advance. Customer demands layer can be 
customised to reflect the personal situation of the user. 
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Step1: [Customer demands] minus [Public social security] = Areas which 
customer demands to be covered by oneself 
 
 

 
Figure 14 How to use the VMCDSD - Step1 

 
Through this process, people will know ‘what can public social security can do to 
support people’s life’ and ‘what it cannot do’. Which means this deduction 
process visualise the function of public social insurance. 
 
Step2: [Areas which customer demands to be covered by oneself] minus [Private 
life/non-life insurance] = Areas which existing insurance cannot support 
 

 
Figure 15 How to use the VMCDSD – Step2 

 
Also, by going through Step2 process people can understand ‘what can private 
life/non-life insurance products do to support people’s financial risk’ and what it 
cannot support.  
 
By completing these steps, it allows the people to go through and get knowledge 
of what kind of public social security is available and what kind of financial 
support people can get by having a contract of private life and non-life 
insurance in general. It shows the function of public social security and private 
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life insurance. Then going back to the customer demands with the basic 
knowledge of insurance to review what they initially thought as their ‘demands’ 
are actually showing what they really need or not. Once the user thinks the 
customer demands are fixed then as a next step they can start choosing the 
private life and non-life insurance to fulfil their demands. In some case user’s 
may find that their demands may not be met by the existing public social 
insurance and private insurance products. In such cases, they should take 
different solutions other than insurance to fulfil their demands or going back 
again to their customer demands and review it again. 
This review process can happen multiple times as a iterative process until the 
user are satisfied of the outcome. 

 
Figure 16 How to use the VMCDSD - iteration 

 

3.6.2. White space – New products based on customer 
demands 

The subtraction of public social insurance and private life or non-life insurance 
from the customer demands layer will reveal what is required by the consumer 
but are currently not available in the market or in one company.  
This may give a different type of insight or logical understanding to current new 
product creation process in both life and non-life insurance. 
For the example of this case, both private life and non-life insurance layer may 
reflect the general products in the market or can be customised to show the 
product sold at particular companies. 
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Figure 17 New products based on customer demands 

 

3.6.3. Applying for overseas / Oversea expansion of Japanese 
insurance products 

By changing the focus from one country to another, all the instance will change. 
The public social insurance institution of one country differs from other 
countries, then the.  private life and non-life insurance product follows as it’s 
characteristic of insurance. Therefore, the calculation made for one country may 
not become the same result for other country.  
 
This model also can be used to compare and find out the difference between 
each country’s public social insurance institution. 
As it can visualise the areas which current product are not fulfilling customer 
demands, it tells you that Japanese life or non-life insurance company can 
tackle by exporting Japanese product in some of the areas. This is following the 
way that life insurance company in US done in 1970’s when they started selling 
Cancer insurance product. 
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Figure 18 Oversea expansion of Japanese insurance products
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4. Evaluation 

In this section, the way how Visualising model of customer demands sufficiency 
degree was evaluated and its result is mentioned. 
 

4.1. Architecture of Evaluation 
The evaluation of the model including the matrix was carried out using the 
followings, to measure it from both qualitative and quantitative point of view. 
l Two types of interviews 

• Professional 
• Specialist 

l Workshops in Japan with questionnaire 
The objective and the axes of evaluation is to confirm the followings, 

A) Both model & matrix has comprehensibility among the insurance 
structure and life insurance products. 

B) Generalising customer demands using the model and matrix. 
C) The appropriateness of the model and matrix 

 
Each objective is evaluated by the following approaches.  

 

Figure 19 Evaluation architecture image 
 

4.2. Evaluation method 
In this section, the details of the methods and procedures of the evaluation will 
be explained in the following order that shows the order of the evaluation is 
conducted. 
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4.2.1. Interviews to the professionals 

In this section, the details of the interview to the professionals is described 
including its aim and how it was conducted.  

4.2.1.1. Objective 

The objective of the interview was to confirm the comprehensibility of the model 
and matrix from the multiple view point by the life insurance professionals. 
Also, to confirm the appropriateness of the structure of the model and each item 
on the field of the matrix was aim of the interview. 
 

4.2.1.2. Target Interviewee and selecting criteria 

Target Interviewees 
The target interviewees were chosen based on the following criteria; 

1. Has more than 10years of working experience at life insurance company 
or companies 

2. Was in-charge of Sales and/or back office operation. 
Sales: a. Sales person for Individual contract 

b. Key account manager for bancassurance** 

Back office: a. New business assessment 
    b. Claim benefit assessment 

 
Characteristics of Interviewee’s 

Table 3 Characteristic of the Interviewee’s (Interviews to the professionals) 
1 Interviewee A Sales person for Individual contract.  

MDRT†* Qualifying member for 5 years on row. 

2 Interviewee B Key account manager for bancassurance 

                                                
* Bankassuarance : The selling of life assurance and other insurance products and services by 
banking institutions. (https://en.oxforddictionaries.com/definition/bancassurance) 
† MDRT : The Premier Association of Financial Professionals®, is a global, independent association 
of more than 49,500 of the world's leading life insurance and financial services professionals from 
more than 500 companies in 70 countries. MDRT members demonstrate exceptional professional 
knowledge, strict ethical conduct and outstanding client service.  (https://www.mdrt.org) 
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3 Interviewee C Former Key account manager for bancassurance and Claim 
benefit assessment department manager. 

4 Interviewee D Former New business assessment department manager. 
 

4.2.1.3. Procedure of the interview 

The interview was conducted in two steps. 
Step1. Explanation of the model and the matrix. 
Step2. Interviews with interviewee A to D, separately. 

 
Step1: The explanation was done using a PowerPoints slides including the 
model and matrix images, (Refer to the appendix) which took approximately 
15mins. The matrix used for the explanation to the interviewee contained 
Japanese public social insurance and private life insurance information as a 
sample. 
 
Step2: The interview started from asking the overall impression of the model 
followed by the below questions. 
1. The appropriateness of the model and matrix 
2. Will this model and matrix be used at insurance solicitation? 
3. The most suitable type of person to use this model and matrix. 
4. The most suitable situation to use this model and matrix 
5. Will insurance company be interested if this concept become an application 

to be used at insurance solicitation? 
 

4.2.2. Interviews to the specialist 

In this section, the detail of the interview to the specialist are described. 

 

4.2.2.1. Objective  

The main objective of the interview was as same to the professional interviews 
and workshop, to confirm the understandability of the model and matrix. 
However, not only to confirm the appropriateness of the model and matrix from 
the specialist point of view but to from much wider and various point of view 
including both good points and concerns was also the aim. 
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4.2.2.2. Target Interviewee and selecting criteria 

Target Interviewees 
The target interviewees were chosen based on the following criteria; 

1. Does not have to have actual working experience in life insurance 
company or companies but has been worked as close environment. 

2. Has deep understanding and wide knowledge about life insurance as a 
business. 

 
Characteristics of Interviewee’s 
The interviewee has working experience at Financial Services Agency in Japan 
which is the competent authorities of Japanese life insurance companies. He 
was in-charge of an authorization process to launch Japan’s first internet 
transaction dedicated life insurance company. This was the first independent 
life insurance company permission for 74 years in Japan. 
 

4.2.2.3. Procedure of the interview 

The interview was conducted in two steps. 
Step1. Explanation of the model and the matrix. 
Step2. Interviews with interviewee. 

 
Step1: As same to the professional interviews the explanation was done using a 
PowerPoints slides including the model and matrix images, (Refer to the 
appendix) which took approximately 10mins. The matrix used for the 
explanation to the interviewee contained Japanese public social insurance and 
private life insurance information as a sample. 
 
Step2: The interview started from asking the overall impression of the model 
followed by the below questions. 
1. The appropriateness of the model and matrix 
2. The comprehensibility of the model and matrix 
3. The impression if this model and matrix used at insurance solicitation? 
4. Is this meeting the requirement as the competent authorities? 
5. Will the model and matrix be a help for oversea expansion of Japanese life 

insurance company  
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4.2.3. Workshop 

In this section, the details of the workshop is described.  
 

4.2.3.1. Objective  

The main objective of the workshop was to confirm the comprehensibility of the 
model and matrix to those who are not familiar to insurance compare to the 
professionals. The workshop was conducted in the following order, 1) a brief 
explanation of insurance, and 2) explanation of model and matrix. The reason 
that explanation of insurance was added was because basic insurance 
knowledge is required to understand the model and matrix was found out 
during the pre-verification. The interviews were targeting the expert who has 
working experience at life insurance company therefore the explanation of life 
insurance was not required. 
 

4.2.3.2. Target participants and selecting criteria 

Target participants 
The target participants were chosen based on the following criteria to get the 
result from varieties of people in means of general knowledge of insurance; 

1.  Life insurance background: Does not have working experience at life 
insurance company 

2. Working experience 
i. Has working experience 

ii. Does not have working experience 
3. Life insurance status 

i. Life insurance contract holder 
ii. Does not have life insurance contract 

 

4.2.3.3. Procedure of workshop 

The workshop was conducted following the below steps. 
Step1. Answering Pre-questionnaire 
Step2. Brief explanation of insurance and explanation of the model and 
the matrix. 
Step3. Examine individually through Test 1 
Step4. Examine in pairs through Test 2 
Step5. Answer Post questionnaire 
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Step1: The Pre-questionnaire includes following questions. 

i. Demographic questions that asked about age, gender, marital 
status, work experience. (4 questions) 

ii. Questions to see the understanding of insurance in general. (5 
questions) 

 
Step2: The PowerPoints slides used for the explanation including two sections. 
First section is brief explanation of insurance in general such like the definition 
and difference of insurance in various point of view. Second section is the model 
and matrix images which was used for the interviews to the professionals. 
(Refer to the appendix: ) which took approximately 20-30mins. The time varies 
depending on the understanding of the groups which workshop was executed. 
The matrix used for the explanation to the workshop participants were the one 
with Australian case as a sample as the participants had to create the matrix 
using Japan as a case. 
 
Step3: Two papers which each has blank matrix is printed distributed and 
participants were given 15 minutes to fill the matrix as Test1. Creating both 
public social insurance and private life insurance matrix using Japan as a case 
was required. The participants had no restrictions in accessing to any kind of 
necessary information via internet or any other ways for executing the test. The 
extension of testing time was also permitted based upon request. 
 
Step4: Make pairs of two or three in the room. And create the combined version 
of public and private matrix in pairs. Participants were given another 15 
minutes to fill the matrix as Test2. Again, the participants had no restrictions 
in accessing to any kind of necessary information. The extension of testing time 
was also permitted based upon request. 
 
Step5: The Post questionnaire includes following questions. 

i. Questions to see how the understanding of insurance in general has 
changed. (4 questions) 

ii. Questions to ask the easiness to use the matrix in person and with 
the others. (5 questions) 

 

4.2.3.4. Conditions of the workshops were conducted 

i. Free Wi-Fi access to internet 
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ii. Allowed to bring own PC 
iii. Allowed to talk to each other 

 

4.3. Result of Evaluation 
In this section, the result of the evaluation executed are described from both 
quantitative and qualitative point of view. 
 

4.3.1. Quantitative result 

This was confirmed by the result of questionnaire taken at the workshop. The 
questions on the questionnaire was chosen to see the result following the 
evaluation axes but also to find out more about the model and matrix such like 
it’s usage or the points to be modified. 
In this section, have picked up only the main four questions asked to examine 
it’s result from statistical point of view. 
The questionnaire used is attached as an appendix. 
 

4.3.1.1. Quantitative results for comprehensibility 

The result of analysis of variance of the pre-questionnaire and post 
questionnaire result shows that it has statistical significance. In details, have 
conducted paired t-test to the result of questionnaire of taken before and after 
explaining the structure of insurance which asks about the comprehensiveness 
of the insurance. As a result, significant difference was found in 5% significance 
level. (Average difference 1.1, Standard deviation 0.85, Significance probability 
0.00). Thus, the explanation scheme of insurance structure devised in this 
research is an be said that it is useful for improving the understanding degree. 
 

4.3.1.2. Quantitative results for generalising customer demands 

The paired t-test was conducted to the result of questionnaire of taken before 
and after explaining the structure of insurance which asks about the 
understanding the insurance which is necessary for oneself. As a result, 
significant difference was found in 5% significance level. (Average difference 
0.65, Standard deviation 1.34, Significance probability 0.44). Thus, the 
explanation scheme of insurance structure devised in this research is an be said 
that it is useful for improving the generalising the demands by understanding 
the insurance which is necessary for oneself. 



 42 

 

4.3.1.3. Other quantitative results 

The need of insurance 
The paired t-test for the question which asked about the need of insurance did 
not show the significant difference. (Average difference -0.2, Standard deviation 
1.23, Significance probability 4.79). The cause of this result could be considered 
as that the question in Japanese sounded more like questioning personal needs 
to join insurance rather than its necessity in general. This result raised that 
more analysis of the appropriateness of the question to be asked and the 
accuracy of expression that the question has when creating a questionnaire as a 
future consideration. 
 
Revision and new contract 
The question asking the need of revising current contract or joining a new 
contract also did not show the significant difference. (Average difference 0.45, 
Standard deviation 1.46, Significance probability 1.86). The cause of this can be 
considered as it is reflecting the each participants situation and background 
more than expected. It should have been analysed with the demographic data to 
get more accurate result. This also be the future consideration. 
 

4.3.2. Qualitative results 

In this section, the result of the interviews to the professionals and specialist 
will be described from the qualitative point of view. Mainly using the comments 
and feedback given during the interview. 
 

4.3.2.1. Qualitative results from the interviews to the 
professionals 

Below is the summary of the comments of the four professional interviews of all 
3 axes. It was mainly positive and were able to get practical and useful 
comments. One of the big feedback regarding the matrix was that the original 
matrix which had only 4 types of financial risks was that it cannot cover the 
investment type products. Based on this feedback, the financial risk item was 
reviewed and expanded to 8 types. By this change, most of the life insurance 
products were able to find best slot to be located. And the matrix become more 
practical for use. 
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In common; 
• Good points of the model; 

- The model of VMCDSD clearly represents insurance structure as well 
as the concept 

- Especially realising insurance coverage in ‘block’ shows the substantial 
of insurance 

- Using three-dimensional model to describe insurance is very new in life 
insurance industry. 

- VMCDSD is much easier to understand than current two-dimensional 
sales illustration tool. 

- By visualising the difficult information in three-dimensional model and 
VMCDSD is making it easy to understand 

- The best point of helping the comprehensiveness is the concept of 
subtraction of the layer in VMCDSD. 

 
Per target users;  

i. For individual customer 
• Some of the people may find it difficult to understand using the matrix, as; 

- It requires some insurance knowledge. 
- Japanese has a stereotype that insurance is something difficult to 

understand. 
- It is too logical. 

• It will be a good for the people who is willing to review their existing 
insurance contract. 

• It might be suitable for those who like to think logically. 
• It can be used to change individual customer’s mind, mind-set or awareness 

of life insurance but limited to people who is highly conscious in financial 
area issue. 

• It can be used to explain the feature of the product using the matrix. 

 
ii. For sales person 
• Would like to have the information of model, matrix and it’s concept on the 

textbook for the sales person. 
• It is good for the sales person to straighten up the customer information 

from the interview including the demographic information, shown and 
hidden demands. 

 
iii. At bankassuarance 
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• Visualising the location or the target areas of the product is enabled by 
using the matrix. It is good that product feature appears in matrix. This is 
useful when explaining new product which life insurance company is going 
to introduce to bank. 

 

4.3.3. Confirming the applicability through case studies. 

Considering the comment given at the interview to the specialist, which 
indicated the possibility of applying this model and matrix to the foreign 
countries case, the below case study activity was conducted as below. 
 

4.3.3.1. Objective 

As the model and matrix was created by referring to the Japanese insurance 
system there was a possibility that it would only useable and effective in Japan.  
- To find out the cause of exclusiveness. 
- Which items on the matrix should be added, excluded or modified. 
- What other element or pint of view need to be considered. 
 
The main purpose is the confirm that the model and matrix could be understood 
by the people who lives under different types of insurance system and can use 
by them as pre-examination. Therefore, the confirming the correctness of the 
test result is out of scope. 
 

4.3.3.2. Target countries and selecting criteria 

Target Countries 
The idea of insurance system was imported from the west into Japan. Therefore, 
the western countries have longer history and matured system compare to 
Japan and other Asian countries. Taking this into consideration, the following 
countries were chosen.  

1. Australia 
2. United Kingdom 
3. Indonesia 
4. Saudi Arabia 
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Characteristic of the participants. 

 Table 4 Characteristic of the participants of case study 
 

1 Australia Australian working in Japan. 

2 United Kingdom Japanese working in UK 

3 Indonesia Indonesian working in Indonesia 

4 Saudi Arabia Saudi Arabian studying in Japan, co-worked with another 
Saudi Arabian who has working experience in insurance. 

 
The working experience at life insurance company was not taken into 
consideration as the selecting criteria for this time. 
 

4.3.3.3. Procedure of Case study 

The workshop was conducted following the below steps. 
Step1. Answering Pre-questionnaire. 
Step2. Brief explanation of insurance and explanation of the model and 
the matrix. 
Step3. Examine individually through Test 1. 
Step5. Answer Post questionnaire. 

 
The document used for the explanation and test, and questionnaires are all 
same as the one used in the workshop. Although, for non-Japanese speakers the 
English questionnaire was used. 
Also, due to the physical distance and time difference, the explanation was 
conducted via Facebook Messenger Video Chat for some case and each tester 
were given a week time to conduct Test1. 
 
Step1: The Pre-questionnaire includes following questions. 

iii. Demographic questions that asked about age, gender, marital 
status, work experience. (4 questions) 

iv. Questions to see the understanding of insurance in general. (5 
questions) 

 
Step2: The PowerPoints slides used for the explanation including two sections. 
First section is brief explanation of insurance in general such like the definition 
and difference of insurance in various point of view. Second section is the model 
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and matrix images which was used for the interviews to the professionals. 
(Refer to the appendix) which took approximately 20-30mins. The time varies 
depending on the understanding of the groups which workshop was executed. 
The matrix used for the explanation to the interviewee contained Japanese 
public social insurance and private life insurance information as a sample. 
 
Step3: The Excel spreadsheet including three blank matrixes each for public, 
private and public & private case was given to fill in as Test1. There was no 
restriction among using which matrix sheet out of the three sheets provided. 
Creating the matrix reflecting each countries insurance system was required. 
The participants had no restrictions in accessing to any kind of necessary 
information via internet or any other ways for executing the test. The testing 
time was limited to 1 weeks but extension was also permitted based upon 
request. 
 
Step4: The Post questionnaire includes following questions. 

iii. Questions to see how the understanding of insurance in general has 
changed. (4 questions) 

iv. Questions to ask the easiness to use the matrix in person and also 
with the others. (5 questions) 

 

4.3.3.4. Result of the case studies 

The numbers of case studies are not meeting the criteria of statistical analysis. 
Therefore, only the outcome of the test1 will be shown as a result of case study. 
 
Australia 
In Australia, medical and welfare service is covering entire nation which is 
similar to Japanese social security institution, however it is funded by tax and 
not the social insurance premium.  
The case study result shows that areas covered are similar to Japan. The 
interesting difference is that using ambulance even in case of emergency will be 
costed. 
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Figure 20 Case study result - Australia 
 
United Kingdom 
United Kingdom was one of the country which Japanese social security 
institution has referred to at the time it’s established as an advanced example of 
social security. 
The result shows that NHS, National Health Service which is alike the 
Japanese public health insurance system covers wider area compare to 
Japanese system. 
 

 

Figure 21 Case study result – United Kingdom 
 
Indonesia 
Indonesia used to have multiple social security institution which were united 
into one recently. 
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The result shows that the areas cover by the private life insurance product are 
slightly wider than Japan. 

 

Figure 22 Case study result - Indonesia 
 
Saudi Arabia 
The social security institution as well as the private life insurance product from 
it’s penetration ratio is different from Japan. 
The result shows that the service provided by the government and private life 
insurance company does not compete with each other except ‘Cost of living for 
the Family after insured’s death’. 

 

Figure 23 Case study result – Saudi Arabia 

Blue : Public Red : Private

Public & Private
h eT f t NIR  

C A C
3 C A E  

, B oc
A C C BC

h eT bc
BC E , BDA

bc
BC E

bc
BC E

fr
( C

A B
B B BDA C

BBDA D C

md
) A A

D3 B D C A D C
D C E A B 3 C 

A E C B
A E C B

Ukot
A

A E C C C C B A E A A A E C BB 3 C A E C BBDA

aot
B C H

D3 A C A A BB
BD C A 3 C C BB

BDA B 3DB BB BDA
B 3DB BB BDA

i
DA A

D3 A C A A BB
BD C A 3 C C BB 

C 3 C A D C A A BC BDA A A
BDA B 3DB BB BDA

ul
B

D3 A C A A BB
BD C A 3 C C BB 

B B B BDA
B B B B BDA A B B B BDA

g NI
- C F

D3 A C A A BB
BD C A 3 C C BB 

B B B BDA

ns
C

l otS p NIR  
, BB . B D 3 C F A  

Public & Private
i fUPg u SR  

D B D
D AB F H 

/ E B kpd
B D D CD

i fUP cd
CD F CEB

rP cd
CD F ( H

rP cd
CD F ( H

gs
D

/EBF F B A C
BD B DH CEB

D A H
CEB

ne
EBC

EBC B C

lpu
) B H

bpu
) CA D I

CEB
/A C C CEB

W
/EB BH

CEB
/A C C CEB

vm a
C

B CEB

hM
D
ot

) D H

m puT N SR  
CC C E D B  

C DH
-E A C A
A H D A C D

B



 49 

 
Summary & Future considerations 
Statistical analysis was not conducted as there are only 4 cases of samples. 
This case study activity was to confirm the applicability as a pre-examination 
and was not aim to collect the correct information, therefore it requires the 
confirmation of the correctness of the outcome as well as the further sample 
collection. However, the result showed some interesting points such like the 
difference between the others and the characteristic of each countries insurance 
system has appeared. The applicability to the foreign countries cases must be 
further confirmed as a separate and dedicated research, however as a future 
studies. 
 

4.4. Discussion 
 
The three evaluation axes were confirmed from both quantitative and 
qualitative approach. And, applicability was briefly confirmed through case 
studies. It also has brought many practical and useful insight which actually 
gave chance to modify the matrix. Not only to the model and matrix itself but 
the insight has showed and expanded what can be done with it.  
 

4.4.1. Comprehensibility 

Both from the qualitative and quantitative point of view, this evaluation proved 
that the model and matrix has the ability of comprehensibility of insurance. The 
depth or the width of the comprehensibility may depend on the existing 
knowledge or experiences which one already has. Although, the model and 
matrix will help the people to deepen or widen their understanding and 
knowledge of insurance. 
 
During the workshop, many of the participants shared their thoughts but was 
mostly regarding the information of insurance. They mentioned that insurance 
is not a topic which they proactively earn or learn. On top of that, it is not a 
topic which they find chance or trigger to search information. The lack of 
information and the lack in chance may be the cause of the negative image of 
insurance in Japan.  
 
Have found out during the workshop, that most of the information they have 
about insurance was few names of the private life insurance products which 
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they got the information from the advertisement on TV, newspapers and 
magazines. They also were mixing the product name and insurance type too. 
During the workshop and test, people communicated and shared their 
understanding and thoughts about insurance. Many of the test participants 
mentioned that talking about insurance to others and listening to others helped 
to understand it more. 
From this, below can be said, 
• More educational campaign to spread the information of insurance in 

general is required (including both public and private life/non-life 
insurance). 

• A workshop style education using the model and matrix could help the 
people to understand and earn knowledge of insurance, especially the 
communication and discussion with the others helps.  

 

4.4.2. Generalizing Customer demands 

From the quantitative result shown in section 1.3.1.2, this also has been proved 
that it will support the function of generalising customer demands for life 
insurance. The matrix will not show you the exact insurance plan or products 
you should have and how much you should spend for. Although, it will give 
some kinds of clues and the chances to think about one’s provision against 
financial risk. 
 

4.4.3. Appropriateness 

The appropriateness of the model and matrix was confirmed by the life 
insurance professionals. They commented that they don’t have the feeling of 
wrongness from life insurance company point of view.  
Although, this time, the evaluation was not performed including the non-life 
insurance point of view and professionals. This should be confirmed as a future 
research. 
 

4.4.4. Applicability 

Through the four case studies in Australia, United Kingdom, Indonesia and 
Saudi Arabia, it has shown the possibility of applying the model and matrix to 
foreign countries other than Japan. The concept of the model and matrix was 
understood 
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As the future studies, research is recommended to be executed under below 
conditions. 
- The participants should have a working experience in life insurance 

company.  This is to satisfy the correctness of the information. 
- The granularity of the information, level of abstract of the matrix should be 

clearly stated in advance. This is for the comparison process executed after 
the creation of matrix. 

 
That will lead to further future studies which is to compare the insurance 
system of the world using the model and matrix.  

 
4.5. Recommendation of possible future analysis 
 
While creating the model, and during evaluation, there was many findings, 
insights and great feedbacks from the professionals and the participants of the 
workshop. Based on the useful comments given and variable findings this 
section will discuss about the future analysis. 
 
Below shows the outline of the how the model and matrix can be used, and the 
future analysis are categorised based on the following chart. 
 

 

Figure 24 The usage of the model & matrix per target 
 
 

Individuals Business Use

Understanding 
needs & demands 
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needs & demands 
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4.5.1. Educational workshop 

As mentioned in the evaluation section (4.4.1) there was interesting comments 
which mentioned that there is not so many people has an experience 
communicating using life insurance as a topic. . Although, communicating about 
life insurance as a topic during the workshop, it did not just give a chance to 
talk and know about life insurance but communicating with others had actually 
helped understanding.  
From this, not just using the model or matrix when people think about their 
needs of life insurance, but having a workshop type activity before starting to 
think their own life insurance plan, it could be more valuable.  
 
The workshop agenda is as follows. 

1. Introduction of workshop 
2. Explanation of life insurance 
3. Test 

a. Test by individual (Complete the public and private worksheet) 
b. Test in pairs 

4. Visualise each customer needs with sales representatives 
 
This workshop can be organised as two separate workshops or can be one. The 
first half (up to step3), can be the tutorial type workshop session and the latter 
half (Step4) can be advisory session with the sales representatives. It can be 
conducted in a day or it can be done on the separate day with different 
participants. Although, the comprehensibility of life insurance increases when 
it was conducted from step1-4 as a straight through process.  
 
The target participants of the workshops will be the customers of the banks or 
security firms who are planning to buy life insurance products. There are two 
reason for this; 1) the initial screening is completed by the bank or security firm 
and they have enough financial allowance to afford buying new life insurance 
contract, 2) they have strong needs and will to buy life insurance product which 
may easily turn to demands. 
 
This workshop can be conducted to other types of users but may be 
recommended to split the session into two and conduct only first half as 
mandatory and later half as an optional. 
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4.5.2. Application development 

 
There was a feedback from the professionals of life insurance company that the 
concept of the model and what can be done with it, is something very useful at 
insurance solicitation. Although, at the same time there was a comment saying 
that this too difficult for some of the sales person and user to use as of now. 
Therefore, all the professionals had mentioned that it should be made as an 
application which works on PC or tablet, so that sales person as well as the 
customer can learn and plan insurance at the same time together. 
 

4.5.3. Possibility of applying to other industries 

Due to the structure of the model which has customer demands layer on the top, 
this enables the model to be applied to other industries which also has customer 
demands as element of the system. 
For instance, as life insurance is part of financial industry and the product 
which entire industry is handling is invisible alike life insurance product. 
Therefore, it has high affinity with the model from usability point of view.  
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5. Conclusion 

Life insurance is not something that stands on its own. It has public social 
security as a constraint and an assumption at the same time. And, also should 
meet each individual customer demands. Otherwise, it is not attractive enough 
to be sold in the market.   
Although, to meet the customer demands is difficult, as the life insurance 
product which fulfils customer demands is not something that people can 
physically touch it. This invisibleness could be the cause of providing the 
impression that life insurance is difficult, and could be the cause that lead to the 
unconsciousness and dissatisfaction of their own life insurance contracts.  
 
In this paper, the structure and concept of the insurance is described in the 
visualising model of customer demands sufficiency degree as a proposal to ease 
the comprehensibility of life insurance. Once the customer demands are set 
then by deducting what public social insurance institution and private 
life/non-life insurance product from it, will tell the customer which areas of risk 
will be supported by which public institution or private insurance products. By 
visualising what is ready now for supporting each individual financial risk, it 
not only helps people to understand but to find out what is the true customer 
demands are. 
 
The evaluation was conducted from both quantitative and qualitative approach. 
The workshop, interviews to the professionals and interview to the specialist 
were executed to confirm the model and matrix with the three evaluation axes, 
1) comprehensibility, 2) generating customer needs and 3) appropriateness. The 
comprehensibility and generating customer needs was statistically proved to 
have the valid significance. Also, the feedbacks through the questionnaire and 
interviews were very positive and showed great value and contribution to the 
problem that life insurance had. 
 
The appropriateness has also been proved by the confirmation by the life 
insurance professionals. The private life insurance product that can be cover by 
matrix was not enough as the proto-type version only had four financial areas. 
It has been reviewed and updated. 
 
These evaluations results have shown that visualising model of customer 
demands sufficiency degree provides a support to people comprehending life 
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insurance, and helps generalizing customer needs. It also showed these 
supports by the VMCDSD, people will get more positive impression to life 
insurance product, as many of the participants of the evaluation of this research 
expressed a feeling that they wish to actively research or review life insurance 
products.  
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Appendix 

Appendix A. 
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Appendix C. 
 
[Pre_Questionnaire_Japanese_ver] 
 
Q14 【事前アンケート】この度は、修士論文の検証にご参加いただきありがとうございます。「保険」に関してご

自身の経験およびご意見をお聞かせください。なお、個人情報は本研究以外では使用しません。 

 

Q1 年齢 

m 18歳未満 (35) 

m 18 - 24歳 (36) 

m 25 - 34歳 (37) 

m 35 - 44歳 (38) 

m 45 - 54歳 (39) 

m 55 - 64歳 (40) 

m 65 - 74歳 (41) 

m 75 - 84歳 (42) 

m 85歳以上 (43) 
 

Q2 性別 

m 男性 (2) 

m 女性 (3) 
 

Q3 現在、ご結婚されていますか？ 

m 未婚 (1) 

m 既婚 (2) 
 

Q4 職業 

 

Q5 所属 

m 生命保険会社勤務あり (1) 

m SDM (新卒・就労経験なし) (2) 

m SDM(社会人・就労経験あり) (3) 

m SDM(教員・職員) (4) 

m その他 (6) ____________________ 
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Q6 氏名本検証において、事前・事後の 2回のアンケートにお答えいただきます。アンケートを統合して集計する

関係上、ご氏名あるいはニックネームをご記入ください。(事前・事後ともに同じ名称をご記入ください。) 

 

Q10 保険の契約を持っていますか？(種類は問いません) 

m 強く同意する (25) 

m どちらかといえば同意する (26) 

m どちらでもない (27) 

m どちらかといえば同意しない (28) 

m まったく同意しない (29) 
 

Q7 保険の仕組みを理解していますか？ 

m 強く同意する (13) 

m どちらかといえば同意する (14) 

m どちらでもない (15) 

m どちらかといえば同意しない (16) 

m まったく同意しない (17) 
 

Q8 自分に必要な保険がわかりますか？ 

m 強く同意する (13) 

m どちらかといえば同意する (14) 

m どちらでもない (15) 

m どちらかといえば同意しない (16) 

m まったく同意しない (17) 
 

Q13 その理由を教えてください。 

 

Q9 保険に入る必要があると思いますか？ 

m 強く同意する (13) 

m どちらかといえば同意する (14) 

m どちらでもない (15) 

m どちらかといえば同意しない (16) 

m まったく同意しない (17) 
 

Q15 その理由を教えてください。 
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Q12 既存の契約の見直しや新規に加入する必要性を感じますか？ 

m 強く同意する (13) 

m どちらかといえば同意する (14) 

m どちらでもない (15) 

m どちらかといえば同意しない (16) 

m まったく同意しない (17) 
 

Q16 その理由を教えてください。 
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[Post-Questionnaire_Japanese_ver] 

 

Q1 【事後アンケート】この度は、修士論文の検証にご参加いただきありがとうございます。「保険」に関してご

自身の経験およびご意見をお聞かせください。なお、個人情報は本研究以外では使用しません。 

 

Q2 氏名本検証において、事前・事後の 2回のアンケートにお答えいただきます。アンケートを統合して集計する

関係上、ご氏名あるいはニックネームをご記入ください。(事前・事後ともに同じ名称をご記入ください。) 

 

Q3 保険の仕組みを理解することができましたか？ 

m 強く同意する (1) 

m どちらかといえば同意する (2) 

m どちらでもない (3) 

m どちらかといえば同意しない (4) 

m まったく同意しない (5) 
 

Q4 その理由を教えてください。 

 

Q5 自分に必要な保険がわかりましたか？ 

m 強く同意する (1) 

m どちらかといえば同意する (2) 

m どちらでもない (3) 

m どちらかといえば同意しない (4) 

m まったく同意しない (5) 
 

Q6 その理由を教えてください。 

 

Q7 保険に入る必要があると思いましたか？ 

m 強く同意する (1) 

m どちらかといえば同意する (2) 

m どちらでもない (3) 

m どちらかといえば同意しない (4) 

m まったく同意しない (5) 
 

Q8 その理由を教えてください 
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Q9 既存の契約の見直しや新規に加入する必要性を感じましたか？ 

m 強く同意する (1) 

m どちらかといえば同意する (2) 

m どちらでもない (3) 

m どちらかといえば同意しない (4) 

m まったく同意しない (5) 
 

Q10 その理由を教えてください。 

 

Q11 このマトリックスは保険の選定に利用できますか？ 

m 強く同意する (1) 

m どちらかといえば同意する (2) 

m どちらでもない (3) 

m どちらかといえば同意しない (4) 

m まったく同意しない (5) 
 

Q12 その理由を教えてください。 

 

Q13 【公的社会保険】作成するのは簡単でしたか？ 

m 強く同意する (1) 

m どちらかといえば同意する (2) 

m どちらでもない (3) 

m どちらかといえば同意しない (4) 

m まったく同意しない (5) 
 

Q14 その理由を教えてください 

 

Q15 【公的社会保険】必要な情報を入手するのは簡単でしたか？ 

m 強く同意する (1) 

m どちらかといえば同意する (2) 

m どちらでもない (3) 

m どちらかといえば同意しない (4) 

m まったく同意しない (5) 
 

Q16 その理由を教えてください。 
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Q17 【民間生命保険】作成するのは簡単でしたか？ 

m 強く同意する (1) 

m どちらかといえば同意する (2) 

m どちらでもない (3) 

m どちらかといえば同意しない (4) 

m まったく同意しない (5) 
 

Q18 その理由を教えてください。 

 

Q19 【民間生命保険】必要な情報を入手するのは簡単でしたか？ 

m 強く同意する (1) 

m どちらかといえば同意する (2) 

m どちらでもない (3) 

m どちらかといえば同意しない (4) 

m まったく同意しない (5) 
 

Q20 その理由を教えてください。 

 

Q21 【ペアでの作業】相手が作成したものを理解するのは簡単でしたか？ 

m 強く同意する (1) 

m どちらかといえば同意する (2) 

m どちらでもない (3) 

m どちらかといえば同意しない (4) 

m まったく同意しない (5) 
 

Q22 その理由を教えてください 

 

Q23 【ペアでの作業】自分が作成したものを説明するのは簡単でしたか？ 

m 強く同意する (1) 

m どちらかといえば同意する (2) 

m どちらでもない (3) 

m どちらかといえば同意しない (4) 

m まったく同意しない (5) 
 

Q24 その理由を教えてください。 
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Q25 【ペアでの作業】統合版を作成するのは簡単でしたか？ 

m 強く同意する (1) 

m どちらかといえば同意する (2) 

m どちらでもない (3) 

m どちらかといえば同意しない (4) 

m まったく同意しない (5) 
 

Q26 その理由を教えてください。 

 

Q27 全体を通じて、ご自由にご意見・ご感想をお聞かせください。 
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[Pre-Questionnaire_English_ver] 

 

Q14 [Pre-Questionnaire]Thank you for your time participating in thesis verification.Personal information will only be used for 

the thesis and will not be used for any other purposes. 

 

Q1 Age 

m Under 18 (1) 

m 18 - 24 (2) 

m 25 - 34 (3) 

m 35 - 44 (4) 

m 45 - 54 (5) 

m 55 - 64 (6) 

m 65 - 74 (7) 

m 75 - 84 (8) 

m Over 85 (9) 
 

Q2 Sex 

m Male (1) 

m Female (2) 
 

Q3 Marital Status 

m Single (1) 

m Married (2) 
 

Q4 Occupation 

 

Q5 Affiliation 

m Working at life insurance company (1) 

m SDM (New graduate / No working experience) (2) 

m SDM(Working Adult / Has working experience) (3) 

m SDM(Faculty/Staff) (4) 

m Others (5) 
 

Q6 Name 
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Q10 Do you have insurance contract ? (Any type of insurance is acceptable) 

m I have life insurance contract (1) 

m I have general insurance contract (2) 

m I have both life & general insurance contract (3) 

m I don't have any (4) 

m I don't know (5) 
 

Q7 Do you understand the structure of insurance ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 
 

Q8 Do you know what kind of insurance you need ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 
 

Q13 Please describe the reason why you think so. 

 

Q9 Do you think you need to have insurance contract ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 
 

Q15 Please describe the reason why you think so. 
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Q12 Do you think you need to review your current contract or join a new contract ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 
 

Q16 Please describe the reason why you think so. 
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[Post-Questionnaire_English_ver] 

 

Q1 [Post-Questionnaire]Thank you for your time participating in thesis verification.Personal information will only be used for 

the thesis and will not be used for any other purposes. 

 

Q2 Name 

 

Q3 Were you able to understand the structure of insurance ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 
 

Q4 Please describe the reason why you think so. 

 

Q5 Were you able to understand the insurance which is necessary for you ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 
 

Q6 Please describe the reason why you think so. 

 

Q7 Do you think you need to have insurance contract ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 
 

Q8 Please describe the reason why you think so. 
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Q9 Do you think you need to review your current contract or join a new contract ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 
 

Q10 Please describe the reason why you think so. 

 

Q11 Do you think this matrix can be used to choose insurance ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 
 

Q12 Please describe the reason why you think so. 

 

Q13 【Public Social Insurance】Was it easy to create ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 
 

Q14 Please describe the reason why you think so. 

 

Q15 【Public Social Insurance】Was it easy to get necessary information ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 
 

Q16 Please describe the reason why you think so. 
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Q17 【Private Life Insurance】Was it easy to create ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 
 

Q18 Please describe the reason why you think so. 

 

Q19 【Private Life Insurance】Was it easy to get necessary information ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 
 

Q20 Please describe the reason why you think so. 

 

Q21 【Peer Review】Was it easy to understand what others have created ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 

m Have not worked in pairs (6) 
 

Q22 Please describe the reason why you think so. 

 

Q23 【Peer Review】Was it easy to explain what you have made to the others ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 

m Have not worked in pairs (6) 
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Q24 Please describe the reason why you think so. 

 

Q25 【Peer Review】Was it easy to create in pairs ? 

m Strongly agree (1) 

m Somewhat agree (2) 

m Neither agree nor disagree (3) 

m Somewhat disagree (4) 

m Strongly disagree (5) 

m Was it easy to explain what you have made to the others ? (6) 
 

Q26 Please describe the reason why you think so. 

 

Q27 Please allow me to hear your opinion and comment. 
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