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Introduction -Summary of Interim Report-

P

1. Japan Post Insurance investigated the solicitation process for specified rewriting cases (183 thousand cases). Based on answers 
from customers as well as other investigation results, we have identified cases involving potential violation of laws and regulations or 
internal rules (6,327 cases: please refer to the list below for details). We will conduct additional investigations to confirm whether 
there were any violations of laws and regulations or internal rules.

2. Approximately 26 thousand customers have requested detailed explanations on policy reinstatement. For cases where we recognize 
that disadvantages were caused to customers not in line with their intentions, we will send the documents detailing the 
reinstatement procedure to customers and respond to customers’ requests as promptly as possible.

3. Going forward, we will continue to take a sincere approach to listening to our customers through various opportunities. We strive to 
implement true ‘Customer-first Business Operations’ through measures such as providing recompense for customers’ disadvantages 
and improving our business procedures based on the voices of customers to regain their trust.

Category Outline of Specified Case to be Investigated

Number of 
cases to be 

investigated1,2

Number of cases 
for which 

customers’ 
intention have been 

confirmed2

Number of cases 
involving potential 

violation of laws and 
regulations or internal 

rules2

A
Rewriting cases in which the previous policy was cancelled but the new policy 
underwriting were declined

18 thousand 6,751 266

B
Rewriting cases in which subsequent benefit payments were declined as a result of 
cancelation of the new policy due to breach of the duty to disclose important 
matters

3 thousand 305 49

C
Rewriting cases in which sales personnel could have made more reasonable 
proposal such as switching riders or decreasing insurance amounts

26 thousand 8,857 76

D
Cases in which the policy coverage and period did not change after rewriting, but 
the assumed rate of return decreased

15 thousand 4,817 135

E
Cases of overlapping insurance because the previous policy was canceled after the 
rewriting period (cancelled during the period seven to nine months after date of 
writing of the new policy)

75 thousand 32,959 5,449

F
Cases in which the previous policy was canceled during the period four to six 
month before the date of writing new policy

46 thousand 14,331 352

Total 183 thousand 68,020 6,327

1. Within each category, policies with the same policyholder and same application date are counted as one case. The total number of policies is approximately 194 thousand.
2. Figures as of September 27, 2019.
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1) Overall Structure of the Investigation of Insurance Policies

• Japan Post Insurance is conducting an investigation of specified rewriting cases and an 
investigation of all insurance policies excluding the specified rewriting cases.

Number of 
cases／policies

Details

Identifying rewritten insurance policies for each 
case category from past transaction data, and 
investigating the solicitation process for such 
policies to check for any violation of laws and 
regulations or internal rules.

Sending notification documents with reply cards to 
all policyholders (other than specified rewriting 
cases) asking them to reconfirm their intentions 
and let us know of any points we should be aware 
of.

183 
thousand cases

Approx. 
30 million
policies

Category

Investigation of
Specified Rewriting 

Cases

Investigation of 
All Insurance

Policies

Overall Structure of the Investigation

*We are conducting the investigation in an appropriate manner by providing explanations to and receiving advice from the Special
Investigative Committee composed of neutral and fair external experts, regarding the methods for confirming customers’ intentions 
as well as for analyzing the information obtained.
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2) Flow of the Investigation of Specified Rewriting Cases 
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Elderly customers 
and others who 
require careful 
explanation

Request for 
explanation in 
person

Could not be 
reached by 
phone

Completed by 
phone

Could not be 
reachedCall Center

(approx. 800 
seats)

Branch employees
(approx. 1,600

persons)

<Customers>

Request for 
explanation in person

Home visits
(approx. 1.8 

thousand cases)

Explanation by 
home visits
(approx. 24 

thousand visits)

Repeat phone call
(repeat notification)

After sending notification documents, the Call 
Center calls customers by phone to confirm the 
solicitation process.
* Phone calls from customers who received the 

notification documents will be treated in the same 
manner.

Japan Post Insurance employees will make visits to 
customers who request explanation in person on 
the initial phone call.
* Phone calls from customers who received the 

notification documents will be treated in the same 
manner.

Make phone calls on different days of the week or 
time of day.
A reminder notification document will be sent 
enabling reply by mail.

For elderly customers and others who require 
careful explanation, Japan Post Insurance 
employees will provide explanations by home visits.
In principle, family attendance is required for 
explanation to elderly customers.Family attendance

After sending notification documents, customers’ intentions are confirmed as below:

<Customers>Notification documents
(approx. 156 thousand pcs)

Send notification documents on 
customer’s policy status for 
each case category

Send notification documents

N
o
tific

a
tio

n
 b

y
 h

o
m

e
 v

isits

Phone calls made
(approx. 380 

thousand times)

Phone calls received
(approx. 22 thousand 

times)
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3) Method of Analysis for the Investigation of Specified Rewriting Cases

Branch employees
(approx. 1,600

persons)

Call Center
(approx. 800

seats)

Customers
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Reasons for 
cancellation, 
status of 
solicitation and 
explanation by 
sales personnel, 
etc.

Remarks from 
customers 
including reasons 
for cancellation at 
rewriting such as 
recommendation 
by sales personnel

<Customer interviews><Details of customers’ policies>

• Timing of 
cancellation/application 

• Contract terms
• Contract period
• History of loans to 

policyholders, etc.
...

Analysis is conducted by a group of external lawyers in 
addition to a dedicated in-house team

Confirmation of Circumstances of Rewriting Analysis of customers’ intentions and details of their policies

Dedicated in-house team Group of external lawyers

Identify 
cases with 
potential 
violation of 
laws and 
regulations 
or internal 
rules 

• In the investigation of specified rewriting cases, the solicitation process will be investigated through phone calls or home 
visits. A dedicated in-house team and a group of external lawyers will analyze each case comprehensively to examine 
whether there were any violations of laws and regulations or internal rules.

• We are conducting the investigation in an appropriate manner by providing explanations to and receiving advice from the 
Special Investigative Committee composed of neutral and fair external experts, regarding the methods for confirming 
customers’ intentions as well as for analyzing the information obtained.

Reasons for 
cancellation, 
status of 
solicitation and 
explanation by 
sales personnel, 
etc.



55

4) Confirmation of Customers’ Intentions

• We will confirm customers’ intentions through various methods.

Confirmation status Follow-up measures

Customers already contacted

Customers whose intentions have been 
confirmed

Customers who requested detailed 
explanations on policy reinstatement

For cases where we recognize that disadvantages were caused to 
customers not in line with their intentions, we will send the documents 
detailing the reinstatement procedure to customers and respond to 
customers’ requests as promptly as possible.

Customers who do not request detailed 
explanations on policy reinstatement

We will send documents to confirm their final intentions together with 
appreciation for their cooperation.

Customers for whom we will confirm the 
intentions at a time and in a manner 
convenient to such customers

We will proceed with confirmation of customers’ intentions through phone 
calls or home visits. 

Customers whose cooperation with the 
investigation we have not been able to 
obtain

We will request cooperation again by sending answer sheets with reply 
envelopes.

Customers we have not been able to contact

Customers we have not been able to 
contact despite multiple phone calls on 
different days of the week or at different 
times of day

We will send answer sheets with reply envelopes and continue our efforts 
to contact such customers.

Customers whose registered telephone 
number is incorrect

We will send notification documents with reply envelopes so customers 
can reply by mail.

Customers whose documents did not arrive 
due to incorrect mailing addresses

we will investigate their current addresses and resend the notification 
documents.
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5) Sending the Notification of Policy Coverage

• In October, we will send the ‘Notification of Policy Coverage’ documentation to all current 
policyholders notifying them of their contracts such as policy coverage and premiums and 
requesting that policyholders inform of any queries or uncertainties they may have.

Notification of Policy Coverage
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6) Provide information on our initiatives through TV commercials and the “My Page” function

• We have been airing TV spots asking customers’ cooperation with our investigation 
(started August 31 and scheduled to air approximately 120 times through the end of 
October; consider extending such commercials to November). We are also preparing to 
enable responses to the investigation thorough the “My Page” function on our website. 
Through these and other extensive measures, we will continue to announce our initiatives 
and respond to our customers’ requests.

TV commercials Official website
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Going forward, we will continue to take a sincere approach to listening 
to our customers through various opportunities. We strive to regain 
the trust of customers and implement true ‘Customer-first Business 
Operations’ through measures such as providing recompense for 
customers’ disadvantages and improving our business procedures 
based on the voices of customers.
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Reference materials
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(Reference) What Is Rewriting? (1/2)

• The rewriting of policies is switching insurance contracts in order to adjust the contents or products to 
changes in the customers’ needs, such as updating coverage, changing coverage according to the 
customer’s life stage, or changing the policy period including extending coverage to whole life.

Purpose of rewriting Examples

Change in 
coverage

• Updating coverage to the 
latest products available

• Upon the revision of medical care riders (October 2017),
update medical protection to add five days worth of coverage 
even for one day of hospitalization to enhance coverage for 
short-period hospitalization, cover out-patient operations, etc.

• Change coverage according to 
the customer’s life stage

• Switch from savings-type product to protection-type product
upon the birth of a child

• Switch from protection-type product to savings-type product
upon a child leaving the household, or to prepare for old age

Change in 
insurance 
period

• Extend coverage to whole life 
to protect against future 
health concerns

• Switch from endowment insurance to whole life insurance, and 
extend coverage to whole life for example due to rising future 
health concerns upon a relative developing cancer, and to 
prevent the risk of insurance application being declined

• Change maturity age 
according to raised mandatory 
retirement age

• As the mandatory retirement age has been raised from 60 
years old to 65 years old, switch from endowment insurance
reaching maturity at 60 years old to endowment insurance
reaching maturity at 65 years old to extend insurance period 
and secure funds for life after retirement
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(Reference) What Is Rewriting? (2/2)

• There are two types of rewriting: 1) Cancellation after new contract underwritten, and 2) New application after 
cancellation.

• 1) Cancellation after new contract underwritten has the benefit that the customer will not be left uninsured if 
underwriting is declined. Coverage of the old and new policies overlaps temporarily. While protection for that period will 
be expanded, premium payment will increase as well.

• 2) New application after cancellation enables less premium payment, but there is a possibility of an uninsured period.

Endowment insurance
(¥1.0 million)

Apply for endowment insurance
▼

Apply for a new policy using the cash 
surrender value

Endowment insurance (¥1.0 million)

Apply for endowment insurance
▼ Have multiple insurance policies concurrently

(Example) Based on the ¥1.0 million endowment insurance, additionally apply for a ¥5.0 million fivefold-
type whole life insurance focused on protection with low premiums

(Example) Cancel the ¥1.0 million endowment insurance and apply for a ¥5.0 million fivefold-type whole 
life insurance

Fivefold-type whole life insurance (¥5.0 million)

Apply for whole life insurance
▼

Fivefold-type whole life insurance (¥5.0 million)

▲
Cancel the endowment insurance and

apply for whole life insurance
▼

[Case 1: Cancellation after new 
contract underwritten]
Increased protection need upon the 
birth of a child. As the premiums for 
the existing product is manageable, 
additionally apply for a protection-
type product

⇒ Have multiple insurance 
policies concurrently

[Case 2: New application after 
cancellation]
Increased protection need upon the 
birth of a child. However, as increase 
in premiums is not desired, switch to 
a protection-type product

⇒ Cancel the existing policy and 
apply for a new policy using 
the cash surrender value
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(Reference) Investigation of Specified Rewriting Cases (1/3)

Absence of insurance coverage

Uninsured

Previous Policy

▼Cancellation (payment of cash surrender value)

▼New application (refusal of undertaking)

Absence of insurance coverage

Previous Policy

▼New application

Rewritten insurance policy

▼Cancellation (payment of cash surrender value)

▼Cancellation due to 
breach of the duty to 
disclose important 
matters

Onset of 
disease

Hospitali-
zation (Declining of insurance claim)

Category A: Rewriting cases in which the previous policy was cancelled 
but the new policy underwriting were declined

Category B: Rewriting cases in which subsequent benefit payments were declined as a result 
of cancelation of the new policy due to breach of the duty to disclose important matters

[Typical case]
The policyholder applied for a new insurance policy following the 
cancellation of the original policy. However, the application was 
declined due to medical record, etc. leaving the policyholder 
without an insurance policy (insurance coverage).

[Typical case]
The insurance policy newly entered into by the policyholder after the 
cancellation of the original policy was rescinded, on the grounds that 
declaration was not accurately made at the time the new policy was 
applied, resulting in the decline of insurance claim.

[Suggested handling of a policyholder whose intention is clarified]

• The previous insurance policy before the rewriting shall be reinstated.
• The reinstatement shall involve the following premium and other 

adjustments.

[Suggested handling of a policyholder whose intention is clarified]
• The previous insurance policy shall be reinstated, while the policy after 

the rewriting shall be annulled.
• The reinstatement, etc. shall involve the following premium and other 

adjustments.

Payment to the policyholder
 Insurance payment (in the case where insurable losses have occurred 

during the uninsured period, such as hospitalization)

Payments to be made by the policyholder
 Cash surrender value that had been paid for the policy before the 

rewriting
 Insurance premium applicable to the period from the cancellation of the 

policy before the rewriting up to its reinstatement

Payment to the policyholder
 Insurance payment for hospitalization
 Insurance premiums already paid for the policy after the rewriting

Payments to be made by the policyholder
 Cash surrender value that had been paid for the policy before the rewriting
 Insurance premium applicable to the period from the cancellation of the policy 

before the rewriting up to its reinstatement
 Cash surrender value that had been paid at the time when the policy after the 

rewriting was rescinded due to the breach of duty to disclose important matters

• For cases where we recognize that disadvantages were caused to customers not in line with their intentions, we will 
send the documents detailing the reinstatement procedure to customers and respond to customers’ requests as 
promptly as possible.

* The above is a suggested way to deal with the typical case, and it should not be understood that the Company shall offer these solutions to all policyholders indiscriminately. Each 
policyholder shall be dealt with on a case-by-case basis, in consideration of whether insurance benefits are payable or not, along with the policyholder’s intent, etc.
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(Reference) Investigation of Specified Rewriting Cases (2/3)

Rider before the rewriting

▼Rewriting of basic policy and rider

Rider after the rewriting

Basic policy before the 
rewriting

Basic policy after the rewriting

Rewriting of 
policy

Rider before the rewriting Rider after the change

Basic policy (no change)

Change of rider 
(reasonable 

choice)

▼Cancellation of rider only

Previous Policy

▼New application (The same coverage as provided by 
the policy before the rewriting)

Rewritten insurance policy

▼Cancellation (payment of cash surrender value)

Category C: Rewriting cases in which sales personnel could have made more 
reasonable proposal such as switching riders or decreasing insurance amounts

Category D: Cases in which the policy coverage and period did not change after 
rewriting, but the assumed rate of return decreased

[Typical case]
The policyholder’s needs to have fuller healthcare protection were met 
by the proposal and implementation of a solution involving the 
cancellation of both basic policy and riders to be followed by the 
issuance of new policy. In this situation,
however, the policyholder’s needs could well have been better served 
by just switch to the riders without cancelling the basic policy.

[Typical case]
After the cancellation of the original policy, the policyholder is covered 
by the new policy with the same basic coverage but the assumed rate 
of return is lowered.

[Suggested handling of a policyholder whose intention is clarified]
• Rewriting of policy shall be annulled, while change of rider shall be 

enforced at the time when rewriting took place all on a retroactive 
basis.

• Retroactive switch of rider shall involve the following adjustments

[Suggested handling of a policyholder whose intention is clarified]
• The previous policy shall be reinstated, while the policy after the 

rewriting shall be annulled.
• The reinstatement, etc. shall involve the following adjustments.

Payment to the policyholder
 Insurance premium already paid for the basic policy plus rider after 

the rewriting

Payments to be made by the policyholder
 Cash surrender value, etc. on the basic policy plus rider before the 

rewriting
 Premium applicable to the rider after the rewriting
 Unpaid premium applicable retroactively to the reinstated basic 

policy

Payment to the policyholder
 Insurance premium already paid for the policy after the rewriting

Payments to be made by the policyholder
 Cash surrender value that had been paid for the policy before 

the rewriting
 Insurance premium applicable to the period from the 

cancellation of the policy before the rewriting up to its 
reinstatement

* The above is a suggested way to deal with the typical case, and it should not be understood that the Company shall offer these solutions to all policyholders indiscriminately. Each 
policyholder shall be dealt with on a case-by-case basis, in consideration of whether insurance benefits are payable or not, along with the policyholder’s intent, etc.
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(Reference) Investigation of Specified Rewriting Cases (3/3)

Previous Policy

▼New application

Rewritten insurance policy

▼Cancellation (payment of cash surrender 

value)

Overlapping 
insurance

Previous Policy

▼New application

Rewritten insurance policy

▼Cancellation (payment of cash surrender value)

No 
insurance

Category E: Cases of overlapping insurance because the previous policy was 
canceled after the rewriting period (cancelled during the period seven to nine 

months after date of writing of the new policy)
Category F: Cases in which the previous policy was canceled during the period 

four to six month before the date of writing the new policy

[Typical case]
The policyholder had overlapping insurance because the 
previous policy was canceled after the rewriting period 
(cancelled during the period seven to nine months after date 
of writing of the new policy).

[Typical case]
The policyholder applied for a new policy after cancellation of the 
previous policy, but had period of no insurance because the 
previous policy was canceled before the rewriting period 
(canceled during the period four to six months before the date of 
writing the new policy).

[Suggested handling of a policyholder whose intention is clarified]
• Cancellation of the policy before the rewriting shall be accelerated 

retroactively to the time of application for the policy after the 
rewriting.

• This procedure shall involve the following adjustments.

[Suggested handling of a policyholder whose intention is clarified]
• The previous insurance policy shall be reinstated, and cancellation 

shall be delayed retroactively to the time of application for the policy 
after the rewriting.

• This procedure shall involve the following adjustments.

Payment to the policyholder
 Premium applicable to the period under the overlapping 

insurance
 Cash surrender value, etc. on the policy before the rewriting if 

case of retroactive cancellation

Payments to be made by the policyholder
 Cash surrender value that had been paid for the policy before 

the rewriting

* The above is a suggested way to deal with the typical case, and it should not be understood that the Company shall offer these solutions to all policyholders indiscriminately. Each 
policyholder shall be dealt with on a case-by-case basis, in consideration of whether insurance benefits are payable or not, along with the policyholder’s intent, etc.

Payment to the policyholder
 Insurance payment for hospitalization
 Cash surrender value on the policy before the rewriting which 

was reinstated (the amount applicable if the previous insurance 
policy was canceled when the rewriting was applied)

Payments to be made by the policyholder
 Cash surrender value that had been paid for the policy before 

the rewriting (the amount already paid)
 Insurance premium applicable for the period with no insurance

Hospitali-
zation
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