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CEQ Brief is a report highlighting key current issues the insurance industry faces.

| Improving Consumer Protection Evaluation Indicators

ABSTRACT

Current disclosure of insurance consumer—protection indicators provides
excessive information while failing to reflect consumers’ actual
experiences, limiting usefulness. The disclosure items should be
streamlined to enhance clarity and comparability, with greater emphasis
on performance-based metrics that capture real outcomes. Regular
reviews of consumer understanding and use-linked to a policy feedback
mechanism—are needed to ensure the system genuinely supports
consumer protection and market discipline.

1. Assessing the Effectiveness of Current Indicators

The Financial Supervisory Authority has expanded insurance-related disclosure to
strengthen consumers’ right to information and improve market transparency.
Disclosure covers company operations, financial conditions, and business performance,
and is divided into management, product, and comparative disclosure. Comparative
disclosure includes product comparison, which supports consumer choice, and other
comparison, which offers criteria for evaluating insurers. The number of “Comparison
Disclosure” indicators—fewer than ten in the early 2010s—has now exceeded thirty in

line with the authorities’ continued emphasis on consumer protection.

For disclosure to be genuinely useful, indicators must ensure measurability,
comparability, consumer awareness and usage, appropriate scope, and neutrality,
yet several indicators fall short of these requirements. Conceptual clarity is

essential, but some indicators are based on ambiguous definitions that allow
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subjective interpretation. For example, the mis—selling ratio excludes cases where
incomplete sales occurred but the policy was not cancelled and does not distinguish
causes or responsibility, resulting in systematic understatement and limiting its

ability to reflect actual consumer harm.

Clear differentiation across companies is also necessary for effective comparison, but
many indicators show minimal variation across firms, weakening their discriminatory
power. Low-incidence indicators—such as the insurance policy withdrawal ratio—tend

to cluster within narrow ranges, further reducing comparability.

Although authorities provide a system for consumers to review an agent's past
sales history before purchasing insurance, more than half of consumers remain
unaware of it. KIRI's 2025 survey found that only 40.2% of consumers knew of the

system, with usage remaining in the 30% range.

While expanded disclosure aims to strengthen consumer rights, excessive information
can ultimately hinder rational decision-making. Broader disclosure reduces information
asymmetry but also increases insurers’ internal reporting and auditing burdens, raising
compliance costs. Moreover, negatively framed indicators are easily amplified by the
media, potentially reinforcing negative perceptions of the insurance industry and

adversely affecting industry reputation, trust, and consumer choices.

(Figure 1) Number of Insurer Evaluation Disclosure Items (Figure 2) Use of Agent Info in Insurance Purchases

(Unit: Count) (Unit: %)
40
/. - .
o—o——@ Persistency Ratio 31.9 68.1
o
20 / Mis-selling Ratio [AsH:] 74.2
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Note: Based on the Korea Insurance Association’s “Comparison Source: Korea Insurance Research Institute(2025), “Survey
Disclosure” for each evaluation year. on Perceptions of Insurance Products and Services”
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2. Areas for Improvement

To address the structural limitations of current evaluation indicators in the insurance
sector, it is necessary to reassess the overall framework, terminology, and
disclosure structure. Above all, improvements should enable consumers to

understand the indicators easily and use them meaningfully in practice.

Excessive information can hinder consumer decision—-making, so the adequacy of
both the level and scope of disclosed indicators requires a comprehensive
re—evaluation. This process should begin with an assessment of consumer
awareness, usage, and perceived usefulness of existing indicators. If certain
indicators exhibit very low usefulness, their calculation methods or the items
themselves should be revised to overcome limitations and strengthen overall

effectiveness and credibility.

In addition, evaluation indicators should move beyond process—oriented numerical
reporting and begin incorporating outcome-based measures that capture
consumers’ actual experiences of harm and service satisfaction. Improvements
should include not only simple ratios but also information on the scale of harm,
classification by cause, and responsibility attribution, enabling a more

multidimensional understanding of consumer harm.

Rather than indiscriminately expanding disclosure items, it is equally important to
improve presentation methods so that consumers can more easily compare and use
information. To reduce “choice deferral” stemming from excessive information, the
language and structure of disclosures should be simplified and redesigned in a more
intuitive format. At the same time, disclosure methods should be digitized and
enhanced to allow consumers to search and compare information according to their

preferred criteria.
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Finally, a feedback mechanism must be established through regular consumer
surveys and analysis of usage statistics to continuously assess and refine the
comprehensibility and practical utility of evaluation indicators. Supervisory authorities
should also incorporate these qualitative insights into the policymaking process and
align them closely with quantitative indicators to ensure more effective and

coherent oversight.

Dong-Gyum Kim, Research Fellow
dgkim@kiri.or.kr

n L]
]( I I Korea Insurance
Research Institute


mailto:kiri@kiri.or.kr

23  AHXEHSS Pfoh Hel £ WIIK|E

O EHEE A= M| AIRMUE, MFdd, 832X S& OlHAXIA &27] et H==,
0 Z3SA, @ JZEA, O HUSA| S22 F1=2F

« ZHSAIE Sl 2] Y, +oUd, 10d S 2MEY el et H2E MSet

o
« JESAIE Sofl AHAC| AR EdE UHE Rl 2 AV Tilicks &E0 High SER%UAM,
H

+ HITBA= AHAPH S0 422 bl
Meioll TS HEE He MBHRIA|

S Sofl Y= MIole HOR, 4B
LOF HPE G2 VEBAR 72

o |'|]0II
Tiglinte
oo
o
~
rx
B2
=2

O E3IE Soff MSZ U= 7IESAIY B/HRIES 3070 OlJYU(E 1) FHZ)

O 2019IKE o-SRUTHMHIAS S5) GAS} M HSHVIA Chet SRHBHHIST 23
AURXIS 5 MEIE B ZaPt Jhs3

0

(B 1) 23sl0| AHINHE SHTA 2 XF

i

y=s | aojus

I3SE L AFONEAZEN) 22 e
FEAHIXIBSAEN} oTen n47|_): OS2 iy 522 A0 552 W
(ERADRIY 24 (U 744 + BR70f Z14) x 100000 | ABRH | 4747 5622
SIS (BUSSUR ofX| + P8 7244) + AIRF T4 MBAE | 0.04%  0.01%
QX8 QAPIORY + Y AZoRY (1235407)  MBAE | 49.4%  57.8%
Horlt|g Homs| 74 + ADJOF 744 MEAMS 6.17%  405%
233 vxg8 SR #a + BE A MEAMS 0.92% 134%
HT0/3 SRS 253 M7 03 K| 24 + M7 A U4 MEMZ 046%  02%
NI MERF 2 + X e MEAMS 934% |  964%
MR/ B MERZ Yo = MERIG 244 MEAZ | 0732 080
7142 XigHIg FIAR XF e - NZ A 4EAMY | 359%  3.60%
F7148 FAIR FIIAR XF Yr + FTAR XF 7| MEAE | 523Y| 11.98%
233 2Xig AlRE s OfERy BHEA, DXOIBO o 85 S| B | 10,3987 | 76,2907
B33 QXS ARY A% | KBNR AL ASEH MPIR AN S | B 403137 202,067
233 HTAZ B AW A4 I AR BREDAIQONEE), 212 He B 2457 7,107
23T HT O] BOAS HIHIS | EOtAZ WP| 74 + BE3 HP 4 B 00025% NA
253 M7 O] DNEE HIHIS | BMEY M| 24+ BE3 HR A4 B 00001%  NA

A,
-,
Hr
o%
re
41
rie



2313 57 0t 70 motas wpjg ) (Fote WITR - 283 B AR 0.5071
X10,000
WET BT O Y ONEE Apig| oo W TR T 2ES T I g NA| 0017
X10,000
S| BRI TRl ASTD| 2 JIE, M, BEMDMTO), 2 s | # w80
ABTI| IPIE) ABMS| BAOIE | Mol 220l 24 - Mol 7ia # 111% 433
SupE AK| BI2 ARP| 7 - EEEE MY 74 W 03%  04%
o2xie UAE oEXE AN 74 - HHZ BT 7 BA | 008% 0.06%
ozries £8t H¥E 2AEE 02XI2g S5t HEZ EAZ 74 W 3099% 957%
oRASS E3t HET Y% AZE | O2AISS 5ot 53 U% AiZ 74 | e 4230%  16.89%
ozAi2l A47[H MEYSAENDl ASTBAE 74 | B - -
NBIIE Hepls AE SR EY Its ARTIC y= - -
w2 NRIICY AAEHR 1T) | JICEN AuwHz - MM sgwHz | NE | 41%  20.9%
SR NSIICH (IR JF)|  JIEZF Wl o4 - MM WY s | NE | 92%  18.2%
S| THSAER SR JISNE 4 ¢ BOWE 4 | AE | 405%|  88.7%
HaEE= oy Xl ZANE JICHNE - AU JICTNE NE | -45%p  0.8%p
oBAT THlbIE MHIESS 353 Ao 7k - ARl 74 AE | 019% :
Huxz 4 OLIE A Rl BiksE K 4 | HE | 039 -
387 [EERR REA4RE RIaE - HER ezt - -

1) 2025 HEV|(6EL) 7I1E AHAEA SAY
2) shiRigizis: Cy25H 227, 2ai2Y 233 Xg7Ik F7IEY, |AIE: 373/%t [XIB, A8H7| 2 UAgis 7IEY
X2 MHEHBS| A(XIEY; AcHEES| AHIKEE

ol

H 2) SIS 2 DESAKE HE SAl

HOILISITHRIY HITBANCHEGA THAY)
- SIS QIPHOL QDO RNME | BEUIRIY JIEYE, AN, DESIEMIY MZH, WA
L WP A0 Y, BEMN U AR | RAHEAAHZ, SO TONHIY BRHIR010), AZOf 2444 S
O DINYAE, QAIS, BUNMHIS, FHSRIS, D 5t AV
o oML =
RIZALSS
SHAIN H2X3
dE-C] 5%, 8 AS3N, T 22717, FTOI
LY SR8, BATTHIZ S

MR FE'= HEEAATE £t 37t s B X280t JisE
Us7 A7

dgkim@kiri.or.kr

A,
.
Hr
o%
re
41
rie


mailto:kiri@kiri.or.kr

