Customer experience declined globally in 2014
indicating insurers are not keeping pace with rising expectations

Globally customer experience
levels dropped

nearly 49, (% (% (%

Due to a large drop in
the U.S., Austria is now

#1 in the world

for customers with experiences more than
positive experiences at other customers across

4 3 0 0/0 most regions

1 Parcentage point change in customer experience, 2013 to 2014
Source: World Insurance Report 2015 by Capgemini and Efma
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