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AN INTERVIEW WITH GROLIP CEQ ANTOINE PARISI

Caring At Our Core

Europ Aszistance has 3 mEesion. We want to be the most =liablke care company
inthe waordd

Wi ve been pursuing the mission since our inception. Last yvear we develbped
the clirm "You Live We Gz’ to mflect our ongoing commitment to canng for
clentz and customers anytime, amewhers in the wordd, We wanted peaple to
understand that bringing our custormers fom dietress 1o relief & the coe of
who' wean.

Zaring & the keytooursuccess. b has allbwsed us to growe reqistenng £1.7 BEn
in EvenE in'zo18 -3 substantial increzse fom £1.4 B in mvenue for zoa4,
when Hirst became (B We were ako delighted in 2018 to acquie 100 of
Europ Assktance Portugal, strengthening our business in South Amenca. And
in 2015 we have already acquied Trip Mate, making = the 3d-lamgest travel
inzuerinthe U5 Thi move comes in parlkelwithour #ategic investment in
Pflege:, in Gerrarmy. partof ourdecizion to evobe seniorcare into 3 key pillar
of our Group. This steady growth & poof of the swaldiy of curappmach, and
zignals even more sucoess inthe yvears to come.

Caring infomszs our buzinesz strategy. mow focieed on strengthening our
leadership postion in travel, dversfying our offerings in automotive, and
combimng digital techrologies with Eump Aszistance’s detingt human towch
tofurther develop our personal as=sEtance business inzeniorcare, health and

hame & family.

Caring & the cormrerstone of our compary culture. In 201 we will minforce
thie by tmining more employess than ever before, with over goo managers
enmlled in dedicated trmining s==z=ions and the rollbut of @ new:. compam -wide
pogram dedicated to exploring and celebrting ourculure of care with every
Eump Azsistance employves.

Caring iz apprecizted. We're incredibly pmoud of the achievements we've
recerved thmughout the year, from being named the “most trusted Financial
mervices Brand” in France; to being chozen z= “the best tavel ircumnce
for TnpAdveor uzers" in ltaly 1o being mogneed a3z ore of China's most
inrowat e Ccompanies.

WMot imporanth. st Eump Azzistance caring iz an ongoing commitment. We
ar mow exparding our e of the NP5 let Pomoter Score) pogram to cower
even more of the zervices we pmwide, mezsunng customer satisfaction in
detzil, wing their feedback to improve what works and fix what doesn't.

Caring & our present and ourfuture. In zo1e and beyvond, we will continue to
delver - farinsurers and bankers, carmake s and aidines, trevel companies and
touroperators, healthcare powvide s and mone - the services and pmoducts that
have made Europ Azzistance’s cubure of @ zuch 3 key component of kelping
peopk everywhe e we operste.

CEX EURCP ASS ETARNCE




OUR NETWORK B where we operate B countries with legal entity 9 Operational Centers EUROP ASSISTANCE AT A GLANCE

¥37m

u €1.7 Bn
in revenue inbound calls

7!765 10mM
- employees A iInterventions

®
operation centers

9 Over 200 Oo 750,000
b

countries and territories medical, travel and roadside
assistance providers

18,086
plane tickets issued
to repatriate our customers




Accolades

As the world's foremost caring company, we prefer to measure our success in
problems resolved and customer anxieties laid to rest, But every year, both locally in
individual countries and internationally across broad gqeographical areas, the products
and services we provide garner widespread recognition. Here's a look at some of the
awards Europ Assistance and its people earned over the course of 2018,

a0EQ

FRANCE

A mationwide survey conducted by Opinioniliay inthe
Fench banking & insumnce s=ctor: and designed to
evaluate "French confidence in brards" recognzed Eump
Assistance as "the most trusted financial brand in France

ITALY

TripAdvisor users swarded BA kalia a "Trevelkers favarte”
zward for"best travel insurance for TripAdwvisarussrs”

ITALY

EA Kalia earmed 3 tmvel insurance qualty proe for its
"Tap Guarantee " vacation Insu@noe.

ITALY

Lz Fanti foward s gave EA aliz an "Ewcellence of the vear”
zward for “best Private Assistance.”

BELGIUM

Forthe eighth vear in 2 mw, Europ Assistance won the
Decavi Award for best travel insurance. The Decawi

iz considerd the Bzlgian insurance industry’s most
prestigious swand.

ANNIVERSARY

HUNGARY

Eump Aszistance Hungary proudly
celebrated the cormpany’s zaoth
anniersary, marking two full
decades of pmiecting, canng for and
34 sting Hunganan clignts no matter
wher theyre located in the workd.

CHINA

Eummp fzzsistance China celebrated

itz zothanniversare Inzm & the
COMpany Mo than doublked the
nurnber of chents served compared
with the previous vear, and Eump
Azsistance (hina iz pmudky pushing
forward 3 ranges of digital tools that
make it easzier than ever before for
ihine se custormers to conmect with

Ef when, where and how they prefer.



HUNGARY

Europ Assistance won the “Scalability Award” business prize
for a skill assessment platform it created for employees.

HUNGARY

For the fifth tire, Europ Assistance won top prize in the
“Business-to-Business Superbrand” cateqory. Superbrands
are identified annually through an extensive, robust research
process that measures the equity of thousands of brands in
both direct-to-consumer and business-to-business markets.
Only the most highly reqarded brands achieve “Superbrand”
status.

POLAND

Europ Assistance won the “Consumers’ Laurel,” a prize
awarded by Poland’s biggest consumer association that
celebrates products Polish consumers prefer and consider
most trustworthy.

GERMANY

Europ Assistance won top honars from Stiftung Warentest,
Germany’s foremost consumer review magazine, for both
travel cancellation and travel health services.

GERMANY

Reise & Preise, a leading German travel magazine, gave
Europ Assistance’s travel insurance product top honors.

L4

CHINA

Europ Assistance won the prestigious “China Best Company /
Innovation” award, arriving first in a competitive pool of over
zo0 different companies.

CZECH REPUBLIC

Europ Assistance’s “holiday barometer” earned first prize in
the Financial Market and Financial Services category at the
Czech PR Awards.

UNITED STATES

PIMA, the Professional Insurance Marketing Assodiation, gave
Europ Assistance’s Cyber & Identity Protection business line a
silver award.

UNITED STATES

Europ Assistance’s Customer Service Team won a coveted
Gold Stevie at the American Business Awards.

UNITED STATES

Europ Assistance won prestigious Stevie awards for travel
insurance and for Marketing Team of the Year,

SPAIN

Spain’s Online Presence Ranking of Insurance Entities awarded
Europ Assistance a prize for “best information online.”




When | was sick and mom was
traveling for work, she needed
a doctor she could trust.

; r
— MK C -
Mom and dad always said family P

is forever, and | agree. “’

But sometimes even the strongest
families need a little help.

When my brother got into trouble
on the internet, dad needed an
expert, someone who could resolve
the problem and protect us online.

Loved, nurtured and protected,
we grew up confident, ready

to strike out on our own.

We'd been taught where to turn
for help, even for something

as simple as a broken axle.
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When the family traveled
overseas for a reunion and my
brother caught the wrong virus,
we knew who to call.

Today | rely on Europ Assistance
for more services than ever before,
because they have the solutions

I need, even for broken faucets
and leaky roofs!
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They're always there for my
family, one generation to the next,
helping and protecting us anytime,
anywhere. Eventually our mom
and dad grew older and developed
special needs. It felt natural to rely
on Europ Assistance for help.

Now | have a family of my own,
and I'm proud to carry on the
tradition my parents started.
After all, every family should have
a caring partner for life!
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With over 750,000 professional service providers coordinated through three
international hubs and covering over 200 countries and territories worldwide, our
assistance networks form the backbone of our business. From doctors to repairmen,
cyber protection experts to claims handlers, we train our people to guarantee the
highest level of service possible. We support them with digital tools, and organize
workflows so that they’re in a position to provide relief from distress anytime,
anywhere in the world.

Over the following pages you can explore the full range of services and products we
offer through these capable women and men, broken down by client segment in order
to provide readers with an inside look at all the things Europ Assistance does to take
care of its clients and their customers worldwide.

INSURERS

Qe

Right Care, Right Time,
Right Place

il

Insurers protect and defend people’s lives,
health, possessions and wellbeing.

Today they are closer to their customers
than ever before, accessible when and
where people need them, providing not
just coverage but advice, mobile services
and prevention opportunities too.

At heart, insurers protect people from the
damage unexpected events can cause

in life. This makes them a perfect fit for

a caring company like Europ Assistance.
Here'’s a look at how different Europ
Assistance business lines help insurers
care for their customers...




AUTOMOTIVE

PERSOMNAL ASSISTANCE

Closer to customers and more accessible
than ever before
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SENIOR CARE TRAVEL

Ireurerz e vonourexperisetohelpthem cortaincosts

ard poon, itamc e for ircued peopk tra

cutside the o ik riess, - fior examp 3
o monihar 3 = heahbduring = long
ard health as e thio g hoaur vast internatio -rul

medical network: We're proud to hawe GNIMI the
kEading cost confEinmEnt o in the US, whr h
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Today's banks and financial institutions

are reinventing themselves, mowving from
hurmman to digital, increasing the services

they offer their customers, changing the

COMCIERGE

Cur primany mission £t buid cestamer loalty
We wark guv'rt_l'i.fnslr_re_r;'.m_en"rl:-_a:[_-_:-ur_pﬁr'ai:u‘jalize::!,.

data-diven carcieme services i their existing - ways they do business to meet evolvin

P s Global offerings, Secure, % Y : s 4
thioug h yacht andfon :Ealh;ﬁlate senvie PrOgRnS, L] Saiirise GDPR-compliant market demands. Their shared aim is to
prc-xrrjjrg Tenters get the help they with their ; ;

it e v e A workflows & data become lifetime partners for customers

helpmg i:-:-mpame;s ETEE'“I:EE co- 'lM:erIIjg Emrln:mrreﬁE

3 gaging in a digital world. Here's a look at how
ard offering individually tailored services through life gl it r.|1- 1-|—|,__ SAMme 1'II'I'IE it

ireurance pelicies. Wi aim ta transform the ¢ ustomer A R e e S — different Europ Assistance business lines
e e el do to optimize jnternal 2 tailor products and services to help them
= ) achieve that goal, from bancassurance

(A)

Cybercrime currently

costs businesses
an estimated UsD
S6oo Bn per year

in-house |||-—-'||- r‘|| |_'-'- 3 . .
1ot & i to concierge services and more.

1 ’r| an
ol l-r;IEl-l'I Iy II'-.1'I_I| T || l‘u’r1|1"u

Jean Yves le Bare
GROUF GENERAL WaH AGER, BURDF 4395 TANCE



HEALTH | TRAVEL PERSONAL ASSISTANCE
Banks armd firarcil institutiors by ono Bumop
AsziEt e tor compkete mobility protection when

trueling. With ower 70000 22mwke professionals
anon nd theworld, coodinated by thres interrational
b b=, wee can boa st the opemtional capabilities banks
ard =mall- ard mediom-szed: enterprizes need in
oderto assist Brge numbers of individualc ustomers .
We can even provide Belp with tRwel emengencies
lite flight camcellation and baggage tracking .

Becoming lifetime partners for customers
in a digital world
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%“" ; 2R “When we sit down with our clients at banks and financial institutions, we e Use the Met Pro
s | always point out that our success is contingent on theirs. We work to help onstantly maonftor
e ! them increase revenue, build margins and win the digital transformation. success of ey

| The proot can be found in our reqularhy renewable, subscription-based - '
| services: when the banks win clients through the services we provide, € |
. wi e win tool”
' Paul Williams

EROUF HEAD OF ZALE:, BJROF 45ASTANCE




CRUISE LINES

Providing safe, relaxing sojourns at sea

From closed-loop cruises to "nowhere
voyages,” today’s cruise ships specialize in
providing customers a safe, relaxing sojourn
at sea. We're there behind the scenes,
providing services and products these
companies need to protect their clients

and make sure everything runs srnoothly.
Here's a look at the things Europ Assistance
business lines can offer cruise companies...

TRAVEL

Az ane of the world s primary. pRyvers-in the trvel
i CE cowe provide tRuwel  insumEnce, 'ﬁ'MSC

= and care options that belpcruiss A A

Sefnolalada

1 TES reof the finnd rds of
: TREAEURY MU AGER, WEC CRUSES

pazsergers who boa rd their hi pe ey

ce booking helpguaran ; HEALTH
the cr s lins gos !
ES s fl=af

ioral b i T gk I:n;=I r=ach, ard
ol T bocal pro z sy pport inind iwiduz|

Synergies: Many of our OTA
(Online Travel Agency) dients
specialize in cruise vacations

!
T S AN
services our cruise clients need.

Francine Shqgrall

HE&D OF TR AVEL FRODUCT LNE, BIROF 2595 TANCE



RENTAL CARS & LEASING

»

Fioneer in digital
assistance

Premium lovalty
programs included

Like car manufacturers, today’s car rental
and leasing companies understand that
autornobiles have become more than just
a means to get from point A to point B.
They are computers on wheels, providing
digital services and comforts that help their
custormers feel at horme even when horne
s far away. Here's a look at some of the
things Europ Assistance business lines

can do for these cormnpanies...

AUTOMOTIVE

Digital services and solutions that make
every car a comfort zone

rnrH:EIiﬂGE-

Wepmvdewemerge:(ynmrelaﬁmme;tebasg Em‘n:e.
and rn-;il:uh‘l,':,r zervices including. -:Igiial experiences o
car rental and leasjng -:DmpanE Dur MEMG In:n,ialtj.r
Eurl:gm M. 3] ﬁ: ukarhy Elrtﬁl:tfu'e f-:-r n;u:-m‘paniﬁ +:-z'.|k1 rg

g (] II'III'EES-E’I:US'D:IH'ET .I'ETETIIEI-I"I

“Concierge is about more than
services; it's about providing what
end-consumers desire. Satisfying
their needs helps boost retention,
customer usage and owerall
satisfaction.”

Pndrea Fiun-arnl
HEADOF AUTOMGTIVE FRODUCT LINE, BAROF A3 5TANCE



UTILITIES, RETAIL & TELECOM

10+ vears experience in cyber
protection in the LS, where
we can boast 5 million clients.

Smart metering, interconnected and
transnational grids, international satellite
coverage... Today's utility cornpanies,
retail business and telecoms have
embraced the digital world, providing
easier and more convenient services to
their custormers at a touch of the screen.
Here's look at how Europ Assistance
business lines work with them to help
guarantee a backbone of services
designed to simplify custorners” lives.

PERSONAL ASSISTANCE

Embracing the digital world to offer
easier, more convenient services



TRAVEL

With employess onthe move indifferent countries, onr tRvel 2enwices C ses that can
Ciop upen oute 20 that their peopke canget o w b they nes [

are designed tomit ricks ard prowide mtec = The :
s extend ed warmant i irei = alinsurmn: T d v

wiou rrobility, helping wour people stay produc thee poomzthe rw bene theyte traveling .

“It's important that corpor
SMEs understand i

compl
With a population of employees to care
++ for, reward and protect, corporations and
Small- and Medium-sized Enterprises
rely on Europ Assistance to provide a

Medical assistance including range of services and products that not

doctors and meals at home, only cover their employees’, but play an _.

rehabilitation, transportation... active role in making their lives easier. < ddressi medicaldi lemsand more, e
even house cleaning! Whether vour people are working at - - D

horme or abroad, on the move or settled
in a new location, here’s an overview of
the kinds of things we do to bring them
from distress to relief on a daily basis...

i Protecting and providing for employees,
; making their lives easier



PERSONAL ASSISTANCE

Lowering costs for senior care
by boosting home care options:
readmission rates reduced from
18% to &% in the US.

AIRLINES

@

Europeans spend an High-level loyalty
average £1,957 trave-  programs that

ling for summer holi-  integrate Concierge
days Services

Today the whole world is on the mowve,
and the highly competitive airline rarket
requires individual carriers to do more than
just fly people from one place to the next.
The experience people have with an airline
- from booking via personal computer to
checking luggage to walking out the door
at their destination - can rake all the
difference for increasing custormer loyalty
and building business. Here is a look at the
kinds of products and services we offer
airlines that want to build productive, long-
lasting relationships with their passengers...



TRAVEL CONCIERGE

High- kewel airline kona by programs are 3 key segment
of our u:ﬂ’:lierlngr allowing 1S 10 use our innowEt e
e hr-:-EgE ard glfzuballca |:;an:n:§.r 1o deI'nH products
ard senvices 1o passengers o rather whens they =3
fhying. Cur detailed customer protiles allow airlines
to cushomize, offerings Aoceach individual, providing
white Bbel servikes, utilizing our medical and
travel netwarks to provide in loco ssrvices, supply
suppleme nal travel insumnce and more. Gur goal is
o uze our know ledge of the customerto help airlines
bt retentionand oy iy

ot extersive trvel assismnce petwork com
in -tardy for peopke who ae oftten on the move,
alkoing 1o provide 3 elabke digial experien
ers in difficulty in 3 forign oountny S0
3n get the h-—lp — frofm |:L:|l:|l:| age TREC Hr-:l
e with T|I:||'|Tl anc -Il.ah'-n ard more = ﬂ'l—u
Swbnand w |'r- = 'rh-u I

extr@ rEvenueat eveny step of the I:u:-:-l ireg process.

u

“We help aidines max
|-|..~r., 1-|-| b quall S LS rEvenles at

Building productive, o e
long-lasting relationships Tl . ¥ 2
with passengers

----- [ B |||-'||‘..’|'|Ilr-|| bl 114 charadcke

Pablo Moreno
HE AL OF 'E.06 AL TRAMEL 58LES, BIROF A535 TAHCE

Fandne Abgral

HEADOF TREWE FRODLCT LNE EUROF &S5 STANCE

ERA: Pan-European
Roadside Assistance

CARMAKERS

- T N

Multichannel

solutions via web,

phone, chat bot
& virtual agent

Would Henry Ford know what to do behind
the wheel of a modern car? Today's
autornobiles seem to evolve with every
production cycle, adding everything from
stalen wehicle tracking technology to
adaptive cruise control to self-parking.
Europ Assistance is a perfect partner for the
companies making today’s technologically
advanced vehicles, offering the digital
solutions, comprehensive care networks
and high quality services carmakers

can leverage to provide the innowvation,
digitalization and flexibility their custorners
are looking for. Here's a look at sorne of
the products and services Europ Assistance
provides for the automotive sector...



AUTOMOTIVE : CONCIERGE

Qur corciene services afford carmakers 3 host of
bp‘pnﬁhnﬁhé: 1o -:'r:-nne::t' *f-ur.ther w:ﬂ"u :n:ust:umérs <
ﬂten:llrg ‘the relatr:uhshlp well bey.rqr-:l pur n:haEE and
the:ear}g.r ;g.nEai:E*-:-f u:m.l‘rErshTF: h'1 *al:fu:frtu:nn-tn:u affering
prenhum[cq,mwpfagmmsrcl:rrcﬂrga pu tsil'.e{ullmrga
t-f ltmdfg,r‘an;l -;n:-mvgman:.e Eerﬂ;ﬁ frtim' 'ra:lu'Et"Lrg
reﬁaura it reservat r:irﬁ'l;g:r I:ul:.'-:'lc:lrg t‘i:‘raEEnrskﬂpplrg
‘fl;ur had- ,ﬁ;i-fm:[ ftems - at the drnrarg finge mips .

"D wrt:LJal agent - the first of its h{nd’ in the insurance industry - pr@vldeﬁf
convenience, peace of mind and ease-of-use. Customers connect via amy: -:ﬂg{tal
device, IﬂSfElTIﬂ‘f’ sharing location, infermation about the car and requests for
assistance with our networks. JtS fast, simple and EfFectwe and provides instant

relief to people experiending d iffi culty on the rc-ad 4

Jean Tves LeBerre
EF!EII..'F EEI'-I'EF'.H. mniﬁ, EI_F::nP_ﬁ"s;l:imwi-

Building productive,
long-lasting relationships
with passengers




TOUR OPERATORS

in hard sopke who ane often on the

allowing us to provide & relisble digital exp [E
{n] in difficulty in = foregn country S0
ik get the help - from baggage tmc king

ance with flight cancellation and mione - they

v benard whens they mesd it We cansfully ikr
our pro dycts 1o ind i i
added walus forirli

Extr@ rEvenue at ewery step of Th— bookineg process,

Today, with the transformation in travel
introduced by the internet and do-it-
vourself vacationing, tour operators, travel
agencies and online travel services have

Products for cruises, outdoor and indoor sports, to provide their customers more than Medical network with over ago professional doctors

long-distance, custormer profiles and more. just plane tickets and hotel reservations. and medical professionals online around the world.
Customer loyalty and ancillary revenues :

are more valuable than ever, and Europ
Assistance tailors its products and services
to meet the evolving needs of customers
who rely on travel agencies.

These tailored solutions come in many shapes will be ne
and forms, from insurance coverage to training from r_':' .
agents so that they fully understand our
products; from creating holiday packages to o0 g sor
providing e-claim services. Here's a look at the i I‘fu:jl'l'q”f”h'h'l'l';I"'Mhlg'_,,:'
different ways we support and add value for
; William Distefano
t h E tr -'Ell'-.-'r E | | ﬂ':l LI Stl- l':r'r. e TR4WEL IMALIFENCE s A GER, AL TOLER




"Fierre & Vacances” service offering
has been enriched with medical
teleconsultation since early |anuany
Clur insurance customers can access
this senvice twenty-four hours a day
during their stay, helping them make
the most of their holidays. This new
service i fully in line with our brand
values of security, serenity and
proximity tothe brand. Thanksto
this innevative and complementary
service, Flerre & Vacances continues
to reimvent itself, anticipating
customer needs for people in
search of trouble-free holidays. We
were particularhy attracted to Europ
Assistance by its innovative services
like teleconsultation and e-claims,
perfecthy in line with our vision. We
also appredated the time and energy
Europ Assistance spent on s during
implementation of the projed.”

Cadric Malki
DRECTOR: OF RISH W AGEMENT & INSLIRANCE,
FIERFE & WAL ANCES- ENTER FARCs GROUF

“Time and time again, Europ
Assistance has adapted its produdt
portfolio and support infrastructure
to meet the needs of our rapidhy
growing digital company, providing
top-tier assistanceto our customer
base whenewer needed. EA s more
than just an excellent all-around
partner. They truby stand out against
the competition thanks to their
partner-centrc approach. Chver
the yvears we challenged EA with
comples problems, asking them to
solve ambitious targets AL each
occasion they strived to meet our
requirements, rapidhy adapting their
business to provide the produds and
the level of assistance wefelt our
customers need, It s thanks to this
flexible mindset that over the wears
E& has evolved from an insurance
provider to an essential business
partner for lastminute com.”

Guk Kim

CHE GROW TH OF ACER, LaST i UTE.COh GROLE

“We understand that each market is
different from the next. That's why
we train travel agents, familiarizing
them with the produdt that best fits
their customer needs, organizing
challenges and incentives for them,

and yisiting and providing valuable
support to them directhy in the field.”

Pablo Moreno

HEAD'OF GLOE AL TREVEL ZALE:, BIROF AZS5TANCE

CONCIERGE

perfect way for tour

npard t heir

PERSOMNAL ASSISTANCE

g

FLL i) b= &
- Ll L
[ e ™

et




VACATION RENTALS

30+ years’
experience in
vacation rental
Insurance

24/7, multilingua
emergency
medical assistance

From bedrooms in Bologna to beachfront
cabanas in Cuba, vacationers can choose
from more hospitality options than ever
before. As a consequence, renters have
never had such a broad and intricate
range of issues to deal with. Enter Europ
Assistance’s vacation rental solutions,
appreciated around the world because
they offer numerous advantages for

both people traveling abroad and renting
spaces to stay in, as well as for those
renting out these spaces, from single
rooms to giant vacation complexes.
Here's a look at the kinds of products and
services we've been offering this bustling
market for over three decades...

TRAVEL

We provide full service vacation rental damage protection and travel insurance designed to help our partners
generate ancillary revenue and improve quest satisfaction. All of our vacation rental property insurance programs
integrate easily with today’s top software platforms, and we make sure you know how to use them, providing
comprehensive training and marketing solutions at no extra cost. We protect against standard cancellations, as well

as certain weather-related events or emergencies that can cause guests to be delayed or leave early. Our vacation
rental protection plans allow our clients to safeguard their business through cancellation penalties, while providing
renters an attractive, cost-saving alternative to standard security deposits. We even offer baggage loss or delay
coverage as an extra means for protecting travelers.

HEALTH

Advantages for homeowners, property
managers and the people they serve




PERSONAL ASSISTANCE

Yacation Rental Damage
Frotection: an attractive,

economic alternative to
traditional security deposits

Wile,

psh

Excellent source of anallary
revenue for homeowners
and property management
COMmpani es.

HEALTHCARE, PUBLIC SERVICES
& SENIOR HOMES

Gh

Modern healthcare can be an expensive
enterprise. From social security system
penalties to pharmaceutical expenses,
the sector is full of high cost propositions

Wedical consulation Carelinx currently that can Straiﬂ't_he bUdQ__EtS of even the |
via phone, chat boasts roughly 500 most conservative providers. We work with
and video direct consumers. healthcare providers, public services and

senior hormes, offering a range of additional
_ - support options that can help people

recovery more quickly and save money

at the same time. Here's a look at howe...



HEALTH
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SENIOR CARE

Efficient, focused,
cost-effective care

for patients

vl

W o | [:|

wide

PERSONAL ASSISTANCE

AUTOMOTIVE

TRAVEL

Cuprg bobalnetwor kof med kal professiomrm Ecanberade
awailable to healthcare agencies and public seprces
booking toexterd covemgetos b gergecgmphicalanea.




DIRECT TO CONSUMERS

While a significant portion of our
business is dedicated to supplying the
products and services companies need
to satisty their customers, we also offer
rmany services direct to the consurmer.
From students to families, travelers,
couples on the go, senior citizens and
rmore, our offerings provide protection,
a digital experience and a human touch
that has helped make Europ Assistance
a household narne in travel insurance
around the world.

70,000+ Service providers
on call around the world

TRAVEL

When it comes totrwel, Edrophzsistances i3 rame
pEople knoweand trust all owver the globs. We offer

3 broad mmge of ircumEne
ircluding trip camelation, p

extended stay

Sparts
Eurcp

cour w3

Whether vou are on the road for work
or away with the family for vacation, we
are ready to protect, assist and support
you anytime, anywhere in the world. pet insrane
Here's a closer look at the kinds of things v
wie can do for individual consumers...

iz guamntesd by Ewnop Assitance, - the world’s

foremost Cane com =y,

ading travel insurers
Four DM A since
etwork
os around the world,

=, anytime, amrwhere.

ce and their trust

st walualle part of our busin ess.

Anoine Parisi

EROUF CEQ, BIROF A3 HETANCE
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Caring for you

is part of our DNA
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“The caring spirit has to be spread across our entire
organization, especially at the platform level, where our
operators need to support our customers in the best way
possible. The caring spirit has to be part of their DNA. ”

“| treat every customer as if he or she were unigue,
because they are! | personalize and individualize
the needs of each person, which means that with
each client | have different challenges to solve
throughout the day.”

Laurence Roucaute

Priscila
GLOBAL KEY ACCOUNT MANAGER, EUROP ASSISTANCE HOLDING

EUROP ASSISTANCE, BRAZIL

“For our customers, | think that “You Live We Care’

means first and foremost the credibility, reliability and “Twenty-four seven, three hundred and sixty-five days a
professionalism of our teams, especially when we're year. When you call on me, | will be there. Our duty does
talking about medical and health issues. ” not end at quitting time. We continue to be champions

regardless of the clock.”

Florence Jean Melissa
HEAD OF HEALTH, EUROP ASSISTANCE : EUROP ASSISTANCE, SOUTH AFRICA

“You Live We Care, for my internal customers is mainly
about the Easy to Work With part, trying to help them as
much as possible to do the work that it is needed, trying
to communicate and anticipate in advance what will be

needed so that they are not taken by surprise.”

Stanislas Belot
PROGRAM DIRECTOR, EUROP ASSISTANCE

“I am a team player able to work within a group of
individuals. | am always willing to help. | have good
listening skills and pay attention. | am reliable, well
behaved and hard working. | respond quickly and

react immediately to situations.”

Modike
EUROP ASSISTANCE, SOUTH AFRICA

“For most of us, pursuing our objectives and achieving
our goals is not something we can accomplish on our
own. We the support of others. And we need to support
others, our countries, our colleagues and the rest of the
organization in turn!”

“When one door closes, Europ Assistance always opens
another. The key is in your hands. Trust us.”

Leila
FUROP ASSISTANCE, FRANCE

Alberto Corradini
CHARTERED FINANCIAL ANALYST, GROUP HEAD OF PLANNING & CONTROL, FUROP ASSISTANCE







ENVIRONMENTAL

EUROP ASSISTANCE BELGIUM rnakes seasonal fruit available weekly to all
employees, and plants a fruit tree in Africa for each basket of fruit delivered.

EUROP ASSISTANCE FRANCE is part of the “First Selected Green Netwaork,”
which identifies eco-responsible partners and helps recycle car waste and
towing vehicles.

EUROP ASSISTANCE GREECE recycles used office supplies and donates them to
public schools in need.

EUROP ASSISTANCE ITALY has installed a thermal power station in its building
that converts excess heating energy into electric power.

EUROP ASSISTANCE SWITZERLAND encourages its employees to bike or take
public transportation to work, reimbursing employees who participate.




SOCIETIES

EURGP ASSISTANCE ARGENTINA
supports “Techno Program,” which helps build houses for the homeless.

EURQP ASSISTANCE BELGIUM has created “Europ Assistance for Life,”

an initiative that lets employees prepare and sell homemade meals to
colleagues. For every euro collected, the company donates €5 to a charity of
that employee’s choice.

EUROP ASSISTANCE CHINA donates clothing to remote villages in
disadvantaged areas around China.

EUROP ASSISTANCE FRANCE has partnered with Fondation de la z& chance
(The Second Chance Foundation) to help underprivileged people find work;
as well as with Mission Handicap, APEl and ESAT help people with disabilities
secure gainful employment.

EUROP ASSISTANCE ITALY supports a range of Italian charity groups, including
the Milan Relay Marathon for children, the LILT Association and the Cometa
Sport Association.

EUROP ASSISTANCE PORTUGAL is partnered with “Mao Amiga,” an association
dedicated to helping disadvantaged children. The company also helps buy
prostheses for people in need, and is partnered with the Portuguese Oncology
Institute to buy medical supplies for the disadvantaged.

EUROP ASSISTANCE SPAIN is partnered with 1dropzlives to help provide
medical equipment and blood analyses for pregnant women in Guatemala.

EUROP ASSISTANCE USA makes donations to the Make-A-Wish Foundation
that are used to help children with disabilities.






France

Micolas Sinz
CE>. FRAMCE

2018 was charactermed by 3 strong gmwth dynamic, fast-paced trrefomation and digtalezstion of
our Auto business, whemr we became the fist care company to introduce = digtal assetant into our
custorner mietionship, 3z well 2= concrete successes in developing rew tertores including senior e
and teleconsultation for both insurancz ard travel.

looking forear, our ambition & to become 3 multi-zpecelet z=sistance company, aocelersting the
transformation of our longstanding auto and trevel bisiness while strengthening our szniorcar, health
and home zssetance postioning, relving on 3 mubi-detribtion model (BzB BzBzC and Bz and
kvermging ourstrong brand.”

3 KEYS FOR FRANCE

+ Winner of the “most trusted finandial services brand” award for
the 2nd year in a row.

+ Europ Assistance ploneered assistance in France 55 years ago;
the value of assistance is part of our DMA.

+ Leadership position in the travel market.

Northern,

FUrope

F

Pascal Baumgarten
CED MORTHERM, CEMTRAL
ARD EASTERM EURZPE,

ASTAAMDSCUTH AFRICA,
EURCP ASSETARCE

Centr alﬂar IEaS '
South Africa and Asia

3=

(21

“The MarEE, Azmand Afnca mgions ply 3 key ok in enzuring that we really bnng our custormers from
distress to relef amtime, anpwhere in the wodd, Today we are taking an extremely entreprensunal
approach to expanding our foctprint in high- groweth egions like these”

3 KEYS FOR NORTHER ELIROFE

+ In South Africa, we send helicopters to help customers who
have brealkdowns out on the road

+ In Chima, we won the “ze18 China Best Company | Innovation®
award,

+ Owver the past 1z months we opened new offices across the
CEE im: Qlomouc (Czech Republic), Debrecen (Hungary), Pirot
(Serbia), Maribor {Slevenia) and Skopje (Macedonia),



taly ~ Iberia and Latam

"W believe incortinuous innovation 2= key differentiztor forconsoldatingour kadership inthe insurance
industry. The wordd & changing, and we must change with it, offenng solutions to help our cliertz deal
with ermerging needs such == cyber pmiection and senior e, For 2 cam company like aurs, people-
certricty & the onby way foreand, not just with custome s but with colkagues too, and we ae proud of
the inceasing number of company wellare initetives we hawe establizhed to s2rse them”

It makez no difference whether 'min Spzin, Portugal, Amenting, Brazil, Chile or Peru.. Mo matter whee
|am, | can always feel the strength and eremgy of our “We GEr’ zpint.”

3 KEYS FOR WESTERM EUROPE

+ Spain is the heart of our global operation center network.,
3 KEYS FOR ITALY
+ Europ Assistance Portugal celebrated its zgth anniversary in

+ [elebrated owur soth anniversary with significant business g

achieverments.

: Juan Carlos Guzman
+ Awarded the “TripAdvisor Travelers’ Favorite Travel Insurance CEQ, IBERLA AND LATAM
Fabio Camsenzucla Compary ™ award for the znd year in a row,
CEC, ITALY

+ Alsoin zedE, we acquired 100% of Europ Assistance Fortugal
CEE in: Olomouc (Czech Republic), Debrecen {Hungary), Pirot
(Serbia), Maribor (Slowvenia) and Skopie (Macedonia).

+ We fake a caring approach to employes wellbeing, including
smartworking options, welfare and health prevention programes.



Chris Carnicelli
CEC, WORTH AMERICA

North America

ur growth story in treeel ircurance continued with moquizition of gereral 2gent Trip Mate, which
specializes in the tour opemtor segment. The acquetion and our stong ogane gowth have combined
to rabe uz the wrd lamest tevel insumnce poviderinthe US, 2 528 Bn USD industry worldwide

3 KEYS FOR NORTH AMERICA

+ In zo1& Carelinx, our senior care business, signed with two top
health insurers, establishing contracts with two of the largest
healthcare systems in the LI5S,

+ Award-winning Global Oyber & ldentity Protection business has
expanded to launch in aly, France, Spain and India.

+ Flans to expand Glebal Cyber & ldentity Frotection to an
additional 1z countries in zoqe,

[ezign & praduckian
Ragd Comarmunication
ragucommunication.com
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You live we care
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