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The world is changing even as you read this.
The pandemic disrupted lives and thinking.

The old ways and rules no longer apply. It is a time of new pathways,
ideas and collaborations. It is an age in which the world has moved -
from a silo approach to a more synergised one.

Represented by the coming together of like-minded individuals and
organisations who had similar values, shared cultural ethos and served a
common purpose to -

* Integrate knowledge and expertise

e Collaborate on products and innovations

e Seamlessly integrate technology

* Find strength in numbers

 Offer rich experiences

* Emerge stronger based on the trust of their stakeholders

» Forge ahead mightier than ever before

At ICICI Lombard, a new age has started with the integration of
non-life insurance business of erstwhile Bharti AXA General Insurance with
ICICI Lombard General Insurance. Over the past years, we have continued
building on our strengths, that has made us BETTER TOGETHER.

It has enabled us to become more agile, stay connected, focus more on
customer excellence while delivering sustainable and long-term value for
all stakeholders, and fulfil our commitment. It defines everything we stand
for and believe in.

Our Annual Report for the Financial Year 2021-22 aims to bring alive the
idea of BETTER TOGETHER through the theme of Sports. It embodies the
world and humanity's best traits — Focus, Passion, Commitment, Inspiration,
Transformation, Endurance, Agility, Unity, Achievement and Excellence.

—
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FORWARD-LOOKING STATEMENTS

The report contains statements that relate to the Company’s future operations and performance.
These statements can be identified by the usage of words such as ‘believes’, ‘estimates’,
‘anticipates’, ‘expects’, ‘intends’, ‘may’, ‘will’, ‘plans’, ‘outlook’ and other words of similar meaning
in connection with a discussion of future operating or financial performance.

These forward-looking statements are dependent on assumptions, data or methods that may
be inaccurate or imprecise and hence are not guarantees of future operating, financial and
other results. They constitute our current expectations based on reasonable assumptions. The
Company’s actual results could materially differ from those projected in any forward-looking
statements due to various future events, risks and uncertainties some of which are beyond our
control. The Company does not assume any obligation to update or revise any forward-looking
statements, whether as a result of new information, future events or otherwise.

Feedback

For any questions or feedback regarding this Integrated Annual Report or its content,
please write to investors@icicilombard.com

This report can be downloaded/viewed by scanning the below QR code.
You may also visit www.icicilombard.com to read the report online.

Annual Report 2021-22 3
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INTEGRATED REPORTING

Our Approach

At ICICI Lombard General Insurance, transparency is key to strengthening the bond of trust with all our stakeholders. We
arec ommitted to offer them a holistic and comprehensive view of our value creation process. We do this through Integrated
Reporting (IR) a framework crafted by the International Integrated Reporting Council (IIRC) that is today recognised as a global
best practice for corporate reporting.

Our IR framework is a blend of qualitative and quantitative information. It covers financial and non-financial resources.

It offers insights into our strategy and matters that are material to us. It also covers the challenges and associated risks in
achieving our long-term objectives in context to the external operating environment. A word of caution: Some of the IR related

data in this Annual Report may be management estimates.

/!

[
Reporting Principle

The ICICI Lombard IR follows
IIRC's broad  framework.
The financial and statutory
data presented in this report
also complies with the
requirements of:

* The Companies Act, 2013
(and the Rules made
thereunder)

* The Insurance Regulatory
and Development Authority
(Preparation of Financial
Statements and Auditor’s
Report of Insurance
Companies) Regulations,
2002

* Indian Accounting
Standards

The SEBI (Listing
Obligations and Disclosure
Requirements) Regulations,
2015 and the Secretarial
Standards.

Reporting Period,
Scope and Boundary

The IR report covers the
statutory financial information
and activities of the Company
in FY2022. All material events
after March 31, 2022, until the
Board approved the report on
April 21, 2022 are included.

ICICI Lombard General Insurance Company Limited
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Approach to
Materiality

The report also highlights
imminent issues material to
our operations, along with
their possible impact on our
value creation. Our intent is
to enable investors and other
stakeholders to make informed
decisions on their engagement
with the Company.

J
Board Approval

The Board, supported by
the leadership team, accepts
responsibility for the integrity
and completeness of this IR.
The Board and the Executive
Management teams have
put their collective minds
to prepare, present and
validate information in the
report with assistance from
a dedicated reporting team.
The Board believes this report
offers a fair and balanced
view of our performance
and prospects within the IR
framework. It depicts how
we are creating sustainable
value and prosperity for our
stakeholders.



Focused Together

The rowing of a boat is similar to that of steering an organisation. It implies seeing a common goal
and operating in perfect synchrony to propel the organisation forward in a sustainable way.
At ICICI Lombard, the integration with the non-life insurance business of erstwhile Bharti AXA has
allowed us to align values, business approach, product offerings and our people to this common goal.

Our performance highlights of the past year reflects our approach as we set course towards newer
horizons, build our capability and steer the organisation towards greater success while creating,
sustaining, and delivering value in the years ahead.
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PRIVATE GENERAL INSURER

ICICI Lombard General Insurance is one of India’s leading private sector general insurance companies. The Company provides
an array of comprehensive and well-diversified non-life insurance products and risk management solutions to secure customers
and their family against unexpected and untoward events. It has a strong, diversified and seamless distribution channel both
online and offline to serve the needs of its individual, corporate, MSMEs and government customers.

Our
VISION

To be the most
value-creating

and admired risk
management solution
company in India, with a
global footprint.

Our
MOTTO

To provide a
reliable single-point
destination

for varied

customer
requirements.

. OurDNA /

Customer Delight is Key Committed to Customer Well-Being

At ICICI Lombard, customer delight is deeply embedded At ICICI Lombard, the needs of our customers take
in our DNA. We know life can be unpredictable. precedence over everything. It drives our approach and
We are committed to stand by our customers and assures consistency and quality in each interaction.
enable them to plan for the vagaries of life with Our emphasis on integrity and transparency across the
foresight and fortitude. customer lifecycle — from policy advice to renewals and
Our customers drive us to constantly excel in the | claims - reiterates our commitment to their well-being.
quality of products and services we offer. i : It has over the years given us a reputation of
Their demands motivate us to exceed their expectations / being one of India’s most agile
by focusing on innovation, global quality and accessible brands.

standards and service benchmarks.

N

Technology First Approach

In an ever-evolving digital world, ICICI Lombard
has focused on building a robust technology
infrastructure and continually enhancing it to
deliver a delightful customer experience and

also enable seamless operations for its sales and
distribution channels.

/ /

People at the Heart

Our people are core to our success. Their commitment
at work and alignment with organisation’s vision and
goals is key to our success in the competitive world of
General Insurance. They are the reason we are able to
offer unmatched service standards and live up to our
promises towards customers at all times.

ICICI Lombard General Insurance Company Limi
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OUR ORGANISATIONAL
STRUCTURE AND SOLUTIONS

At ICICI Lombard, the organisation is structured into four business clusters under which an array of solutions
are offered to our customers.

Shared
Services

Government & Rural Retail
Business Group Group

Corporate
Solutions Group

Provide integrated Provide insurance Provide insurance solutions Leverage support

solutions to corporates,

solutions to State and

to individuals and small

functions across the

small, micro and Central governments enterprises through multiple  organisation to improve ?
medium enterprises or government-owned channels such as Agents, customer service and ;
enterprises and rural Brokers, Bancassurance, drive business =
customers Tele-Sales, Direct Alliances, efficiency =
Motor Insurance Service &
Providers (MISPs) and @
Online Platforms
Fire Cattle Health Underwriting and Claims
Marine Weather Home Customer Relationship
Engineering Mass Health Motor Technology
Liability Solutions Personal Accident Travel Operations
Employee Group Motor Personal Accident Reinsurance g’
Insurance Cyber Insurance Finance and Accounts ;,
Cyber insurance Human Resources =
Health and Personal Legal and Compliance ‘:="
Accident y : =
ctuarial *
Marketing

Business Analytics
Administration
Fraud Control

A well-balanced and comprehensive
product portfolio® 99, 4o,

4 Others Crop

7 3%

e Marine

16%

Fire

23%

Motor 4~
Third Party

*On the basis of GDPI

22%

* Health, Travel and
Personal Accident

Annual Report 2021-22
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FOR FY2022

H We are one of the leading 0 0
:\:non?(IStel-nt d hi private sector non-life insurance 1 2 . 9 %o 8 . 1 %o
arket Leaders p companies in India on the basis 14-years Market Share
And Growth of GDPI (since FY2004). GDPI CAGR (On GDP!I basis)

(FY2008-FY2022)

Diverse Product We have a comprehensive and

Portl:olio And diverse product portfolio and an 8 8' 5 4 5 908

expanding distribution network.

Multi-Channel Our aim is to increase penetration '(L.\:;n?n POS) \(;:::ual
Distribution in Tier 384 cities in India, neluding ees
Exce"ence |n We leverage Artificial Intelligence, Machine Learning, loT,

Robotic Process Automation and Natural Language Processing throughout
the customer lifecycle. A dedicated digital arm is focused on improving

Customer Service

And TGCh“OIOgy our speed of delivery for digital businesses.
RISk Risk selection and data analytics, maintaining robust reserves and
Management prudent investment management enables us to target profitable growth.

1 We maintain a high level of
gggggll'vation solvency as against the minimum Z . 46X

regulatory requirement of 1.50x. Solvency as on March 31, 2022

Qunership 48.04% 51.96%

(As on March 31, 2022) Promoter Shareholding Public Shareholding

FY2022 X185.62 bn 29.3 mn 2.3 mn

At A Glance Gross Written Premium Policies Issued Claims Settled

283 908 88,545 | 11,247 20,863 12,754

Branches Virtual Agents Garages Health Care (Including
Offices (incl. POS) Network trainees)
Providers

8 ICICI Lombard General Insurance Company Limited
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OUR FINANCIAL
PERFORMANCE

—

)

| FY2020 | FY2021 | FY2022

J
N

A\

Revenue Growth Combined Ratio (%)
Gross Direct Premium Income (GDPI) (In X bn)
Fraoao 33,13 [ Fraoao 00,4
Froue ~140.03 0.4 Fraae ) f
FY2022 179.77 ,k FY2022 108.8 ,ﬁt
\_
Policy Issuance Claims Settled
Number of policies issued* Number of claims settled*
FY2020
- 26,222,039 -
FY2020 FY2021 FY2022
- FY2021 - 1,859,816 1,631,073 2,317,948
21,733,076
FY2022
- 29,310,084 -
\ *In absolute numbers on GDPI basis *In absolute numbers
4 Investment Assets Profit After Tax
(In X bn) (In X bn) 11.94 1473 12.1
FY2020 263.27 XY
FY2021 308.92 \’37
FY2022 387.86 \’g',
9 FY2020 FY2021  FY2022
Solvency Ratio (Times) Return on Average Equity (%)
2.90x
2 17x 2.46x
FY2021
21.7
FY2020 FY2021 FY2022 Based on Audited Financials

A\
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ACCOLADES

FICCI CSR Excellence
Awards

The Company has been
conferred the ‘Best CSR
Initiative-Non-life Category’
award for ‘Caring Hands’
campaign. .

..'I. liznl & brearpng
Iyt Cambpuiryy
f il
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Maddies Mobile
Marketing Awards

IL TakeCare won a Gold award

in the 'Most Effective App for
Consumer' category, while
#StopTheHelmetExcuse - Ride

to Safety campaign was honored
with a Silver award in 'Maximizing
Mobile Advertising' category.

Best & Emerging -

Insurance Company

Awards

The Company has been
conferred ‘Best General
Insurance Company’
award at the 4" Annual
Best & Emerging Insurance

Company Awards.

10

Awards

ICICI Lombard was named
'India's Leading General
Insurance Company -
Private category' by the
Dun & Bradstreet Jury,

in consideration of the
important role played in
BFSI and Fintech space.

ICICI Lombard General Insurance Company Limited

“""'ﬁ'-" st

Dun & Bradstreet's
BFSI & FinTech

ACEF ASIAN LEADERS
Awards

The Company won two Golds for
‘Combatting COVID-19’ initiative
and #StopTheHelmetExcuse -
Ride to Safety campaign.

The Company won
two awards for

and for the ‘Cal Scan’

5]

[ |
Mid-Day Business
Innovation Awards

#StopTheHelmetExcuse
- Ride to Safety campaign

feature in IL TakeCare app.



CLO Award

It was a 4" win for ICICI Lombard.
The Chief Learning Officers
LearningElite Program honours
the best organisations for Learning
and Development. LearningElite

judges review and rate organisations

based on five dimensions critical
to learning: learning strategy,
leadership commitment, learning
execution, learning impact and
business performance results.

u
ATD-Best Award
It was a 10™ win for ICICI Lombard.
The ATD-Best Award recognises
organisations that demonstrate
enterprise-wide success through
workplace learning and talent
development. Out of the 8
organisations across the globe
recognised as ATD Best of Best,
ICICI Lombard is the only General
Insurance company that is part of

this league.

CORPORATE OVERVIEW | STATUTORY REPORTS § FINANCIAL STATEMENTS

Indian Corporate
Governance Assessment
ICICI Lombard was awarded a
Leadership category rating by
Institution Investor Advisory
Services (liAS) for 2021. The score
is the result of the Indian Corporate
Governance Scorecard framework's
evaluation of the S&P BSE 100
companies, developed jointly by
IFC, BSE and liAS.

LEADIREHIM

el
. m———

SAFA Award

5]

Quantic Awards

ICICI Lombard won for its
innovation at the 3 Annual BFSI
Technology Excellence Awards for
IL TakeCare App's Face Scan feature
under the Best Use of Technology in
Customer Service.

Exchangedl Medio
Prime Time

Exchange4Media
Prime Time Awards
We were conferred the E4M
Prime Time Award for our
Critical lllness Campaign in
CSR & Social Welfare, which
is a prestigious award and a
platform to celebrate creative
excellence in television
commercials.

The Company has been
awarded the 'Certificate of

Merit' under the Insurance

Sector category at SAFA
(South Asian Federation of
Accountants) Best Presented
Annual Report Awards for

Corporate Governance
Disclosures Competition.

Annual Report 2021-22 11
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ACCOLADES

CSR Journal

Excellence Awards

Our employee volunteering
initiative 'Caring Hands' campaign
won under the Health & Sanitation
category. These are industry-
recognized awards that honour
corporates & individuals for their

social initiatives.
n

1a 23 A¥ ¥t

India Public Relations and
Corporate Communications
Award (IPRCC Awards)

The signature IL TakeCare app Face Scan
won Bronze at the IPRCC awards. This is
the highest award towards the launch of the
technology-enhanced 'Face Scan' feature to
our customers, which has been nominated
in the Best use of Innovation category. Our
#StopTheHelmetExcuse - Ride to Safety
campaign has also been nominated on the
same platform under CSR category.

ST
Th =
[ ]
. L

)

INKSPELL's Unlocked
Awards
Honoured to receive two
awards, one being the Best
CSR Initiative category for
our #RestartRight Campaign
and other for Best Innovation
Category for our signature
IL TakeCare app. These
awards are special, as they
salute the essence of our
ethos in leading a great
example in innovation and
creativity in difficult times.

[ ]

Economic Times Awards
ICICI Lombard was chosen as

the 'ET Best BFSI Brand of the

year' under the Insurance Sector
Category. This award recognises
companies that continually improve
their business models while
investing in customer experience
and innovation. We are proud to
receive such recognition.

ICICI Lombard General Insurance Company Limited

National Feather
Awards

The National Feather Awards is
a prestigious recognition to the
individuals and organisations
that has made an outstanding
contribution to the industry and
to the society. Our Face Scan
feature on IL TakeCare app
won under 'Best use of IT In
Healthcare' category.
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9t Edition CX Strategy
Summit & Awards

Our Company won two

awards ‘CX Technology
Implementation of the year’
and the ‘Customer Experience
Team of the year’ organised

by UBS Forums for excellent
customer service.

Asia’s Most Trusted
Brand - General
Insurance

We were voted as Asia’s
Most Trusted Brand 2022,
chosen by Consumers Asia’s
Most Trusted Brand, is a
testimony of our customer-
centric approach in providing
insurance solutions, while
delivering on our promise.

-y "'l'_l_'l' L

ACEF Global Customer
Engagement Awards

The Company has been
recognised for customer service
under ‘Successful Use of
Technology’ category. The award
acknowledges companies which
have discovered extraordinary
solutions for their industry to
improvise their customer services.

Finnoviti Awards

The Face Scan feature in the
IL TakeCare App was awarded
‘Best Use of Technology in
Customer Service’ category
at the Finnoviti Awards 2022

organised by Banking Frontiers.

| |
The Customer FEST
Awards
We were recognised with three
awards at the Customer FEST
Awards 2022, organised by
Kamikaze B2B Media, including
'Most Innovative Technology
Initiative of the Year', 'Best
Customer Experience in
Financial Sector - Non Banking'
and 'Best Digital Customer
Experience Initiative'. These
awards honour customer
journey in a highly competitive,
uncertain and complex sector.

Annual Report 2021-22 13
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OUR PERFORMANCE

Financial Capital

Represents the funds utilised for investment and employed in the business to create value for
the shareholders. We also generate funds from surplus arising out of business operations and
financing activities in the form of equity and debt.

Key Metrics
3179.77bn : J12.711bn ; 15.4% : 108.8%
Revenue . Profit After Tax X Return on - Combined
(Gross Direct - (PAT) ' Average Equity Ratio
Premium Income) : ! (RoAE) :

Manufactured Capital

Represents the physical assets including branches, call-
centres and equipment used for conducting operations
and serving the customers. We continually invest in these
assets to enhance customer experience and achieve higher
operational efficiency.

Key Metrics
283 | 679 | 908
Branches ! CallCentre | Virtual Office
: Executives Branches

Intellectual Capital

Represents the collective knowledge of our people and
organisation gained through years of experience. We
are constantly leveraging this knowledge to strengthen
our competitive advantage and ensure alignment of
resources to our strategic direction. This also represents
our knowledge-based assets, digital capabilities, data
and analytics and automation that helps in product
development, enhancing operational efficiency, improving
customer experience and empowering the employees. The
Capital also includes specialised manpower comprising
Inhouse Claims Managers - Motor & Health and Actuarial
Team.

Key Metrics

21 : 38.23bn

New Capex on
technology
infrastructure

1,254

Specialised

products manpower

launched
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Human Capital

Represents the collective knowledge, expertise,
engagement, motivation and experience of our workforce
that facilitates value creation. This enables us to better
serve our customers and fulfil the expectations of our
stakeholders. We invest in employees’ skill building,
engagement and welfare to provide them with a safe and
healthy work environment.

Key Metrics

12,754

Total Headcount
(Employees including
Trainees)

20.01 bn

Revenue per headcount
(GDPI basis)

82% | 18%
Gender Diversity

Male . Female

Natural Capital

1,76,071 Hrs

Training imparted to
employees

P
Social and Relationship Capital

Represents our engagement with communities and
investment made in their progress. Also represents our
focus on building long term and trust based relationships
with business partners, customers and the society.
Their collective interest drives our growth, competitiveness
and goodwill, and makes us commercially viable and
socially relevant.

Key Metrics

52

Net Promoter
Score

108.2 mn

Lives
covered

3342.5 mn*

CSR
Spends

2.3 mn

Claims
settled

281,101

Number of
Shareholders

88,545

Individual
Agents
(Including POS)

* Including 29.7 mn transferred to unspent CSR Account

Represents all the renewable and non-renewable resources that we utilise for our operations, including
raw materials and water. We make these investments to ensure that our operations remain sustainable.

Key Metrics

233

Branches are functioning
with LED lighting

13.8%

Reduction in paper usage
through digitisation of

6.7 mn litres

Rainwater harvested,
at the Corporate Office

1 66 at Prabhadevi

Branches have 100%
LED lighting

operations in FY2022

24.9 tonnes

of paper recycled in
key offices
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CHAIRPERSON

Dear Stakeholders,

| hope this letter finds you all safe, well and happy.

The past couple of years have been turbulent for all of us, personally and collectively.
The pandemic left an immeasurable and long-lasting impact on the way we live, work and
socialize. As we begin to remove the rubble and rebuild from the damages caused by the
pandemic, it is on us to come out stronger and more resilient than ever before.

Historically, the insurance industry has played a significant role in ensuring societies stand
firm even during the most catastrophic adversities. Insurance companies have acted as
a source of strength for individuals and enterprises looking to thrive against unforeseen
challenges. The industry will continue to be an integral part of the recovery journey for the
world at large.

Trends Shaping the Insurance Industry Landscape

The global insurance industry is undergoing radical transformations. Tighter regulatory
norms, volatile equity markets and rapidly changing customer expectations are some of the
biggest challenges that the market is sailing through. However, despite these macroeconomic
challenges, the industry is poised for robust growth riding on tech-driven disruptions.
While on one hand, the pandemic acted as a huge setback for the industry with
unanticipated claims in huge amounts rallying in, on the other it became a heralder
of accelerated digital transformation. Notable progress has been made in terms of
adoption of automation, data collection and advanced analytics. The industry is also
looking at flexible technology infrastructure and architecture that accommodates
new technologies and updates without disrupting business-as-usual.

Customer experience is at the heart of this dynamic landscape. As customer
perceptions and demands continue to be increasingly volatile, relevance will
be defined by the insurer’s ability to provide products, plans and services in
accordance with changing customer needs.

One of the most significant changes can be noted in perception of
businesses towards insurance products. Enterprises are now seeking to
establish a closer risk partnership with insurance players, treating them
as risk advisors and not just risk underwriters.

The changes in the auto insurance landscape are also worth
mentioning. As the auto industry globally shifts towards new ways
of transportation including EVs, hybrid cars and telematics, insurance
players will need to rethink their policies. The auto industry is just
an example. As new technologies emerge and find their way into
different marketplaces, insurance leaders will have to continuously
review the opportunities and challenges triggered by the technology
landscape across industries.

The ICICI Lombard Approach

At ICICI Lombard, we consider customer centricity and excellent
stakeholder experiences the fundamental building blocks of a future-
ready enterprise. In order to achieve this, we are promptly integrating
the latest technological advancements to provide seamless customer

Annual Report 2021-22 17
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Our continuous
approach

of adopting
significant
technologies

to support our
stakeholders

has made us the
industry leaders
that we are today.

)

experience across platforms along with efficient operations and digitally-led processes.
Recently, our organization became the first large scale insurance company in India to
migrate its entire core systems to the cloud. This revolutionary step promises to bring a
number of prominent benefits to us and our stakeholders. We have already experienced
immediate advantages in speed, agility, reliability and scalability. Our continuous approach
of adopting significant technologies to support our stakeholders has made us the industry
leaders that we are today.

Focusing on value creation for all our stakeholders, our integration with Bharti AXA General
Insurance has already started reaping significant benefits through an enhanced product
suite and enriched customer service. The advantages from the synergy are evident with
significant reinvestments planned from the savings. Together we plan to take several
defining steps for the progress of not just this institution but the industry as a whole.

Responsibility towards the Environment and Society

A fundamental distinguishing factor that sets us apart in the insurance industry is our
unceasing effort to achieve greater levels of sustainability and social responsibility. At ICICI
Lombard, Corporate Social Responsibility (CSR) and Environment, Social, Governance
(ESG) are of paramount importance. We strive to create a greener and more sustainable
future through our efforts whilst building an organization with strong values and a
heightened sense of social accountability.

To make this a success, we actively take up initiatives promoting environmentally-
conscious actions. In an effort to reduce harmful GHG emissions, the company installed
solar panels in 10 underprivileged schools in Mumbai, as a part of its CSR and Sustainability
initiatives. The Company is committed to reducing its carbon footprint undertaking
initiatives like recycling e-waste, rainwater harvesting and reducing both electricity and
paper consumption.

At ICICI Lombard, we realize the importance of giving back to the society and contributing
towards its upliftment. The company has been organizing a wellness program named
‘Niranjali' that focuses on bringing safe drinking water to children. During the pandemic,
we reached out to 420 schools, distributed masks, sanitizer dispensers and installed water
purifiers in each school to enable students with access to clean drinking water. Since
the program's inception, the company has installed 895 water purifiers, benefiting over
200,000 children.

As our world continues to struggle against pollution, decreasing forests and increasing
natural calamities, it is the duty of any responsible organization to adopt greener practices.
At ICICI Lombard, we relentlessly work towards implementing policies that benefit the
world we live in. The modern workforce needs to be instilled with a strong sense of
responsibility, accountability and values.

Inclusive Growth

Our organization is a collective pool of talented individuals with diverse strengths and
backgrounds but brought together with a common vision to create a positive impact on
the world around us. Coming out of the pandemic, our togetherness has to be stronger
than ever as we move towards building a resilient organization fit for the technology-
driven new age.

I would like to thank you all for being a part of our tenacious journey. This would not have
been possible without your support and encouragement.

Regards,
Lalita D. Gupte

Chairperson

18 ICICI Lombard General Insurance Company Limited
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MANAGING DIRECTOR

Dear fellow Shareholders,

| hope this letter finds you and your loved ones, safe and well.

During the fiscal 2022, the domestic economic activity was impacted by the second
wave of COVID-19 at the start and continued in the second half of the fiscal 2022 with
emergence of the Omicron variant. The escalating geo-political tensions further cast a
shadow on the economic outlook. In this backdrop, the general insurance industry still
exhibited resilience with a modest growth of 11.1% in fiscal 2022 as against fiscal 2021.
The Industry overall, since the COVID-19 pandemic settled approx. ¥ 244.67 bn COVID-19
health claims (Source: Gl Council).

Our country is currently the 4t largest non-life insurance market in Asia and the 14" largest
in the world. And yet the non-life insurance penetration in India stands at a mere one-
fourth of the global average in 2020 (Source: Sigma 3/2021 Swiss Re). This low penetration
compared to other comparable countries perhaps should be looked at with a new lens -
we have before us an opportunity to contribute and to bridge the massive protection gap.
We believe that as the market matures, the accessibility and affordability of insurance will
increase with more and more people being able to leverage its benefits.

At ICICI Lombard, we share a common dream, an everlasting vision, to consistently
improve the insurance landscape in the country. This letter gives me an opportunity to
present you the efforts, results and future intentions for the growth and progress of our
company.

Integration

During this year, the company received the requisite approvals from the regulatory
authorities, to integrate the non-life business of erstwhile Bharti AXA General Insurance
Company, with IRDAI granting final approval on September 3, 2021. With all approvals in
place, September 8, 2021, was the effective date of integration when both the organisations
came together to form a single larger entity. In a few days, our two teams worked together
tirelessly and seamlessly to ensure a smooth transition. On first day of the integration-

*  We transitioned over 16,000 distribution partners with minimal disruption,
*  Onboarded 3,700 hospital network and garages,

* Smoothly transitioned over 60 technology applications including the connectivity,
access, security and data aspects,

*  Onboarded over 3,400 employees and staff members, transitioned and rebranded
over 140 plus branches of Bharti Axa Gl.

*  Over 30.5 mn communications were sent on the scheme of arrangement to customers
and partners to ensure uninterrupted business continuity and operational efficiency.

The successful integration led to optimization of organisation structure, rationalization
of offices, efficiencies in claim settlement practices and technology applications. This is
expected to result in annualised synergy of ¥ 2.00 bn of which ¥ 0.70 bn have been realized
in FY2022.

Financial performance

Gross Direct Premium Income (GDPI) of the Company stood at ¥ 179.77 bn (merged) in
FY2022 as against ¥ 140.03 bn (standalone) in FY2021, a growth of 28.4%. However, on a
proforma merged vs merged basis, the growth was 4.7%. Post the successful integration,
the Company became second largest General Insurer Company in India (basis GDPI). The
Company grew its Motor insurance business cautiously in the first half on account of

9

At ICICI Lombard,
we share a
common dream,
an everlasting
vision, to
consistently
improve the
insurance
landscape in the
country.
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supply chain disruptions, lower demand sentiment and competitive intensity. However, in

AS one Of the the second half of fiscal 2022 the growth in Motor insurance business was reasonable and
the company grew faster than the industry and attained market leadership with a market

Ieading general share of 11.8% in FY2022.
- Health insurance became the highest contributing segment for the industry. We, at ICICI
insurance Lombard, also witnessed encouraging growth in this segment. Further, looking at market
companies opportunities especially in the retail health segment, we have increased our investments
r by adding salesforce to our retail health agency team. We expect the growth in the retail
Ieveraging health line of the business to accelerate in the next few quarters as the salesforce starts

getting productive.

tEChn‘)Ioglcal As far as the commercial lines are concerned, we experienced robust growth driven by

a rise of 17.8% (merged) in the SME segment. Consequently, the company witnessed
advan_cements has market share accretion in commercial lines such as fire, engineering and marine cargo
been instrumental  where we had a market share of 12.8%, 15.2% and 17.9% respectively

Our Business sourced through our website registered growth driven by Health, Travel
to our Success. and Motor lines of business. Overall, our digital solutions have enabled us to increase our
digital revenues to ¥ 7.74 bn for FY2022, which accounts to 4.3% of our overall GDPI.

The Combined ratio of the Company got impacted (108.8% for FY 2022 (merged) as against
99.8% for FY 2021 (standalone)) due to the second wave of pandemic that peaked in May
2021, a wave that was much devastating and steeper than the first one. The pandemic
resulted in an overall impact of ¥ 5.56 bn in FY2022 on our health book. Consequently,
this resulted in decline in profits after tax (PAT) to ¥ 12.71 bn (merged) for FY2022 in
comparison to ¥ 14.73 bn (standalone) for FY 2021.

Long term growth story

At ICICI Lombard, over the years we have continued to stay focused on profitable growth
through disciplined underwriting, sustainable value creation, while delivering excellence
in customer service. Since its de-tariffication in 2008, the General insurance industry
delivered 14 year GDPI CAGR of 15.5% whereas the Company delivered 12.9% GDPI
CAGR during the same period. Staying true to our philosophy of delivering profitable
growth over the long-term period, while the Gl industry PAT CAGR stood at 2.4% (13 year
from FY2008 - FY2021), ICICI Lombard delivered PAT CAGR of 22.7% during same period.
The headcount productivity stood strong at CAGR (FY 2008 - FY2022) of 14.0%.

Moving core system to Cloud

As one of the leading general insurance companies, leveraging technological advancements
has been instrumental to our success. In order to strengthen our position as leaders in the
industry, it is imperative for us to continue leading with technology. Over the course of
2022, we have successfully become the first large insurance company to move the entirety
of our core systems to the cloud. With about 110 applications across 600 servers and
approximately 1,000 terabytes of data in our data centre, moving to the cloud symbolizes
a new technological milestone for our enterprise. We have experienced a number of
immediate benefits since our cloud migration: increased stability, improved reliability and
unprecedented agility.

Customer Centricity

At ICICI Lombard At ICICI Lombard, excellence in customer service remains one of our core pillars of
- strength. We believe that customer centricity is pivotal for any organization that strives

exce"ence in to build a strong, long-lasting institution. Customer centricity largely revolves around
H being able to solve any issues that our clients may face; and being able to promptly

CUStomer service adapt to newer opportunities to improve customer experience. Our recent endeavour to
remains one of provide a wellness and insurance platform for our stakeholders has led to the creation and

- deployment of the IL TakeCare App. By granting our stakeholders 24x7 doctor’s access,

our core plllars Of ambulance assistance, policy related information and user friendly interface that simplifies
the management of motor and health policies, we are fully embracing and magnifying our

Strength strength of customer engagement.
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Diversity and Inclusion

At ICICI Lombard, we are committed to building an inclusive work environment where
people from diverse backgrounds, ethnicities and genders can come together without
any social barriers. An amalgamation of diverse knowledge, experience and thought-
processes is the key to building an adaptive and innovative organization.

We are striving towards making our diversity, equity & inclusion (DEI) approach more
contemporary to promote higher representation of diversity in the areas of gender,
generation and people with disabilities. After a structured diagnostics study across
departments, we assimilated the inputs to co-create action plans involving the senior
leadership with focus on the socialisation, awareness and sensitisation across the
organisation in a time-bound manner. A cross-functional steering committee has been put
in place to design action plans, drive & monitor the DEI interventions. As part of the action
plan, we have taken a target to increase the gender representation in the next three years.

Giving Back to the Society

The insurance sector is a major economic driver globally, not just by the virtue of the scale
of investments it holds but also by the number of lives it protects. With multiple initiatives
across domains, we also try to contribute towards social and environmental issues that
call for immediate attention.

Through our flagship initiative ‘Road to Safety’, incepted in 2015, we have distributed
more than 1.6 lakh helmets across the country. With our Niranjali initiative that focusses
on making drinking water accessible to children, we installed 895+ water purifiers across
different schools in Mumbai, Delhi and Pune. Our Caring Hands initiatives driven by
employee volunteers at ICICI Lombard is contributing towards vision improvement of
children by conducting eye check-up camps and providing spectacles to kids.

Apart from our ongoing initiatives, we also ensure that we step-up during common
challenges and calamities. As the nation reeled from the pandemic, we extended our
support by conducting vaccination drive for more than 50,000 people in Mumbai. This
year, cumulatively, our efforts benefitted around 4 lakh people across the nation.

ESG Initiatives

To give impetus to Board oversight on ESG, the Company changed the name of its existing
CSR Committee of the Board to CSR & Sustainability Committee and also changed its
terms of reference. To enhance transparency, the Company has for the first time disclosed
its carbon emissions for FY 2022 along with emissions for FY 2020 & FY 2021. (For more
details refer ESG report on- https.//www.icicilombard.com/docs/default-source/esg/esg-
report-2022.pdf?sfvrsn =39fd6b55_4). We also have integrated ESG risks into our robust
ERM framework that allows us to take decisions considering their long-term impact and
sustainability.

Way Forward

The rate of change has accelerated way beyond a human mind can comprehend alone.
However, we have all witnessed that the power of togetherness, intellect and resilience
can help humans navigate even the most challenging of circumstances. We at ICICI
Lombard are proactively drafting our strategies to stay ahead of the curve and
are mapping out solutions for the challenges of the present and the future. We
intend to expand across distribution, digital, technology and claims services and
are making significant investments in these areas. We are open to learning,
relearning and recalibrating as we move forward.

We are glad to have had a splendid run over the last many years and are
eternally thankful to all our stakeholders for believing in us.

| wish you all nothing but the best.

Regards,
Bhargav Dasgupta

We at ICICI
Lombard are
proactively
drafting our
strategies to stay
ahead of the curve
and are mapping
out solutions for
the challenges of
the present and
the future.
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Independent Director Non-independent Director Non-independent Director
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LEADERSHIP
TEAM

Bhargav Dasgupta Alok Kumar Agarwal Sanjeev Mantri Gopal Balachandran
Managing Director & CEO Executive Director Executive Director Chief Financial Officer &
(Wholesale) (Retail) Chief Risk Officer

i

Jerry Jose Vinod Mahajan Girish Nayak Sanjay Datta

Chief - Human Resources Chief Investment Officer Chief Customer Service, Chief Underwriting,
Technology & Operations Reinsurance & Claims

Prasun Sarkar Amit Kushwaha
Appointed Actuary Chief Compliance Officer
and Head-Actuarial
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OUR STAKEHOLDERS

AtICICI Lombard the future is now. We firmly believe our actions today influence our future. As an organisation we are committed
to safeguarding the future of all our stakeholders through actions that secure a secure tomorrow.

We are also cognizant of the fact that unlike individuals who have an opportunity to purchase insurance, this planet has
no backup plan. Our commitment therefore goes beyond our stakeholders and extends to the communities we operate in.
We do this by leveraging the power of technology and various initiatives aimed at supporting climate change mitigation and
propagating the spread of renewable sources of energy.

Value *  Principal activities
creation »  Strong and sustainable
v Approach revenue streams

ey
5
y

e Customised and tech-enabled solutions

* By engaging with customers and supporting
them in their hour of need

Dellverlng Employees who are continuously upskilled
Value and stay motivated
* Consistent financial performance and creating
long-term wealth for investors by:

* Regularly contributing to national and
state exchequer

* Making responsible use of environment
and natural resources

*  Our vision, mission, ethos and Vishvas policy
e Governance framework and policies
* Risk management and mitigation

Stakeholder engagement and material issue

Sustaining = onagement

Value e Focus on ESG and Sustainability, Business
Responsibility and Corporate Social Responsibility

* Employee-friendly practices

* Responsible underwriting and investment activities
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Our Principal Business Activities

Business Service B Fixed Income Equity

Groups Groups Investments Investments
g - g

£ . N L

A

Alternative Asset
Investments
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SUSINESS MODEL (INPUTS)

Total Capital Employed-Equity (Share Capital + Share Premium) ¥ 68.95 bn
Total Capital Employed-Subordinated Debt % 2.55 bn
Capex for new offices & branches 34.93 bn
Service Call Centers (In Nos.) 2
Call centre executives (Customer Relationship Managers) (In Nos.) 679

Intellectual Capital’

Capex on Technology Infrastructure %8.23 bn
Specialised Resources

* In-house claim managers - Motor 916
* In-house claim managers - Health 299
e Actuarial Team 39

Human Capital
Functional Diversity (in Nos.)"

* Top Management and Leadership 10
* Business Group (Retail and Wholesale) 6,851
e Service, Support, Corporate Groups 4,234
Employee Gender Diversity

e Male (82%) 9,060
* Female (18%) 2,025
Age groupwise bifurcation

e  Below 30 (32%) 3,616
e 30-45(65%) 7,166
e Above 45 (4%) 403
Training, Learning & Development?

e Total training hours 1,76,071 hrs
Social Capital?

CSR Spent

* Direct % 257.7 mn
e  Through ICICI Foundation (Including 29.7 mn transferred to unspent CSR Account) 384.8 mn
Social focus areas

* Road safety initiative (No. of schools covered) 300+ schools
e Caring Hands % 12.5 mn
* Niranjali Sessions in schools (No. of schools) 420
* NGO partnerships (In Nos.)" 5
Relationship Capital’

Individual agents (including POS) (In Nos.) 88,545
Corporate Agents (In Nos.) 160
Network Hospitals (In Nos.) 6,751
Network Garages (In Nos.) 11,247
Analyst/Investor meets held (In Nos.)? 186

"As on March 31, 2022 | % For FY2022
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BUSINESS MODEL (OUTCOMES)

Financial Capital?

FY 2021-22

Gross Direct Premium Income
Market Share - Overall

Market Share - Private Sector
Combined Ratio

Profit After Tax (PAT)

Earning Per Share (Basic)
Return on Average Equity (ROAE)
Solvency Ratio

Dividend Payout Ratio
Investment Leverage

Credit Rating

CAGR#

Debt-equity ratio

Manufactured Capital’

179.77 bn
8.1%
13.8%
108.8%
312.71 bn
% 25.91
15.4%
2.46 x
29.8%
4.23 x

ICRA : [ICRAJAAA(Stable)
CRISIL : CRISIL AAA/Stable

GDPI - 12.9%
PAT - 19.7%

0.03 x

No. of branches
Virtual Offices
First Call Resolution rate

Intellectual Capital’

283
908
81.7%

New products approved during the year?
Policies processed electronically?

No. of customer receiving VAS

In-house Motor Claims

In-house Health Claims

Net Promoter Score?

Human Capital®

21
97.3%
4,000
91.5%
77.7%
52

Revenue generated/headcount (GDPI basis)
Code Maroon, Code Maroon+ Code Blue certified employees (In Nos.)

Social Capital®

0.01 bn
1,394

Lives impacted with CSR interventions
e  Children screened (In Nos.)

* Ride to safety - helmet distributed
* Niranjali - Water Purifiers installed (including support to RAP)
Rural sector obligations

Relationship Capital?®

14,000

65,000

560

6.2 mn policies

Total taxes paid to Government (Direct & Indirect)
No. of complaints/10,000 policies

Shareholders complaints*

Premium contribution though channel partners*

OUTPUTS

321.04 bn
1.23

3

22.7%

No. of policies issued*
Number of Claims settled
Investment Assets

"As on March 31, 2022 | %For FY2022 | * FY2008-FY2022 |
4 As recieved through SEBI Scores/Stock Exchanges | * On GDPI basis

29,310,084
2,317,948
% 387.86 bn
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Solutions

Using our experience and knowledge base to understand customers' risks
and develop relevant insurance products and risk mitigation solutions.

1a 23 ¥ et ¥E

Distribution

Deploying omnichannel approach to enable widespread distribution
across both online and offline platforms.

Customer service

Adopting new-age technology to provide solutions to customers to
reduce risks proactively, reduce claims settlement time and deliver a
seamless customer experience.

Underwriting

Practising disciplined underwriting, while minimising risks, with
strong processes and tools to maintain business quality and strength.
Designing new and value-added products to foster responsible
behaviour and drive sustainability.

Strategies

Investing funds into a well-diversified portfolio of debt, equity and AlFs
to generate superior risk-adjusted returns. We have a robust governance
framework which ensures all investment decisions are taken in
accordance with regulatory and internal guidelines. To further strengthen
our investment function, we look forward to incorporating ESG factors in
our investment decision as these practices mature in the country.

30 ICICI Lombard General Insurance Company Limited
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THE OPERATING ENVIRONMENT
IN FY2022

FY2021-22 was a mixed bag for the General Insurance industry. Due to the pandemic
there was a rise in awareness amongst customers of the need to insure themselves
from future risk. Overall, the sector bounced back and the year saw an increase in
premium growth to 11.1%, with ICICI Lombard General Insurance leading among the
private players. The sector is expected to see a steady uptick in view of the resilience
demonstrated by the global economy despite regional pressures worldwide. Support
from regulators is also playing a role in building stakeholder confidence as the economy
emerges from the aftermath of the pandemic.

India’s general insurance industry

With a ‘cash before cover’ operating model, India is the 14" largest non-life insurance
market globally. India is a significantly under-penetrated market with a low premium
share in global non-life insurance as compared to that of a country like the United
States(US). From a non-life insurance density perspective, the per capita premium in
India is a meagre US$ 19 as compared to that of the US which was US$ 5,754*.

India’s non-life insurance market: A large addressable market

4th Largest 4th largest  Estimatedto be ] /4t

in Asia Globally of the Global Average#

The non-life insurance industry penetration was approx. a marginal increase over
0.94% previously. However, the gross premium income of non-life companies grew
nearly 24%.

The non-life insurance market in India offers an opportunity for growth in non-life
premiumes. It is estimated to be US$ 26.74 bn in comparison to EAPAC** US$ 361.80 bn
* World: US$ 3489.61 bn

EMERGING ASIA PACIFIC MARKET
_ US$361.80 bn

el

o

' INi)IA

US$ 26.74 bn

WORLD

US$ 3,489.61 bn

# in 2020. *Source: Sigma 3/2021 Swiss Re
**EAPAC - Emerging Asia Pacific Market
Source: Sigma 3/2021 Swiss Re
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The key growth drivers are estimated to be motor, health and a growing awareness
of property due to the unforeseen impact of global problems such as climate change.
Technology will be a key driver of growth in this segment due to the adoption of
technology post-Covid and more digitally active customers.

Significantly

Underpenetrated

Premium in US$ - As a % of

GDP (CY20)

USA 9.00
<®;) South Korea 5.20
% South Africa 2.50
‘ \') Japan 2.40
+ w 2.30
a China 1.90
& b 1.80
‘ Russia 1.00
@ India 1.00
3 Indonesia 0.50
Source: Sigma 3/2021 Swiss Re
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Non-life insurance -

Density

Premium per capita in

US$ (CY20)
USA

South Korea
Japan

UK

China

South Africa
Brazil
Russia
Indonesia

India

5,754
1,619
951
949
214
124
120
105
21

19

of Indian general insurance.
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The outlook for the general insurance sector continues to be positive with the growth
expectation being pegged at 2 to 2.5 times the GDP growth. This presents tremendous
opportunities to grow, capitalise on the market conditions and make non-life insurance
into a preferred product segment for the end consumers. Demographic factors such as
growing Indian middle class, the young insurable population and the growing awareness
with respect to the need for protection through insurance, is likely to support the growth
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Industry performance in FY2022

The non-life insurance industry reported growth. The Gross Direct Premium Income of
non-life insurance companies grew nearly 11.1% in FY2022. The private sector outpaced
the public sector in terms of growth. The 14 year (2008-2022) industry CAGR (GDPI)
stood at 15.5%. It is expected to maintain its trajectory in the future years.

Key triggers

Pandemic-related shift in demand patterns

The shift in perception about insurance triggered by the pandemic continued to play a
part in the demand for insurance products especially health.

Technology

A digital first approach by insurance providers and a more tech savvy community of
customers who had to adopt technology due to the pandemic. Digital continues to be
a key pillar for the insurance ecosystem across functions — be it for lead generation,
conversion, policy issuance or claims. It also continues to play a big role in risk
management. The adoption of new age tech such as Al and ML and a focus on big data
have resulted in seamless and agile operations to give a further impetus to digital in the
industry.

About ICICI Lombard

ICICI Lombard was acknowledged as an industry leader as we maintained leadership
position across motor, fire, marine and engineering segments. The health segment also
performed well. We had a market leadership in the motor segment with a 11.8% market
share. To accelerate growth we made conscious investments to strengthen our retail
health channel as well as our Bancassurance and Key Relationship Group Channel. Our
market share in Property and Casualty (Fire, Engineering, Marine Cargo and Liability) has
also increased. We are focused on continually assessing the economic and operating
environment, product innovation, seamless service offering with a thrust on digital and
a commitment to highest corporate and governance standards. We take pride in being
one of the first large insurers to move core applications to the Cloud. It has improved
our agility, increased reliability and enabled us to focus on continuous innovation. We
are committed to make a difference to the communities we operate in through our CSR
activities and our ESG Policy. We will continue to build on the equity of trust we have
built among our stakeholders as we strive to deliver sustained value to them.

Positive regulatory developments

The continued effort of IRDAI on ensuring insurance products and services are made
accessible through technology as well as a thrust on making insurance affordable,
protecting the rights of customers by tighter norms on claims and claims settlement has
given added impetus to the industry as it eschews customer welfare.

)
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OUR STRATEGY
IN ACTION

] _ It is a time when the industries world over are transforming. It is that time that calls
|t IS a time When the for a shift in mind-sets, for radical thinking, a renewal of commitment to look beyond

. profits and make a difference to society. It is a time when the Insurance industry can
Insurance IndUStry play a critical role to enable individuals, organisations and societies to stand tall against

can play a critical role unforeseen challenges and thrive.

to enable individuals At ICICI Lombard, our strategy is built on five fundamental pillars. They are core to our
. . ! existence and decision making as we continue on our journey to become one of India’s

Orgamsatlons and most respected and most trusted General Insurance organisations.

societies to stand tall

against unforeseen Strategy Pillar 1: Leveraging and enhancing market leadership

As India’s leading private non-life insurance organisation in India since FY2004 (GDPI
basis) we are focused on consolidating our market leadership by enhancing our product
offering through a diversified product mix, making conscious investments to strengthen
our channels and distribution — especially in the health segment — to accelerate growth.

14 Year GDPI CAGR Market share
1 2.9% (FY2008-FY2022) 8 . 1 % GDPI Basis (FY2022)

challenges and thrive.

Product Mix (%)

FY2020 - T
MOTOR 0D FY2021 B %
FY2022 B 23]
FY2020 B 23
MOTOR TP FY2021 B 24
FY2022 B 23]
FY2020 B 25
HEALTH, FY2021 - EA
TRAVEL & PA
FY2022 B 20
FY2020 12
FIRE FY2021 B 16
FY2022 B 16]
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FY2020
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FY2022

Our integration with the non-life insurance business of Bharti AXA General Insurance
has also further consolidated our leadership position and has created value for all
our stakeholders through an enhanced product suite. The benefits are visible with an
increased distribution access, a larger portfolio that will expand our reach to unreached
markets.

The pandemic heralded the onset of digital in all areas and facets of life. Recognising
this we are focused on enhancing our technology infrastructure by adopting Cloud
solutions to become more robust and agile as an organisation. Our commitment to
deliver a seamless customer experience has led us to leveraging Al & ML and also foster
the adoption of digital enablers such as Apps to efficiently and effectively service claims.

Strategy Pillar 2: Delivering excellence in customer service and
technology

Customer experience is at the heart of excellence in a rapidly transforming digital
world. In our endeavour to becoming a future-ready enterprise, we have adapted to
this digital transformation by adopting a tech-first approach to deliver excellence across
the general insurance value chain. We take pride in being one of the first large insurers
to migrate our core applications entirely to the Cloud. The scale of the migration — 110
applications across 600 servers and approximately 1,000 terabytes of data, symbolises
a new technological age for our enterprise. This has resulted in improved agility and
increased our reliability with a focus on continuous innovation. It has also improved
our ability to scale up in a competitive environment. We continue to leverage new-age
technologies like Al, ML and loT throughout our customer life cycle. Our dedicated digital
arm is first of its kind in the domestic insurance industry and aims to improve the speed
of delivery for our D2C business. We have also digitally enabled our infrastructure for
our employees. This has resulted in enhanced productivity across hybrid and physical
work environments within the organisation. Our secure IT architecture is also aimed
at risk management and mitigation for profitable growth. In an effort to enhance our
customer experience we have promoted the use of platforms and apps such as the IL
TakeCare App with a dual objective of wellness and insurance. Our aim was to enable
our customers to have easy access to medical practitioners and emergency services as
well as management of policy related information and claims process. The app also has
different engagement tools to help the customer take proactive steps to manage their
health on the platform thus providing for a Continuum of Care.

5]
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SERVICE EXCELLENCE SCALABILITY
Policy issuance Next-Gen Solutions
29.3 mn Policies Sourced * Cognitive services and BOTs

* APIs and mic ervice
97.3% Policies Issued S and micro services

Electronically * IL TakeCare App — More than 1.3 mn
User downloads with 1.30 Lakh claims

Claims and servicing successfully submitted and over 70,000

2.3 mn teleconsultation requests

Claims Processed » FaceScan feature on the IL TakeCare App

84.5% Motor OD Claims Al and ML solutions

through Instaspect * 59.3% of group cashless claims approved
through Al in March 2022

Headcount productivity o .

14.0% Headcount * 84.6% _STP of mptor break-in from Self

Productivity CAGR Inspection App in March 2022

(FY2008 to FY2022)
Work from home

* End-to-end digital enablement
* Remote working policy under flexible
initiatives

* Enhanced data and end-point security

88 4 Strategy Pillar 3: Enhanced product offering

[ 5 45 We endeavour to add new products and offerings to diversify our product mix. We are

Agents also expanding our distribution network to increase our penetration in Tier 3 and Tier

(including POS) 4 cities. We have made investments towards accelerating growth in areas of health
distribution. During the year, we have successfully on-boarded approx. 750 retail health
agency managers with another 250 in the process of being on-boarded. Initiatives were

908 also undertaken to further strengthen our Bancassurance and Key Relationship Group

Virtual Offices channel. We are confident this will enable us to enhance our product offering as well as

improve our service quality.

Strategy Pillar 4: Capturing new market opportunities and
reaching the underserved

India has a large addressable market. As a market leader we are constantly pushing
the envelope to increase our market share and improve the insurance landscape in
the country. We are doing this by identifying new market opportunities to reach the
underserved across the country in small towns, rural areas and Tier 3 and Tier 4 cities.
Our tech-first approach and product innovations are aimed at enabling us to improve
the accessibility and affordability of insurance and grow our footprint in the market.

Strategy Pillar 5: Robust Risk Management

As an industry leader, we are conscious of leading by example. Our organisational best
practices are aimed at ensuring profitable growth using risk selection and data analytics.
Maintaining robust reserves and following a prudent investment management strategy.
We also continually monitor new and emerging risks and strategise effective methods
of risk mitigation.
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Underwriting

¢ Predictive ultimate loss model to improve risk selection

e Historically lower proportion of losses from catastrophic events than overall
market share

Reinsurance

* Spread of risk across panel of quality re-insurers

* Conservative level of catastrophe (CAT) protection

Investments

» Tighter internal exposure norms as against regulatory limits

* Invest high proportion of Debt portfolio 89.0% in sovereign or AAA rated
securities*®

* Zero instance of default on the ICICI Lombard debt portfolio since inception

Reserving

* IBNR utilisation improving trend indicates robustness of reserves

* First Company in industry to disclose reserve triangle in Annual Report since
FY2016.

*domestic credit rating

Strategy Pillar 6: Capital Conservation and improving operating
performance

We are constantly improving our operational efficiency and financial performance. We
are doing this through a focus on customer-centric solutions and leveraging the power
of tech via tech-enabled service platforms and new-age technologies. Our prudent risk
selection and robust reserves help us maintain the combined ratio.

Our Performance

* Maintain a high solvency ratio against regulatory minimum requirement of
1.50x

e Solvency ratio 2.4x (March 31, 2022)

Annual Report 2021-22
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PERSPECTIVES

At ICICI Lombard we balance stakeholder needs from short and long-term perspective.
Our aim is to deliver stakeholder value through sustainable performance.

Customer Engagement

How we engage with customers Fulfil their needs and meet their expectations

* Engagement at every stage of the * Innovative products
product lifecycle through multiple .
direct contact avenues

Customised solutions
) ) ) * Value-added, technology-enabled services
* Trained customer relationship ) )
managers and toll-free numbers * Customer service and experience

» Measuring customer satisfaction * Competitive pricing

* Executing sales, service and * Simplified processes

claims processes on the digital * Efficient claim settlement
platform

Business Partner Engagement

How we engage with business partners  Fulfil their needs and meet their expectations

* Conducting one-to-one meetings * Defining the product and value proposition

* Reaching out through phone and * Quick and efficient settlement of sourcing
e-mail costs

* QOrganising channel partner events » Speedy response to queries

such as meets and conferences,
setting up portals and forums

Employee Engagement

How we engage with employees Fulfil their needs and meet their expectations

* Through workshops, training ¢ Assuring them of an inclusive Company
interventions, learning and culture

development initiatives * Creating a safe and secure work

* Intranet, mobile platforms environment
* Employee satisfaction survey * Offering quality training and mentoring
* Townhall meetings * Providing opportunities for career

* Wellness initiatives development
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Shareholder and Investor Engagement

How we engage with shareholders

& investors

» Corporate earnings — annual and

quarterly
¢ Annual reports
* Investor presentations
* Annual General Meeting

* Investor/Analyst meet

Regulators Engagement

How we engage with Regulators

* Business associations

* Industry workshops
¢ Presentations
¢ Written communication

* One-to-one meetings

Rating Agencies Engagement

How we engage with rating agencies

¢ Written communication

* Presentations

Community Engagement

How we engage with communities

* CSR initiatives
¢ Community welfare
* Awareness workshops

* Employee volunteerism

Fulfil their needs and meet
their expectations

» Strong governance, ethics and transparency
¢ Consistent financial performance
* Long-term business value

¢ Clear business strategy

Fulfil their needs and meet their expectations

* Responsible development of insurance
players

* Efficient management of regulatory change
 Full disclosure of business activities
» Statutory and legal compliance

¢ Inclusion in insurance

Fulfil their needs and meet their expectations
* Robust risk management and risk mitigation
* Adequacy in solvency

* Conservatively managed and stable
balance sheet

Fulfil their needs and meet their expectations
* Proactive engagement
e Safety and health matters

¢ Community welfare
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MATERIAL ISSUES

What matters to our
stakeholders

Product
Pricing

Risk Modeling

Responsible
Underwriting,
Finance And
Investment
Policies

Reserving

Financial
Performance

Ethical Practices,
Anti-Bribery And
Corruption

40

Attractive product pricing is the key
to engage with more customers in a
competitive market scenario

Determining and better managing
risk levels based on statistical
methods and tools

It brings discipline and prudence to
the organisation. Enables it to identify
potential risks, brings robustness

to business quality. It also helps
identify competitive strengths, deliver
profitability and ensure reputation is
protected.

An accurate reserving process
increases credibility and enables in
determining the value of claim and
assists in decisions on better
planning and underwriting

Shareholders expect us to deliver
increased returns on investment
and maximise shareholder value

Focusing on enhancing market
reputation through responsible
practices, high ethical standards and
pro-activeness in managing risks
and emphasising on interests of
stakeholders

ICICI Lombard General Insurance Company Limited
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How we are addressing
these issues

Continuous evaluation and effecting relevant
changes

Risk-based pricing with a balance in protecting
shareholder and policy-holder interests

Robust actuarial division

Prudent underwriting and benchmarking against
best practices

Using technology, data and analytics

Supervising emerging risks and strategising risk
mitigation

Using predictive model to improve risk selection
Diversifying product exposure

Managing risk retention through reinsurance
Maintaining tighter internal exposure norms

Maintaining high proportion of debt portfolio in
sovereign or AAA-rated securities

Compliance with reserving and solvency
guidelines

Maintaining robust reserves

Enabling higher profitability through prudent
risk selection and data analytics

Prudent investment practices

Aligning business model and strategy in line
with the external environment

Code of conduct

Anti-bribery and corruption policies

Robust Corporate Governance

Keeping up with industry rules and regulations

Encouraging a culture of ethics and fair practices
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What matters to our Why it matters
stakeholders

Transparency

Advancing
Sustainability

Employee
Engagement

Innovation And
Its Deployment

Stability Of Systems
And Processes

Customer
Privacy And
Data Protection

Customer
Service And
Claim
Settlement

Maintaining transparent business
practices to enhance credibility
and instil confidence among
stakeholders

Sustainability is a key evaluation
criteria for global investors and
impacts market credibility

Effective employee engagement
helps realise strategic objectives

Enables operational excellence
and helps deliver better customer
experience

Helps ensure smooth, efficient and
uninterrupted operations

Inability to protect customer data
saved on Cloud can lead to litigation
issues and may lead to loss of
reputation

Enhances reputation as a customer-
friendly insurance player meeting
customer needs adequately

)

How we are addressing
these issues

Demonstrating accountability and transparency
through reporting standards

Best disclosure practices
Through <IR> and ESG reporting

Increased use of technology

Maintaining an over-arching policy on
environment management

Mapping our activities against UN SDGs

Improvising employee engagement activities

Conducting training and development
programmes

Ensuring employee recognition and rewarding
excellence

Motivating employees through performance
based reward schemes

Investing in latest technologies including artificial
intelligence, machine learning and chatbots

Augmenting knowledge-based resources

Continuously evaluating and upgrading internal
control systems

Implementing good practices for cyber security
and fraud prevention

Maintaining controls for confidentiality, integrity
and availability

Implementing control mechanism for information
assurance

Using advanced technologies
Empowering employees

Offering value-added services and customised
solutions

Simplifying customer interactions
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Materiality Matrix

At ICICI Lombard, a year-round engagement of internal teams with various stakeholders, peer analysis and on our own domain
expertise and analysis ensures continuous evaluation of the operating environment. It enables us to identify and respond to
existing and emerging material ESG issues.

The findings of our materiality analysis are presented in the matrix below. This reflects the significance of each topic in terms of
stakeholder interest and its potential impact on the business.

4 HIGH
Safe Risk Attractive product
workplace management pricing
Good Economic Promoting health and
governance performance well-being

Investing Data Privacy &
responsibly Security

o @

20/

Low

LOwW MODERATE HIGH
4
_ _ Governance Prosperity

Climate Change Promoting Health and Well-Being 20 Public Policy Advocacy 7 Investing Responsibly
Mitigation 1 Safe workplace 2 Risk Management 5 Economic Performance

9 Building Disaster 17 Fair Pay 4  Good Governance
Resilience 18 Talent Attraction and Retention 15 Board Composition and

10 Operational 22 Financial Inclusion and Protection Proc
Eco-Efficiency 19 Diversity and Inclusion 14 Innovation and Digitisation

12 ESG Products and 16 Human Capital Development 3 Attractive Product Pricing
Services 13 Human Rights 8 Data Privacy & Security

23 Community Development
21 Customer Relationship Management

Click here for detailed ESG report on Material Issues
https://www.icicilombard.com/docs/default-source/esg/esg-report-2022.pdf?sfvrsn =39fd6b55_8
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Stronger Together

Lawn Tennis, especially a doubles game is a refined sport that is based on anticipating your opponent’s
strategy, their shot selection especially their ability to score an ACE, their moves on court and being able
to respond to it with agility and strength, all the while also anticipating your partners move to win each
game, set and match.

At ICICI Lombard, the post-COVID world has led to a re-assessment of risk perception and the need for
comprehensive risk management and control system to effectively mitigate and manage risks while we
continue to add value to all our stakeholders.
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ENTERPRISE RISK MANAGEMENT -
FRAMEWORK & APPROACH

Risk is inherent to the
Insurance business.
Our risk management
and internal control
systems are designed
to ensure that these
risks are managed
effectively and
efficiently, aligned
with our overarching
objective of creating
long-term value for all
our stakeholders.

ICICI Lombard was the first Company in India to achieve the certificate of compliance
to the ISO 31000:2018 guidelines on risk management from British Standards
Institution (BSI). The referred certificate of compliance to the guidelines is bestowed
on the Company in cycles of three years, subject to annual audits. The Company has
successfully ensured continuation of the referred certification, post the annual audit
undertaken during FY2022 by BSI. The Company has always kept a strong focus on
embedding risk management in its strategy and operations.

I. Risk Management Framework

The Company has developed a risk universe consisting of 29 enterprise wide risk areas,
broadly categorized into the 6 distinct groups of Credit Risk, Market Risk, Underwriting
Risk, Operational Risk, Strategic Risk and Environmental, Social and Governance (ESG)
Risk.
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Il. Broad Risk Categorisation:

A brief description of each of the risk groups along with monitoring criteria and mitigation
plans, as applicable, is summarised below:

1. Credit Risk:

Credit risk refers to the risk the Company is exposed on account of its re-insurance
placements and investment asset classes. The risk of default is assessed through
tracking solvency margin numbers, re-insurer downgrades and investment asset classes
downgrade, below the defined threshold limits and vis-a-vis the risk tolerances set for
the respective risk categories.

2. Market Risk:

Market risk refers to the exposure the Company faces on its assets, liabilities, income
and expenditure on account of market movements. The market risks for the Company
majorly lie in the investment portfolio of the Company. The investment portfolio is
managed by the investment function and monitored by the investment committee at
the Board level.

The Company has an internal committee for Market Risk Management called the Market
Risk Management Committee (MRMC) to identify, assess and evaluate key market risks
with appropriate mitigation plans.

3. Underwriting Risk:

Underwriting risk refers to the risk faced by the Company in terms of selection and
retention of risks on its books, including assessing therein customer concentration risk
and pricing risk.

4. Operational Risk:

Operational risk refers to the risk of loss on account of inadequate or failed internal
processes, systems and people or from external events.

The Company has a detailed Operational Risk Management Policy which broadly
covers within its ambit

The ERM function continually conducts risk and control assessments for all units
across the Company. Training is imparted on Operational Risk Management across the
organisation to create awareness and ensure sensitisation.

Critical updates with respect to Operational Risk are also presented to the Operational
Risk Management Committee (ORMC) of the Company, comprising of the C-Suite
executives of the Company.

The Company also has an Outsourcing Committee, wherein the key material risks from
an outsourcing perspective, are presented to the Committee.

Two other critical components which are of significance to the organisation include
Fraud Prevention & Cyber Security.

Fraud Prevention is managed by the IC & LM (Internal Control and Loss Minimisation)
function.

)

The Risk and Control
Assessment framework,

Incident Management and
Reporting,

Operational Loss Appetite
Levels,

Operational Risk Capital
Charge and

Strategies/plans/
mechanisms for monitoring
and mitigation of
Operational Risk.
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To check Claims &
Premium related leakages

Prevention, Detection,
Correction of internal
irregularities & frauds

Support Claims team with
loss minimisation efforts

MONITORING & MITIGATION
OPERATIONAL RISK
CAPITAL CHARGE
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IC & LM was established in fiscal year 2006, with following objectives

The approach is to have an objective driven team with domain experts to manage
various risks emanating from different lines of business (LoBs). The function engages
with specialists for its activities, to bring in rigour and quality in its delivery. We have
created a talent pool working together to deliver the set goals.

Apart from the traditional approach for fraud detection based on heuristic techniques
either on a checklist or a scoring algorithm, we are utilising advanced technologies and
algorithms based on machine learning and artificial intelligence in identifying fraudulent
activities faster with increased accuracy. The continuous self-learning approach of these
techniques helps us to implement solutions that auto-correct; reducing the time for
learning and execution.

Cyber security has become a universal area of importance in recent times.

Organisations generally, and insurers in particular, remain vulnerable to highly targeted
cyber-attacks aimed at exploiting security weaknesses due to the amount of sensitive
information they hold. An important consideration is the various states in which the
information resides in a system, namely, storage, transmission and processing.

The Company is committed in providing secure services to customers and safeguarding
of customer’s information. Over a period of time, the Company has introduced various
technology-led innovative services to ensure the same by using industry-accepted
security practices and controls.

To devise a robust information assurance control mechanism, the Company not
only considered the available technology, but also involved human factors and have
implemented necessary policies and procedures to detect, mitigate and prevent various
cyber threats.

APPETITE LEVELS
INCIDENT MANAGEMENT
& REPORTING
RISK & CONTROL
ASSESSMENT FRAMEWORK

OPERATIONAL RISK MANAGEMENT POLICY

ICICI Lombard General Insurance Company Limited



CORPORATE OVERVIEW | STATUTORY REPORTS § FINANCIAL STATEMENTS

Controls as below are put in place to address the core parameters of CIA triad i.e.
Confidentiality, Integrity and Availability

* Board approved Information and Cyber Security policy in-line with the IRDAI
guidelines

Information Security Committee (ISC) to oversee governance, implementation of the
security controls and adherence to the Information and Cyber Security Policy

ISO 27001 compliant Information Security Management System

Enterprise wide information security architecture and defense-in-depth principle to
address security concerns at various levels

Risk based security assessments:
» Vulnerability Assessment (VA) of applications
» Vulnerability Assessment and Penetration Testing (VAPT) of infrastructure

* Awareness programmes for employees such as regular awareness mailers,
simulation and tabletop exercises, classroom trainings, etc.

5. Strategic Risk:

Strategic risk refers to the risk associated with the long-term strategy of the Company
and includes areas such as reputation risk, return on equity risk, regulatory risk, etc.
within its purview. The same is tracked and reported to the Risk committee.

6. Environmental, Social and Governance (ESG) Risk:

This refers to the risk emanating from environmental, social and governance
considerations. We have strengthened our enterprise risk management framework
by including ESG as a separate risk group and the ESG risk group has been given
appropriate weightage.

We have adopted Key Risk Indicators in the area of environment, social and governance.
The KRIs focus on indicators which measure core aspects related to the ESG profile
of the organisation e.g. diversity and inclusion, environmental impact through carbon
emissions and ESG ratings downgrade of the Company. The Company monitors the
same on a quarterly basis and presents the findings to its Board Risk management
committee.

lll. Approach adopted to Identify & Manage new and Emerging
Risks

The Enterprise Risk Management Function continually engages with stakeholders across
the Company to assess and identify new and emerging risks, including continually
evaluating changes in systems, processes, products and procedures. Risks & Controls
are identified, measured and updated on a continual basis through risk assessment
activities. New products and processes are always approved by the risk management
function prior to roll out.

IV. The Review Process and Feedback Loop

Periodic stakeholder meetings are conducted with respective business heads, as part
of the risk assessment activities, for assessing emergence of new risks and reviewing
all risks including the risks previously classified as very high, high, medium or low,
to assess the latest position of the risks. The review has four important steps:

)

Assessing the applicability of
current risks and controls

Evaluating emergence of new
risks, if any

Grading the new and current
risks, basis probability

and impact of occurrence
including factoring in therein
the implementation of
defined mitigation plans and
evaluation of the reasons for
non-implementation, if any

Monitoring & verifying

the efficacy of mitigation
plans, including undertaking
controls testing, as
applicable
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ON COVID-19

The Company, anticipating the spread of COVID-19 and the associated risks, had
commenced preparation for risk mitigation at the beginning of March 2020 itself.
The Company already had a Business Continuity Management Policy and Crisis
Management Framework in place, which is aligned to the IRDAI guidelines on Business
Continuity Management and Planning. The Policy is reviewed to incorporate concurrent
developments on a periodic basis.

The broad measures undertaken by the Company to handle the crisis arising due
to spread of COVID-19, cover the critical areas of employee safety and wellbeing,
employee engagement and welfare, key initiatives with respect to re-alignment and
review of internal processes, transactions and reporting and ensuring achievement of
the minimum business continuity objective.

The Company also undertook regular risk assessment and evaluation with respect to the
impact of the pandemic outbreak on various areas of enterprise risk such as credit risk,
market risk, underwriting risk, operational risk and strategic risk.

Certain key risk assessments undertaken by the Company in the wake of COVID-19
include therein the following:

l. Credit Risk Management

The Company faces a credit risk, predominantly with respect to its re-insurance and
investments portfolio. The Company has a strong panel of reinsurers and during the
renewal process had further improved the quality and strength of its panel. The top 10
international re-insurers on the panel of the Company are leading players in the global
re-insurance market.

The solvency margin continues to be well over the regulatory prescribed limit of 1.5
times at March 31, 2022.

The Company is continually monitoring the credit ratings of investee companies and if
a reasonable decline in credit worthiness of investee companies is observed, suitable
remedial action would be undertaken, based on the specific situation at hand.

Il. Market Risk Management

The Company closely monitors the market movement in the equity and debt portfolio
and the Company risk management philosophy is that if the decline in the portfolio
exceeds the risk appetite and risk tolerance thresholds defined in the Risk Management
Framework, appropriate calls would be taken by the Company on its investment portfolio
to address the same.

| The Company has a defined risk threshold w.r.t the quantum of investment in liquid
assets to manage liquidity risk and the Company was within the risk tolerance threshold
as on March 31, 2022.

lll. Underwriting Risk Management

The Company has leveraged on technology and undertakes virtual risk inspections
("VRA") wherein customer site inspections are being undertaken via video streaming
in certain scenarios. The Company had also prepared detailed risk questionnaires
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(in cases where virtual inspection was difficult), wherein responses were being sought
from customers on the questionnaires and accordingly underwriting decisions are
taken, based on information furnished by the customers.

The Company is required to appoint a surveyor to undertake inspection of sites where
a claim has been reported and submit a loss assessment report, prior to settlement of
claims. The Company was focused on appointing those surveyors who possess the
required technological tools for undertaking virtual surveys, where required, for claims
assessment.

As an outcome of the COVID-19 pandemic and the tail risk involved with respect to
reporting of COVID-19 claims, the Company witnessed a high quantum of health
insurance claims which impacted the Combined Ratio of the organisation in FY2022.

IV. Operational Risk Management

COVID-19 did not materially impact the Company’s emphasis on the control environment,
risk assessment, control activities, information and communication and monitoring
controls except for a few operational deviations like: relying on electronic document/s
where physically signed document were being procured earlier for policy booking,
exhibiting a maker-checker sign off via technology based approval platforms, which in
normal circumstances are taken on hard copies, in certain defined cases, etc.

The Company kept a close focus on cyber security in a Work From Home (“WFH")
environment. The cyber security practices were strengthened in view of the external
threat environment. WFH best practices including Do's and Don'ts were rolled out to
users on a periodic basis using various digital communication channels in the Company.

Processes followed to prepare the financials were effective and no incrementally new
financial reporting risks were observed. The Company did not observe any material
deviations in the process of procuring information for preparing the financials. The
process of performing reconciliations to match the information in financial systems vis-
a-vis the respective feeder systems was being followed essentially in a business as
usual environment.

V. Strategic Risk Management

On account of the pandemic outbreak and partial lockdown orders imposed by the
Government in the past, certain sectors were impacted in FY2022 as a continued
outcome of the slowdown witnessed in FY2021. As a result, the quantum of new business
sourced for certain lines of business was at relatively lower levels than witnessed in
a typical business as usual scenario and the Company was focused on continuing to
generate revenue through renewals of its current policies.

The Company took continual and proactive efforts on a sustained basis for educating
policyholders through SMS, e-mails, etc. with respect to utilising digital methods. With
respect to reputational risk management, the Company believes that there have been no
untoward incident(s) faced, which would have a material impact on the brand reputation
of the Company.

VI. Enterprise Risk Evaluation and Management

The incidence of COVID-19 related infections and the associated rates of hospitalisation
resulted in some disruptions of business activities. Further, the new strains of virus
being discovered on a periodic basis are a cause of concern and the extent of potential
impact attributable to the new strains of virus is being observed carefully and cannot
be predicted with certainty. The Company continues to closely watch the developing
situation for appropriate risk mitigation and management.

Annual Report 2021-22
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DISCLOSURES
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Insurance Companies are required to establish a liability in their accounts for the unpaid
portion of ultimate costs (including loss adjustment expenses) of claims that have been
‘incurred but not reported’ (IBNR) and ‘incurred but not enough reported’ (IBNER) as at
the end of each reporting period.

There are several possible methods for the determination of this ultimate cost. The most
appropriate in a particular case depends on the nature of the business and the claims
development pattern. The provisions for IBNR and IBNER are calculated separately for
each year of occurrence and are aggregated to arrive at the total amount to be provided
by line of business. The approach taken by ICICI Lombard is consistent with regulatory
guidelines, which do not permit discounting of reserves or negative provisions for any
particular year of occurrence.

The process of establishing the liability for unpaid losses and loss adjustment expenses
is complex, as it takes into consideration many variables that are subject to the outcome
of future events. Reserves do not represent exact calculation of liability. Reserves
represent estimates, generally involving actuarial projections at a given time, of what
the Company expects the ultimate settlement of claims will cost. Estimates are based
on assessments of known facts and circumstances, assumptions related to the ultimate
cost to settle such claims, estimates of future trends in claims severity and frequency,
changing judicial pronouncements, and other factors. These variables are affected by
both internal external events, changes in claim handling procedures, economic inflation,
unpredictability of court decisions, risk inherentin major litigation and legislative changes.
Many of these items may not be directly quantifiable particularly on prospective basis.
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As a result, informed subjective estimates and judgements about ultimate exposure
to losses are an integral component of loss reserving process. Significant reporting
lags may exist between the occurrence of an insured event and the time it is actually
reported. Company adjusts reserve estimates regularly as experience develops and
further claims are reported and settled.

A significant proportion of the Company’s reserves are for motor third-party liability,
which tend to involve longer periods of time for the reporting and settlement of claims.
This may increase the inherent risk and uncertainty associated with loss reserve
estimates. One of the significant factors involved in estimating future claims liability is
the effect of inflation on claims. The anticipated effect of inflation is implicitly considered
when estimating liabilities for unpaid losses and loss adjustment expenses. Estimates of
the ultimate value of all unpaid losses are based in part on the development of average
paid losses, which reflects inflation. Inflation is also reflected in the case estimates
established on reported open claims, which, when combined with paid losses, form
another basis for the derivation of estimates of reserves for all unpaid losses. Specific
factors that may impact losses, such as changing trends in medical costs, minimum
wages and other economic indicators, and changes in legislation and social attitudes
that may affect the decision to file a claim, or the magnitude of court awards are also
taken into consideration. There is no precise method for subsequently evaluating
the adequacy of the consideration given to each factor driving inflation, since claim
settlements are affected by many factors.

Development of Insurance Losses, Net of Reinsurance

The development of insurance liabilities determines the Company’s ability to estimate the
ultimate value of claims. The loss development table which follows shows the estimate
of ultimate losses, including loss adjustment expense, at the end of each year, against
each accident year’s provision of losses and loss adjustment expense in subsequent 10
years. This information has been provided for 10 years in the table on page 54.

This estimate of losses and their corresponding provision is increased or decreased as
more information becomes known about the development of losses for each individual
accident year. The increase or decrease is reflected in the operating results during the
period in which the estimate is changed. The accident year’s outstanding provisions
reflect remaining unpaid claims for the Company pertaining to the accident year, but
that are yet to be settled. These are combination of case reserves for reported claims
and IBNR including IBNER provisions.

The tables for the Motor Third Party and other lines of businesses are now provided
separately along with the tables for the Total Company. This is consistent with the
disclosure requirement, NL-38-Development of Losses, which requires the disclosure
separately for Motor Third Party, Long-tailed and Short-tailed lines of businesses. The
Company has adopted Macaulay duration of outstanding claims liabilities along with
materiality in terms of business proportion as criteria to classify a particular line of
business as short-tailed or long-tailed. Given short Macaulay duration (less than or equal
to 4 years) or low business proportion (less than 5% of GWP), all the businesses other
than Motor Third Party are categorised as short-tailed and are clubbed together for the
reserving triangle discloser under short-tailed line of business.
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Loss Development Table — Total excluding Erstwhile India Motor Third Party Insurance (Dismantled) Pool

Incurred Losses and Allocated Expenses (Ultimates movement)

(in¥ bn)
As at March 31, 2022 Prior* AY13 AY14 AY15 AY16 AY17 AY18 AY19 AY20 AY21 AY22
End of First Year 105.47 34.23 44.87 44.37 49.39 59.24 62.46 77.00 87.33 83.76 101.17
One year later 105,54 33.09 43.15 44,19 48.63 59.29 6042 75.64 8521 81.82
Two years later 10548 3275 43.09 43.83 48.11 58.81 59.34 75.33 84.76
Three years later 106.38 32.69 43.13 43.17 47.72 58.47 58.53 74.73
Four years later 106.91 32.82 42.59 42.96 47.21 58.00 57.62
Five years later 107.15 32.53 4240 42.35 47.04 57.78
Six years later 107.47 3255 42.09 4236 47.01
Seven Years later 107.56 32.60 42.12 42.19
Eight Years later 107.34 3259 42.11
Nine Years later 107.69  32.59
Ten Years later 107.73
Deficiency/(Redundancy) (%) 21% -48% -6.2% -49% -48% -25% -78% -29% -29% -2.3%
AY - Accident Year
Merged entity numbers are presented for all the financial years
* For AY 12 and prior, End of first year implies valuation of all accident years for AY 12 and prior as at March 31, 2012 and so on
Unpaid Losses and Loss Adjustment Expenses
(in% bn)
As at March 31, 2022 Prior* AY13 AY14 AY15 AY16 AY17 AY18 AY19 AY20 AY21 AY22
End of First Year 16.18 14.63 2193 21.88 2543 31.33 38.29 4357 4595 43.02 4754
One year later 9.80 7.51 12.67 14.89 17.36 20.28 21.59 31.09 32.75 27.64
Two years later 7.71 598 10.64 1253 1447 1590 1793 2285 28.82
Three years later 7.15 4.93 9.16 10.20 12.20 13.04 15.79  20.41
Four years later 6.29 4.37 7.45 8.76 9.99 1159 13.83
Five years later 5.59 3.47 6.33 7.07 9.09 1045
Six years later 5.01 3.07 5.19 6.60 8.38
Seven Years later 4.37 2.65 4.76 5.97
Eight Years later 3.56 2.46 4.43
Nine Years later 3.66 2.24
Ten Years later 3.45

AY - Accident Year

Merged entity numbers are presented for all the financial years
* For AY 12 and prior, End of first year implies valuation of all accident years for AY 12 and prior as at March 31, 2012 and so on
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Loss Development Table — Erstwhile India Motor Third Party Insurance (Dismantled) Pool

Incurred Losses and Allocated Expenses (Ultimates movement)

(in¥ bn)

AY08 AY09 AY10 AY11 AY12 | AY13
End of First Year 2.71
One year later 3.85 2.72
Two years later 4.49 3.85 3.54
Three years later 5.81 4.49 5.52 3.61
Four years later 6.16 5.81 5.79 5.72 3.68
Five years later 2.61 6.16 6.16 5.88 6.17 4.13
Six years later 2.61 6.46 6.28 6.29 6.86 4.16
Seven Years later 2.86 6.55 6.39 6.74 6.85 4.15
Eight Years later 2.95 6.69 6.89 6.73 6.85 4.21
Nine Years later 3.00 6.98 6.89 6.74 6.86 4.33
Ten Years later 3.09 6.98 6.89 6.93 6.99
Eleven Years later 3.09 6.98 6.97 7.10
Twelve Years later 3.09 7.19 7.16
Thirteen Years later 3.09 7.40
Fourteen Years later 3.16
Deficiency/(Redundancy) (%) 10.3% 145% 16.2% 22.7% 26.5% 22.4%

AY - Accident Year

Merged entity numbers are presented from March 31, 2015

For the purpose of consistent representation, the Deficiency/(Redundancy) % is calculated by comparing the diagonal as at March 31, 2015
with the latest diagonal

Unpaid Losses and Loss Adjustment Expenses

(in ¥ bn)

AYO08 AYO09 AY10 AY11 AY12 AY13
End of First Year 2.67
One year later 3.41 2.30
Two years later 3.14 2.57 2.47
Three years later 3.17 2.38 2.89 1.92
Four years later 2.67 2.51 2.41 2.28 1.50
Five years later 0.86 2.05 2.17 1.83 2.04 1.57
Six years later 0.63 1.89 1.70 1.70 2.29 1.29
Seven Years later 0.72 1.50 1.41 1.74 1.83 1.01
Eight Years later 0.65 1.23 1.52 1.40 1.43 0.94
Nine Years later 0.55 1.19 1.18 1.10 1.29 0.91
Ten Years later 0.52 0.89 0.89 1.1 1.21
Eleven Years later 0.43 0.63 0.85 1.05
Twelve Years later 0.32 0.69 0.91
Thirteen Years later 0.28 0.75
Fourteen Years later 0.27

AY - Accident Year
Merged entity numbers are presented from March 31, 2015
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Loss Development Table — Motor Third Party Insurance Excluding Erstwhile India Motor Third Party Insurance
(Dismantled) Pool

Incurred Losses and Allocated Expenses (Ultimates movement)

(in¥ bn)
As at March 31, 2022 Prior* AY 13 AY 21 | AY 22
End of First Year 11.06 5.81 10.74 1263 1597 17.05 19.98 2441 3155 25.15 28.07
One year later 12.03 579 1059 12.76 16.01 17.18 19.89 2445 31.23 25.15
Two years later 12.07 5.91 10.86 12.99 16.11 17.13 19.65 2414  31.23
Three years later 12.68 6.00 11.10 1293 16.10 16.94 1894  23.87
Four years later 12.96 6.16 11.00 1295 15.88 16.56  18.20
Five years later 13.35 6.18 1099 1265 1576 16.45
Six years later 14.03 6.31 10.85 12.62 15.75
Seven Years later 14.25 6.35 10.85 12.48
Eight Years later 14.30 6.46 10.85
Nine Years later 14.75 6.46
Ten Years later 14.83
Deficiency/(Redundancy) (%) 341% 11.2% 1.0% -1.2% -1.4% -35% -89% -22% -1.0% 0.0%

AY — Accident Year
Merged entity numbers are presented for all the financial years
* For AY 12 and prior, End of first year implies valuation of all accident years for AY 12 and prior as at March 31, 2012 and so on

Unpaid Losses and Loss Adjustment Expenses

(in ¥ bn)
As at March 31, 2022 Prior* AY13 AY14 AY15 AY16 AY17 AY18 AY19 AY20 AY21 AY22
End of First Year 6.59 575  10.61 12.51 15.79 16.83 19.82 2422 30.88 2478 27.51
One year later 6.23 5.17 952 1155 1432 1539 18.17 2193 2852 22.39
Two years later 4.95 4.45 8.38 10.23 12.40 13.33 15.88 20.07 25.95
Three years later 4.43 3.74 7.37 8.73 10.71 11.36 14.15  18.30
Four years later 3.73 3.28 6.19 7.64 8.97 10.15 12.48
Five years later 3.31 2.74 5.35 6.26 8.24 9.24
Six years later 3.29 2.48 4.38 5.82 7.61
Seven Years later 2.88 2.10 4.03 5.26
Eight Years later 2.44 2.04 3.73
Nine Years later 2.68 1.84
Ten Years later 2.55

AY - Accident Year
Merged entity numbers are presented for all the financial years
* For AY 12 and prior, End of first year implies valuation of all accident years for AY 12 and prior as at March 31, 2012 and so on
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Loss Development Table — Total excluding Motor Third Party (Short-tailed business)

Incurred Losses and Allocated Expenses (Ultimates movement)

(in¥ bn)
As at March 31, 2022 Prior* AY13 AY14 AY15 AY16 AY17 AY18 AY19 AY20 AY21 AY22
End of First Year 94.40 28.43 34.13 31.74 33.42 42.19 42.48 52.58 55.78 58.61 73.11
One vyear later 93,52 2730 3257 3143 3262 4211 4054 51.19 53.98 56.67
Two years later 9341 26.84 3223 30.84 32.00 4168 39.69 51.18 53.53
Three years later 93.70 26.68 32.03 30.25 31.62 41.53 39.59 50.86
Four years later 93.95 26.67 31.59 30.00 31.33 4143 39.42
Five years later 93.80 26.35 3142 2970 31.28 41.33
Six years later 9345 26.24 31.24 29.74 31.26
Seven Years later 93.31 26.25 31.27 29.71
Eight Years later 93.04 26.14 31.26
Nine Years later 9294  26.13
Ten Years later 92.89
Deficiency/(Redundancy) (%) -1.6% -81% -84% -64% -65% -20% -7.2% -33% -40% -3.3%
AY - Accident Year
Merged entity numbers are presented for all the financial years
* For AY 12 and prior, End of first year implies valuation of all accident years for AY 12 and prior as at March 31, 2012 and so on
Unpaid Losses and Loss Adjustment Expenses
(in ¥ bn)

As at March 31, 2022

Prior*

AY 13

AY 21 | AY 22

End of First Year 9.60 8.88 11.32 9.37 9.64 1450 1848 19.34 15.08 18.24 20.04
One year later 3.57 2.35 3.15 3.34 3.04 4.89 3.43 9.16 4.23 5.25
Two years later 2.76 1.53 2.26 2.29 2.07 2.57 2.05 2.78 2.86

Three years later 2.72 1.19 1.79 1.47 1.49 1.68 1.64 2.12

Four years later 2.55 1.10 1.26 1.12 1.01 1.44 1.35

Five years later 2.27 0.72 0.98 0.81 0.85 1.21

Six years later 1.73 0.59 0.80 0.78 0.77

Seven Years later 1.48 0.55 0.72 0.71

Eight Years later 1.12 0.42 0.71

Nine Years later 0.98 0.40

Ten Years later 0.90

AY - Accident Year

Merged entity numbers are presented for all the financial years
* For AY 12 and prior, End of first year implies valuation of all accident years for AY 12 and prior as at March 31, 2012 and so on

Note: The accident year losses and expenses, as well as the reserves outstanding, for all the above tables do not include the claims on the
policies serviced by the Company on the inward received from the Commercial Vehicle Declined Risk Pool arrangement.
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Creating Unique Experiences, Together

The success of an organisation is the sum total of its parts. It is about various business functions
working together in perfect synchronicity to deliver sustainable business growth and delightful
customer experiences.

At ICICI Lombard, we strive to offer our customers differentiated and value-added products and
solutions that serve their needs. Our various business segments protect the interests of various
types of customers from corporates to MSMEs.

ICICI Lombard General Insurance Company Limited
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Wholesale Insurance Group

Catering to large corporate organisations across industries the Wholesale Insurance
Group is structured into four sub-divisions that provide customised solutions.

Coporate Solutions Group: Provides solutions to large corporate organisations and
mid-market companies across industries

Specialised Industry Group: Caters to large clients in specialised business
segments

Small and Medium Enterprises Group: That focusess on MSMEs

International Business Group: Covers International Risks of Indian business interests

Key Milestones of Wholesale Insurance Group

Increased Market Share Across All Commercial Lines and No. 1 Position in Terms of
Market Share for Marine and Liability Business

Market share in this segment on GDPI basis increased from 12.3% in FY 2021
to 12.8% in FY 2022. Increase in market share was led by a focused approach
on large and mid-sized accounts and investments in the emerging geographies.
Innovative Value added services has played a vital role.

Market share in this segment on GDPI basis increased from 14.5% in FY 2021
to 15.2% in FY 2022. The company reported 26.0% growth in this segment in
FY 2022 through extensive direct engagement and domain driven expertise,
complemented by continuing opportunities in the Indian Infrastructure space. We
are the second largest players in the industry during the year.

The Company reported 20.8% growth in this segment in FY 2022 and has secured
number one position in terms of market share. This was achieved by leveraging
innovation under the aegis of Marine Value-Added Services (VAS), including
Anti-theft and anti-hijacking programs, monitoring of temperature- sensitive
cargo, supply-chain solutions and through our proprietary marine Loss Control
Engineering (MLCE).

The Company reported 14.7% growth in this segment in FY 2022. This can
be attributed to the company’s ability to envisage new age risks and structure
complex solution.

5]

Fire

Engineering

Marine

Liability
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Strategic initiatives to create market differentiation

As part of its strategic growth objectives the Wholesale Insurance Group focused on
offering Property Value Added Services to meet the business needs of organisations.

Property Value Added Services

Risk Management

With the gradual receding of the COVID threat and normalising of the business
environment we have scaled up our physical customer engagement. However, we also
continue to see an increasing acceptance for virtual engagement for risk management
amongst our corporate and retail customers. As risk solution providers, we are
partnering with our customers and helping them manage these risks as a key to ensure
their success in the long run.

The crisis has resulted in greater acceptance of virtual risk management amongst all the
clients. The virtual risk assessment gives us an unparalleled reach and access across
geographies, enabling the availability of competent experts for assessing a variety
of risks. Further, to make this more tangible and scalable, we have combined video
streaming with the use of Artificial Intelligence (Al) in the form of Natural Language
Generation (NLG) technology in providing solutions to our customers.

This change is particularly favourable for our SME and MSME clients, as the virtual
mode provides scale and reach. Going forward, we will be looking to build on the gains
from this technology shift for greater visibility and connect with our clients. Even prior to
the pandemic, we successfully leveraged technologies such as drones for renewables,
sensors enabled with loT devices, etc. As the industry moves towards contactless or
virtual mode, we find ourselves on familiar grounds and continue to scale and diversify
our platforms and offerings. We continue to leverage several new technologies to build
solutions that prepare ourselves and our clients for the future.

Real-time Critical Equipment Monitoring

Our claims experience has enabled us to identify critical equipment and processes
for safe and efficient operations for our clients. We are leveraging the loT technology
and working with clients to provide real-time monitoring of critical equipment and
infrastructure to ensure availability during emergency scenario. A real-time dashboard
and complete reporting system provide transparency around the performance of
the equipment/system and ensure its functionality and timely usage in case of any
emergency. We continue to leverage our capabilities for new solutions to solve safety
and efficiency problems that challenge the industry ecosystem.

Renewable energy assessments using drone

We offer advanced drone-based technology for inspecting wind turbines and solar
PV modules. Drones are utilised in the insurance renewal process for solar plants and
windmills. This ensures faster (within hours compared to days in traditional ways) and
more accurate inspection to identify defects, especially in case of solar plants which
is spread across vast area. It also helps in determining appropriate solutions which
if not addressed might affect the output of these plants and may eventually lead to
bigger losses. Drones are flown above the panels of solar plants and windmills to detect
defects/cracks, thereby helping customers to identify the problems & provide solutions
to take necessary actions.

ICICI Lombard General Insurance Company Limited
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Climate Risk Management

To manage increasing impact of natural catastrophes we have increased our focus
on climate risk management. Managing the impact of climate risk is key to long term
sustainable growth and key tool for customer engagement. First to use our knowhow and
leverage technology to notify our clients of climate risk in a timely manner to minimize
losses due to natural catastrophes. Engage with our customers to warn them of risks
posed by natural perils and take preventive measures to reduce the impact as much as
feasible. Also we look at climate risks emanating from human activity in a urban cities
as well. With time as cities and industries evolve we affect the drainage pattern and
combined with unpredictable rainfall they are leading us to urban flooding situations as
well. These can be equally disruptive as any cyclone, storm or other catastrophe. We
calibrate our models and systems to capture and respond to these trends as well. We
alerted several clients last year before monsoon about impending risks. These incidents
while unfortunate have strengthened the trust of our clients in our risk management
ability and enabled us to further our understanding of these impending risks.

We have also augmented all our risk management solutions with specific modules towards
integrating ESG impact in risk management. During risk assessment and management,
a large part of our focus is on systems that manage emissions, effluents treatment,
drains, and other systems that play a critical role in managing the environmental risk.
All Industry solutions such as engagements, visits, assessments, etc. focus on energy
efficiency along with safety in order to lower carbon footprints and thereby help to
reverse environmental damage.

Our climate risk management is a full-service solution that includes event awareness
and alerting, ongoing event monitoring, tailored risk advisory communications with
customers, check on preparations, and event and loss-related assistance. We are
always developing our predictive capabilities and risk management systems, such as
investing in Robotic Process Automation (RPA) and Al, with the primary objective of
assisting customers in becoming more sustainable. As a result, Our Risk Engineering
team is currently well-equipped to not only reach out to our high-sum-insured clients for
personalised risk management services, but also to notify and advise clients regardless
of the size of business using automated methods.

Further, in keeping with the philosophy that productivity is positively impacted by
improved safety and efficiency, we continue to look for further ways to leverage the
latest technology trends. This could be the use of satellites or drones to devise new risk
management solutions and augment the earlier ones. By providing recommendations
on optimum utilisation of resources, we are enabling customers across the spectrum,
i.e., industrial and non-industrial, to reduce their carbon footprint. We are also enabling
our customers to avoid loss of life and property by addressing leaks and suboptimal
processes, among others, thereby fostering the efficient use of resources.

)
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Pradhan Mantri Fasal Bima Yojana (PMFBY)

Pradhan Mantri Fasal Bima Yojana is a flagship scheme of the Government of India which
aims to provide financial support to farmers suffering crop loss/damage arising out of
natural calamities. Integration of land records with the PMFBY'’s National Crop Insurance
Portal (NCIP), Crop Insurance mobile app for easy enrolment of farmers, remittance of
farmer premium through NCIP, a subsidy release module and a claim release module
through NCIP are some of the key features of the scheme which is currently in its 7th
year of implementation.

We are participating in implementation of PMFBY in 2 States (Karnataka and Maharashtra)
across 9 districts and covering approximately 1.10 mn farmers. Under the scheme
insurance cover is available to 25 crops across three seasons, kharif, rabi and summer.
We have a specialised team which service the PMFBY scheme in all the talukas of these
nine districts. We work closely with Govt. departments of agriculture, horticulture,
revenue and rural development to service the farmers covered under the scheme. We
successfully participated in government initiatives to generate farmers’ awareness like
“Meri Policy Mere Hath” - a doorstep distribution drive to deliver crop insurance policies
to farmers and “Fasal Bima Patshala”- crop protection through education. These
campaigns aim to ensure that all farmers are made aware of and provided relevant
information on their policies, the process of claim and grievance redressal under PMFBY
etc. Central Govt. presented certificate of recognition for outstanding efforts in "Meri
Policy Mere Hath" initiative. Our implementation team of two districts received letter of
appreciation from district administration for effective implementation of the scheme.

Common Services Centre (CSC)

The Common Services Centres (CSC) scheme is one of the mission mode projects
under the Digital India Programme. CSCs are the access points for delivery of essential
public utility services, social welfare schemes, healthcare, financial education and
agriculture services, apart from host of B2C services to citizens in rural and remote areas
of the country. Currently, more than 4,74,000 such centres are present and catering to
regional, geographic, linguistic, and cultural diversity of the country, thus enabling the
Government’s mandate of socially, financially and digitally inclusive society.

Along with effective relationship building with the CSC team, technology has played a
crucial role. With the introduction of multi-language cloud-based CSC 2.0 (user front-
end), Intelligent Character Recognition (ICR) / Optical Character Recognition (OCR) facility,
we are not only able to provide seamless process for our partners, but also enhance the
productivity of our team members. Webinar trainings and remote assistance along with
personal visits remain the cornerstone of our engagement strategy. Further, we have
conducted various CSR initiatives to build greater awareness of general insurance and
encourage greater penetration of insurance among the uninsured in rural India.

We have also pioneered in delivering local language trainings with active participation
from RAPS and VLE-INS and live policy booking during webinars helped in promoting
our products. The team also helped in training village level entrepreneurs (VLEs) to
enable them to secure the VLE-INS licence successfully, which permits them to sell
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insurance products. Post licensing, through a focused drive, the field staff trained them
on product features and policy booking process. BOT based welcome calling to new
licensed RAP/ VLE Ins, vernacular marketing materials and videos were used to provide
simple and user-friendly experiences.

We have extended our reach to all the states. Micro-level analysis of low-performing
districts, handholding for newly licenced RAPs/VLE-INS, tracking high potential RAPS
and VLE-INS and focused targeting has resulted in 38% increment in transacting unique
RAP/VLE-INS.

Rural POS

We are focused in increasing the distribution of insurance products till the last mile
through the rural points of sale (R-POS). A pilot project, which was started with four
states, has now been expanded to 14 states. The focus segments include various entities
such as PACS, RTO agents, bank mitras, cyber cafes, retailers, used vehicle dealers,
life insurance agents and mutual fund agents in the rural market. Our dedicated team
focuses on new prospecting, licensing, activation and retention of rural POS. The entire
on-boarding, training and activation and ongoing servicing process is technologically
enabled to ensure efficient and transparent service delivery in upcountry locations at a
reasonable cost.

Cattle Insurance

Cattle is one of the major assets owned by rural households in India and also an important
source of theirincome. While the total population of cattle in India is roughly 300 mn, it is
estimated that less than 1% of these are covered by insurance. ICICI Lombard’s strategy
for tapping this segment has largely been in partnership with banks and other financial
institutions. Financial institutions like banks, MFls and small finance banks provide loans
for cattle purchase which they protect through bundling cattle insurance with the loan.
Cattle insurance provides indemnity against loss of livelihood for the farmer. As a part
of the enrolment process, ICICI Lombard General Insurance does cattle identification
by RFID tagging (radio frequency identification) as compared to the traditional model
of ear tagging. The benefit of this is that it is less painful to cattle and helps in accurate
identification during claim settlement. Enrolment & claims survey for cattle & livestock is
processed digitally through mobile application.

Apart from cattle, we have successfully started livestock (sheep & goat) insurance.
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Motor

The current year has seen the integration of Bharti Axa General Insurance Company
(BAGI) with ICICI Lombard General Insurance. This has brought greater synergy and
benefits to the organisation. The Company has consolidated its leadership position in the
Motor OD (14.97% - FY2022) business while emerging as the overall market leader in
Motor with 11.8% market share. In addition, number of policies serviced stood at 25.5
mn (FY2022) and has exceeded its performance significantly from FY2021.

The Company’s focus on risk based pricing has continued and it has further been
refined to include granular level of variables in risk selection. The growth in business in
commercial vehicle segment has been brought about with micro-segmentation based on
usage and geographies and there has been a focus on increasing business in preferred
segments. This has been facilitated by a strong team of regional underwriters with local
knowledge and ground-level intelligence about the market practices and the product.

Following the pandemic and the slow recovery of economic activity, the Company has
taken measures to strengthen tie-ups with MISPs and intermediaries and have taken
digital initiatives to improve claim servicing keeping a customer-centric focus.

The Company also focused on increasing its share in EV business which is a fast evolving
business segment, and has significantly enhanced its presence in the market.

Health

The integration with erstwhile Bharti AXA General Insurance Company has led us to
expand our bouquet of products, with comprehensive health solutions to cater to unmet
customer needs.

Health AdvantEdge product which is available for retail customers has zonal based
pricing which ensures affordability and will help us increase penetration in the emerging
markets.

In addition to the above, we have launched BeFit rider which is a 100% cashless OPD
solution serviced through our mobile application — IL TakeCare. In addition to providing
coverage for out-patient consultations, diagnostic tests the rider also covers tele-
consultations 24x7 that customers can avail from our network partners. The rider is
also equipped with a unique health management programme that will help customers
achieve their health goals.

On the critical illness segment we launched CritiShield plus for our retail customers
which is a comprehensive coverage for 92 listed critical illnesses. It also provides a
unique cancer restoration benefit which gives an additional pay out in case of relapse
of cancer of same origin or of a new site. Customers can also avail various value added
services such as tele-consultation, e-opinion/second opinion and health and wellness
offers.
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Travel

COVID impacted travel industry tremendously because of various travel related bans and
restrictions. While COVID has become a new norm, due to various measures adopted by
different countries, advancement in medical science and aggressive vaccination policy
led to the opening up of the sector. We have already seen a surge in insurance demand
due to revenge travel apart from the gradual pick up in business related travel. From
here on, we anticipate the travel industry to gradually reach pre-pandemic levels.

With our latest Voyager product that offers a plethora of benefits and caters to both
group and corporate segmentin Domestic and Overseas locations; the Ride Safe product
(when travelling in common carriers like cabs, buses etc.) in the domestic market and
retail product for International travel, the business expansion is forthcoming. Finally, yet
importantly, our retail overseas product is now available on IL TakeCare App for buying
a travel policy that may further ease the buying experience of customer.

SME

Our Small and Medium Enterprises (SME) vertical has continued to thrive and see
growth. The SME business continued to maintain focus on leveraging the power of
technology and innovation to grow the segment. We are the first insurance company
to launch SME specific website with complete end-to-end journey for SME products.

During the year our exclusive website (www.sme.icicilombard.com) continued to see a
growth in traffic and business.

Some business highlights of the SME Website are:

10,839
<45.4 mn
60,000+

6 products

50,241 number of
visitors
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Reinsurance

During FY2022, ICICI Lombard’s reinsurance programme continued to be a combination
of proportional and non-proportional treaties for both conventional and specialty
lines of business. The Company’s reinsurance programme has been structured by
maintaining the philosophy of buying an adequate cover to protect value at risk at all
times. The Company has a well-defined retention limit that defines its maximum and
‘per event’ exposure and for ‘per risk’ exposure by class and its ‘per event’ exposure.
The Company continued to buy appropriate risk and catastrophe reinsurance to protect
against single large losses and natural disasters. The Company’s net retained exposures
were modelled by international agencies to ensure adequacy of limit of catastrophe
reinsurance. The Company has maintained its association with top global reinsurers for
the Company’s key reinsurance programme, with General Insurance Corporation (GIC)
being the Company’s largest reinsurance partner.

Process Excellence Group

With the integration of the organisations there was greater emphasis on ensuring
we stand together as “ONE-IL". The launch of our all-inclusive business process
management tool last year enabled us to synergise between functions across both
entities, brainstorm, modify, approve and publish merged business processes to all
employees in the combined entity.

Another major achievement has been the successful completion of the second
periodic audit on ISO 9001:2015, the quality management system standard. We have
demonstrated our continued commitment to conform to internationally established
standards for quality management systems thereby affirming our organisation’s
capability to achieve specified objectives and meet applicable statutory, regulatory
and contractual requirements. It also acts as an affirmation of the standardisation and
uniformity of processes being followed across all BSG branches, enterprise risk and
claims functions, processing hubs and corporate office.

linformation Technology

Cloud migration and benefits

ICICI Lombard has been an early adopter of the public cloud, having moved our entire
test and development set up to the cloud way back in 2013. Over the period, we have
progressively adopted the cloud in various aspects of our technology stack. Since 2018,
we have also used it extensively for our Al/ML modelling. With the experience that we
built on the cloud and the expansion of the local (India) regional footprint of the large
Cloud Service providers (CSPs) we decided to move our production data center to the
cloud. We started this journey in January 2021. Over the period of the last year, we
have moved our entire production data center to the cloud. This involved a movement
of around 110 applications across 600 servers, and around 1000 TB of data. As a part of
this exercise, we have also moved our core policy admin system and claims processing
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system onto the cloud. With this, we are the first large insurer in the country to have
their core running entirely on the cloud.

We expect the cloud to help us,

(1) to adopt agility in our systems, to help rapidly develop, test and deploy new
applications.

(2) to be able to rapidly scale our infrastructure considering the growth in volumes and
our increased focus on digital.

(3) to increase reliability and efficiency of our infrastructure to help service our
stakeholders (customers, distribution partners and service channels) and at the
same time develop a roadmap for retiring our technical debt.

(4) to be able to leverage the latest technologies to help innovation and drive business
in the long run.

As a strategy, we have chosen to adopt a multi-cloud solution. We believe that this is a
balanced approach which would enable us to access the best of breed solutions across
the leading cloud platforms. In parallel, we have also commenced the next phase of
the cloud journey where we will undertake a complete modernization of our stack, and
re-architecting of our applications, which would help us become truly cloud native and
exploit the full benefits of the cloud. We have already rewritten our service CRM to be
completely cloud native. The cloud based motor agency platform is already live for our
two wheeler and private car business.

IL TakeCare App

The Company has also positioned the IL TakeCare as a single app for servicing of
customers’ needs. The Company had achieved over 1.3 mn downloads of the app as on
March 31, 2022. We have also launched innovative, industry first, features like Face Scan
and Cal Scan which have helped the Company in increasing the customer engagement
on the app. Taking advantage of the increased engagement, the Company has also
started renewals, as well as sales of certain products through cross sell and up sell on
the app. The response to this has also been very encouraging. Given the rapid customer
up-take, there is a plan to bring entire customer buying flow for all products within
the app, to provide comprehensive solutions to the customers and to monetise the
customer engagement.

Customer Support

Our customers are at the heart of our business and excellent service and support to
them is our constant endeavour. Our contact centre, email Support team and chat
team are the primary touch points for our customers to reach us. Our trained Customer
Relationship Managers (CRMs) assist the customers with utmost sensitivity and care.
We also have a Priority Desk and Senior Citizen’s Desk at our contact centre to address
urgent matters and the concerns of the elderly in the shortest possible time.

We have leveraged the power of Artificial Intelligence (Al) to enhance customer
experience by improving Do-It-Yourself (DIY) journeys, deploying convenient options,
providing user friendly interfaces, through personalised, transparent and uniform
communication across touch-points with human connect.
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During FY2022, we undertook multiple initiatives to enhance the customer journeys,
improve engagement mechanisms and have made significant progress in automation

and straight through processing across customer journeys.

Our initiatives included:

Customised Customer Communication & Education

User specific digital platforms (ILTakeCare app, Website, IVR BOT) are being effectively
used to communicate with and educate customers about our products. We have
empowered the customers by providing seamless self-serve options via different
contact channels to receive policy copies and intimate motor claims at ease.

We effectively communicate with our customers by using different communication
media to keep them updated on the progress of their requests/enquiries at various
stages of the policy life cycle (WhatsApp messages, text messages and emails).

DIY at fingertips - Empowered Customer

* Intelligent Interactive Voice Response (IVR)
To reduce the response time for our customers at our call centre, we leveraged
the Natural Language Processing (NLP) technology and developed an interactive
voice based IVR. This helps in driving a multitude of DIY options for the customers
thereby enhancing customer experience.

* Voice & Email Bot

With our vision to be efficient and customer centric in our approach, we revisited
our processes and intrinsically analysed our opportunity areas. We leveraged an
autonomous solution by targeting one of our major customer contact drivers viz.
claim status which constitutes to 16% of our Contact Center call volumes. Similarly,
we also identified and moved other critical customer contact drivers (policy changes,
soft copy requests) to email Bot. This led to a reduction of volumes by 15% on email
and reduction of Turn-around Time (TAT) by 24 hours.

Voice Bot - Claim Intimation

We launched a voice bot service that provides real time status of Motor and Health
claims over a voice call. The voice bot’s speech recognition capability enables it to
understand long narratives and has a containment level of 21% which is expected to
improve as the bot matures. The platform is available 24*7 and scalable to handle high
volumes in multilingual languages.

RIA

RIA (Responsive & Intelligent Assistant) is a human avatar of our Chat bot which is
available on our instant messaging platforms like WhatsApp, Telegram & our Website bot.
The human persona has been deployed to connect with our customers emotionally and
personally. RIA uses cutting-edge technology to process natural languages as an input
and is equipped with an intent-mining module that helps provide great conversational
experiences for our customers.

Visual IVR

Visual IVR introduced in FY 2021 for motor claim registration has led to reduction of
approximately 15,000 contacts per month at the assisted desk. The initiative has seen
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high acceptance level among our customer base proved by the CSAT index of 82% in
the month of March 2022. The platform was further upgraded to introduce welcome
calling process for Motor & Health policies. Over 100,000 outbound calls are being
managed monthly through Visual IVR resulting in increased penetration from ~40% to
~72%.

Introduction of critical customer journeys on DIY channels

Critical user journeys like health claims management, updation of policy details,
understanding health policy coverage & benefits have been made available on DIY
platforms. The DIY platforms ensure that every customer query is managed quickly and
conveniently.

Service Videos

Since thoughtful depiction in visual content gets the attention of the audience and has
high recall value, well-crafted customer service videos have been introduced with an
objective to empower our customers to solve their queries themselves. This will go a
long way in removing the preconceived notions of the claim processes being lengthy,
cumbersome and tedious from the minds of our customers. In the first phase, we have
introduced videos on claim journeys for Motor and Health customers. These videos are
useful in conveying complex and lengthy processes in a simple and more entertaining
manner and have gained popularity among our customers.

use (CRM Tool)

_ — _ _ _ _ claim journeys
use, our new CRM tool is an agile, integrated, interactive user interface which enables M H I h
CRMs to attend to customers’ queries with greater precision and swiftness to enhance otor ealt
overall operational efficiencies.

Agent Service Desk (ASD)

Our agents are our torch bearers and to cater to their needs, we have created a one stop
shop for all agent related requests or any assistance required by the agents to serve
the customers. Our ASD team is empowered with tools to provide faster resolution.
It's a highly nimble team partnering with different stakeholders to provide end-to-end
resolution with the motive of providing resolution within the defined TAT thus delivering
outstanding customer experience.

Customer Communication

With an objective to deliver exceptional customer experience and create extensive
communication plan, we revamped our communication considering customer's
perspective which focuses on ease in understanding to apt responses which resulted in,

¢ Uniformity
* Simplified responses as per customer’s need
Operations

The financial year FY2022 saw us focusing on technology and leveraging the power
of digital to enhance our operational efficiency, improve our customer experience for
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existing customers and also enable the acquisition of new customers. Some of the
initiatives we undertook are:

Online premium collection

68

The safety and health of our customers remains a priority area for us. We continued
to support our distribution partners using digital tools to facilitate their business
growth. Our bouquet of contactless payment solutions helped facilitate online premium
payments for our customers.

Digital invoices

We are committed to ensure seamless service across all touch-points and to stand by
our partners in their hour of need. We understand that the pandemic was tough for
them. To facilitate a quick-turnaround on payments we focused on a digital invoice
system. It resulted in a reduced TAT for payments.

Digital Signatures

As the effect of the pandemic started waning business started slowly getting back on
stream. Contracts play a critical role here. In our endeavour to establish new business
relationships and reaffirm our existing business associations we established a defined
process to ensure all agreements were digitally signed. This move also enhanced
transparency within our system. It also ensured we followed all governance processes
as well as any risk and compliance linked requirements.

Pre-2021 most of our our documentation used to be physical. Last year we focused
on ensuring the POS person at the time of appointment uploads document and signs
digitally. This was a huge step change.

Other Technology Initiatives

Some of the technology initiatives adopted during FY2021 that is usage of web and
mobile based platforms for distributors such as I-Partner/NYSA and email bot MyRA for
policy issuance and endorsements continued to remain an area of focus. For us agility is
key and we are continually striving to stay ahead of the curve by leveraging technology.

ICICI Lombard General Insurance Company Limited



Inspiring Together

Yoga, it is a way of life. A practice that enables you to go within, understand what lies

at the heart of your inner being. If practiced mindfully it enables you to achieve the perfect balance and
unleash the power within to succeed in a sometimes volatile and challenging external environment.

At ICICI Lombard our people are at the heart of our well-being as an organisation. The passion they bring
to work, the expertise they bring to their roles and the integrity as they go about the business of general
insurance inspires us each day to keep doing better as an organisation and add value to the lives of our
stakeholders. They are the driving force of our success and the organisation is committed to enable them
unleash their potential.
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HUMAN CAPITAL: AN IMPORTANT PILLAR
TO ACHIEVE ORGANISATIONAL GOALS

At ICICI Lombard, we believe that our employees are the driving force behind our
success which they enable through their collective knowledge, skills, experience and
abilities.

The year marked the return to normalcy after the impact of the Coronavirus pandemic
and adoption of hybrid and new ways of working. Another key milestone was the
integration of general insurance business of Bharti AXA General Insurance Co. Ltd. with
the Company and the integration of the incoming employees.

Our human capital strategy has been constantly evolving to adapt and align to changes
in external environment, internal needs and requirements and this in turn has shaped
the associated systems, processes and practices enabling our employees to deliver
superior performance and growth for the present and beyond.

Our Human Capital Strategy
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Organisation Design and Workforce Planning

Based on the evolving external environment, organisational strategy, technological
changes, organisational life cycle and culture, the organisation design and structure are
refreshed on an ongoing basis. This ensures that we are able to build capabilities for
growth and competitiveness and drive effectiveness to attain our strategic goals in an
efficient manner.

Based on the organisational strategic objectives, the current and future workforce
requirements are reviewed every year. This includes understanding how workload and
employee requirements would get impacted with the new plans and how productivity
improvement opportunities can be best leveraged to address them. Assessment of
the existing workforce in terms of talent mix, availability and skills and competencies
is done to understand how the existing workforce can align or support the annual as
well as the long term requirements and what are the existing gaps. Talent management
interventions and plans are agreed and rolled out to address the key gaps which have the
greatest impact on organisational performance and help meet the strategic objectives.
In addition, periodic productivity studies help us keep a check on the efficiency of the
workforce.

Performance Management

Our performance management systems and allied processes have been designed to
reinforce a high-performance culture. Philosophically, we practice meritocracy where
rewards are aligned with performance. Based on the cascade of organisation goals and
priorities to rest of the organisation, Individual Key Performance Indicators (KPI) and
targets are assigned to employees. These KPIs and the achievements against the targets
are reviewed every quarter to factor in any changes in business priorities during the
year and for course corrections to further improve performance. This process helps
drive superior performance of employees year-on-year by continuously raising the bar.
Regular recognition of top performers at the national and regional levels helps drive
and reinforce the performance culture. “Sarvottam”, an initiative for individual capability
building, equips them to meet the year end deliverables as well as medium and long
term learning and career goals through an Individual Capability Plan (ICP). Performance
improvement plans are crafted and rolled out to the employees to enable them to bounce
back and get their performance back on track. Performance-related interventions have
also been customised for few businesses based on their unique needs and aligned to
industry practices. Regular tracking of the performance input parameters in the form of
Critical Success Factors has been also deployed. This helps the manager to get visibility
on the progress made by the employee in their efforts to achieve the KPIs and also help
employee get regular feedback of such progress. The entire performance management
process is hosted on & deployed via the HRMS system helping drive a robust tracking
and feedback mechanism especially in the hybrid working environment.

Talent Management and Succession Planning

Our integrated talent management strategy to identify our talent requirements, hire the
right talent, provide need-based development and career growth opportunities and
reward for high performance, has been a key enabler for business performance and
long-term growth. The current talent management framework, systems and processes
have been operational for several years now and has helped build a robust talent
pipeline which continues to be our enduring strength.

A comprehensive review of the existing Talent Management processes and the inter-
linked HR systems and processes was carried out during the year to understand if it
continues to reflect the overall talent and leadership philosophy, its alignment with the
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business needs, and the state of readiness for the future. The review included diagnostic
interviews, analysis of the current as-is processes and external benchmarking. Basis
the analysis and findings, changes in the Talent Management processes were planned
in a phased manner. The key highlights of the changes implemented in the first phase
were refreshing the model of potential and assessing potential using a fair, scientifi