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Disclaimer and cautionary statement

Certain statements in this document are forward-looking statements, including, but not limited to, statements 
that are predictions of or indicate future events, trends, plans or objectives. Forward-looking statements include 
statements regarding our strategic direction, targeted profit improvement, return on equity targets, expense 
reductions, pricing conditions, dividend policy and underwriting claims improvements. Undue reliance should not 
be placed on such statements because, by their nature, they are subject to known and unknown risks and 
uncertainties and can be affected by other factors that could cause actual results and Zurich Financial Services’
plans and objectives to differ materially from those expressed or implied in the forward looking statements (or 
from past results). Factors such as (i) general economic conditions and competitive factors, particularly in our core 
markets; (ii) performance of financial markets; (iii) levels of interest rates and currency exchange rates; (iv) 
frequency, severity and development of insured claims events; (v) mortality and morbidity experience; (vi) policy 
renewal and lapse rates; (vii) changes in laws and regulations and in the policies of regulators may have a direct 
bearing on Zurich Financial Services’ results of operations and on whether Zurich Financial Services will achieve its 
targets. Zurich Financial Services undertakes no obligation to publicly update or revise any of these forward-
looking statements, whether to reflect new information, future events or circumstances or otherwise.

This communication is directed only at persons who (i) have professional experience in matters relating to 
investments or (ii) are persons falling within Article 49(2)(a) to (d) (high net worth companies, unincorporated 
associations, etc) of The Financial Services and Markets Act 2000 (Financial Promotion) Order 2001 (as amended) 
or to whom it may otherwise lawfully be communicated (all such persons together being referred to as relevant 
persons). This communication must not be acted on or relied on by persons who are not relevant persons. Any 
investment or investment activity to which this communication relates is available only to relevant persons and 
will be engaged in only with relevant persons.

It should be noted that past performance is not a guide to future performance. Persons requiring advice should 
consult an independent adviser.
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Agenda

• Introduction James J. Schiro

• Annual Results 2004 Patrick O’Sullivan

• The Way Forward James J. Schiro

• Q&A
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Financial highlights

in USD millions 2004 2003 Change

Gross written premiums and policy fees 49,304

General Insurance GWP and policy fees 37,638 36,250 4%

Life Insurance GWP and policy fees 10,979 11,625 -6%

Net investment result for Group investments 8,395 7,815 7%

Business operating profit 3,143 2,316 36%

Net income 2,587 2,009 29%

Return on equity 13.3% 12.1% 1.2pts

Business operating profit return on equity 11.5% 9.8% 1.7pts

General Insurance combined ratio 101.6% 97.9% -3.7pts

Life new business profit margin (as % of APE) 11.4% 9.0% 2.4pts

4.00

48,805 1%

Payment per share1 2.50 60%

1 In CHF; payment in form of a nominal value reduction 



Annual Results 2004

Patrick O’Sullivan

Group Finance Director

February 17, 2005
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Business operating profit by segment  

in USD millions 2004 2003 Change

General Insurance 1,380

Life Insurance 1,063 856 24%

Farmers Management Services 1,077 970 11%

Other Businesses 137 -958 nm

Corporate Center -514 -698 26%

3,143 

2,146 -36%

Total  2,316 36% 
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General Insurance key performance indicators

Business Operating Profit
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Combined ratio (%)

1in USD millions 2004 2003 Change

NA Corporate -1,165

NA Consumer 224 115 95%

Continental Europe 1,004 603 67%

UKISA 1,112 441 152%

Rest of World 180 150 20%

Centrally Managed Businesses 25 173 -86%

1,380

664 nm

Total 2,146 -36%

1 Including Centrally Managed Businesses
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Improved reserving process

• New formal review structure

• Rolling reviews of all reserves

• Third party actuaries support where appropriate

• Strengthened actuarial reporting lines

• Consistent methodologies supported by reporting process
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General Insurance combined ratio by business 
division – excluding reserve adjustments

2004 2003 Change

NA Corporate 93.0%1

NA Consumer 97.8% 98.7% 0.9pts

Continental Europe 95.3% 99.1% 3.8pts

UKISA 91.5% 96.7% 5.2pts

Rest of World 98.9% 94.9% -4.0pts

Total combined ratio as reported 101.6% 97.9% -3.7pts

94.7%2

87.7% -5.3pts

Total excluding reserve strengthening 93.9% -0.8pts

1 Includes USD 617 million hurricane and tsunami losses (5.8 pts. impact on combined ratio)
2 Includes USD 762 million hurricane and tsunami losses (2.5 pts. impact on combined ratio)
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Life Insurance key performance indicators

Business operating profit New business margin1 (%)

in USD millions 2004 2003 Change

NA Consumer 235

Continental Europe 355 294 21%

UKISA 402 271 48%

Rest of World 71 46 54%

1,063

245 -4%

Total 856 24%

Total

NA 
Cons.

Cont.
Europe

UKISA

Rest of
World

9.0

31.1

7.9

6.9

-0.5

11.4

61.0

12.7

5.8

3.1

2004
2003

-5 0 5 60//10

1 The after tax internal rate of return is approx. 11-12% (2003: 10-11%)
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Life Insurance performance highlights

• 15% growth in new business APE1 (adjusted for f/x and divestments) 

• Continental Europe

− Record sales growth in Germany

− Strong performance in Italy

• UKISA 

− IFA channel 20% APE growth 

− Openwork launched

− Agency numbers reduced to 2,200

− Market leading third party products

• NA Consumer (Farmers New World Life)

− Attractive new business margins

− Strong sales

1 Annual Premiums Equivalent 
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Farmers Management Services with record year

in USD millions 2004 2003 Change

Management fees & other related revenue 1,985

Management & other expenses 955 900 6%

Investment income 86 77 12%

Net income 686 604 14%

Business operating profit 1,077 970 11%

51.9% 

1,885 5%

Gross operating margin 52.3% -0.4pts 
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Shareholders’ equity 
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1 2

1 Excluding translation adjustments
2 Includes dividends on preferred securities, treasury stock & share-based payment transactions



The Way Forward

James J. Schiro

Chief Executive Officer

February 17, 2005
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Having delivered the turnaround, we 
are now  building the future

Create stable 
platform

• Establish a clear direction

• Align organizational model 
with strategic priorities

• Zurich Way:
Drive businesses by rigorous 
focus on operational 
excellence and by applying 
common methodologies 

• Delivered for customers 
and shareholders

• Business model operating 
to underwriting profit

• Improved core processes 

• Performance culture 

• improved capital 
management and 
balance sheet

• Focus on core

• Improve financial and 
operational discipline

• Strengthen capital 

• de-risk balance sheet

• Implement operational 
improvement program

• Start cultural change

Build the future

Lay the     
foundation

2002 – 2003 2003-042003 – 2004 2004 – 2005+
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The Zurich Way – one “best” way to achieve 
operational excellence in all core processes

Common
language &

methodologies

Consistent
improvement

approach

Common mindset
and core values & principles

Seven initial work streams

1. General Insurance claims

2. Large corporate and commercial 
underwriting

3. Personal lines underwriting

4. Life (with 4 sub workstreams)

5. Tied agent distribution

6. Talent management

7. Financial discipline

The Zurich Way framework

Te
ch

ni
ca

l

Be
ha

vi
or

al

• CEO/GEC sponsorship

• Full time central team to support workstreams
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Financial benefits of improvement initiatives of 
the entire Zurich Financial Services Group

100% =
USD 1 billion 

100% =
USD 500 million 

100% =
USD 540 million 
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19%
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We have a well diversified 
General Insurance book1

Global Corporate
8%                   3% 8%

North 
America

Inter-
national

Cont. 
Europe

United 
Kingdom

Corporate 
Lines

19%

Commercial 
Lines

Personal 
Lines

Total

30%

100%4
7%28%16%49%

Total

51%

1 Customers segments pro-forma reporting
2 Incl. Small Businesses
3 NA Consumer
4 Based on 2004 GWP, adjusted for Group eliminations and Centrally Managed Businesses

52% more complex44%

8% 6%
Europe

General Insurance

5%                   14%

4%
Int.

Businesses

3%

NA Comm.2
33%

US Personal3

8%

48% less complex



Q&A
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