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Our history
in a few key dates

1922

1923

Le Foyer,Compagnie
Luxembourgeoise
d’Assurances S.A.
incorporates.

1925

1940

Le Foyerdiversiesits
business in Germany,
France and Belgium,
which it gradually sold
off over the 20th century.

The company
goes into
receivership.

1975

The “Glorious Thirty”:
Le Foyer participates in
Luxembourg’s post-war
economic boom.

Inception of Foyer Finance, parent
company of Le Foyer and creation
of the Le Foyer Assurances and
Le Foyer Vie entities.

Creation of Foyer
International S.A.

Creation of
Foyer Asset
Management.

1945

1996

1990

1992

1997

Acquisition by Foyer Finance
of a major stake in Luxempart S.A.
(Formerly BIL-Participations).
• Creation of Le Foyer S.A., a company
that becomes the development hub
for the Group’s insurance and asset
management businesses.
• Creation of Le Foyer Patrimonium.

1998

Le Foyer S.A. launches an
IPO on the Luxembourg and
Brussels stock exchanges.

1999

2000

Creation of
Le Foyer Santé.
Foyer S.A. acquires
CapitalatWork which merges with
Foyer Patrimonium to become
CapitalatWork Foyer Group.

2009

2014

• Foyer launches a share buy-back
bid and withdraws its listing from
the Euronext Brussels and the
Luxembourg Stock Exchange.

New company name:
Le Foyer S.A. becomes Foyer S.A. Company names harmonised to become
Foyer Assurances/Vie/Santé.

2008

2005

2006

Le Foyer Patrimonium and
Foyer Asset Management
merge to become Foyer
Patrimonium S.A.

Transfer of the head
ofcefromLuxembourgKirchberg to Leudelange.

• Launch of the Global Health business.

2016

2017

Foyer S.A. acquires IWI International
Wealth Insurer S.A. which merges with
Foyer International to become WEALINS.

2019

Foyer S.A. acquires
GB Life Luxembourg S.A.
boosting its international
Life insurance business.

Activities of Foyer Group
Situation on 31 December 2019
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active in

12 European countries

302,261
customers

1,415

employees and
agents

20 billion

in assets under
contract

Key figures
Consolidated at 31 December 2019

Profit and loss account
€ million

94,2

102,8

Earned premiums net
of reinsurance

1,729.7
1,729.7 in 2019

Net income

+9.2%

Operating profit

127.9
130.6 in 2019

Tax

21.1
35.6 in 2019

2018

Total
balance sheet

Equity
capital*

16,583.7

1,177.4

€ million

€ million

12,501.5 in 2018

962.3 in 2018
* Excl. treasury shares

2019

200%

Coverage rate
of Solvency II
requirements

Revenue

Assets under contract

€ million, earned premiums

€ billion

Insurance*

1,729.7

12.32

Total revenue

8.71 in 2018

Insurance in Luxembourg

* Life insurance under the
freedom to provide services
regime and unit-linked
contracts on the local market

676.6
709.0 in 2018

Life insurance under the freedom
to provide services regime

1,016.8

Asset
management

7.95

1,063.3 in 2018

Insurance in Belgium

26.6

7.09 in 2018

23.5 in 2018

Health insurance
for expatriates

9.7
8.3 in 2018

You can find more
financial information by
scanning this QR code
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Message from
the Chairman
and the Managing Director
Dear Shareholders,
As we review the past year, the reality of the present,
the COVID-19 epidemic, has caught up with us, and is
hitting hard. Currently in lockdown, Foyer has activated
its business continuity plan to cope with the situation.
Prevention and health measures before the crisis, then
the roll-out of home working, were just two steps taken
by the Group to limit the spread of the virus and ensure
continuity of service to all our customers. We believe
the responsiveness shown by our employees in putting
emergency measures in place, and their goodwill, and
the Group’s generally financially sound position will allow us to overcome the crisis.
This COVID-19 crisis, combined with the oil price war,
has caused turmoil in stock and financial markets
since mid-March 2020. Through active management of
its portfolio of movable assets and its strong capitalisation, Foyer has the means to withstand this unprecedented public health, economic and financial crisis,
while maintaining solvency ratios comfortably above
all regulatory requirements.
However, let us review the highlights for Foyer Group
in 2019. These include two events and two trends that
stood out this financial year.
On 9 August 2019, in an unprecedented event, a tornado struck several towns in southern Luxembourg. This
event, widely broadcast with spectacular images, will
remain etched on our memories. From the first day,
Foyer’s agents and loss adjusters were out and about
locally to help people affected to take initial emergency
measures, while our in-house teams worked hard to
give priority to recording the numerous claims and answering questions from our customers and agents. The
speedy response from our employees to this disaster
illustrates the best of Foyer - closeness to customers,
a sense of community and quiet efficiency, as per our
slogan “Einfach fir Iech do” (“Simply there for you”).
It was also in August 2019 that Foyer signed an agreement to acquire GB Life Luxembourg S.A. in a deal approved by the Commissariat aux Assurances (the Luxembourg Insurance Commission) at the end of the year.
This acquisition means Foyer is again investing in the
© LCGDP
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high-potential sector of life insurance sold under the freedom
to provide services regime from Luxembourg. By supplementing the range already on offer from its WEALINS subsidiary, the
Group is consequently reinforcing its position in the top five providers in this market.
In terms of trends, the Group is ever watchful of adapting its offerings and products to new consumer habits, regulatory changes and market innovations. Consequently in 2019, Foyer launched
no fewer than three new products on the market in Luxembourg:
“horizont pro” following the tax reforms on opening up the second pillar of pension provision (supplementary schemes) to the
self-employed and the liberal professions, “cyber pro” for the
self-employed and small businesses in a world where cyber-attacks are becoming increasingly frequent and costly, and lastly
“mozaïk”, a brand-new insurance concept for private individuals
built around home protection, entirely customisable to match
the customer’s lifestyle.
We have also continued our efforts towards simplifying and automating our processes, with some noteworthy and innovative
progress made, such as the development, in partnership with
the Luxembourg start-up Finologee, of an electronic signature
solution that fully meets regulatory certification requirements.
The tornado mentioned above, plus a few other significant claim
events, adversely affected net operating income in 2019, mainly
in non-life insurance. Despite this, Foyer was able to end the financial year with strong earnings.
Accordingly, with the exception of our life insurance business
under the freedom to provide services and a few non-recurring
transactions in captive fronting, our commercial dynamic is positive in all our business lines.
On the local market, leaving aside the captive fronting business,
earned premiums (life and non-life insurance) rose by 3.0%. We
recorded growth of 7.4% in earned premiums from its non-life
insurance customers, in property and casualty insurance as
well as in health insurance. Revenue from companies as well
as liberal professions and self-employed customers also grew
in these branches. However, revenue from life insurance fell by
4.3% compared with 2018. This decline is attributed to the takeover of a major pension plan in 2018, while 2019 saw no event of
equivalent impact.
In Belgium, our non-life insurance activities grew by 13.3% in a
highly competitive environment.
Our expatriate health insurance business, marketed by Foyer
Global Health, has also experienced dynamic business growth.
These activities rose by 17.6% compared with 2018.
Premium collected in life insurance sold under the freedom to
provide services regime generated revenue of 2 1,016.78 million,
an increase of 4.4% versus 2018. However, it should be noted that
these businesses regained some sales momentum in the second half of the year, with WEALINS reaching a record figure of

ten billion euros in assets under administration at the end of the
year, plus 2 2.12 billion for GB Life Luxembourg.
Consequently, total revenue recognised in accordance
with Luxembourgish accounting principles dropped from
2 1,804.06 million gross earned premiums collected in 2018 to
2 1,729.72 million in 2019, or a 4.1% decline.
With regard to asset management, CapitalatWork Foyer Group’s
assets under management rose to 2 7,949.56 million, or a 12.1%
increase from 31 December 2018. This positive development can
be attributed to the uptrend on stock markets.
Lastly, consolidated profit of Foyer S.A. was 2106.06 million for
2019, compared with 2 94.82 million for 2018, a rise of 11.9%.
Generally good market performance and controlled overheads
mitigated a high level of claims to end the year with decent net
figures.
Despite the good figures for the year and the Group’s general
financial strength, our Board of Directors has preferred to exercise caution in view of the COVID-19 crisis and the lack of visibility over future economic developments. It has therefore proposed the payment of a 2 1.91 dividend per share, down 44.2%
compared to the previous financial year.
The Group’s capital (excluding own shares) amounted to

21,177.4 million at year-end 2019, compared to 2962.34 million
at year-end 2018. Foyer Group’s overall coverage ratio for its
Solvency II requirements continues to exceed 200%, both at
year-end and in mid-March.
In terms of Board membership, Jacquot Schwertzer decided to
give up his seat as a director representing Luxempart in favour
of Olaf Kordes. We would like to take this opportunity to thank
Jacquot Schwertzer most warmly for his valuable advice and
contributions to Board discussions over the last 13 years, and
to the Audit, Compliance and Risk Management Committee up
to 2017.
Lastly, would like to thank Foyer S.A. shareholders for the trust
they have shown in us. Our thanks also go to all Foyer Group employees and agents for their commitment and their dedication,
particularly during these difficult times. Finally, we would like to
thank all our customers for the trust and loyalty they have shown
in the Group.

Marc LAUER – François TESCH
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The Board
of Directors

On 31 December 2019,
the Board of Directors
was constituted as follows:
From left to right

Alain Huberty Non-executive Director
Peter Vermeulen Secretary of the Board
ofDirectors-ChiefLegalandComplianceOfcer Andrée Billon Non-executive and independent Director
Habib Guergachi Non-executive and independent Director
John Penning Non-executive Director
François Tesch Chairman of the Board of Directors - Non-executive Director
Jacquot Schwertzer Non-executive Director
Paul De Cooman Non-executive and independent Director
Paul Mousel Non-executive and independent Director
Marc Lauer Executive Director - Managing Director
Michel Tilmant Non-executive Director
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and its Committees
Composition at 31 December 2019

Audit,
Compliance
and Risk
Management
Committee

ANDRÉE BILLON

Chairman of the Committee
Non-executive and independent
Director

PAUL DE COOMAN

Non-executive and independent
Director

ALAIN HUBERTY

Non-executive Director

JOHN PENNING

Non-executive Director

KAYEMBE NTUMBA

Secretary of the Committee
Head of Internal Audit

Nomination and
Remuneration
Committee

ROMAIN BECKER

Chairman of the Committee
Non-executive and independent
Director

FRANÇOIS TESCH

Chairman of the Board of Directors
Non-executive Director

MICHEL TILMANT

Non-executive Director

NATHALIE WORRÉ

Non-executive Director

BENOÎT DOURTE

Not pictured in the photo
Romain Becker Non-executive and independent Director

© LCGDP

Secretary of the Committee
Human Resources and Cross-company
Services Manager
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The Executive
Committee
Composition at 31 December 2019

PHILIPPE
BONTE
Chief Financial
Ofcerand
Chief Actuary

PAUL
FOHL
Chief Risk
Of cer

REMY ELS
Information
Systems
Manager

RENAUD DURAND
Chief Investment
Of cer

FRANCK
MARCHAND
Chief Operating
Ofcerlocal
market
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GILBERT
WOLTER
Sales and
Marketing
Manager
local market

MAARTEN
ROOIJAKKERS
Managing
Director of
CapitalatWork
Foyer Group

MARC LAUER
Managing Director
of Foyer S.A.

PETER VERMEULEN
Chief Legal and
ComplianceOfcer

JEAN-LOUIS COURANGE
International Life
Insurance Manager

BENOÎT DOURTE
Human
Resources and
Cross-company
Services
Manager

© Serge Brison
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Foyer Group
at a glance
The strong local roots and a structure of family
ownership, synonymous with independence
andnancialstability,havecharacterisedFoyer
Group since it was founded in 1922.

Historically the leading
player on the local
insurance market

INSURANCE IN
LUXEMBOURG
Foyer has always served a local customer
base of families and businesses, offering
bespoke and high-return insurance solutions
to help them plan with peace of mind for
their own future, or that of their loved ones
or their business.

1st class cover with
Europ Assistance Global
Corporate Solutions

INSURANCE IN
BELGIUM
Our product range covers
our customers’ specific needs
in terms of motor and home
insurance, health cover,
and life insurance solutions
for savings and personal
protection.

Our brands

mobilé
mozaïk
medicis
flexivie

In the Belgian market, Foyer
Group offers a range of non-life
insurance products to retail
clients in the country’s Frenchand German-speaking regions.

B-to-B approach in
partnership with a network
of selected brokers
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INTERNATIONAL LIFE
INSURANCE
WEALINS is a key player in
the Wealth Insurance sector,
specialising in developing
tailor-made life insurance and
capitalisation solutions.
GB Life Luxembourg,
which joined Foyer Group
at the end of 2019, is a life
insurance company
Active in 10 European
dovetailing neatly with
markets that benefit from
WEALINS, providing
solutions that comply
digital solutions for its
with their legal and fiscal
partners and their
frameworks
customers.

Present for
almost

30

years in 3 countries

(Belgium, Luxembourg,
Netherlands)

HEALTH INSURANCE
FOR EXPATRIATES
Through a network of European
brokers, Foyer Global Health offers
international health insurance
solutions for expatriated individual
and professional customers.

Fully digital services

ASSET MANAGEMENT
With offices in three European
countries, CapitalatWork Foyer
Group offers high-performance
long-term wealth management
solutions, mainly to high net
worth individuals.
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Insurance
in Luxembourg
Historically the leading player on the local
insurance market, Foyer has always served a local
customer base of families and businesses, offering
bespoke and high-return insurance solutions to help
them plan with peace of mind for their own future,
or that of their loved ones or their business.

FOYER IN 2019
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The Foyer product range covers customers’
specicneedsintermsofmotorandhome
insurance, health cover, and life insurance
solutions for savings and personal protection.
A tailored and scalable
product range
With a view to always improving its
knowledge of and service to customers, Foyer pays particular attention to
product development and ensures they
are regularly adapted in line with regulatory changes, market trends, and its
customers’ needs.

121

professional
agencies
throughout the
country

To meet these needs, product design
and service optimisation are based
on agile methods, including customer involvement from the very start of
discussions. To this end, a specialised
10-person team with technical, actuarial and project management skills
leads several multidisciplinary communities set up to propose innovative
products and services. These communities bring together the various
stakeholders within the Group, both
internally and through the network of
agents, to best meet customer expectations and concerns, while staying in
line with the Group’s profitability requirements.
Foyer launched no fewer than three
new products in 2019, designed for
several customer segments and three
different types of requirement:

• Following the tax reforms that came
into effect on 1 January 2019 on opening the second pillar of pension provision (supplementary schemes) to the
self-employed and the liberal professions, Foyer launched horizont pro, a
life insurance product enabling such
professionals to build a supplementary pension pot.
•N
 ext, as digital technology reaches
into every corner of our daily lives
and cyber-attacks are becoming increasingly frequent and costly, Foyer
has produced Luxembourg’s first insurance policy to address the concerns of the self-employed and small
businesses regarding cyber-security,
namely cyber pro. From prevention
to damage repair, Foyer assists businesses when cyber-security protection is no longer sufficient.
• Lastly, Foyer launched mozaïk, a
brand-new insurance concept for
private customers. The philosophy
and commercial positioning of this
new product make it different from
more traditional policies by focusing
on customer needs, including home
protection. In fact, in a world where
consumer habits are changing very
quickly and everything can be personalised, mozaïk permits customers to adapt their cover to match their
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profile. In addition, as a customisable
product with bespoke cover, mozaïk
fits in with the customer’s lifestyle to
offer attractive, adjustable and versatile insurance cover.

Foyer launched
three new products
in 2019

Innovation serving both
agents and customers
In order to optimise its processes and
meet its customers’ expectations,
Foyer has for many years relied on a
multi-channel intermediated strategy.
The strategy is based on a large network of professional agents located
throughout Luxembourg and a dedicated customer service department
at the company’s head office as well
as a set of digital tools, such as a website, a private customer area and the
MyFoyer app. Consequently, Foyer can
respond to their customers’ needs and
answer their questions anywhere, anytime through multiple means of communication.
For Foyer, personal contact in customer relations built on trust and close ties
remains the key element that should
continue to add value to its insurance
services in an increasingly digitalised
world. In this regard, Foyer can count on
the expertise of its network of agents,
which has more than 120 offices located
throughout the country.
To help its intermediaries in their advisory role, Foyer is the first firm on
the market to have developed a tablet-based mobile app, which is called
Sammy. This sales portal is intended
to promote agent mobility and improve
interaction with customers during the
advice process. With Sammy, an agent

can advise a customer, make an offer,
draw up a policy and close the deal with
a certified electronic signature, all on
his or her tablet during a single customer visit, in a process that combines
simplicity and security for customers.
This electronic signature solution,
fully meeting regulatory certification
requirements, was developed in partnership with the Luxembourg start-up
Finologee, as part of the Group’s innovation strategy.
To ensure a high level of skills and
professionalism in its agent network,
Foyer has created a “Skills Development Centre”, offering a coherent and
continuous learning structure to both
its employees and its intermediaries.
For the latter, it makes use of two entities, Foyer Academy, dedicated to the
induction of new agents, and Change
Management, which assists agents in
implementing Foyer’s strategy. The
proposed training courses are always
in line with regulations, for example
most recently this concerned the European Insurance Distribution Directive (IDD) on distribution rules.
While the agent network is key to Foyer’s distribution strategy, the Group
also maintains partnerships and distribution agreements with brokers
and several local banks. This makes
it possible to benefit from synergies
between banking and insurance products.

Operational excellence at the
core of the customer journey
Alongside its distribution network,
Foyer can count on the involvement of
its 800 employees, 200 of whom take
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Interview

CAROLINE HERALY

Property and Casualty
Product Manager

SOPHIE HAAS

The launch
of mozaïk

Communications and
Public Relations Manager

Home insurance is a
classic insurance product.
How can it be reinvented?
Caroline : We have always known how to listen to
our customers at Foyer. And their habits and behaviour have certainly changed over the last century!
To reinvent home insurance, we first and foremost
listened to customers’ expectations and needs,
using a cross-functional and company-wide approach to optimise the customer experience and
offer an insurance solution that can be adapted
to individual lifestyles, moving beyond traditional
home insurance:
“My life, my lifestyle, my insurance”.

Why did you adopt a new brand name
for this product?
Sophie : It was a big challenge… Foyer’s “reebou”
home insurance brand was launched in 1990. Although it was “top of mind” on the market in Luxembourg, we saw two obstacles to further development. Firstly, its Luxembourgish name was no
longer suitable for the current market, as many residents didn’t understand what it means. Next, reebou’s positioning was heavily focused on the home,
whereas we wanted to distance ourselves from just
homes and also cover other day-to-day insurance
needs.

How did you unveil the brand
to the general public?
Sophie : Before unveiling mozaïk, we started a
teaser campaign using an entertaining website
asking visitors to test their “lifestyle”. This term reinforced our view it was important to have a versatile approach based on customer profiles. We then
unveiled the new brand and its “lifestyle” setting
through a large-scale, multi-channel communication campaign with a strong presence on audio-visual and digital channels.

How did customers respond to mozaïk
and how would you assess the position
a few months later?
Caroline : A few months after launch, our product
has been a great success with our customers and
agents, who appreciate its strong points, including
its customisable and versatile insurance protection,
the clarity of the new terms and conditions, and the
scope of its cover.
We are confident mozaïk has a promising future
and we will ensure we continue to be attentive to
our customers to develop the product further.
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charge of all the operational and administrative activities related to policies taken
out by individual and corporate customers
as well as claims settlements.
The underwriting teams do their utmost
to offer customers and agents a smooth
and efficient service in issuing and managing their insurance policies. A “Key
Accounts” team is dedicated to underwriting and managing the highly specific
risks of large companies. If a claim is submitted, customer service and pay-outs
are crucial aspects for the relationship
between Foyer and its policyholders. Simplicity, efficiency and support are the key
words for our quality service.
Depending on the circumstances of the
claim and the emotional burden associated with it, customers can count on the
attentive assistance of their agent and
our in-house management teams, or in
one click, report a claim on their MyFoyer
mobile application. As part of its “customer-centric” approach, Foyer regularly
solicits its customers’ opinions. Consequently, after each claim, a brief satisfaction survey is emailed, with the objective
of transforming customer feedback into
an improvement opportunity.
Always searching for efficiency and improving the service quality offered to
customers, Foyer is moving every day
towards a world where innovation, digital
services and personal support create a
harmonious mix, and always has its sights
set on excellence.

Interview

ANNE-FRANÇOISE
GUILLAUME

Insurance Procurement
&Specic
Claim Manager

Foyer there for its customers
during the tornado

Can you describe your role at Foyer?
I head two entities, namely Insurance Procurement and Specific Claims. Insurance Procurement comprises several departments that
provide crucial support for efficient, high-quality processing of all claims handled by Foyer. It
ranges from digital dispatching of documents to
combating fraud, via vehicle loss adjusters and
home claims and third-party liability inspectors. We also coordinate a network of top-quality
partner service providers (loss adjusters, repair
shops, vehicle rental firms, etc.) for our customers. Specific Claims managers, meanwhile,
adopt a tailored approach to complicated or
large-scale claims incidents.

How many claims do your staff handle
on average per month and what type
of claims are they?
We take care of all support processing to handle motor, home, third-party liability, etc. claims.
For example, every month we sort through and
forward between 16,000 and 22,000 letters and
emails to claims advisors. We undertake, internally or with our partners, 570 loss adjustment
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inspections for home insurance claims and 2,300
for motor insurance. We manage the provision of
3,800 replacement vehicles for motor claims. And
the anti-fraud department examines around 120
suspect claims.

+ 135,000
insured households
in Luxembourg

The summer of 2019 saw an
unprecedented tornado hit southern
Luxembourg. How do you organise
yourselves in such situations?
Responsiveness, structure and professionalism
are the key words. It is important to respond
swiftly to customers affected by claim events,
who are often a little bewildered, to reassure
and guide them. The first step is to send our
agents and inspectors to the locality affected,
and some were there on that same Friday
evening. Then internally, we set up a team of
managers specifically dedicated to tornado
claims and opened a special phone line. Lastly,
it is important to define precise guidelines, and
communicate them to all those involved. Once
the system was in place, we organised daily
monitoring based on a detailed dashboard to
ensure that we kept the situation under control.
This lasted for a few weeks after the tornado.
We also searched out and contacted customers
living in the area who had not yet submitted a
claim to us.

What feedback have you had from
customers affected about the
management and monitoring
of their claim?
Excellent. They appreciated Foyer’s quick and
on-going response, the help provided in finding
repair services, and in some cases to re-house
people. They were also very satisfied with claim
management, the advances paid out and the general handling of claims. Thanks to the motivation
and commitment of our agents, inspectors and
claims advisors, we demonstrated our ability to
fulfil our primary role as an insurer and proved
that our motto “Einfach fir Iech do” (Simply here
for you) is not just empty words.

Customers’
areas of need:
• Mobility
• Home protection and
worry-free living
• Health protection
• Investment
• Retirement planning
• S avings and protecting
loved ones

93%

satisfaction rate
expressed in surveys

1/3

of our customers
opt for electronic
signature
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Insurance
in Belgium
For approximately the past twenty years,
Foyer has been active in the French- and
German-speaking regions of Belgium. In
this market, the Group works with a limited
number of brokers, selected for their expertise
and professionalism.

FOYER IN 2019
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Foyer Assurances’ mission is to offer a targeted
customer-base of families, young professionals,
the self-employed and entrepreneurs reliable,
simple and quick solutions to support them in
their mobility in the broadest sense and protect
their real estate assets in a personalised fashion.
A selective and scalable
product range
In Belgium, the Foyer product range is
based on two key areas: mobility and
housing.

‘‘

Foyer’s vision in Belgium

To be recognised as the
challenger of major
companies with a network
of professional brokers
by offering individual
and independent
customers innovative
and competitive solutions
with a high degree
of accessibility and
unmatched service quality.

In motor insurance, different mileage
plans aligned with the customer’s
driving habits are the major selling
point of the offer, giving the customer
the best value for money.
The motor range was supplemented
in 2019 with insurance specifically designed for the self-employed and very
small businesses. This product comes
in two forms, firstly van insurance,
which was a success from day one, and
secondly the “confort pro” plan which
offers a range of cover to insure goods
and equipment transported by these
businesses.
In home insurance, Foyer’s “enjoy
home insurance” product is available
in two plans and offers four optional
packages:
• Smart plan: a very complete insurance package suited to most properties.
• XL plan: a top-of-the-range insurance

policy dedicated to luxury properties.
• Garden package: extended cover for
gardens and garden equipment.
• Pool package: extended cover for
pools and pool facilities.
•M
 ortgage loan package: an innovation
that covers mortgage repayments in
the event of job loss.
•P
 rivacy civil liability package: a product for modern life (cover for drones
and new modes of travel).
This product was enhanced in 2019
through the creation of the “pack pro”,
designed specifically for professionals
who work from a home office looking
for cover for their work-related equipment and the property of their clients
or patients.

Innovative services for
brokers and clients
Always attentive to the needs of its
network of intermediaries and customers, Foyer researches and develops innovative and efficient tools. By
facilitating the day-to-day management of policy and claims, it stands out
in an extremely competitive market.
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Over recent years, Foyer has rolled out no
fewer than three innovative solutions:
• neo, a simple and intuitive online insurance policy management interface,
unanimously praised by Foyer’s broker partners and which contributes to
simplifying the underwriting process.
• VIP assistance, included in the XL package
of the “enjoy home insurance” product,
which helps the customer in emergency
situations.
•T
 he 1DayXpert mobile application, which
enables remote loss assessment via
smartphone for small claims occurring
in the home. This service guarantees
simplicity and efficiency, with pay-outs
within 24 hours.

Interview

CHRISTOPHER GUILLAUME
Business Analyst

SOPHIE CIVILIO

Head of Offer and
Value management

Extended range with Avise Foyer
Group
In 2018, Foyer Assurances acquired the
underwriting agency Avise to expand its
offer in Belgium. The products marketed
by Avise Foyer Group, targeting a high-end
customer-base, will not only help Foyer
increase its market share with brokers, but
also to strengthen and build loyalty among
its network of existing partners.
These solutions are the perfect complement to the Foyer range. Firstly, in motor
insurance, Avise Foyer Group offers
bespoke insurance for luxury and classic
secondary vehicles. Secondly, in home insurance, Avise Foyer Group has developed
specific insurance policies for luxury villas
and apartments, works of art and valuables,
second homes in Europe and apartment
buildings.
Other innovations are also being added to
the product range for the self-employed and
very small businesses. Cyber insurance is
one example of this.

A project portfolio
intended to help brokers

In Belgium, Foyer aims to provide a
localised service with its network of
partner brokers. What does this mean
in terms of projects?
Sophie : Foyer is a challenger on the Belgian
market, which means we must go about things
differently and offer innovative solutions. We
consequently distribute our products via a limited number of professional brokers, and we prepare projects, new products and new systems
jointly with our brokers. This ensures we find
solutions that truly match their requirements.

Can you give us an example of
a project you are working on?
Christopher : Three years ago, we decided to
make a new management system, “neo”, available
to brokers, designed to smoothen their interac-
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3.9%

Market share in
Wallonia (retail auto)

tions with Foyer. We began with motor insurance
and we have at this point added pricing and taking out the “enjoy” home insurance product to it.
The main challenge in this project is to simplify the
process of taking out the policy, making it more
user-friendly for brokers while delivering that
maximum possible automation in-house.

+13.5%
Revenue

What feedback have you
had from brokers about the systems
we are building for them?
Sophie : Through this joint-creation process, brokers were listened to from the design phase. So,
we test models and prototypes throughout development and take their comments into consideration. The feedback after integrating the “enjoy”
product was more than enthusiastic. Our systems
are among the most appreciated on the Belgian
market, and that is not just my opinion!

85%

for SLAs (claims

processing times)

in respect of
underwriting
and claims

Are you planning to develop new
features or services in 2020?
Christopher : The two flagship products for the
Belgian market are already integrated within
“neo” so we are entering a continuous improvement phase, which is in line with what our brokers
want. We are going to ensure our systems are
better integrated within the Portima processes
(Belgian insurance industry system for data interchange between companies and brokers) which
are constantly changing.
In addition, thanks to the cross-departmental
developments carried out by IT on several markets,
“neo” will gain some new functionalities, such as
invoice and payment monitoring.

Foyer’s advantages
• Proximity

with its network of partner brokers

• The development of its offer
in collaboration with brokers

• A team on a human scale,
local and available

• Responsiveness and agility
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Health insurance
for expatriates
Foyer Global Health offers its individual
and professional expatriate customers a
complete range of health insurance cover,
which provides them with the best care and
gives them access to a high quality medical
assistance network around the world.
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Digital technology is generally tending to increase
customer expectations, but the effect is even more
marked with expatriates because their relationship
in terms of time, effectiveness and distance is in no
way comparable with that of customers on the local
market.
One of the effects of globalisation is that
it alters how people view their lives. It
has made our world more connected
than ever, and an ever-increasing number of people are deciding to live and
work abroad. Whether we label them
expatriates, digital nomads, globally
mobile people or affluent residents,
they all share a common aim: to have
new experiences in a different country.

To increase its
brand visibility,
awareness and
preference, Foyer
Global Health has
considerably increased
the amount of
partnerships
it has with other
businesses operating
domestically or
internationally.

In 2019, Foyer Global Health has continued to monitor this trend by offering products and services to meet the
requirements of customers who live,
work and travel all over the world. With
the objective of optimising the customer’s digital journey, Foyer Global Health
has worked hard on enabling its future
customers, who will be digital natives,
to take out policies on line in just a few
clicks. Foyer Global Health has gained
substantial expertise in this area over
the last year and will now use it to
serve other distribution channels. Consequently, brokers receive all the support they need to expand their digital
presence and online effectiveness.
Besides direct business and brokerage,
Foyer Global Health has considerably
expanded its activities in connection

with partners, including in Switzerland
through its cooperation with Helsana,
one of Switzerland’s largest health
insurers. Foyer Global Health has
capitalised on its lengthy expertise in
cross-border health insurance provision to offer a bespoke health insurance plan for French and German residents working in Switzerland. The rapid
growth shows how useful the product
is for both customers and brokers.
Foyer Global Health will continue to
expand its digital skill set along the entire value chain and will continue with
its objective of exploring the possibilities offered by its involvement in other
relevant partnerships. An example of
this type of partnership is the one Foyer Global Health started with one of
Germany’s leading insurers, due to be
launched in 2020.
Close attention has also been paid to
strengthening teams, in terms of both
skills and numbers, to be fully prepared
to achieve 2020’s commercial objectives. Foyer Global Health is more than
ever ready to meet the requirements of
its customers, brokers, partners and
shareholders.
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in further improving our efficiency and in anticipating the future customer service trends.

How do clients get touch with FGH?

Interview

BART-JAN SCHUTHOF
Head of Policy team

Operational excellence
in a multi-cultural,
multi-channel environment

First, it is important to understand that we
have clients from two distinct distribution
channels: brokers and direct (Online). Clients have several options to choose from
when they want to reach us. They have
access to a client portal which enables them
to quickly, and safely submit their requests,
or check their contractual documents. They
can, of course, call or send emails directly
to the Policy team. But we are also preparing for the future as we are currently testing
WhatsApp with direct clients. This is proving
to be a success as our clientele is diverse and
instant messaging fully meets their needs for
interaction.

How is your team organized?
How would you describe your
function?
I am in charge of the Foyer Global Health Policy team. My role is to coach and supervise
the team but also to ensure that our iterative
improvement process is giving full satisfaction to our clients, partners and staff. Quality
control plays a big role at Foyer Global Health
and we are closely monitoring all new applications and medical underwriting. We have a
business that grows steadily and therefore it
is critical to run projects that have an impact

The Policy team consists of multilingual and
multicultural employees that have close to
100 years of cumulated experience in customer service and international health insurance. On day to day we are handling a variety
of administrative tasks, but we have a strong
focus on the turnaround times of new applications and modifications of existing contracts.
We are striving for the optimal customer
experience and telephone reachability. We
have an ongoing client satisfaction survey and
we take advantage of client feedback to further optimise our processes and tools. This is
what keeps us ahead of the curve.
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Serving
customers in

121

countries

What aspects of your work bring
you the greatest satisfaction?
It is an amazing feeling when clients and brokers start promoting our services to people
around them. This is made possible when
we have met their expectations all along the
journey (pre-sales, contracts, claims, etc.).
Nothing sounds sweeter to my ears than
hearing “Thank you very much for your help”
as it confirms that my job is really useful.
I am always eager to learn from our clients
and, believe me, empathy does magic. All in
all, being a helping hand is what gives me the
greatest satisfaction.

+53

new distribution
partnerships

+17%
growth
in premium
portfolio

+11.5%

average growth in
earned premium
between 2018 and 2022
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Life insurance
under the freedom
to provide services
regime
WEALINS has been supporting a wealthy
international customer base and its trusted
partners, asset management and assetstructuring professionals for more than
28 years. The company undertakes to develop
and propose the solution that best meets the
requirements of the end customer,
for each asset situation.
GB Life Luxembourg S.A. is a life insurance
company providing digital solutions
for its partners and their customers.
Thecompanysimpliesthetakingoutand
management of life insurance through
its innovative solutions.
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WEALINS hit €   10 million of assets under
management in 2019.

WEALINS, is a
major firm in life
insurance operating
under the freedom to
provide services, from
Luxembourg.

WEALINS, specialising in the development of wealth insurance solutions,
confirmed its position as a key player in the wealth life insurance sector
in 2019, closing the year with more
than 2 10 billion of unit-linked assets
under administration and more than
2 1 billion in new business. WEALINS
has been putting its expertise to use
supporting a wealthy international customer base and its trusted partners,
asset management and asset-structuring professionals for more than 28
years, prioritising a BtoBtoC approach
in ten marketplaces (Belgium, Finland,
France, Italy, Luxembourg, Norway,
Portugal, Spain, Sweden and the UK).
This being so, WEALINS attaches particular importance to supporting each
partner in an exclusive way and developing a trusting relationship which is
essential for proper understanding of
the end customer’s needs.

To achieve this, WEALINS makes use
of skill synergy enabling it to develop
bespoke solutions appropriate to the
family and business circumstances of
each customer. Expertise and support
are vital to meet the requirements of
high net worth individuals. WEALINS’
multi-disciplinary teams are committed to developing long-term, appropriate and innovative solutions with international portability for its customers.
To maintain top-of-the-range quality
of service and better understand its
partners’ requirements, WEALINS
conducted a satisfaction survey in 2019.
The findings revealed that partners
particularly appreciate the speed of
response, professionalism and availability of WEALINS’ employees.
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GB Life offers
digital solutions in life
insurance

Interview

CATHERINE FAUVEL

Head of Client & Partner
Services - CPS

Operational excellence
within WEALINS

GB Life Luxembourg S.A. (GB Life) is a
cross-border life insurance company that
offers digital solutions with a paperless
policy subscription process.
By acquiring GB Life, Foyer Group is investing in a company with significant
growth potential, while reinforcing its
position on the market for life insurance
provision operating under the freedom
to provide services from Luxembourg.
Through WEALINS and GB Life, Foyer
Group exceeds 2 12.5 billion of assets under administration.

What is your role within WEALINS
and what do the teams do?
I manage two country-teams within the Client
and Partner Services Department, namely:
France / Spain / Portugal and Germany / Scandinavia, plus the Partner Solutions cross-functional
team. We take charge of operational management of policies from the point agreements are
put in place with partners and new business,
until death or full cash-in. This leads us to numerous cross-functional contacts in-house as
well as externally with broker partners, wealth
managers and custodian bankers.
This cross-functional dimension plays a key role
in the quality of service delivered to our high-end
client base.

31

In 2019, WEALINS gradually migrated
its IT platform. What were the
reasons behind this decision?
Mainly management’s wish to have a single,
high-performance IT platform matching our
development, operational excellence and digitalisation objectives. This new “all in one” model
enables us to support all business-related operations and to take into account all our requirements in terms of our development objectives
and ambitions for the next few years, of which
digital is one of the major areas.

In what way and how are you and
your teams involved in this project?
After the migration phase for each country,
operational teams work on the new platform
day-to-day. As “key users”, we are directly involved in the requirements definition, in testing
and in ratifying the functionalities, and we propose new ideas for enhancements as the system
is rolled out.

15,000

customers

12.5

€ billion in assets
under management

What operational challenges do you
anticipate for WEALINS in 2020?
One of the major operational challenges facing
us in 2020 will be completing the various development phases of the project for our new IT platform. In addition, GB Life joining the Group will
be an opportunity to consider possible synergies. Lastly, after the Quality approach set up at
the end of 2019, we are expecting significant and
practical results in terms of the quality of our
operations and data processing. To this end, we
are counting particularly on the ever-increasing
digitalisation of our cross-functional processes
and the gradual opening of our new Extranet to
our partners.

130

expert staff
from 11 different
nationalities

10

countries using
solutions that
comply with
their legal and
tax frameworks
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Asset
management
A 100% subsidiary of Foyer S.A. Since 2009,
CapitalatWork Foyer Group invests exclusively
in carefully analysed assets that meet strict
quality criteria, to build a trust-based
relationship with its customers.
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For almost 30 years, CapitalatWork Foyer Group
has invested and managed the assets entrusted to
it mainly by high net worth private clients.

For its clients, CapitalatWork invests
exclusively in assets that it has thoroughly analysed, based on a systematic
management method for each company
studied:

For the client, the proposal is simple: in collaboration with the client,
CapitalatWork analyses his or her risk
appetite, cash flow needs, investment
horizon and performance expectations. Thereafter, the client signs a
discretionary management mandate
with the company, through which the
client invests assets in line with their
investor profile.

•B
 usiness model analysis: What does
the company do? What are its competitive advantages? What is its outlook for development?

A dedicated team, with expertise in
Belgian, Luxembourg and Dutch taxation, also assists the client in his or her
estate and succession planning.

•F
 inancial and accounting analysis:
Balance sheet, cash flow, solvency,
etc.

In addition to this management philosophy, CapitalatWork relies on proximity to earn the trust of its clients.
Consequently, the company has offices in the three countries where it
operates, in Leudelange, Brussels,
Louvain-la-Neuve, Antwerp, Ghent,
Kortrijk and Breda.

Trust is the key ingredient of this longevity, trust in a proven management
method and in the professionalism of
the company’s staff.

Trust is the key
ingredient for
CapitalatWork’s
longevity

•E
 stimate of the company’s value
based on a theoretical price compared to the market price to determine whether the company is overvalued or undervalued; in the latter
case the company may become part
of the CapitalatWork investment universe.
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Trust is also built on communication,
transparency and simplicity. For 24/7
accessibility, clients can consult their
account online on the dedicated MyCapital
website. CapitalatWork also regularly
organises conferences for its clients to
present and explain its philosophy and
management choices.
Finally, CapitalatWork’s solutions are
based on simplicity: no hidden fees, no
complex or structured products. Investments are based on traditional financial instruments such as equities and
bonds, either directly or through one of
CapitalatWork’s in-house UCITSs.

Interview

JEROEN REYNTJENS
Estate
Planner

CapitalatWork’s
estate planning
expertise

What is your role?
Could you describe it briefly?
I am a Senior Estate Planner at CapitalatWork.
As a tax lawyer, my work consists of providing
peace of mind to our clients as regards organising
their assets ready to pass them on to the next generation. We help clients and their families ensure
their wishes and view of the future are reflected in
the legal and fiscal organisation of their property.
Moreover, I am also an in-house trainer in my
field, so our Client Relation Managers have comprehensive knowledge of estate planning.

Demand for estate planning services is
rising. How do you explain this?
We are seeing growing demand for professional
advice. The larger the client’s wealth, the more
complex it is, and the greater the need for a single trusted advisor who adjusts estate planning
to the client’s wishes. Our relationship with clients is based entirely on knowledge and trust.
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+ 4,000
In addition, as legislation changes regularly, it is
extremely important to regularly review clients’
estate planning to ensure the desired objectives
can still be met.

private clients
put their trust in
CapitalatWork to
manage their assets

How is advice received by clients in
this highly personal area, specific to
each individual?
In the context of personal estate planning, we
are often our client’s trusted advisor. This trust
is a key component. To be able to give appropriate advice, it is important to have an overview of
our clients’ personal and financial situation. This
bond of trust is created, among other things,
when our involvement, even on a small scale,
leads to a major improvement in our client’s situation.

The financial markets were
particularly favourable in 2019.
What are you and your colleagues
expecting for 2020?
It goes without saying that we work hard to
maintain our clients’ portfolios through good
times and bad times alike, as we have managed
to do in the past. CapitalatWork invests for the
long term, in high-quality investments, in businesses that generate substantial cash flow,
that have sound balance sheets, and that hold
lasting competitive advantages. Our aim is to
reassure clients, to offer them peace of mind,
not only financially, but also in terms of their
assets and tax situation. Our estate planning
services consequently provide great added value
to our clients, regardless of stock market performance.

Almost

8

€ billion
of capital under
management
mandates, including
€4.5 billion for
private clients

7

Offices
in 3 countries
(Benelux)

136
Staff

© Serge Brison
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Corporate Social
Responsibility
For many years, Foyer Group has been committed
to a Corporate Social Responsibility (CSR) policy,
both in terms of the company and its staff.
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In terms of CSR, Foyer carries out actions that
range from supporting projects in the public
or community interest to employee well-being,
including eco-responsible environmental and
sustainable investment policies.
Such initiatives, in line with the Group’s
values, not only boost the company’s
image, but also provide a lever for continuous improvement in many areas:
better customer relations, enhanced
operational efficiency, controlled consumption, and motivational human resources management.

Training, mobility and
well-being

A company is first
and foremost the
people who work
for it.

The Group’s HR policy promotes values
such as commitment, greater humanity and a sense of responsibility. To motivate its current and future talents,
Foyer offers an agile corporate culture
that promotes internal mobility, autonomy, accountability and transparency.
And, in a world amid a major cultural
and technological upheaval, the Group
supports the development of its employees and agents through continuing
education, which helps them acquire
new skills and become stakeholders
in their professional development.
Foyer also creates a professional environment that promotes the well-being
of its employees, including a company
restaurant, a gym, a reading room and
rest area, pleasant cafeterias, etc. To
get input from its employees about
the company, Foyer conducts a staff

satisfaction survey every two years.
The findings from these surveys are
thereafter used directly in studying
and implementing improvements.
Foyer was awarded the “Positive action” badge in 2019 from Luxembourg’s
Ministry for Equal Opportunity. This
prize, which recognises Luxembourg
companies for their efforts to promote
equal opportunity, bears witness to
the actions taken by the Group to guarantee all employees a decent work-life
balance.

Impactful social projects
To conduct its social and charitable
projects, Foyer Group finances many
works through its sponsorship, donations and patronage policy. In addition,
in 2015 Foyer Group created a CSR
Committee, which meets regularly to
structure, formalise and develop the
Group’s CSR activities.
The CSR Committee is governed by
a CRS policy and its projects are
supported by six working parties on
ecology, humanitarian issues, ethical
investments, microfinance, new mobility and solidarity. Many employees
regularly volunteer to help with the
activities undertaken by these working parties. Alongside the voluntary
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work done in their free time, Foyer also
allots these employees a number of hours
to spend on such activities during their
working time.
Two significant initiatives were implemented by the CSR Committee in 2019:
• Firstly, Foyer rolled out a series of regular environmentally-friendly “going
green” measures, the aim of which is
to reduce the level of wasted resources
and the Group’s carbon footprint. Foyer
also sees it as leading by example, as a
responsible business.
• Next, in 2019 Foyer ran the first Foyer
Microfinance Award, in conjunction with
microlux, which it has partnered since
2016. This award was for a microfinance
project in Luxembourg, aimed at promoting local entrepreneurship, while
getting Foyer employees to join forces
for a socially-responsible project.
The Group is also developing new products for customers too, aware of the
growing importance allotted to companies’ human and social responsibilities. With this in mind, CapitalatWork
Foyer Group includes the “Sustainable
Equities at Work” fund within its range
of funds, awarded a sustainability label
by the LuxFlag agency. Foyer also offers this fund to customers as part of its
“flexivie sustainable” savings plan.
All these initiatives, whether community
projects begun and organised by staff, or
sponsorship schemes run by the Group,
are given a topic each during the CSR Fair,
an event that pulls together many employees to consider inspiring collective projects.

Interview

VIRGINIE MÉLOT

Interior architect
and “going green”
measures initiator

Going green

Environmental protection is one area
pursued by the Foyer CSR Committee.
What practical form did these
objectives take in 2019?
In 2019, Foyer’s environmental commitment
included taking the form of 12 “going green”
measures at the rate of one per month. These
environmentally-friendly initiatives were a great
success with employees, as was shown by the
comments left on the in-house blog. For example, we replaced the 380 single-use plastic
boxes and place settings in the canteen with reusable “eco-boxes” and the 900 plastic cups
thrown away every day with individual ceramic
mugs.
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5 values
Trust

What challenges and difficulties
did you encounter in putting these
measures in place?
Environmental responsibility at work does
sometimes mean radical changes to routine.
The point of these going green measures is to
minimise consumption of resources and limit all
forms of pollution. It is therefore often a matter of
changing habits, which primarily demands good
communication. Raising employees’ awareness
of environmental issues consequently includes
amusing posters encouraging everyone to do the
right thing.

Do you think that environmental
issues and business combine well
together?
These days, we are all involved in trying to reduce our carbon footprints, so it is a matter of
urgency within the company. While these “going
green” measures can have a positive environmental impact, they also have another benefit,
which is building team spirit working on worthwhile collective projects. It is also a matter of
improving quality of life in the workplace for
employees, while strengthening the employer
brand and Foyer’s values.

Excellence

Independence

Innovation

Integrity

Types of
CSR initiatives
Charitable
sporting events
Cultural
sponsorship

What are Foyer Group’s next
environmental objectives?

Donations to
charitable organisations

After putting the simplest green measures in
place in the most obvious areas (waste, lighting,
water, paper, paperless services), are we ready
to go further in areas such as mobility and convenient power use? These will be the new challenges we might start in 2020. Until that time,
Foyer is encouraging all employees to follow the
environmentally friendly measures already in
place. Their positive environmental impact will
only be seen as we move forward.

Microfinance
(microlux)
Miscellaneous
collections
Staff
well-being
Ecoresponsibility
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Our achievements

FOYER S.A. ACQUIRED
GB LIFE LUXEMBOURG S.A.
and strengthened its position in the
top 5 life insurance companies
operating under the freedom to
provide services regime in Luxembourg.

LAUNCH
OF THE NEW
“MOZAÏK” BRAND
an innovative
home insurance
concept.

2019

APRIL

MAY

09.08

FOYER ORGANISED ITS FIRST
EXTERNAL HACKATHON
WITH LUXEMBOURG TECH
SCHOOL, ON THE TOPIC OF
“WEARABLE INSURANCE”

AN UNPRECEDENTED TORNADO HIT
SOUTHERN LUXEMBOURG
Foyer was with its customers starting just
a few hours after the damage occurred,
delivering quick support to those in need.

29.08
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flexivie

flexivie sustainable,
l’assurance durable
de Foyer

SUCCESSFUL
SECOND “CSR FAIR”
for Foyer Group, including
the launch of the Foyer
Microfinance Award,
which recognises a
local micro enterprise.

ASSURANCE VIE FLEXIVIE SUSTAINABLE
Foyer lance sa première assurance durable. flexivie sustainable
vous permet d’investir dans des sociétés qui encouragent
le développement durable tout en présentant des résultats
financiers intéressants. Donnez du sens à vos investissements
et rendez-vous sur flexivie.lu ou chez votre agent Foyer.

FOYER LAUNCHED
KASKOU, PASS OP !
the first board game in
Luxembourg that helps
all ages take the
right measures in
accident prevention.

Produit distribué par Foyer Vie S.A., 12 rue Léon Laval, L - 3372 Leudelange.
Le label LuxFLAG ESG est valable pour le fonds CapitalatWork Foyer Sustainable Equities et pour l’exercice en cours.

FOYER, KEEN TO
ACT RESPONSIBLY
made changes to its
flexivie range and unveiled
its first sustainable
insurance product,
flexivie sustainable.

SEPTEMBER

NOVEMBER

06.12

31.12

FOYER WAS AWARDED
THE “POSITIVE ACTIONS” BADGE
by the Ministry for
Equal Opportunities, recognition
for its efforts on promoting
work-life balance.

WEALINS ACHIEVED THE MILESTONE
OF €10 BILLION IN ASSETS UNDER
ADMINISTRATION IN UNIT LINKED
CONTRACTS, securing its position as a
major firm in life insurance operating
under the freedom to provide services,
from Luxembourg.
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