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Message from the CEO

| am often asked how | see BF&M, what we stand for and
how | would like others to perceive us. This is easy to answer
but not easy to summarize in just a few short paragraphs.
However, | will have a go and | hope you can relate to these
comments.

BF&M Cares - BF&M is first and foremost a company
that cares. We care about out customers and this drives our
continuous quest to offer the very best in customer service.
We care about our shareholders as we develop and maintain
a company that they can be proud of. We care about our
people, our staff, whose aspirations we seek to fulfill. And
we care about our community and seek meaningful ways in
which we can get involved and contribute to our collective
well-being.

BF&M Leads - In the Bermuda business and personal
insurance market, we choose to lead the way. This is a huge
commitment. It means always being in a position to offer
our customers the very latest and the very best. This includes
not just systems and products but also customer service.

BF&M is Flexible & Innovative - Our strength is our
flexibility and innovation. We are committed to improving
ourselves every day. We partner with our customers to provide
the very best advice and insurance solutions that are tailored
and focused on the specific needs of our customer.

BF&M Values 3rd Party Endorsement - Others have taken
note of the roads we have taken. Two examples, one financial
and the other innovation, are important. A. M. Best Co., the
world’s oldest and most authoritative insurance rating and
information source have assigned us an “A- Excellent” rating
based, amongst other things, on our financial strength and
management expertise. Our e-commerce initiative received
3 awards for Best Technical Achievement, Best Health Site
and Best Service site at the 2002 “WebSAwards”.

Our perspective has been described as extraordinary.
We care, we lead, we are flexible and innovative and we
don’t mind a pat on the back from people who know quality
when they see it. To us this doesn’t seem extraordinary —
it’s just who we are.

}ﬁ : Glenn M. Titterton,

President & Chief Executive Officer.




International Compudter Drivers License

ICDL is an exciting new initiative for computer literacy in Bermuda and
responds to the need for a uniform base qualification in computing skills.
BF&M is grateful to the Computer Society of Bermuda (www.csb.bm)
who set up ICDL Bermuda. All but the first of the modules are tests of
practical skills rather than theory. This course has been offered on an
equal opportunity basis to all our staff. The first batch of 30 management
and staff are now progressing through the 7 modules under the capable
guidance of Diane Murray.

BF&M endorses the ICDL and has adopted it as a basic plank in
our overall staff development programme. All staff will be encouraged
to follow the course and new employees will be advised when hired of
our expectation that they apply themselves to achieving this basic
qualification. We believe that our investment in this programme will make
our staff more productive and able to solve problems on their own thereby
substantially reducing the need for “Help Desk” assistance. This will
free up time for our IS personnel to tackle more important issues.
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Council Partners
Charitable Trust

BF&M Management and Staff had a most enjoyable
time raising funds for Council Partners Charitable Trust
Telethon held in March. Various departments held
their own fund raising events which consisted of a
Bake Sale, Delicious Smoothie’s Sale, Loose Change
for Change venture and the best event was the Water
Balloon Toss, which was the staff’s chance not only
soak our CEO but also the whole management team.
The different events allowed us to present Council
Partners with a donation of $4,060.

Hurricane Season

Before the start of the hurricane season is a busy
time at BF&M. This is the time that we re-examine
and update our hurricane manual, train staff and
examine procedures for dealing with a very large
number of claims in a short space of time, possibly
under difficult conditions. At the same time we test
our own Business Recovery System which is designed
to enable us to service the needs of our customers
with hurricane damage almost immediately, even
following severe damage to our own premises or
systems, and to bring other services back on line at
required intervals.

We expect to deliver the very best service to our
customers when they need us most, following serious
hurricane damage. This requires extensive preparation
and advanced recovery procedures and systems, Andrew Hanwell and Deborah Tucker of BF&M take centre stage
which we are proud to deploy.
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BE&M Health Forum

BF&M Insurance Group was proud to sponsor “The
Heart of the Matter” Education Forum held at the
Seventy Day Adventist Church in Hamilton, and hosted

by surgeon and clinical director of Cardiothoraic
Surgery at Rockford Health Systems in Rockford,
lllinois, Dr. Hilton H. Hudson I, M.D., FACS, FCCP
Additionally, BF&M & MedTech International
Limited held a very special learning luncheon
for physicians, nurses and healthcare
providers hosted by Dr. Hilton. In addition
to the seminar and special learning lunch,
BF&M sponsored the book signing by Dr. Hudson
at the Bookmart.
The Heart of the Matter education forum
was a great success and BF&M is pleased
to say we were mentioned at a meeting of
the Honourable House of Assembly, asking
the House to congratulate and thank BF&M
on a very successful Health Forum and
for inviting Dr. Hudson to the Island for
this occasion.

Scarborough Building Demolition

The Scarborough Building has been demolished and at the time of writing
site preparation is continuing. Work on the construction of the new 5
floor “PXRE House” should commence at the end of October and last
about 15 to 18 months. BF&M will occupy the first two floors and the
upper three floors will be occupied by our partners, PXRE Group. By
separate contract, work will include an extension to the Insurance Building
as well as internal alterations and renovations.

Staff Appreciation
Luncheon

What a treat to be waited on by our
CEO, Executive Vice President and
Management Team.

Our Management Team hosted a
staff appreciation luncheon at
BF&M. The shower of rain did not
stop the barbeque or dull the
atmosphere and despite vast
amounts of smoke emitting from
our waterside verandah, no one
actually called the Fire Brigade.
Staff had a chance to witness first
hand the culinary skills of our
President & CEO, Glenn Titterton,
and Executive Vice President John
Wight. Their dexterity at tossing
hamburgers, fish cakes and hot
dogs was only slightly diminished
by the omission to thaw them first.
Staff enjoyed being waited on and
had a great time.




BF&M's cutting

edge "e-surance"

website,

www.bfm.bm, has

given the company

a dramatic lead in

insurance on the

web. New and

existing BF&M

customers can view

their insurance

portfolios, receive

instant quotes and

buy personal insurance products in
"real-time", renew policies, submit
claims and request assistance 24
hours a day, seven days a week,
365 days a year.

As well as achieving international
recognition for the site, www.bfm.bm
was recently awarded three "Best
in Bermuda" honours for Best
Service Site, Best Health Site and
Best Technical Achievement in the
first annual Bermuda WebsAwards.

BF&M 's e-commerce
capabilities and customer driven
approach continue to evolve as
Bermudians rapidly adapt to the
Internet and demand more services
online.

For more information please visit
www.bfm.bm

[nsuring Success

Article by Chris Gibbons of e-Business magazine

BF&M Limited is one of the few
Bermuda "bricks and mortar"
companies to have made a successful
transition to e-business. Since July
2000, the company has been making
its products available on its "e-
surance" website and integrating the
process with its back office.

Customers can buy home, motor
and travel insurance or renew existing
motor policies online in minutes using
the site's "quote and buy" feature
while existing clients can vie their
entire BF&M portfolios by entering a
password. About 8% of renewals, which
went online in July 2001, are now done
via the website while 12% of new home
policies and 10% of all travel policies
are initiated online.

Nick Faries, the company's Vice
President of E-business & Technology
Solutions, says it all adds up to more
convenience for customers and
"substantial" savings for the company
in terms of paperwork and man hours.

"As time goes on it will be the preferred channel
for people,” he says. "Customers and the e-business
will see more benefits as we get more products on the
web, and get educated customers buying things on the
web. Our goal is to turn BF&M into a total e-business.
Once we get a customer converted to doing business
on the web, they become almost self-sufficient."

Mike Jones, E-Commerce Project Manager, says the
company's culture is changing so that all business units
will view the web as their "first line" to the customer.
Regular clients receive e-mail notification of renewals,
for example, and online claims are routed through the
company's Lotus Notes database. If not dealt with within
24 hours, they are "escalated" to a manager's inbox.
In the coming months, BF&M plans to add home
renewals, marine and B2B health and pension features.

For more information go to www.bfm.bm or call
2955566.

BF&M's Mike Jones and Nick Faries report major benefits
for both customers and the company.

Stajf Development

We congratulate Stephen Morton, Andrew Hanwell,
Emma Timperley and Leslie Shane all of whom further
enhanced their professional qualifications during this
period. Also, Fiona Davies, Jewell Eve, Andrew Hanwell,
Mark Woolgar, Pamela Wainwright and Terry Ball for
their progress in the Supervisory Management courses
offered through the Bermuda Insurance Institute. We
recognize all of the management, team leaders and
specialists who are participating with enthusiasm in
our management development workshops.

A Treasure, a Trophy
or a Trinkel

BF&M understands how individuals value their
“treasures” and was pleased to sponsor the Antique
Road Show held on 16th March in the Cruise Ship
Terminal, on Ordnance Island, St. Georges.
What excitement and fun, as the public lined up
outside waiting for their turn with their treasures,
awaiting the antiquarians appraisals, for some it was
a pleasant surprise and others a return of their items
to the Attic?

Rumor has it that it was so successful it will be
held next year.

All proceeds were presented to the St. George’s
Historical Society Museum towards the upkeep of
Mitchell House.

BF&M Certificates of
Recognition

Infernational Network of Insurers (“IN.L”)

BF&M General Insurance Company Limited is the Bermuda member company of the Global Integrated
Network known as “I.N.L.”. This is a Global Network of leading insurance companies co-operating
and networking together to offer world-wide non-life integrated insurance solutions and risk control
services to commercial clients. This affiliation enables BF&M to accommodate and respond to

situations requiring a global reach.



