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1. 1 wish t o  thank CAPA f o r  asking me t o  p repa re  t h i s  
l e c t u r e  f o r  t h e  V I n t e r n a t i o n a l  Week of t h e  Marketing of 
Insurance .  1 d a r e  t o  say ,  however, t h a t  CAPA'S management 
a r e  making t o o  many e r r o r s .  Some y e a r s  ago, when they  
organized  a meeting t o g e t h e r  w i th  ICEA i n  Perpignan,  t hey  
a l s o  asked me t o  e l a b o r a t e  on t n e  s u b j e c t  of p lanning 
when t h e r e  never  was, and t h e r e  s t i l l  is no Planning 
Department under any shape i n  my Group. That ,  n a t u r a l l y ,  
a p a r t  from t h e  p l e a s u r e  t o  be  t h e r e ,  caused me a c e r t a i n  
embarrasment. To my as ton ishment ,  1 am asked now t o  
c o n t r i b u t e  t o  t h i s  Marketing Conference when, equa l ly ,  
MAPFRE has  never had nor has ,  and w i l l  probably never 
have a Marketing Depar t~nent .  This ,  1 b e l i e v e ,  i s  t h e  
reason  why our  growth i s  always above t h e  market 
average f o r  t h e  l a s t  y e a r s .  With t h i s ,  of course ,  1 am 
n o t  sugges t ing  t h a t  CAPA should s e t  a s i d e i t s  
I n t e r n a t i o n a l  Marketing meetings t o  which so  much 
enthusiasm i s  a p p l i e a  Dy i ts  g r a c e f u l  promorer, Marie- 
Anne P h i l i p p e  who, t o g e t h e r  w i th  Jacques  Destombe, o f f e r  
always an  e x c e l l e n t  o r g a n i z a t i o n .  

The b a s i c  i d e a  af market ing,  i s  simply t o  me t h e  " s t e p s  
t aken  t o  p l a c e  a ~ u s i r i e s s ,  s o c i a l  o r  p o l i t i c a l  concern i n  
a p r i v i l e g e d  p o s i t i o n  a s  opposed t o  compet i to rs ,  wnoever 
t h e s e  may ~ e " .  Once t h i s  p o s i t i o n  has been reacned,  wnicn 
may prove very  d i f f i c u l t ,  t o  e x p l o i t  t o  t h e  f u l l  and 
implacably t n e  aavantage t h u s  oota ined w i t n  t h e  aim of 
i n c r e a s i n g  p e n e t r a t i o n  i n  t h e  market .  

I n  any e v e n t ,  marketiny o r  n o t ,  t h a t  i s  a bus ines s  
principie 1 have always pu t  i n t o  p r a c t i c e  and which 1 am 
now o f f e r i n g  t o  you should my exper ience  o r  adv ice  be of 
any use ;  u u t ,  a s  ever  - t h e  c l a i rvoyance  of French people  
always s u r p r i s e s  t h e i r  neighbours on t h e  o t h e r  s i d e  of 
t h e  Pyrenees - my f r i e n d s  a t  CAPA have found a Marketing 
a r e a  on which 1 am very  keen, t h a t  of  " s t r u c t u r a l  
market ing" .  



Structural marketing has always been present in 1,1y 
business policy of an already long business life, and 
even had a precedence in the name of one o£ my papers, 
"Structural Trading" whicn 1 had the honour to deliver in 
otner CAPA meeting held in Alicante in 1977. 

1 personally consider myself a structuralist, botn in the 
oolitical societv and in ousiness. as m i s  word has todav 
A A . 
aifferent connoLarions wherner one 1s ralkin9 aoout the 
cultural or :ne intelecrual life areas. 

My business performance has in great part been geared to 
making possible tne permanent transformation of buslness 
structures into others more suited to our circumstances 
or to our professional, social or economic situation. 

At this particular moment, 1 am intensely devoted, in 
what may be the more active moment in my professional 
life, to carrying out a new structural change that should 
push MAPFRE a step forward, 00th in the insurance market 
as a whole and in its principal sectors. 

This is the reason why 1 accepted the invitation to be in 
Paris with you, a sacriíice which, as you will presume, 
is not one of the hardest in my life though one which we, 
insurers, impose on ourselves making some of our wives 
say now unnappy we men are with. our profession, always 
going to wonderful cities, splendid beaches or beautiful 
winter resortsl. 

A constant principle in my professional life has been 
tnat a company cannot succeed in the first place if it 
lacks a philosophy and clear performance pririciples wnlcn 
differentiate it, at least in part, from its competitors, 
and if it is doesn't have a permanent strategy for 
growtn. 

Growth is sougnt oy all, although we may claim tkiat 
profit is our goal. Growth, however, is not simply an 
oojective for "managers", but an unavoldanle necessity in 
business life. 

A business enterprise that fails in its growth vocation 
is not an enterprise, notwithstanding its legal, 
technical or administrative shape. A company needs 
vocation and growth possibilities. Should these 
characteristics De non-existent, the seed for self- 
destruction is inside. 

In everything related to MAPFRE 1 have been ambitious and 
had to worry about this problem at al1 times. 1 have 
consequently become a modest strategist, militant of 
oblectives socially detracted in the last years as being 
guilty of the ills of numanity, Dut wñlch are a~solutely 
essential to achieve the goal souyht by tnose who deride 
tnem. 



2. I n  o r d e r  t o  e l a b o r a t e  on t h i s  s u b j e c t  oE " S t r u c t u r a l  
Marketing" i must r e f e r  t o  MAPFRE's evolut ior i  i n  t h e s e  
yea r s  because my p a r t i c i p a t i o n  h e r e  can only be j u s t i f i e d  
i f  my l i n e  of a c t i o n  reached r e a l  acnievements.  The pure  
t heo ry  of "what-can-be-done" is loos iny  ground a s  opposed 
t o  t h e  exper ience  of "wnat-nas-been-done". 

1 am now showing you a  c h a r t  w i th  MAPFRE's p o s i t i o n  i n  
1969, be fo re  t h e  s t r u c t u r a l  convers ion took p l a c e ,  which 
w i l l  be  expla ined  l a t e r  on, and i ts  e v o l u t i o n  from 1977 
t o  1983 i n  i t s  t h r e e  p r i n c i p a l  a r e a s ,  i nc lud ing  c o l l e c t e d  
premiums volume, i t s  i n c r e a s e  and i t s  marKet-share 
development. 

Another c h a r t  shows t h e  t r e n d  of our  investment income, 
own funds and admi t ted  a s s e t s .  A l 1  t h e s e  a s p e c t s  a r e  
v i t a l  f o r  t h e  a n a l y s i s  o£ a  dynamic in su rance  company, 
because f i n a n c i a 1  performance and concern f o r  t n e  
" e f f e c t i v e  p a t r i m o n i a l  aggrega te"  w i l l  be e s s e n t i a l  i tems 
t o  a t t a i n  a  f i r m  and s o l i d  s t and  i n  t h e  f u t u r e ,  both i n  
o n e ' s  market and, fur thermore when, a s  i n  t h e  ca se  of 
MAPFRE, a  modest bu t  s o l i d  i n t e r n a t i o n a l  p r o j e c t i o n  is  
i n t e n d r d .  

1 cannot  s e e  t h e  reasons  why our  evo lu t ion  i n  1984 should 
d i f f e r  froin t h a t  of  1983 and 1 t h i n k  t h a t  it w i l l  be 
p o s s i b l e  t o  r each  an agyreqa te  average qrowth of 28%, 
t h a t  i s ,  above t h e  one p r o j e c t e d  a t  t h e  beginning of t h e  
e x e r c i s e .  

MAPFRE i s  now 15 y e a r s  away from i t s  f i r s t  " s t r u c t u r a l  
a r y a n i c  t r ans fo rma t ion" ,  which began i n  1970. Then, a  
Mutual, no ld ing  t h e  27th p o s i t i o n  i n  t h e  Spanisn ranking ,  
was d iv ided  i n t o  t h r e e  d i f f e r e n t  l e g a l  u n i t s :  MAPFRE V I D A  
S.A., s p e c i a l i z e d  i n  L i f e  insurance ,  iMAPFFS INDUSTRIAL 
S.A. e x c l u s i v e l y  devoted t o  Proper ty  and Casual ty ,  and 
MUTUALIDAD MAPFRE owner of t n e  above-inentioned Companies' 
s h a r e s ,  and devoted almost  e n t i r e l y  t o  Motor bus ines s .  

The i r  coo rd ina t ion  was e n t r u s t e d  t o  a  C e n t r a l  u n i t  o£ 
Departments shared  by a l l ,  t h a t  adminis te red  c e r t a i n  
s e r v i c e s  f o r  t h e  t n r e e  companies. These were c a l l e d  a t  a  
t ime  ORCGCEN ( C e n t r a l  Comon S e r v i c e s ) ,  supe rv i sea  by a  
s i n g l e  Executive Committee t h a t  a c t u a l l y  r u l e d  MAPFRE 
(Boards were d i f f e r e n t  f o r  each Conipany bu t  w i t h  many 
common mrmbers). 

A s  1 ex;>lained i n  A l i c a n t e  i n  1977, t h a t  reform was a  
s p e c i f i c  d e c i s i o n  of " s t r u c t u r a l  market ing" .  We be l i eved  
then  t h a t  i n  o rde r  t o  i n c r e a s e  our  market sha re  we were 
~ o u n d  t o  d e - c e n t r a l i z e  our  o p e r a t i o n  by e s t a o l i s h i n g  
d i f f e r e n t  l e g a l  s t r u c t u r e s  f o r  each main insurance  
s e c t o r .  This  would g i v e  an almost  t o t a l  autonomy t o  
Managers, w i t n i n  t h e  necessary  l i m i t a t l o n s  or a  Group, 



and a nearly free manageriai operation, nigh and above 
that of the head of Department of a single unit. 

A deep andlysis of our past history shows that MAPFRE's 
development would have been less successful if that 
decision had not been taken. 

1 wish to point out that our "structural marketing" 
policy does not only apply to the Central Services, but 
also, and nearly from the beyinning of my time witñ 
PiAPFRE, to the territorial organization. 

The changes and the goings backwards and forwards are not 
worth mentioning, only that we have permanently moved 
towards an operational structure of the characteristics 
we thought adequate to attain a balanced development. 

The main decision was the establishment of top management 
units or "Subcentrals" in the main capitals oí province. 
There, the "Managers" exercise a direct action, both 
technical and administrative, on their own province, and 
also supervise the company policy and marketing line of 
the neighbouring provinces, which fa11 under the 
responsibiliry of the "Subcentral". Tnese provinces, 
nevertheless, report directly to the Madrid Central 
Services in the administration area, ln order to avoia 
duplicity . 
This cnanye, however, was not the specific result oí a 
decision as was the establisnment of tne tnree 
companies 1 mentioned above, but a continuous process 
towards a constant increase o£ territorialde- 
centrallzation that started in 1958. 

My frienas, mariy of which are as interested as 1 am in 
these subjects, have repeatedly told me that a structure 
where a person woula receive instructions which could be 
contradictory or superimposed fron dlfferent Central 
managers at different geographical offices, as it is our 
case, could be dangerous. Tney inay probably be right, bUC 
during the fifteen years this system has been in force, 1 
nave not Eound any serious probiem apart from the normal 
ones than may arise in any type of ~usiness organization 
based on very dynamic managers. 

This can be taKen as an introduction - and 1 suppose it 
is what justifies CAPA'S invitation - to the new 
structural cnanges we are contemplating for a period 
which we trust may last anotner 15 years (from 1985 to 
the year 2000) and Which we cal1 among ourselves the "85 
MAPFRS. SYSTEM" (~~/85). It will cormience in 1985 and it 
is obvious that it will undergo a slow implementation 
process wnicn will reacn its climax wnen my successors 
start preparing a new structural change. 



That chanye 1 hope will occur in due time and 1 will do 
everything possible to encourage it even from outslde 
MAPFRE if 1 am lucky eriough to live until the oeginniilg 
o£ the next century. 

3. Before going into our future structure, 1 would like to 
make some general remarks on the responsibility of a top 
business manager, not very different from tnat of a top 
political leader. Fortunately enough, our stability is 
greater ana we don't have to make ourselves popular every 
other period o£ time. 

Within a de-centralized system in search of an effective 
growth policy which is the permanent justification of 
marketing, the most delicate aspect is the coordination 
of different people, areas and interests in a company 
wnich is, in short, an association o£ people. A company 
comes to a halt when the top manager is too worried about 
tne coordination of the system and starts centralizing 
"de facto". 

The greater tne centralization, the easier the coordina- 
tion. It is easier to lead slaves than to lead free men, 
but a~sorbing decision-ma~ing is time-consuming and 
growth would resent it. Success can only be achieved then 
tnrough tne steps taken by an exceptional man who, when 
lost, unbounas tensions which may destroy the gains ob- 
tained duriny his "dictatorship' period. 

Centralism is fully opposed to ~usiness proceaures and 
oefore and after weing a Dusiness-man myself 1 have 
always thought that it was also anti-political. It limits 
the capacity to operate to that of one man or, at the 
most, to that of the few men around him and, although 
tney may be brilliant, they cannot compete witn a system 
where many autonomous units co-exlst and, therefore, may 
be capable o£ decision-making and can offer their company 
ana/or the political community tneir extraordinary con- 
tribution oE physical, intellectual and moral eneryy. 
That can only be done by free people who share a covon 
oojective o£ service. 

De-centralization is also ris~y. MAPFRE and al1 the coni- 
panies that share the same operative mechanics have to 
accegt the initiatives of autonomous people wno sometimes 
may become "power-intoxicated" and may forget norms or 
criterla of common performance, somehow narming the 
rest. 

1 assure tnat, nevertheless, tnis risk does not outset 
the "dlurality o£ individual capacities". To those of us 
who firmly believe in freedom, and do not use it as a 
pretext for other objectives, it 1s gratifying to check 
rnat there 1s notning more creative and positive than tlie 



exercise of that freedom and that the strenyth of a 
company in its surroundinys, its country and the world 
is greater as higher is tine number of people in 
conditions to act freely in a political line of action 
and wi~nin general goals. 

On the otnrr ñand, as tne very nature of a company asks 
for growth, and tnis seems to be the objective of market- 
ing, 1 am bound to assert that freedom through de-centra- 
lization is an essential tool for a realmarketinq. 

Having said this, there are two attitudes that a top 
manager may take: either to worry in excess about the 
coordination of the different units in existence or to 
provide them with autonomy, risking that the clash of 
sometimes contradicting actions may cause some harm. 

The middle point is always the best way, but to 
coordinate cautiously is a heavy load and a permanent 
hiyh responsability. This can only be adequately assumed 
when one is capable of accepting opinions different from 
one's own and of watching unruffled errors being made. 
Besides, one should not expect the manayers to be 
identical or friendly among tnemselves, nor that the 
various units are very coordinated. One should only 
aspire to correct serious deviations, thus neutralizing 
tneir effects. 

This, of course, is only possible when a real "company 
culture" has been attained and <he staff knows and 
accepts clear principles of performance that are 
accompanied by ethical norms where transactions or 
compromises have no place unaer any circumstance. 

In our project, therefore, we plan to eliminate al1 the 
coordinating bodies, but we will leave a strong control 
on Dudgetsas well as on the basic objectives and we will 
carry out periodical auditis to discover deviations in 
those areas. 

Another fundamental aspect of managerial top action is 
"tne administration of change". Changes are extremely 
cumbersome. 1 can assure you that now that 1 am immersed 
in an operation of international chanye, 1 have to 
duplicate my normal effort, make other people duplicate 
theirs and suffer tensions that, otherwise, 1 would not 
nave nad at tnis stage of my professional life. 

This results from my not accepting a normal evolution 
out, instead, devising tlle im~lementation of structural 
chanyes that everyboay, without exception, try to avoid. 
These chanyes are in many instantes considered a personal 
insult and, bawarel 1 am talking about a group of execu- 
tives whom 1 am extremely proud of and whom, with or 
without error, 1 consider to be of an exceptional level. 



Man~ind, each individual, has a tendency for continuity. 
He likes to repeat what he did last time, more so if the 
result was acceptable. This is why, occasionally, struc- 
tural measures are called for. 

Should tinese measures not be taKen in time, institutlons 
would pave the way to revolutions and blind attempts o£ 
"structural changes" , ill-intentioned ar times, and with 
unpredictable consequences for tne people and even for 
civilizations. 

4. 1 told you earlier that MAPFRE is prepariny in these 
months a new structural change, the results o£ which we 
would like to be similar to those of the 1970 reform for 
tne next 15 years. 

The structural strategy of our yrowth policy is not a 
passing instru~nent for MAPFRE to use at a particular 
moment, but a oasic part of its policy. Personally, 1 
think that this is essential for an institutionalized 
company after the initlal period oí intuitive steps, " a  
tatons", where an alert instinct and quick intuition were 
particularly important. 

The "85 MAPFRE SYSTEM" does not represent a rupture with 
the past but a step'forward in our basic policy, that is 
essential to a company, with the best possible use of the 
high potential of our human element, thus providing it 
with a remarkable capacity for positive actions. 

Up to now, MAPFRE was an ORGANIC 1NSURAL.ICE GROUP that 
made some sporadic incursion out of tne insurance sector. 
It is our intention that MAPFRE should establish in the 
future a "SYSTEM" of autonomous centers where the 
"Central Common Services" (tha ORCOCEN ~nentioned above) 
loose their importance until extinction and where the 
respective Board oí Directors are really differentiated. 

The "SM/85",  besides the three ~ a s i c  pure insurance 
units, an extension oí the former ones, and the 
subsidiaries tney may establisn, contemplates to include 
also non-insurance companies, though only in tne areas of 
financia1 services or safety assistance. 

Al1 the units, present and future, will be coordinatea 
only by their snare dependence to MAPFRE MUTUALIDAD, 
whether this is direct or indirect. We consiaer essentiai 
that in any and al1 the companies carrying the MAPFRE 
name we have more than 51% of their shares at al1 times 
ana we will never permit that any "MAPFRE Company" 
stranyes itself from our basic principies of what a 
company snould be and of its role in society. 



The "~M/85" follows the same our de-centralization i~olicy 
where tne apparent functional problems derived from a 
territorial structure ok multiple dependences will 
continue. Years ago, this was a dariny step, bur now it 
will represent a danger no bigyer than any other form of 
business structure with a centralized or de-centralized 
policy, while success will depend on the people in our 
system and those who will replace them when the time 
comes. 

We could say that tne "SM/85" will constitute somehow a 
"Zaitbatsu" or perhaps a "galaxy" test for hignly 
autonomous companies, where tne main coordination will be 
the company ' s culture and her hign performance 
principies. Also, the integration and support of its 
management and personnel who basically share a name they 
respect and to which they want to aad an image and 
prestlge greater than the ones received. 

It is very exciting for me to be able to talk about al1 
this at such a preliminary stage, risking that sometime 
in the future people will remind me or my colleayues at 
MAPFRE 0f ¡t. 

1 wish to emphasize the importance of the name MAPFRE as 
being the key to a D U S ~ ~ ~ S S  operation philosophy. This is 
very important because, in our case, the FUNDACION MAPFRE 
is the unique and undisputed owner of the MAPFRE name. 
The Foundation could in fact reject any company from our 
"community" oy preventing its use or the MAPFRE name, 
snould, o any clrcumstance, oí our companies walk away 
from its basic direction. 

5. 1 will not go into details, but the "S~/85"'s objective 
is to maintain tne three units, íollowers or the present 
ones, and to provide tnem with a greater autonomy by 
almost eliminating the Central Comiion Services, ~ u t  to 
Keep tne "sKeletonU o£ a comnion territorial organization 
reporting directly to the "System". 

The present "Subcentral Managers" will not only be tne 
top coordinators of the bordering province managers, out 
also of tne various representatives oí eacn autonomous 
central unit. They should also supervise tne "capillar 
loyistic network' of the small territorial ofrices we are 
now starting to develop in an intensive way, and which 
will be furnished with a high autonomous operative 
capacity of different qraduation. In 1982 we had 420 
professional offices, 520 at tne end of 1983 and 1 expect 
that nearly 1.000 will be in operation in the next four 
years. 



For your Detter information, 1 am giving you a chart 
where the Central and Territorial structure of MAPFRE is 
snown and the one we want to have in the future, when the 
new "MAPFRE SYSTEM" is ripe, in five or six years'time. 
This ir our objective in the insurance area for a start 
as we are not sure yet of what we will do in the possible 
autonomous flnancial or prevention areas (al1 under 
MAPFRE's name). 

Our . basic idea is that ultra-specialization is essential 
to an agressive mar~eting policy. To have a management 
team concentrating exclusively in a speeific area brings 
out nuances which otherwise would have escaped unnoticed 
while offering more sophisticated services coincident 
with the neeas of the client, at a quality and price 
which outset those offered by a unitary structure. 

A. "MAPFRE Motor" (the Mutual and mother company of the 
system") will grow conslderably away from the clas- 
sic Motor insurance offerea by many insurers as "ac- 
comoaation line' and it will acquire a deeper tech- 
nical content derived from the study in depth o£ the 
nature of car-repairing. Interna1 research will be 
used in order to reduce costs and a high specializa- 
tion in the injureds' assistance service will be 
attained as well as very simple formula of immeaiate 
settlement, burocracy-free, for insureds and third 
party's losses. 

We are confident that tnis will allow us to improve 
substantially our service (quick and fair settle- 
ments with no bargaining neither delays but protec- 
ted against fraud), reduce our rates and, obviously, 
increase our marKet snare. 

B. Life Insurance will surely offer exceptional oppor- 
tunities in the iuture, although 1 was wrong when 1 
made this forecastlny ten years ago, but only to 
tnose able to concentrate in the permanent study oí 
products which meet the public's neeas, those W ~ O  

know now to lower costs in oraer to reduce prices, 
and those who achieve a true invesrment specializa- 
tion tnat will grant them and their insureds yields 
above the market's average. 

To achieve this, we think is essential a great ope- 
rative autonomy, and an emphasis on pure insuran- 
ce, so much tinreatened by the competition of non- 
insurance products, leaving aside other group in- 
terests or subordination to other types o£ insuran- 
ce. 

1 do expect, therefore, that a greater autonomy for 
"MAPFRE VIDA" will permit this Company to carry hiyh 
the flag of insurance and face the coming intersec- 
torial competition while maintaining its leading po- 
sition among Life insurers. 



C. In the Property and Casualty branches, a close coor- 
dination with reinsurance is possible and we shall 
strive to maKe it function. 

In this area, we see possibilities for an interna- 
tional development for CORPORACION MAPFRE, our "nol- 
ding" Compariy up to now, which we are now turning 
into a shoryly capltalized reinsurance company 
(aoout 22 million dollars) by merging it with MAPFRE 
RE. 

Simultaneously we want to increase tne de-centrali- 
zation oI our direct property and casualty insurance 
operations, which will be reinsured by CORPORACION 
MAPFRE. Central services whose costs should not be 
over 3% o£ the premiums. We will eventually create 
several regional areas with independent legal auto- 
nomy whereby, as in the major part of the present 
Dlg reinsurers, a solid base of captive business 
will be combined with an offer of reinsurance ser- 
vice and technical assistance. 

1 believe that these measures will allow us to increase 
our market share, (presently approximately) 5%. while 
maintaining our full independence and high solvency 
margin with no need for take-overs and mergers. It is 
doubtful that whatever we may obtain in the days to come 
would have been possible with the present structure. 

6. 1 ;nust admit now that, thanks to CAPA, 1 realize that 1 
nave been "preaching marketing without knowing it", as 
Hr. Jourdain, although 1 maintain tnat MAPFRE will not 
set up a formal Marketing.Department, as long as 1 can 
prevent it. 

Its craation woula eliminate our present aavantage of 
having sur larje central and territorial force "narketlng 
without knowitxg it", wnicn, in facr, could be called 
"integral mar~etinq". 

1 aare to predict tnat future success will be with compa- 
nies that nave this "integral marketing". This, in the 
case of an insurance company is possible if more than 20% 
of its total human eleidents is capable of projecting an 
expanding operation ana if its top management participa- 
tes directly in marketing as leaders of the pyramid of 
"autonomous marketing ~neri" . 
1 hope that 1 have given you a general idea of our busi- 
ness policy which altnoucjh may be consldered heterodox, 
1s proving efrective. 

To conclude, 1 wisn to mention two questions 1 am often 
asked: Wñatiieans do we use to obtain a strong coordina- 
tion with such a flexible system? and how have we achie- 
ved a company culture "sprit maison", which is MAPFRE's 
principal cnaracteristic?. 



To t n e  f i r s t  q u e s t i o n  my answer i s  t h a t ,  n a t u r a l l y ,  
throuqh a  wide range o f  manuals bu t ,  p r i n c i p a l l y ,  through 
an  e x t r a o r a i n a r y ,  n e a r l y  exces s ive ,  m u l t i p l i c a t i o n  of 
p e r i o d i c a l  and c o n t r a s t e d  in format ion  which g i v e s  
everybody working a t  t n e  c e n t r a l  and t e r r i t o r i a l  u n i t s  
an a c c e s s  t o  t h e  r e s u l t s  of  each o p e r a t i v e  a r e a .  Today, 
June 7 t n .  t hey  a l r eady  know t h e  qrowth of fou r  o p e r a t i v e  
a r e a s  and t h e  Notor bus ines s  r e s u l t s  of  75  " t e r r i t o r i a l  
p r o f i t  c e n t e r s "  a t  t n e  end of May. 

Tnis  i s  p o s s i ~ l e  necause we have i n v e s t i g a t e d  and found a  
t o t a l  i n fo rma t ive  t r anspa rence  wi th  no s e c r e t s  o r  " shu t  
d rawers" ,  where c o n t r o l  i s  e x e r c i s e d  by a l 1  who a l s o  know 
t n a t  t h e i r  own f a i l u r e s  and e r r o r s ,  a s  we l l  a s  t h e i r  
h i t s ,  a r e  exposed t o  hundreds of w a t c h f u l l  eyes ,  and you 
know t h a t  we Spaniards  a r e  ve ry  proud and do no t  l i k e  t o  
a c q u i t  o u r s e l v e s  bad ly .  

TO t h e  second q u e s t i o n ,  1 can answer t h a t  "MAPFRE's 
c u l t u r e "  comes p r e c i s e l y  o u t  o£ a  system of informal  and 
very Erequent meetings (1, myse l f ,  v i s i t  a l 1  our  o f f i c e s ,  
f o u r  t imes  a y e a r ,  and o t h e r  of  f i r e r s  n e a r l y  a s  o f t e n )  . 
It cornes a l s o  from t h e  many organized c o l l e c t i v e  t r i p s  of 
p r i z e  and i n c e n t i v e  where deep f r i e n d l y  bonds a r e  
e s t a b l i s h e d  among t h o s e  belonqing t o  our  o r g a n i z a t i o n ,  
and t o  t h e  t e r r i t o r i a l  one i n  p a r t i c u l a r .  

A complement t o  t h e  above i s  t h e  b e l i e f  of  worklng a t  t h e  
c l i e n t s ' s e r v i c e  tnrough a  r e a l  e t h i c a l  l i n e  of a c t i o n  
t n a t  means s a t i s f a c t i o n  and p r l a e  f o r  honouranle people .  

P lease  f o r y i v e  me i f  my f i n a l  words c a r r y  a  sound of 
tr iumpiial ism but  t h i s  1 cannot h ide  wnen 1 t a l k  about 
MAPFRE's human f o r c e  which i s  r e a l l y  my g r e a t e s t  p ro fe s -  
s i o n a l  succes s .  1 b e l i e v e  t h a t  t h e r e  i s  no b e t t e r  marke- 
t i n g  tnan  t h e  one made on t h e  b a s i s  of t n e  suppor t  of a l 1  
t h e  men ana women working i n  a  company, from t h e  more 
modest t o  t h e  most impor tan t  ones.  This has  been t h e  
a c t u a l  marketiny f o r c e  of FíAPFRE and t h i s  i s  what 1 would 
l i k e  t h a t  my co l l eagues  from a l 1  over t h e  world i d e n t i f y  
wi tn  my p r o f e s s i o n a l  l i f e .  

IHL/eb 
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