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What do distributors really want? 
What do consumers really want?
What I would do if I ran an insurance company?

I hope to answer all 3 questions in answering the 3rd

Out with the old & in with the new

What would I do 
if I ran an insurance company?

Attack the real opportunities in the income protection market 

– apply some fresh thinking

Change the way policies are applied for 

– accept advisers for what they are

Work with my competitors to improve all new business administration 

– be brave…what if?
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Attack the huge opportunities in the income protection market 

– apply some fresh thinking

Income protection
- you are looking in the wrong places for inspiration

Too focused on IP -v- CI

Is it really CI that is holding back IP?

‘Income Protection’ sales
Now approaching 1 million sales per annum!
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New ASU policy sales for period ‘In Force’ ASU policy growth for period

ASU sales         = 949,700
Mort IPB sales  = 120,000
Total IPB Sales = 230,000

Cumulative ASU sales

Product - ASU

12 months sickness cover

No underwriting of applications

30 days notice of change to premiums

90 days notice of withdrawal of cover

Fails to meet customer needs

Fails the adviser – wait for the FOS to start ruling!

Financial Ombudsman service spokeswoman Alison Hoyland says: 
“What is going to be relevant is that the main features of the contract are pointed out, 
which also includes exclusions” 

Products
Focus on the ‘mortgage event’ 

Look at the popular ASU’s

What’s really important?

Cover for term of mortgage (or to age 65)

Unemployment cover option

Simplify occupation classes – fresh thinking

Free cover from exchange to completion

Guaranteed premiums

…Regulation will tilt things in your favour
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Change the way policies are applied for

– accept advisers for what they are

Changing the way policies are applied for

When was the last time you really read an application?
Up to 19 pages long

45 minutes of sheer confusion

25 minutes of sheer embarrassment….

…..because the person you asked to guide the customer is typically:
Male and middle-aged

Mr £’s per hour - focused on earnings

Service perception – making life easier not harder

No medical/medical terminology training

Always short on time 

Considers you to be ‘the problem’
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Results Respectful

Competitive Trusted Urgent Quality 
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DecisiveCasual Enthusiastic Supervised Customer 
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DedicatedStableExperimental Flexible Conventional Accountable
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Keeping
Risk

Oriented Accurate

Goal 
Oriented Thorough Principled Rule

OrientedEnterprising SupportiveAssertiveCreative

Not 
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Somewhat 
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Very 
Characteristic

Profiler Card Sort Report 

Tele-underwriter

MetLife Service Centre 

Quality Assurance – Customer Contact

Report Date: 6/2/2003

Communicative
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Salesman ? 

Communicative

There is a better way
…remove the medical questions from the application form

Customer Benefits

No unnecessary questions

Guided by an intelligent operator
Bespoke DLPS/CII course

Better disclosure
Twice as many relevant disclosures

Convenient
Less paperwork easier than filling out themselves

Involved in the process – better understanding

Feels less intrusive
Remote and only relevant questions asked

12 months on and customers love it!

There is a better way
…remove the medical questions from the application form

Adviser Benefits

Saves time with customers

Reduces application fatigue

Less red faces all round

Faster acceptances 

Gets paid sooner 

Customer is prepared for questions and answers

12 months on and advisers love it!
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There is a better way
…remove the medical questions from the application form

Insurer/Re Insurer Benefits

All calls recorded for claims - profit

Better packages of risk - profit

Opportunity for better understanding - profit

e.g. smoker status & body mass

Now is the time to invest

Work with my competitors to improve all new business administration

– be brave….what if?

What if?
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IFA’s new business volume

Company B’s new business volume
Company A’s new business volume

Company C’s new business volume
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To conclude…


