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Consumer research 

2013 

OVERALL RESULTS 
 

• Almost 100 interviews 

• 10 questions  

• Feb, March, April 2013 
 



1. Tell us briefly about your 

circumstances 

2. In terms of life and/or health 

insurance, do you have anything in 

place? If so do you know what you 

have and roughly how much? 

 
A. Apart from those who had nothing in place, not a single 

person interviewed knew the exact details of their cover 



3. How does the answer make 

you feel?  

Whenever I think about money it 

actually physically makes my chest tight 

and sends me into a proper downer. 

That I should be able to answer it in 

more detail and be aware of what cover 

I have and what I should have! 

 I'm paying a lot of money for things that I may not use!!! 

Concerned 

Fine / Ok / We have the cover we need 



4. If you have bought cover, 

how did you buy it? 

A. Of those who have cover 60% said their main 

cover was associated with their bank or mortgage 

A. This increases to 80% if Employer/Work is 

included 



5. What things have or might 

put you off buying cover? 

Reason % 

Cost 39% 

Value 17% 

Effort/Apathy/Lazy 15% 

Process/Paperwork 14% 

Don’t need it 12% 

Hard sell 3% 



6. What things might make you 

more likely to buy cover? 

A. Two thirds of responses including the word 

‘cost’ and/or referred to affordability 

A. Some talked about needing to be persuaded 

A. Some mentioned the need for simplicity and 

removing the ‘small print’ 



7. Roughly how much a month 

would you be willing to spend 

on life and health insurance?  

The average across all numerical 

responses was… 
 

£50.35pm 
 



8. Overall what proportion of 

claims do you think are paid 

out each year?  

The highest estimate was…   95% 
 

The lowest estimate was…     5% 
 

The average estimate was…  38% 
 



9. Which company or brand 

would you most associate with 

life and health insurance? 

 
Company % 

Axa 32% 

Aviva 29% 

Bupa 25% 

L&G 4% 

Standard Life 4% 

Prudential 4% 

Scottish Widows 2% 



10. Is life and health insurance 

something you would want to revisit 

and update regularly or get it done 

once and forget about it?  

 

Revisit…  26%   

Forget…  74% 



Insurers paid £6 million every day in 2012 to 

help families deal with death, serious illness or 

injury 

 

 98% of life insurance claims paid 

 92% of income protection claims paid 

 91% of critical illness claims paid 

 

ABI: June 2013 
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 Not meeting the definition 

 Non-disclosure 

 

4.16  
The ombudsman’s long-standing approach to complaints 
about non-disclosure is a three-stage one:  
•  Was there a clear question, and was it answered 

incorrectly? 
•  Was the insurer induced? 
•  What kind of non-disclosure was it? 
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don’t bring me down 

% of cases that were upheld 

product type 2010 2011 2012 

motor insurance 38% 45% 49% 

buildings insurance 43% 42% 50% 

travel insurance 44% 42% 52% 

contents insurance 38% 41% 52% 

health insurance 35% 43% 40% 

source: annual review 2012 
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    What are the chances? 

1 in 12 (or 18 for females) 

1 in 5 (or 6 for females) 

1 in 5 

1 in 76,275,360 

Death: 

Serious illness: 

Off work 3mth+: 

Euromillions: 
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Who we are 

• An experienced and proven protection team  

• Pacific Life Re is a controlling shareholder 

What we do 

• Our objective is to grow the protection market by making buying and selling easier, 
faster, fairer and more profitable 

• To do this we have developed new web-enabled underwriting technology 

• This enables advisers and customers to obtain underwritten comparisons of products 
and prices (just like GI and enhanced annuities) 

 

 



 We built a new web-enabled uw engine, as existing technology could not work  

 Each insurer has its own uw engine and wires up its own rules with the same outcomes as  they get 
now 

 Intelligent reflexive questions ensure each insurer gets the data it needs for all conditions  

 Consumers engage with multiple insurers through a single interface 

 We obtain prices and STP decisions directly from participating insurers 

We directly connect the distributor with all the insurer uw engines to give 
customers uw prices and immediate decisions 

One msm “intelligent” question set 
across any device 

Each insurer manages its 
own rules and retains its 
IP 

Multi-insurer engagement  



 This transforms the sales journey and customer experience 

 Advisers have a simple way to compare products, features, uw 
prices and whether the sale can be completed immediately 

 Advisers can recommend with confidence knowing customer 
expectations are managed 

 Consumers compare real prices and can buy more quickly, 
increasing the % who complete 

 This removes significant frictional costs across the value 
chain 

 We expect this to increase all protection sales, including IP 

 Distributors have been extremely positive – calling it game 
changing 

 We are in active discussions with insurers 

Our best opportunity to grow the market 

Source: ABI 

New AP (RPI adjusted from 2003) 
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 Partial payments 

 Straight through processing 

 Point of sale underwriting 

 Greater transparency around claims 

 Own occupation for everyone? 

 Advertising, social media, apps, tools 
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• Thank you for listening… 

 

• Any questions? 


