
10.00  Arrive 

10.30  Part 1 – Protection basics 

11.30 Break 

11.45 Part 2 – Protection extras 

12.45 Lunch (30mins) 

1.15 Part 3 – Underwriting, barriers &  

   top ten sales tips 

2.30  Ends  

 



 Quote – apply – underwriting – decision 

 Application forms 20-30 pages  

 GPRs, medicals, tests (cotinine) 

 Short props / simplified life 

 Ordinary rates 

 Loadings 

 Exclusions 

 Postponed / Declined 

 



Age/Smoker Occupation Lifestyle Pastimes 

Older 

Smoker 

 

 

 

 

 

 

 

 

 

 

Younger 

Non smoker 

Decline  

 

 

Class 4 

 

 

Class 3 

 

 

Class 2 

 

 

Class 1 

Poor Health 

 

 

 

 

 

 

 

 

 

 

 

Healthy 

Hazardous  

Sports 

 

 

 

 

 

 

 

 

No  

Hazardous  

Sports 

Higher Risk 

 

 

 

 

 

 

 

 

 

 

 

Lower Risk 

Family History 

 

 

 

 

 

 

 

 

 

 

No  

Family History 

Family 



 Quote – apply – underwriting – decision 

 Application forms 20-30 pages  

 GPRs, medicals, tests (cotinine) 

 Short props / simplified life 

 Ordinary rates 

 Loadings 

 Exclusions 

 Postponed / Declined 

 Managing expectations… 

 



• Unknown u/w outcomes – temptation to multi-app  
 

• Increased admin burden  
 

• Outcomes may be the same 
 

• Client is not prepared for counter-offer 
 

• Need to understand likely outcome at 
recommendation / application stage 

 

Manage client expectations – why not 
multi-app 



• Gather broad health data at outset – prior to 
research  
 

• Complete ‘pre-research u/w form’  
 

• Refer to u/w depts. of provider short-list for 
indicative outcomes 
 

 Fewer surprises for us 

 Client expectations managed 

 Greater sales conversions 

 No need to multi-app 

 

Manage client expectations – why not 
multi-app 



Pre-research underwriting 

Pre-Research Underwriting Information
Updated May-12

This form used to gather detailed information at an early stage in the protection research process. The objective is to identify specific medical information in conjunction with product

research in order to facilitate relevant dialogue with underwriting departments, if appropriate and as such; relalistic premiums can be better understood at recommendation stage.

Applicant Name Reason for Cover

(deleate on submission) Type of Cover required

1 Date of Birth

2 Gender

3 Tobacco yes / no

Smoked / used nicotine products (inc. gum/patches) in last 12 months

4 Marital Status

5 Occupation Short description of duties: % of manual work

(lifting, carrying,working with machinery & tools)

Driving

(average annual business mileage)

Work at heights m

6 Height  & (average % time spent & average heights)

Weight

Waist Measurement

7 Health Questions Medical Condition / Illness 2

amount / frequency

MS, diabetes, Huntingdon's disease, motor neuron disease, Alzheimer's, Parkinson's or any other hereditary disorder?

Family history

(Protection solutions)

Any parents, brothers or sisters (before age 65) died or suffered from: heart disease,stroke,kidney disease,cancer(inc. site & type),

Any other relevant information?

Date of initial occurrence?

Date of last symptom?

Current medication / treatment?

Past medication / treatment?

Ongoing symptoms experienced?

Past tests/investigations/referrals?

Past or pending hospitalisation?

Past or pending operations?

Work absence in last 5 years?

Are you fully recovered?

Future tests/investigations/referrals?

Medical Condition / Illness 1

%





• I don’t want to be asking the medical questions        
- time consuming / awkward / risks 

• Client educated re importance of full disclosure 

• Client better understands the contract 

• Client had time to recall medical history 

• Unsuccessful claimant cannot allege Adviser fault 

• Better persistency (cooling-off period in advance) 

• Reduce Adviser’s workload 

• FOS: no non-disclosure cases via Big T  

Why Tele-Underwriting (Big T) 
Separate Advice & Application process 
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“Honesty is the best policy” 
(Shakespeare) 

• As an industry we always 

emphasise the need for honesty 

and full disclosure at point of 

application. 

• We assume that people will  

want certainty of cover at the 

time of a claim. 

• And insurers do want to be there 

when our customers need us 

most - it’s important that we 

always pay valid claims with the 

minimum of fuss. 

 

 

 

“Honesty is always good, 
except when it’s better to 
lie” (Patterson)  



CONFIDENTIAL    11 

The whole truth ….. 

The research also indicated that 

women are more likely to provide 

incomplete information, with 

questions about weight, alcohol 

consumption, family history and 

medical health most likely to elicit  

partial responses. 

Out of all those questioned more 

than 4 in 10 said price was more 

important than having the peace of 

mind that they were covered. 

72% believed that there are 

circumstances where it is 

acceptable to stretch the truth or 

tell a white lie.  



12 





c60% 

c30% 

c10% 

? 

 

 
 

Underwriting risk 
 
 
 
Costs  
(underwriting, administration, staff, marketing, 
IT etc.) 
  

Commission 

Profit 
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http://www.google.co.uk/url?sa=i&rct=j&q=toothpaste&source=images&cd=&cad=rja&docid=19D9A1fMYhweAM&tbnid=u9hU_ktlXxH6UM:&ved=0CAUQjRw&url=http%3A%2F%2Fwww.wisegeek.com%2Fwhat-is-antiplaque-toothpaste.htm&ei=BUk8UcD3I6bB0gWPlYH4BQ&bvm=bv.43287494,d.ZGU&psig=AFQjCNGUxAUaTNN_fwfQUT6pG3c_WCO0Tg&ust=1362991727035424


 You are the client... 

 

 What phrase would you want to hear that would introduce the 
concept of protection to you? 
 

 What would make YOU want to do something about it? 



 Clients don’t appreciate risk 

 Products are too complex 

 Underwriting takes too long 

 Inadequate remuneration 

 Claims management 

 Cost vs. Value 

 I’ll move back home 

 The State will provide  

 Have employer benefits  

 Parents will look after kids 

 Too expensive 

 Insurers won’t pay out 

 Have enough savings 

 Media coverage 

 
 





www.adviserforumplus.com 



MAY 2014 
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Life cover: 
25-40 =  8%  
40-60 =  61% 
60+  =  31% 

Critical illness: 
25-40 =  24% 
40-60 =  70% 
60+  =  5% 

% of claims by age? 

http://www.rgare.com/
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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 



 Over 2.6 million currently receive incapacity benefits 
 

 Welfare Reform Act provisions aim to reduce this number by 1 
million over the course of a decade 
 

 Focus is on capability rather than disability 
 

 From 27 October 2008, Employment and  
     Support Allowance (ESA) replaced  
     Incapacity Benefit and Income Support for  
     new disability ‘claimants’ 

 
 Existing claimants transferred to ESA from  
     2009 to 2012 

 



The ESA process 

Application 

 

• apply by 

phone for ESA  

• medical 

certificate 

• initial form 

• confirmation 

letter 

 

Employed           

SSP for 28 wks 

Self Employed  

straight to Assessment 

   

Assessment phase 

Work Capability Assessment  

• independent healthcare 

professional 

plus 

• Work Focused heath-related 

assessment 

• 21 activities on points basis, 

or 1 of 11 tasks 

From week 8 

Work Focused Interview (WFI) 

• Personal Adviser 

• Entitlement to benefits 

• Action Plan 

• Package of support 

13 weeks 

Determine extent of capability 

to work 

Support group 

Unable to do any work-related activity 

• Personal adviser 

• Volunteer for more WFIs 

• Volunteer for work-related activity 

Job Seekers Allowance 

Work-related Activity Group 

Able to undertake some form of work- 

related activity  

• Personal adviser 

• Up to 5 monthly WFIs 

• Refer for employment, training or support 

• Package of support 

Week 14 onwards 

Work-related Activity Group 

Able to undertake some form of work- 

related activity  

• Personal adviser 

• Up to 5 monthly WFIs 

• Refer for employment, training or support 

• Package of support 



Weekly ESA 

benefits 

Net weekly 

income 

£0 

£100 

£200 

£300 

£400 

£500 

£600 

£700 

£800 

£20,000 £30,000 £40,000 

-70% -87% 
-88% 

£50,000 

-88% -80% -85% -80% 



Cover magazine 



 2.63m People currently living on state benefits because they are unable to work, 
according to the DWP  

 75% The drop in income that AXA says an average person would face if they had to 
live off benefits. Average net earnings are £19,468.97 but a single person's 
Employment and Support Allowance is only £4,947.80 per year  

 20% Percentage of people likely to be off work for longer than six months before 
they are 65  

 24m The number of people without income protection insurance, according to 
Friends Provident  

 17 days The length of time most people could support themselves if they could 
not earn a wage  

 33% of people think they could live on less than 35 per cent of their current take-
home pay  

 £14.5k The average amount such people would be underinsured by, says Friends 
Provident  

 

The Independent, March 27th 2010 









Case study  
A typical protection recommendation 



 
 
 
Mortgage:   £200,000   C&I   25 yrs 
 
 
 
 
Family requires £15,000 pa (assuming mortgage repaid) for 
desired living standard if: 
 
a) death to either parent, until children financially 

independent in 20 years time 
 

b) inability to work until planned retirement age of 65 
 
 
 

Objective setting 

Ignoring existing cover, for now 



Repay mortgage in the event of death Long term sickness from work 

Replace lost income in the event of 
death 

Financial ‘cushion’ in the event of 
diagnosis of serious illness 



Research process 

Pre-Research Underwriting Information
Updated May-12

This form used to gather detailed information at an early stage in the protection research process. The objective is to identify specific medical information in conjunction with product

research in order to facilitate relevant dialogue with underwriting departments, if appropriate and as such; realistic premiums can be better understood at recommendation stage.

Applicant Name Reason for Cover

(delete on submission) Type of Cover required

1 Date of Birth

2 Gender

3 Tobacco yes / no

Smoked / used nicotine products (inc. gum/patches) in last 12 months

4 Marital Status

5 Occupation Short description of duties: % of manual work

(lifting, carrying,working with machinery & tools)

Driving

(average annual business mileage)

Work at heights m

6 Height  & (average % time spent & average heights)

Weight

Waist Measurement

7 Health Questions Medical Condition / Illness 1

%

Past or pending operations?

Work absence in last 5 years?

Are you fully recovered?

Future tests/investigations/referrals?

Any parents, brothers or sisters (before age 65) died or suffered from: heart disease,stroke,kidney disease,cancer(inc. site & type),

Any other relevant information?

Past or pending hospitalisation?

Date of initial occurrence?

Date of last symptom?

Current medication / treatment?

Past medication / treatment?

On-going symptoms experienced?

amount / frequency

Past tests/investigations/referrals?

Family history

(Protection solutions)

Medical Condition / Illness 2

MS, diabetes, Huntingdon's disease, motor neuron disease, Alzheimer's, Parkinson's or any other hereditary disorder?

Pre-research Underwriting form Quotes 

Product features research  

 
Asses existing cover (including Employee benefits) 
Is it fit for purpose? 



£200,000 Decreasing Term Life Cover over 25 years 
£15,000pa Income Protection to age 65 with indexation 
£300,000 Level Term Life Cover over 20 years 
£50,000 Critical Illness with Life Cover to age 65 with indexation 

Recommendations 



HOW CAN WE SELL MORE PROTECTION? 

Let’s take a look at what other advisers do… 

http://www.google.co.uk/url?sa=i&rct=j&q=top+ten&source=images&cd=&cad=rja&docid=pshn2qxOs7zf4M&tbnid=1_bDgiIY_JrL9M:&ved=0CAUQjRw&url=http%3A%2F%2Fmoneybulldog.co.uk%2Ftop-10-financial-blog-picks-of-the-week%2F&ei=Xl08UZ3PBq6k0AW0_4GQCQ&bvm=bv.43287494,d.ZGU&psig=AFQjCNGk4B1aWpsyLX5RxoBMscVUgMYrRw&ust=1362996939890217


http://www.google.co.uk/url?sa=i&rct=j&q=employee+handbook&source=images&cd=&cad=rja&docid=AyRyp9BXom8CuM&tbnid=64nlZyaltLGd-M:&ved=0CAUQjRw&url=http%3A%2F%2Fcahrservices.com%2F2013-employee-handbook-updates%2F&ei=J188Ubi0LOq30QWS5oDoCQ&bvm=bv.43287494,d.ZGU&psig=AFQjCNEULOrVmQUmjyzJoI8v-aVSnKKYEw&ust=1362997408784444


• Get the handbook (online) 
 
• Summarise benefits in simple one pager 
 
• Highlight gaps in cover 
  
• Client may refer colleagues 
  
• Could lead to employer relationship  

http://www.google.co.uk/url?sa=i&rct=j&q=employee+handbook&source=images&cd=&cad=rja&docid=AyRyp9BXom8CuM&tbnid=64nlZyaltLGd-M:&ved=0CAUQjRw&url=http%3A%2F%2Fcahrservices.com%2F2013-employee-handbook-updates%2F&ei=J188Ubi0LOq30QWS5oDoCQ&bvm=bv.43287494,d.ZGU&psig=AFQjCNEULOrVmQUmjyzJoI8v-aVSnKKYEw&ust=1362997408784444


http://www.google.co.uk/url?sa=i&rct=j&q=advertising&source=images&cd=&cad=rja&docid=R_YJDpS3HlvFFM&tbnid=IFPhNIOfnMrfMM:&ved=0CAUQjRw&url=http%3A%2F%2Fwww.uusu.org%2Fcontent%2F883643%2Fget_involved%2Fjoin_a_society%2Fmagee_societies%2Fadvertising__marketing_magee%2F&ei=oWA8Ub7TBOnK0AXh6YHIAQ&bvm=bv.43287494,d.ZGU&psig=AFQjCNEwZBJALV9YsXYuXpSgKdpha3UeDA&ust=1362997760396875


The best thing to 
happen to protection 
sales in ten years? 

C:\Users\Public\Documents\40sec_Life_Titled_Legal_Vsn2_640x36

0-WMV9_16x9.zip 

C:/Users/Public/Documents/40sec_Life_Titled_Legal_Vsn2_640x360-WMV9_16x9.zip
C:/Users/Public/Documents/40sec_Life_Titled_Legal_Vsn2_640x360-WMV9_16x9.zip
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C:/Users/Public/Documents/40sec_Life_Titled_Legal_Vsn2_640x360-WMV9_16x9.zip
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C:/Users/Public/Documents/40sec_Life_Titled_Legal_Vsn2_640x360-WMV9_16x9.zip
C:/Users/Public/Documents/40sec_Life_Titled_Legal_Vsn2_640x360-WMV9_16x9.zip






http://www.youtube.com/watch?v=v8zPl6rHRJw&list=UUXntYKtrIYawebhqo5XUF9A&index=17&feature=plcp 

  

http://www.youtube.com/watch?v=v8zPl6rHRJw&list=UUXntYKtrIYawebhqo5XUF9A&index=17&feature=plcp
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Life insurers start to become more user-

friendly and deliver on critical illness claims 
By Jeff Prestridge  
 

The life insurance industry is continuing to make financial protection policies more user-

friendly, ensuring most claims are now met rather than rejected routinely as in the past.  

 

According to data from the Association of British Insurers, 90 per cent of claims made last year 

on critical illness policies were paid, resulting in payouts totalling £776 million. This compares 

with a payout rate of 84 per cent in 2007.  

http://www.mailonsunday.co.uk/home/search.html?s=&authornamef=Jeff+Prestridge
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Would you like the 
cheapest cover… 
 
Or the best value for 
money? 
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• Benefits of using a trust 
• speed, right people, tax 

 
• Better persistency 
 
• Trustees and witnesses potential clients 
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1.Carry out review 
 

2.Recommend 
perfect solution 
 

3.Work backwards to 
fit budget 

 
 

1.Carry out review 
 

2.Find out the 
budget 
 

3.Start with the 
basics and work 
upwards 
 



 List all the major 
outgoings 

 

 Look at which ones are 
still likely without an 
income 
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DON’T LEAVE IT UNTIL LAST 
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1.  Income protection (specifically 
own occupation) 

2.  Critical illness cover (including 
life cover and cover for early stage 
cancers) 

3.  Life cover (term and whole of 
life, depending on the 
circumstances) 

4.  Private medical insurance etc. 

5.  All others (including other 
versions of the above) 







‘Understand how much time and effort can be wasted 
with providers who needlessly request GP reports.’ 

‘Without protection people in the UK could be on the breadline in just 
26 days following a shock to their income due to illness/injury. It’s just 
11 days for working age families (18-64 year olds).’ 

‘As a leading protection provider, a proud mutual and the UK’s No1 
income protection provider, LV= is passionate about providing 
quality protection with the customer in mind and treasure that all 
important human touch.  And we have bags of practical insight, 
expertise and tools that we’d be delighted to share with advisers to 
enhance their knowledge, sharpen their skills and develop a more 
successful business. Simply, we’d love to work with you. ‘ 



‘Seek first to understand to then be understood - Good advisers will  
understand the buying process that clients go through when faced with 
making an intangible and more than likely an initially reluctant 
purchase.  Once they have this approach understood and articulated in 
their own style they will see protection sales rise.’ 

Our innovative lifestyle protection plans are designed to enhance and protect lives.  As 
well as giving our clients award winning cover that matches their individual needs, we give 
each of them Vitality – a healthy living programme that helps them to live life well. We’re 
the only UK insurer to offer a truly integrated approach to peoples lifestyles and their 
protection needs. 

‘Skandia UK, part of the Old Mutual Group, delivers an unrivalled combination of high 
quality protection products, underwriting expertise and technical knowledge. 
Skandia Protect can be used to provide both personal and business cover. Whether 
it’s for family protection, part of a client’s inheritance tax planning, key person, loan, 
or ownership cover, we can offer a flexible solution. 
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‘Exeter Family Friendly are one of a few insurers that only offer 
“Own Occupation”, regardless of what your clients do, making 
theirs and your lives easier when they come to claim, the true 
test of any insurance policy.’ 

‘When it comes to protecting your business with robust research and treating your 
customers fairly by offering them the most appropriate products, you can rely on 
The Exchange – the most comprehensive comparison quotes and transaction portal 
in the market.’ 

Cirencester Friendly has provided Income Protection for the UK’s workers for over 120 
years. We are proud of our Member-owned, ‘friendly’ or ‘mutual’ status, which aligns 
the interests of the business and those who own it; our Members.  Committed to 
providing the highest quality income protection, we have won many industry awards. 
We believe in transparency when it comes to claims and publish a detailed breakdown 
of our Claim Statistics annually, allowing you and your clients to judge our performance 
on the facts.  



‘Never sacrifice value for price. Always look at the quality of the product, the support 
propositions and the ease of doing business  for your clients. As an example, look at 
the Best Doctors option available to your clients and their immediate family 
throughout the lifetime of the policy.’ 
  

‘BFS Protect provides simple yet innovative income protection cover 
which is available exclusively via Financial Advisers. Our efficient 
application process, common sense approach to underwriting and 
strong claims payment track record is popular with intermediaries 
keen to write more income protection business.’ 

‘7/10 people we asked said they'd rather have practical 
and emotional support before a cheque if they were 
diagnosed with a critical illness.’ 



‘The life insurance industry paid out £6.7m a day in life, critical illness and 
disability claims in 2011. Protecting themselves and their family is one of the 
most important things a person can do in their life. We are committed to 
helping insurers engage with more people to promote the importance and 
value of life and disability insurance cover. With your help, we can ensure 
that people take out the valuable protection insurance they need.’ 
 

‘For life cover alone, Swiss Re's research shows that half the adult 
population has a protection gap. On average, this amounts to 
£100,000 each. The 25-40 age group with dependants appears to 
have the biggest gap of all.‘ 

‘iPipeline/Assureweb is built upon one core aim: to make risk-based life 
insurance easier to buy, sell and process through dedicated people, 
dedicated and close partnerships and by embracing new technology.” 



Protection is the foundation for all financial planning and Munich Re is 
supportive of any initiative aimed at increasing the number of people that 
are protected. We absolutely recognise the need for advice on certain 
products and actively support a number of insurers operating in the IFA 
segment of the market. 

Covering more than 21,000 employers and 2.6m employees, we are the 
largest Group Risk insurer.  We have been voted as #1 Group Risk provider by 
the annual ORC Adviser survey, with 92% of advisers rating us as good or 
excellent.  Our CL@SS system supports advisers with sub-100 employee 
businesses, offering simple scheme management. We pride ourselves in the 
service excellence we provide and look forward to doing corporate employee 
Group Risk benefits with you. 





social 
media 

Protection 
1,119 likes 



 Thurs June 26  London (Friends Life) 

 Thurs July 17  Southampton (Skandia) 

 Thurs July 31  Birmingham (Zurich) 

 Thurs October 9 Glasgow (Royal London) 

 Thurs Nov 13  London (Swiss Re) 

 Thurs Dec 11  TBC 
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 Would you like to provide comment 
for the press? 

 Help promote your business? 

 Build brand and profile? 

 Generate new clients? 

 Shape the industry? 

 Contribute to the debate? 

 Talk to us… 

 

 

IFAs 
MEDIA 





Feedback forms 
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