EFFECTIVE COMMUNICATION. | CLARITY.

WILL IMPROVING THE CUSTOMER
EXPERIENCE GROW THE MARKET?

Steve Bryan, Director, Intermediary
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4% THERE ARE WORSE THINGS IN
LIFE THAN DEATH. HAVE YOU

EVER SPENT AN EVENING WITH |
AN INSURANCE SALESMAN? #4
WOODY ALLEN

Opportunities to sell protection are being missed. How we
communicate with customers is fundamental.
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EFFECTIVE
CONMMUNICATION.

CLARITY.
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1. RANGE OF LITERATURE. 2. TESTIMONIAL VIDEOS. 3. LEA]IEGEI\IEFIATIDI\I 4. COMMISSIONED

LET
ONL

RS AND OTHER RESEARCH REPORTS.
E TOOLS.

Provision of Strong communication tools to
help highlight the clear Nneed for protection with new
and existing customers.
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DIRECT DEBIT
CALCULATOR

For use with customers at the point
of sale to make them aware of how
much will be withdrawn and when.

EARLY WARNING _ o
SYSTEM Alert intermediaries of any

policies that may be of risk
SO appropriate action can
be taken quickly

Tools to help retain €xX1StINg customMers by avoiding
shocks that can cause them to cancel.
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PERCEPTION:
38% CLAIMS PAID

The amount of claims that

customers believe were paid ACTI o N N E ED ED.

for life cover, critical illness
and income protection

* Tackle distrust

REALITY: * Avoid unexpected disappointments

98% LIFE COVER .
92% CRITICAL ILLNESS * Giving clear answers to

91% INCOME PROTECTION customer questions

CLAIMS PAID

* Ensure customers understand
cover fully

*2m3 ABI Rgursa

Ensure services and materials are available to help
manage expectations and avoid disappointment.
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INSTANT RESULTS

!

OLP CONNECT
81% Immediate online decisions

!

RELEVANT LIFE PLAN
Applications +24% in first 2 months
of Q4 2014 and Q1 2015

GENERATION
SMARTPHONE

We can improve the customer journey with more
electronic capture and services making processes faster.
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2» CONCLUSION

GOING FORWARD.

growing expectations
engage social media
soclety is changing
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