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e Yellow Pages [ottery’ somi: customers are
forced 1o endure.

Building a

With the traditional emphasis on price alone finally starting to be confined

to history, insurers are trying to break new ground in improving every
stage of the property claims service, as Jonathan Swift discovered.

THE I55UE OF costomer service with
regards to' property claims i never f21 from
the headlines and the recent earthquaks n
Kent zguin put the issue of insarance claims,
and how they are dealt with, 1o the tog of
the agenda

S, how impiorfant are palicyholders when it
Cumes to procuring property claims services?
I8 oost the main driver or are other factors
equally as importznt, if mot more so? Hew are
these services procured now, znd how much
freedom do consumers have to chonse their
oW supplerss

With these issues in mind, Fost recently
gathered = wide range of experfs together,
i conjunction with Impertal Consultants, to
diliate the latest developments,

Martin Ashfield, head of  commercial
property claims at Axa kicked off proceedings
with the asserfion that the procurement
process has evalved gver the past couple of
vears: “When we perform a tender there ame
a number of factors and features-that have
weightings and | would suggest that they
have probably shifted somewhat

“Bervies 15 now, certainly from the
operational perspechive, our number one
priority and Girries the heaviest welghting in
soores and [would have thought that is pretty
common around the market.”

Joa Cawley, UK. property claims operation
mamager at Zunich, concurred, adding: “We
have a very evolved process in our supplier
management team within the claims
nrganisation. It 15 not all about fees and
price, We rarely sefect the cheapest, but if
the winner happens to be the cheapest then
that is fine hecsuse other fzciore would
have been considered. But the key drver is
customer satisfaction, Thereis a need fo drive
the oost down as well, but the mam pronty iz
fo service the customer”

Offering a loss adjuster’s perspective, Gany
Llowd, head of customer services at AMG
said that his firm recognises the link between
& delighted customer and business refention,
“Anid perhaps more importantly, the fact that
a delighted customer iz likely to recommend
the. service that they have received to other
pecpie, which is & key macketing point It is
very difficull to retrieve a lost cistomer — it
i far easier 1o hang o5 o them,"

Marshall King, commercial director,
Homeserve Property Repairs, interjected:
“From: a- zupplier perspective, service is
very important and within Homeserve it is
probably now the number one metric that all
businesses are measured on — certainly, it
will be this year — and that is coiing down
right from the fop across all the businesses,

“And | think it is important to point out
that Service and cost are not two parts of a
balancing act, if vou like You can pet service
and costs down becsuse the oost of the failires
in service generally are the ones that drive
up the averall cost of supplier and insurer
profitabitity. 5o, [ think 1 can be done togethies
il you da it right"

Take it or leave it

Jeremy. Baker, property claims supply
manager at Alliznz Inswrance, admitted that
i & customer réceives an adverse service, then
that & going to be & key drives in {hem moving
their business elsewhere, “T think there are
ather drivers in the market ds far as retention
is concerned, but actually having a claim and
receiving a-quality service may keep your
business there and encoumage further hiasiness
from recommeendatmne” he conceded.

Mr Ashfield noted that,while price sy
still be an importent fctoer when it came o
renéwals, the commercial side = probably nog
B5 PIiCE senzitive as personal lines, and that
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mtermediarics had to be won over regarding
eervice that their clients received,

“Brokers do not have @ great opinion of
insurers in terms of our consistency of service
a3.a market-at the moment” he added. “We
need 1o give them the confidence to actislly
hand their customers over and eonvines them
Wit e going to look after them correctly and
help to refain that business.”

At this pomt, the chairasked the assembled
experts how many policyhoiders decide to
source their pwn suppliers, rather than use
these approved by an insarer?

Imperial Consultantz chiel moecitive officer
Kevin Skillin said, in his expenence — which
is predeminantly in persomal Hnes'— 0%
chese cish and to use thidr own supplies.

Graham Fitzpatrick, Crawlord’s head of
general insurance, added; “T would =3y there
iz certainly a shift towards customer chalee.
And any supplier or insurer has to agree to
offer that chiice and nof force the customer
dowem any particular single route.”

“That =said, our experience i5 that, more
than ever, nustomers tend to welcome the fact
that a procured building repairer can be made
available,” continued Mr Lioyd, “Because ft
saves them the hassle of trving to source a
contractor, whois probabhy unknown o them,
and whese quality 5 perhaps unknown as
well. [think # really & an added vatie benefic
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<03 o be able to say that you can offer a properly

validated quality repair service 10 assist the
customer b fix their building.”

Norwich Union property cliims manager
Panl Redington zaid thai, by offering
palicvholders approved suppliers; it helped
them avoid what he described as “the Yellow
Pages Jottery”, adding that quality contractors
are at 3 premiwm. “Thereare obviously
insurers like us who ean provide.a good
guality contractor when the customer needs
it, rather than lat them loose on the piarket and
possibly niot even get = contractor atall”

S does it differ between commer;iai and
personal lines s to whether a policyholder
would rather use 2n approved coatractor or
somebady they know personally?

There's an expectation we will provide
quality contractors you will not get
from the Yellow Pages lottery. uoys

Colin Lewis, contractor management
director at Cunningham Lindzey, said that
again theré was 2 spiit between the two fypes
of peticyhoiders:

“Ithink on the commercial side they want to
s thiat the work s being done by nominated
contractors whi know about constroction
design and management regalations, building
regulations, ashestes and all the specialisms
imvolved, whereas if you just go down the
locah huilder route, vou don't really know that.
And I think commercial organisations want
that reassiranes, pessinly more thana private
householder.”

Wr Baker continued the discussion on this
point. “Also, [hink it is possibly reflective that
the repairer netwirks have not et their siall
out to undertake commercal work. There are
amumber of skilled trades that commercial
imsurers require, particularly the small to
medium-sized enterprises that are simply not
put there i the market place. [ think there 5
alse a degres of broker reluctance on the use
of metworks, with a preference for allowing
their policyholders greater customer choice
and organising that themselves.”

An issue of trust

Mr Llove added that policyholders often
prefer to use an approved supplier becanse if
semething goes wrong, “they hive got 2 better
chance of having something put right because
it {5 backed by an insurance company, Taties
than throwing themselves on the mercy of a
high-sireet contractor”.

Mr Cawley added: “There is definitely
the expectation that we will provide quality
comtractors that you wouldn't get out of
3 Yellow Pages lottery. And 1 think that 15
where you have to wosk with your networking
suppliers: to tatally validste that selection
procese. | think the selection process is 50
rijgrous that many of our supphiers complain
ahout it, but we have to doit"

A= senior member of staff #t one such
ermehier Mr Kine saidi <1 think it would be

Cawley, left, and
Lewis: heartened by
improving dalms
service standards

interesting to fast forwand 2 bit and see in the
future what we could do better. And one of
the things ] think custormers would appreciale
iz the presence of ‘a really strong branded
repair service In the market And insurers
wotld appreciate that, becanse they lonow if
a custorer recognizes that repair brand they
will actually feel comfortable i taking that
option i indeed they want fo do that”

Mr Llgvd and Mr Lewiz said they believed
the sze and nature of the repair probably had
a bearing on whether someone would decide
to tise an approved network, and that, i it
nvelved a few slates on a roof, 3 policyholder
wonld be more lilkiely 1o take the cash.

Mr Lewiz added: "We specialize in
cubgidence repairs, and very rarely does
amvbody swant the cash settlement. They may
o o 2 cash settlement towards the end of the
claim, once the engineer has specified what
the problem is, has dealt with it and specified
the Tepains. Bul in most instances they want 2
Bower fide contractos”

Mr Fitzpatrick summansed the discussion
by reflecting “The strong message that is
coming ot does seems to be about costomer
choice, but there = also2n obligation on us
as an industry to articulate the implications
of those choices. So, if 2 pelicvholder doss
decide to go with their own contracror,
they understand the risk of not having the
protection of, say, & contractors’ network.”

Asked whether insurers and their suppliers
have the impets to treat eustomers faily,
and if the regulator was teking an inferest in
hiw property chiims are settied, Mr Ashfield
gaid: *T have not seen the Financial Services
Authority getting interested in this af al
1 think it is-all sbont giving -policyhalders
the right choice, it is about Tecognising the
different segments that you are dealing with;
and it i ahout ghving them flexdbifity of choice
within sensihle confines So, no, | don't see the
FSA gutting invohved”

wark, and they can see & fofre n insurance

However, Mr Cawley-said he could see the
FaA Inoking more closely, 25 TCF becomes
mote of ‘& concern, 1 think we saw evidence
last yearof the Ombudsmen getting interested
in insurers/loss adpusters making a choiceof a
palicyholder’s contractor and then importing
a duty on the adjuster/insurer because of a
particular contractor being selected who did
not fulfil what he needed to do”

Possible solutions

Asked whether a unified secreditation would
hukp policyholders lmow whether a contractor
was of & suitahle standard and make them
miore cominriable using themn, Mr Cawley said:
“Oime of the things we are trying to do o get
round this i toactally build the Zurich brand
into the suppliers, to get them to take on the
valnes of our brand, sowe achlly train some
of our suppliers on specific Zurich values

“We frain our contraclors to treat the
cizstomer in the same way that we would, And
hopefully that iz giving the customer a Tittle
Bit of confidence in our networks 25 we are
accepting rezponaibility for everything that
they do as opposed to saving they have been
deployed — now just go talk to them.”

Mr Achfield added: “We have greateamples
of suppliers who make sure their people take
their shoes off before they go in the house, and
put overallson. That is the sort of attention to
detail that makes a difference to the customer,
And that i the kind of alignment to our
customer pthos and valee that we need”

Theissueof forming long-term refationships
against a background where nsurers chep
and change supplisrs was raised, o which
Mr Lewiz-=aid: “T think we dre changing in
relation to the network thit we have. A couple
of yearsago there were about 25 coniractors,
now it is down o 14

“And these comtractors have got long-term
contracts with us specialising in insurance
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I-r Baker, Fitzpatrick, Swift: is a unified
acoreditation a possible solution?

work. And don't forget, when you have
surges or you heve major events, 2l thes
rates am ggneed.”

Mr Llevd sdded: “There has been a ses
chanpe m the st e or thnte years [nstirers
are looking to build long-term refationships
ant werking partnerships rather than have
this three-year turnover just for the sale of it
becayse the procurement process says so.

“And I think from our perspective, we
weloarme it. You can't see real benefits from &
relationship unless 11 has rum iks fourse over d
reasonable length of time. And we are seeing
with the longer-term relationships that we
have god, the benefits almest magmifi”

“Historically” szid Mr King, *insurers have
been nervons handing out longer contracs
because of the worsy QJ1J,‘.\I1E:“~.‘- will end up
in the comfort zone and not look after costs.
[ think from an aspiring lng-term sunolier’s
viewpoint, we know very clearty that it is our
duty fo be competitive and, in fact, be' the
lowest oost provider inthe industry, And we
&re working very hard 1o do that, But we are
not nzive enough to think that cur costomers
dis not restize that if we don't look after those
cost factors, they can just go eleewhers”

Mr Ashfield continued: T think 1t goes back
tn thestart of the comversation. Remember, we

are talking about how insurers have actually
caught an to the fact that service is a little bit
moTe important than cost pow, As.a resull,
we are mving different sorts of steers 1o the
sisppliens bo say ts i actually whatwe want,
Andif youarereally going to drive zervice, you
don't do that witha l'mo-_l.t}r PrOETEmImE.

“Umce v have a;:rF'u: 1 COnract it-takes
zix months to settle on the SLAs and the
KFls, 50 you can \,L¢1 your performance
management, which you then run fora year
and a hali. But chiring the fast six m:m'.lm of
the contract, the supplier will be thinking,
‘are we going fo be kept on, or face & besuty
marade again?’ S0 vou kave only got about 12
menths of good solid work in there, which &=
just of o value,

“One of the consequences of buildng up
these relationshin is that both parties can be
hionest and upfront about what they can and
cannot do”

Mr Ligyd concluded: “One of the things
suppliers do not do a5 well as they might 2
to be honest when capacity is stretched. And
there i a |ogice] rezson for that, The bemefit
of & long-term relationship iz that there will
perhans be more of @ willingness to sy, hang
on a manue, just barn the tap off for a while
hecauss we are getting a bit buried bere™
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