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Operating and Financial Review
Clients – improving our service in a changing environment

Client service – the changing
dynamics
In the wake of the Spitzer inquiry, many clients
and industry parties have highlighted the need
for, and potential benefits of, increased
transparency and accountability in the placement
of insurance through brokers. It is important that
we fully understand and are able to respond to
the changing requirements of our clients.

We have therefore conducted several research
projects during 2005 and have been involved 
in research carried out by Lloyd’s on behalf 
of the market.

A wide-ranging customer satisfaction survey
commissioned by Lloyd’s in 2005 provides a
useful benchmark against which to measure
service improvements to date and future priorities.
Telephone interviews were conducted with over
400 brokers, coverholders, insureds and
reinsureds in the UK and US across a broad
range of business classes. The majority of
respondents agreed that business processing
had improved at Lloyd’s in recent years. Three
areas of concern remain: speed of policy 

issuance, provision of information through
the claims process and speed of settlement.

We also participated in a further broker
survey conducted by Gracechurch Consulting
which focused on claims service. 100 claims
brokers were interviewed on the service
performance of 25 Lloyd’s and London
market insurers. 

Amlin’s claims service was ranked first of the
25, with particular out-performance in effective
technology, establishing good relationships,
and the availability and expertise of claims staff.
Client to peer endorsement is of course the
acid test of service delivery and is an important
differentiator in a crowded market. Amlin gained
the highest level of recommendations among
the companies surveyed. 

The survey also indicated that brokers are
measuring more service factors more regularly
than before. Moreover they are increasingly
penalising poor claims service by not placing
business with, or discontinuing use of, 
a particular insurer as a result. 

Finally, we commissioned an in-depth qualitative
analysis of the selection criteria used by UK
regional brokers. We used independent
consultants to interview over 30 brokers,
some of whom were Amlin clients and all of
whom specialise in commercial insurance. 
We sought their views on distribution flows, the
drivers of buying behaviours and the potential of
IT to improve service levels. This suggested that
there is encouraging potential for growth arising
from our approach to business and investment
in technology. 

Increased transparency 
Increased transparency around the roles of
brokers and risk carriers at each stage of the risk
placement process is leading to a better
appreciation of the roles of each. During the
second half of 2005 we interviewed the lead
underwriters of 20 classes of business which
provided 84% of our 2005 premiums. We
examined both the dynamics and practicalities
of the underwriter/broker relationship and how
these might change over the next few years. 

The ‘Box’ at Lloyd’s is the main interface with
customers, and key stages of the process
(negotiation and agreement of terms) are
generally performed there. Several areas were
identified where we may improve our service 
to Lloyd’s brokers including more effective
management of the renewal process and
provision of follow up quotations on new
business to improve conversion rates. 
Certain areas where a more targeted marketing
approach would be beneficial in influencing key
decision makers in the placement process were
also identified.

During the first half of 2006 this work will be
extended to interviews with key London brokers
on a class of business basis. 

Importance of claims service

Source: Gracechurch Consulting, September 2005
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Q: Have you ever decided not to place business
with an insurer because of their claims service?
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Q: Have you ever stopped placing business with 
an insurer because of their claims service?
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Question: To what extent have the processes covered 
in this survey improved on the whole in recent years?

Source: Lloyd’s Customer Satisfaction Survey, 2005
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Geographical split of gross premium 2005 (2004)
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Method of acceptance
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Amlin is committed to becoming the global
reference point for quality in our markets and 
we recognise the primary importance of client
feedback, both in achieving this aim and as a key
differentiator in the London market. In 2005, we
have concentrated on two areas: developing our
understanding of client needs and measuring and
improving our service to brokers and insureds in
the key areas of access, policy issuance and
contract certainty, and claims settlement. 

Our client profile 
Amlin accesses business from a diverse 
range of clients worldwide with the majority
being introduced by brokers. They provide a
global distribution network and, because of 
their familiarity with Amlin, act as an efficient
conduit. In 2005 over 94% of our business
was sourced through Lloyd’s brokers, with
only £54.7 million of premium derived directly
from commercial and individual customers.

The graphs below show the continuity of our broker
relationships year-on-year, the high percentage
of renewal business generated from those
relationships and the market leadership position
which Amlin retains in each major business area.
We aim to be flexible in our broker relationships and
our preference for specific direct risk and treaty
reinsurance, where we have full control over the
acceptance of risk and tend to have a relationship
with the ultimate insured or reinsured is also shown.

Treating customers fairly
Hurricanes were not the only natural
catastrophes to cause devastation in 2005.
Extreme monsoon flooding in the Indian
sub-continent caused significant infrastructure
damage and in July 2005, the vicinity of
Mumbai and the state of Maharashtra were
badly affected. Insured losses are estimated
to be some US$ 500million. 

Amlin has for the past four years led the Lloyd’s
catastrophe reinsurance programme whereby
The General Insurance Company (“GIC”) of
India buys cover for flood and earthquake
perils. Thus far it had been standard industry
practice for the primary insurer to pay claims,
provide proof of payment to the reinsurer and
then gain the contracted level of recompense.

However in the case of this major catastrophe,
(and similarly with Hurricanes Katrina and Rita)
the state reinsurance company needed to
make large volumes of payments quickly, 
for both practical and humanitarian reasons. 
As lead underwriter on the reinsurance
programme, we took the view that the
Syndicate should provide staged advance
payments to GIC, without waiting for the 
usual documentation. This additional cash 
flow enabled them to improve the situation 
for their local reinsurance clients and 
ultimately, the original insureds. 

Mike Hernandez, Non-Marine Director at
Cooper Gay, GIC’s London broker commented,
“The reinsurance leaders of the programme
reacted fantastically to this complex and
unique loss, rapidly making funds available to
GIC and forming quick conclusions on the type
of loss this was and how it should be recovered.
There is no doubt that this set the standard for
all recoveries on the many reinsurance
programmes emanating from India.” Mr. R.K.
Joshi, Chairman of GIC has thanked Amlin “for
the assistance rendered in providing capacity
to the Indian market, the unique support for
expeditious settlement of monsoon floodplains
and for being the catalyst for a cascading
effect on other leading international reinsurers.”

We believe this flexible approach is in the spirit 
of what the FSA has termed “treating
customers fairly”. It may also serve to
encourage other insurers to buy appropriate
levels of reinsurance cover for the future.




