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Market Context

Insurincex

Service performance varies across the
country. At the end of 2023, there was a
spread of only nine points across the broad
UK regions; this is now up to 30 points at the
mid-year point. In addition, proximity (i.e.
physical distance of a broker to an insurer
office) is important. Overall, the closer the
broker is to an insurer’s office, the higher
their NPS. Carriers further away from their
brokers, therefore, need to work harder for
the same score, as service delivery is
perceived better if it is delivered locally.

The service provided by the whole of the UK
insurance market, as measured by NPS,
improves six points since the end of 2023
and, for the first time, is above zero.

This improvement continues the trend of
improved service since the first measure in
2022. However, despite headline
improvement, service remains very
inconsistent: half of providers now have an
NPS above zero, half are below.

Regional breakdown: NPS scores
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Stars in insurance: London and South East

« Paul Harrison, AIG (Reigate): “Better underwriting than many competitors in general.”

o Alan Luckhurst, Allianz (Maidstone): “Great approach - proactive, friendly and
competitive.”

 Property Team, Arch (St Albans): “Responsive and always happy to help.”
« Jodie Rimmington, CFC (London): “Excellent service and always happy to help.”
« Chavala Banks, Markel (London): “Proactive work and collaboration with the network.”

 Travel team, Zurich (London): “Focus and pace.”




