FRIENDS PROVIDENT

Gold Standard for Life and Protection
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Peter Hamilton, head of protection marketing, Friends Provident (left), David Prosser, Daily Express Money Editor (right)

The Judges thought Friends Provident’s approach is particularly fresh thinking in a sector that is often hampered by traditional procedures.  Friends Provident’s entry displays a forward-thinking approach in its use of technology, as well as an early desire to utilise it to their advantage. For example, extensive use of workflow and imaging has been undertaken since the early 1990s. As a result of an early move away from paper-based procedures, they now have a sophisticated grasp of e.trading methods, which is undertaken to the benefit of their customers in the form of improved service levels and product initiatives. Technology has also been used to great effect in managing the customer relationship. Again, Friends Provident’s use of this for some years has afforded them the time to develop sophisticated data warehouse and data marketing systems. Judges were impressed with the ability to use these systems to build up a profile of each customer, enabling them to target information more effectively and, in their skill to suggest which policies are most likely to lapse, improve both product retention and service simultaneously. In the judges’ opinion, it is evident that Friends Provident quickly abandoned the idea of simply using technology as a springboard to improve administration in favour of using it to develop what is now an extremely customer-focused culture.  

The judges were also impressed with the Achieving Service and Technical Excellence (ASTE) process, which is used to assess the quality of service being given to customers. The programme was developed to address a process that previously did not identify levels of service being delivered to customers. The success of the programme has meant it has been rolled out into other areas of the business. The judges thought this was an excellent example of how a potential problem was identified, rectified and then used to advantage elsewhere within the company to improve the quality of service to customers.

The theme of using both internal and external research to develop and improve services is clear throughout the submission, but particularly when it comes to customer satisfaction. Judges were impressed with how Friends Provident uses the full gamut of programmes to identify whether or not customers like what they are doing. Customer satisfaction programmes include tracking studies, face-to-face research, industry surveys as well as accreditation programmes such as the ABI’s Raising Standards under which they received successful accreditation. They are also recognised as an Investor in People. The judges felt that by taking initiatives such as this, which went above and beyond normal business practise, clearly demonstrates the commitment by Friends Provident to excel.

BOX

Name of Company:

Friends Provident

Address:

Castle Street,

Salisbury

SP1 3SH

Name of Parent Company

N/A

Main Distribution Channels:

Independent Intermediaries

Website:

www.FriendsProvidentcom
Features of Website:

. the website is used by both independent intermediaries and by customers themselves. 

. key features for IFAs include New Business Tracking. This provides the link between New Business Submission and Policy Servicing.

. New Business Tracking provides a pipeline summary of all applications (both online and offline)

. applications can be sorted by status, date received, surname, proposal number or application type

. the ability to submit term, bond and pension business online via the stakeholder/new business submission

. electronic underwriting. 

. Individual Policy Servicing was launched in June 2003 offering online access to a customer’s policy details.

. a comprehensive on-line library for IFAs. 

. for customers, the website provides a full range of information on the company, products and services. Customers are also able to transact business on-line as well as make a number of servicing requests. 

Corporate Message

The protection business is, and will be, a core element of Friends Provident’s corporate strategy. The proposition to both consumers and distributors is founded on excellence in product design; with market leading products meeting clearly identified customer needs, whether these are individual customers or businesses; leading edge systems that provide a flexible, convenient, highly secure and scaleable service. We will continue to lead the market in the development and implementation of e-trading, showing clear benefits to our distributors. A clearly defined philosophy and practice in terms of underwriting and claims.

