STANDARD LIFE HEALTHCARE

Gold Standard for Protection
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Michael Hall, chief executive, Standard Life Healthcare (right) and David Prosser, Daily Express Money Editor

Standard Life Healthcare’s customer-focused approach produced an extremely comprehensive entry, according to the judges. A rigorous attitude to both pre- and post-recruitment standards is impressive and judges particularly liked the adoption of a ‘buddy’ system for Customer Care employees. Equally impressive is a requirement that new employees, depending on their level of experience, typically spend 12 months in the back office before being allowed to advise customers.

Judges felt that Standard Life Healthcare’s philosophy of putting themselves in customer’s shoes rather than assuming what customers want, was a strong theme throughout the submission. Efforts to understand what the consumer wanted are commendable. A recent initiative to roll out a telephone claims assessment service is a result of continued consumer research. Judges were extremely impressed with the partnership approach Standard Life Healthcare is developing with intermediaries. This approach puts intermediaries in the driving seat in terms of how they want to conduct business with Standard Life Healthcare. Judges recognised this involved a complete cultural change within the organisation and were impressed both with the drive behind the initiative and its implementation within the group.

Judges noted that Standard Life Healthcare has firmly taken on board the notion of ‘happy staff, happy customers, where others simply pay lip service. Involvement of staff is at a high level with particular attention devoted to ensuring strict standards of service are adhered to. Judges also noted that Standard Life Healthcare is not only willing to listen to staff views, but equally willing to make the necessary changes. An example of this is the initiative to put in place team, as well as individual, benchmarks following an employee survey, which demanded more focus on team-based issues and their local resolution.

A commitment to the use of plain English in documentation was evident. In a financial services sector that can be clouded by terminology, judges felt that literature used for marketing and advertising campaigns was extremely clear and focused. In the particular example supplied, judges commended the decision to stick to key facts about their healthcare range. The result is a slim-line brochure containing all the information you would need on an entire range in the same size document companies generally devote to one plan alone.   

The judges felt that in Michael Hall, Standard Life Healthcare’s chief executive, the company benefited from particularly strong leadership. This was evident throughout the submission, not only in the form of initiatives, but the coherence of approach through to strategic implementation. Standard Life Healthcare’s involvement at industry level was also highly commended by the judges.  

BOX

Name of Company:

Standard Life Healthcare

Address:

Wey House, 

Farnham Road,

Guildford,

Surrey GU1 4XS

Name of Parent Company

Standard Life Assurance Company

Main Distribution Channels:

Independent Intermediaries

Website:

www.standardlifehealthcare.co.uk
Features of Website:

. Information on Standard Life Healthcare and products

. obtain quotes

. call back facility

. hospital locator function

Corporate Message

Our corporate culture is very much influence by our values namely, customer focused; recognition and reward; integrity; teamwork; improving continuously; communication; action orientated; and a learning organisation. These values cascade from the top and influence the way in which we all work. We are described by visitors and contractors as friendly, open, decisive and action-orientated; they sense a high level of trust exists at all levels in the company. The driving philosophy behind everything we do for our staff is that we want to make Standard Life Healthcare a ‘great place to work’. Our core brand values – trust, financially secure and customer driven – underpin everything we do from offering high quality, value-for-money products, communicating in a clear and transparent manner, through to delivering outstanding customer service. We pride ourselves on being the consumer’s champion, demonstrated by our full refund policy and the fact that 98% of customers would recommend us to a friend.

