
Welcome to the final edition of 
iPipeline Quarterly for 2019. 
The end of the year is a natural 
time for reflection and, as I look 
back on the past 12 months, I 
feel immensely proud not only 
of our continuing work to grow 
the protection market, but also 
of our contribution to a range of 
worthwhile industry initiatives. 

iPipeline is committed to 
increasing diversity in the 
protection industry so we were 
pleased to sponsor the Women 
in Protection Conference where 
we presented on the challenges 
and opportunities of emerging 
markets and the importance of 
personalisation. Many of our 
team were nominated for awards 
and we were delighted to see 
our Head of National Accounts, 
Stephanie Hydon, win Woman of 
the Year – Technology.

Encouraging more women 
to engage with protection is 
key, but there are many more 
underserved markets which also 
need to be targeted. Success 
here will be driven by new and 
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more personalised products 
combined with the incorporation 
and better use of technology. 
At iPipeline we’re using our 
innovative technology solutions 
to create momentum in the claims 
space, with AlphaTrust driving 
better outcomes for customers 
at the moment of truth. More 
providers have also been digitising 
their protection operations with 
SSG Digital, leading to greater 
efficiencies and improved 
customer experience.

As well as looking back on the 
past year, now is also a good 
time to look ahead to what’s in 
store for 2020. At iPipeline we’re 
already developing plans to build 
on our success in encouraging 
more providers to enhance their 
digital operations, and we’re 
looking forward to another year of 
working with our partners to grow 
the protection market.

Thank you for being part of 
our journey throughout 2019 
and I wish you all a very merry 
Christmas and a happy and 
prosperous new year.

LOOKING BACK ON A SUCCESSFUL YEAR
BY IAN TEAGUE, UK GROUP  
MANAGING DIRECTOR, IPIPELINE UK
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DATA SECURITY
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DID YOU KNOW?
The number of households 
in UK’s private rented sector 
increased from 2.8 million in 
2007 to 4.5 million in 2017 
– that’s an increase of 1.7 
million (63%) 1.

Only 26% of renters being 
likely to have life insurance 
or critical illness cover. 2 

It’s also predicted that by 
the 2025, 50% of adults 
under the age of 40 will be 
renting privately 3.

INTERMEDIARY 
EXCLUSIVE
Available only via 
intermediaries, our new Rental 
Protection Plan is designed to 
pay out a monthly benefit, which 
could be used to help pay the 
rent, in the event of a valid claim. 

The plan offers three choices 
through a single application. 
Rental Income Protection 
Benefit, Rental Life Insurance 
and Rental Life Insurance with 
Critical Illness Cover, therefore 
having the flexibility for clients 
to select the most suitable 
protection product to meet their 
needs.

A PLAN TO FIT YOUR 
CLIENT’S NEEDS
• A choice of plans: Rental 

Income Protection Benefit, 
Rental Life Insurance or 
Rental Life Insurance with 
Critical Illness Cover.

UNLOCK NEW 
BUSINESS IN RENTAL 
PROTECTION

• Access to a range of 
support: Rental Income 
Protection Benefit comes 
with Rehabilitation Service 
included.  All three offerings 
include Nurse Support 
Services provided by RedArc 
Assured Ltd – as standard. 

• An option to switch: If your 
client no longer rents a 
property as a result of taking 
out a mortgage, they have the 
option to change their Rental 
Income Protection Benefit 
(if chosen) to our Income 
Protection Benefit plan. 
(Conditions apply) 

• Added reassurance: Could 
help your client pay the rent 
on their home in the event of 
a valid claim.

HERE TO HELP
To learn more about our Rental 
Protection Plan, enrol on our 
webinar, or visit legalandgeneral.
com/rpp

Those of you logging in directly 
to iPipeline Services would have 
noticed a big change recently. 
Our next generation security 
layer puts us at the forefront of 
global security standards.

WHAT DOES THIS MEAN 
FOR YOU?
Firstly, if there’s one thing 
that keeps us up at night, it’s 
security. Ensuring customer 
and client data is suitably 
protected is always at the top 
of our agenda. In a world where 
phishing attacks and account 
takeovers are commonplace, 
it’s no surprise that 81% of 
data breaches are due to 
compromised credentials. Our 
primary goal is to keep you safe 
from these threats.

Secondly, we have invested 
significant amounts of time 
and effort in developing 
additional functionality that 
helps you in your daily tasks. 
You can now invite (and remove) 
another adviser, paraplanner 
or administrator to access and 
quote in your account. Everyone 
will have their own individual 
login+ credentials, which means 
you don’t have to share yours 
and you always remain in total 
control of your data. Want 
access to multiple panels? No 
problem; you can link all your 
existing accounts under one set 
of login+ credentials. 

Finally, we’ve been working 
closely with Unipass, a long 
standing partner that provides 
you with one secure online 
account which you can then use 
to log in to multiple financial 
services websites. Unipass is 
used by over 35,000 advisers 
in approximately 8,000 
organisations, so we were keen 
to upgrade to their new Multi 
Factor Authentication service. 
This allows you to access 
iPipeline services with just your 
Unipass credentials – there’s no 
longer any need for a certificate 
on your PC.  

As leaders in the marketplace, 
we’re well known for our 
innovative approach to software 
design. By enhancing our 
security, we’re demonstrating 
our commitment to 
fundamental, core services that 
ensure we put the customer, and 
their clients, at the heart of what 
we do.

LOGIN+
BY OLIVER BOWDEN, 
CUSTOMER DELIVERY MANAGER, 
IPIPELINE UK
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We know that rental payments 
are every bit as important 
as mortgage payments in a 
household’s finances. With 
an extra 560,000 households, 
expected to be living in private 
rented accommodation by 2023, 
the need for protection will be 
greater than ever 4.

https://register.gotowebinar.com/register/5527824797230262029
https://register.gotowebinar.com/register/5527824797230262029
https://www.legalandgeneral.com/adviser/protection/campaigns/rental-protection/rental-protection-plan.html
https://www.legalandgeneral.com/adviser/protection/campaigns/rental-protection/rental-protection-plan.html
https://www.ons.gov.uk/economy/inflationandpriceindices/articles/ukprivaterentedsector/2018
https://www.covermagazine.co.uk/cover/news/3080751/renters-less-protected-than-homeowners-despite-financial-insecurity
https://www.buyassociation.co.uk/2019/06/13/uk-renters-are-expected-to-outnumber-homeowners-by-2039/
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All our members and their 
immediate family have access 
to our HealthWise app. The 
app provides access to health 
and wellbeing services, 
bespoke to their policy. The 
services available include GP-
on-demand, a second medical 
opinion, physiotherapy^, mental 
health support^, lifestyle-
coaching* and nutritional 
advice*.

The app provides a digital 
experience with all the 
convenience that technology 
brings; speed and accessibility 
complemented by the personal 
and trustworthy benefits that 
come from a human touch.

HOW DOES IT WORK?

Once a member has downloaded 
and registered to use the app, 
they can book an appointment 
with a GP or health specialist at 
a time that suits them. What’s 
more, members have the option 
to choose their specialist, 
which is especially important 
for individuals who feel more 
comfortable to discuss their 
concerns with a specific gender. 
This can take place via video or 
telephone-call.

During this initial consultation, 
the member and treating 
specialist will discuss the next 
appropriate action. Depending 

on the service used, advice 
may be given on how to 
manage their condition, or a 
tailored treatment plan may 
be prescribed, recommending 
the next stage of treatment or 
support. 

A DIGITAL SERVICE WITH 
A HUMAN CONNECTION

When it comes to the important 
‘stuff’ such as people’s health 
and wellbeing, we understand 
the value of speaking to a real 
person to gain trusted advice. 
We also understand that people 
are busy so need to access 
services fast and at a time that 
suits them. 

Using digital services such as 
video-calls and consultations 
or simply talking over the 
phone means our members can 

talk to an expert at their own 
convenience, without disrupting 
their busy lives. 

MEMBER APPETITE FOR 
DIGITAL SERVICES

Since its launch 9 months ago, 
HealthWise has highlighted 
a growing appetite for digital 
healthcare services amongst 
our members. 74% of members 
who have used HealthWise have 
accessed services via the app 
with more than half of treatment 
outcomes for physiotherapy and 
mental health being delivered 
digitally.

We want to offer a convenient 
and personal member benefits 
service with our HealthWise 
app, and we are delighted that 
our members are choosing 
to use it to help manage their 
health and wellbeing positively.

To find out more and to begin 
working with an award-winning 
insurer, why not organise a 
webinar or meeting with The 
Exeter sales team on 0300 123 
3207 or email us at  
sales@the-exeter.com

HealthWise is powered by 
Square Health

^For our income protection and health 
insurance members only

*For our life members only

COMBINING DIGITAL POWER 
WITH A HUMAN TOUCH
BY STEVE BRYAN, DIRECTOR OF  
DISTRIBUTION AND MARKETING, THE EXETER

It may not be the first thought 
when it comes to people’s 
financial protection, but home 
insurance is 
absolutely 
fundamental. 
After all, 
there can’t be 
many things 
that are more 
important than 
safeguarding 
the roof over 
someone’s 
head and the 
belongings 
inside. That’s 
why we launched 
SmartQuote for 
intermediaries earlier this year, 
to redefine the rules of how 
advisers and their customers get 
a home insurance quote.  

We’ve heard all the objections 
to selling general insurance: 
advisers don’t have the time 
and may not see the benefit of 
participating in a market where 
many potential customers 
immediately turn to price 
comparison sites. Yet at the 
same time, we have a duty of 
care to the customer, and it’s 
hard to see how we can meet 
it without considering their 
fundamental needs. 

Arranging cover had to be made 
easier. With SmartQuote , we’ve 

not only aimed to do this, but 
have challenged  any lingering 
misconceptions about the 

quotation process.

SmartQuote uses big 
data and innovative 
technology, to 
enable advisers to 
get a quote for their 
clients’ buildings and 
contents insurance 
easier and quicker 
than ever before. 
Gone are the days of 
complex forms and 
endless questions 
– which customers 
may not know the 

answers to. 

Other key benefits for 
intermediaries include:

• Access to our latest product 
offerings Home Insurance 
Plus and Home Insurance 
with enhanced features and 
benefits such as a buildings 
sum insured up to £1.5 million 
and Home Emergency Cover 
included as standard up to 
£1,000.

• Reduced disclosure risk – 
customers no longer have to 
answer a lot of complicated 
questions giving greater 
peace of mind for advisers 
and their customers.

• A much quicker and slicker 
quote and apply journey with 
fully digital document option 
for advisers’ customers

SmartQuote for intermediaries 
is being integrated into 
SolutionBuilder and will be 
rolled out over the coming 
months.  Advisers will be able 
to get a SmartQuote without 
leaving the system. SmartQuote 
cuts the paperwork and 
time involved in doing home 
insurance business and gives 
intermediaries an opportunity 
to reengage with this market. 
And they should take it. First, 
because they owe it to their 
customers to look after their 
key insurance needs and second, 
because it could be a fantastic 
opportunity to take on more 
business. 

You can find out more about 
SmartQuote for intermediaries 
here or get in touch with your 
Legal & General Account 
Manager.

LEGAL & GENERAL SMARTQUOTE 
FOR INTERMEDIARIES
BY SIMON HIRD DIRECTOR,  
BROKER & INTERMEDIARY, LEGAL & GENERAL 

THE DIGITAL ANSWER TO SIMPLER AND QUICKER HOME INSURANCE

SmartQuote uses big 
data and innovative 

technology, to enable 
advisers to get a 

quote for their clients’ 
buildings and contents 

insurance easier and 
quicker than ever 

before.
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From office temperatures 
calibrated to the metabolic rate 
of the average male, to crash 
test dummies that look like men, 
the world seems to be built 
around one half of the human 
population. 

While the UK’s average gender 
pay gap has improved over the 
last 25 years, from 17% for 
full-time employees in 1997 to 
9% in 2019, much remains to 
be done. Recent ONS research 
shows that on average women 
will be paid £260k less than men 
over the course of their careers. 
Coupled with a greater risk 
adverseness compared to men, 
which affects the accumulation 
of pension wealth, there are 
significant implications to 
financial resilience.  

The reasons behind the gender 
pay gap are well documented 
and include the fact that fewer 
women are in senior positions, 
more have part-time jobs and 
many are paid less than men 
working in the same role.  

So, how does the protection 
market stack up against this 
backdrop? iPipeline data from 
the advised channel shows that 
during Q3 2019, 47% of single-
life Term policy applications 
were by women. Examining 
the long-term trend, the EU 
gender directive caused a 
spike in purchases by women 

towards the end of 2012, but 
this was followed by two years 
of stagnation in 2013/14. There 
was then a strong increase from 
40% at the start of 2015 to 47% 
by the end of 2017. Since 2017, 
the trend has levelled off at 46-
47% of Term applications.

Although the protection gap is 
modest for life sales, it is larger 
for other product lines. For 
example, women accounted 
for only 40% of standalone 
income protection (IP) policy 
applications in Q3 2019 and, 
while there is parity between 

A MORE INCLUSIVE  
PROTECTION MARKET
BY LUKE HARRISON,  
DATA PRODUCT MANAGER, IPIPELINE UK
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THE PROTECTION GAP

men and women in the 18-24 
age group, the IP gap widens 
for older demographics. There 
are also differences in cover 
amounts, with it being on 
average 18% lower for women 
in Q3 compared with men. 
However, iPipeline data also 
reveals that average salaries for 
women are 30% lower than men 
so, when adjusting for salaries, 
we see higher cover amounts 
for women until salaries reach 
about £50k per annum. 

It has been great to see the 
protection industry grow 
in recent years, but the fact 
remains that two thirds of the 

Annual average earnings for men and women with their 
highest qualification as A levels or equivalent, UK 2018

adult population still don’t own 
a protection product. Engaging 
with women more effectively is 
a key way to boost protection 
sales, but it’s only one step 
to becoming a more inclusive 
market. The FCA Financial 
Lives Survey in 2017 reported 
that 53% of mortgage holders 
surveyed had life insurance, 
dropping to 14% for renters. 
There are now 4.5 million 
households that rent privately, 
projected to reach a quarter 
of households within the next 
few years. With 63% of renters 
having no savings to fall back on 
in the event of a financial shock, 
it’s crucial to find ways to engage 

with this demographic through 
innovative protection products. 

iPipeline data demonstrates 
that technology which helps 
customers understand their 
protection needs and models 
suitable product options 
has helped drive more sales. 
However, there are millions 
of potential customers not 
being served through existing 
channels. The traditional 
protection trigger points like 
taking out a mortgage may have 
changed, but the need for people 
to be financially resilient if the 
worst should happen remains. 

% of Single Life Term Policy Applications to Females

G-Day

Mind the gender  
pay gap...
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As a trainer for iPipeline UK, I 
am lucky enough to meet many 
advisers face-to-face. Most of 
the time our meetings are very 
positive, however, one of the 
challenges I’ve received from 
them recently is that their over-
50 clients don’t want or need 
protection. 

I don’t believe this is true, and I’ll 
tell you why.

With an increasing retirement 
age and the average life 
expectancy in the UK now at 
80 for men and 83 for women, 
it’s no longer the case that the 
over-50s merely require whole-
of-life or funeral plans. Today, 
people are paying off their 
mortgages over longer terms 
and the majority of providers 
now offer life cover up to age 
90 and critical illness cover 
(CIC) up to age 70 in most cases. 
Some providers even offer 
CIC to people older than 70,  
although usually without total & 
permanent disability protection. 

Our iPipeline data demonstrates 
the importance of protection to 
this demographic. In Q3 2019 
there were 38,000 apply links 
used through iPipeline for clients 
aged 50 or older (22% of the total 
applies in that quarter). 83% of 
applies were for term life, 8% for 
whole-of-life, 6% for CIC, 2% for 
income protection (IP) and 2% 
for business protection. 

PROTECTION NEEDS  
FOR THE OVER-50S
BY CHANTEL MCGILL, BUSINESS DEVELOPMENT 
CONSULTANT, IPIPELINE UK

8 

And we’re not the only 
ones who understand how 
crucial protection is to the 
over-50s. Matt Timmins, 
SimplyBiz joint chief executive, 
believes protection should 
be at the heart of financial 
planning. “Many advisers 
have concentrated on wealth 
accumulation for clients, but the 
start of, and very core, of good 
financial planning should be a 
will, a lasting power of attorney 
and protection,” he says.

PROTECTION SCENARIOS
Using our Mortgage & 
Protection Risk Report tool 
within SolutionBuilder, we can 
generate personalised reports 
that look at different scenarios.

Example scenario –  
Mr and Mrs M

Mr & Mrs M are in their early 
50s. Mr M intends to continue 

working until 70 to boost his 
pension pot and Mrs M would 
like to retire early. They still 
have a £50k mortgage left on 
their property and have £10k 
in savings. They have a good 
surplus income each month but 
are concerned Mrs M doesn’t 
have a sustainable personal 
pension pot. They enjoy holidays 
and their hobbies and would 
like to continue their lifestyle.  
Options available can be seen 
opposite.

There are plenty of suitable 
solutions that could work for 
these clients with a budget of 
£100 per month. Having looked 
at many different scenarios, all 
are potentially affordable within 
their budget and will protect 
them for the remaining term of 
their mortgage, provide lifestyle 
protection with IP and also 
protect Mrs M should anything 
happen to Mr M. 

It’s clear the over-50s still need protection, so it’s crucial advisers don’t avoid discussing the 
requirements of their older clientele. 

Product Benefit Details Provider Premium

Level Term Life £100k for 30 years Canada Life £50.72

Level Term Life & CIC
£50k for 30 years (Lifestyle 
protection after mortgage paid off)

AIG Life £139.15

Short Term IP to age 70 for 
Mr M

Max Benefit £2k p.m 3 Month 
Deferred

LV= £26.17

Family Income Benefit (Life 
Only)

£10,000 p.a 30 years AEGON £58.73

Whole-of-Life £25,000 Vitality
£13.72 (19 years to reach next 
cheapest on Bronze status)

Aegon £28.37

Policies Written by Age/Product Line (2018)

Options available include:

Monthly 
mortgage cost: 
£500, Mortgage 
amount: 
£50,000, Term: 
18 years

Cover from

£158/month
Cover from

£94/month
Cover from

£64/month
Cover from

£12/month

71%
chance of being 

off work sick 
for 2+ months, 

suffering a serious 
illness or dying

52%
chance of being 
off work sick for 

2+ months

37%
chance of 
suffering a 

serious illness or 
dying

10%
chance of  

dying

Keep up with your 
mortgage payments if 
you are off work sick 
due to long term illness

  x x
Receive a lump 
sum to either cover 
expenses or pay off 
your mortgage if you 
are diagnosed with a 
critical illness

 x  x

Pay off your
mortgage if you
were to die  x  
Total Cost Including
Mortgage £658 £594 £564 £512
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From a customer’s perspective, 
not much has changed about 
their understanding and need 
for Life and Protection products. 
Most aren’t aware and don’t 
understand the complexities 
of the range of 
solutions, and 
often they don’t 
see the potential 
risk. 

It’s said that clients 
overestimate 
the premiums 
whilst not really 
appreciating, or 
underestimating 
the impact of 
the risks. L&G’s 
“Deadline to 
Breadline” 
research states more than a 
quarter (26%) said their current 
savings would last them just one 
week or less, and on average, 
employees in the UK could be on 
the breadline in just 32 days. 

However, if you look at what’s 
going on in the industry there 
are plenty of reasons to have a 
Protection conversation, and 
then decide how best, you as 
an adviser want to fulfil the 
opportunity.

START TALKING - IT’S 
THE RIGHT THING TO DO
Although most advisers do 
advise on the “protection” need 
with clients, particularly when 

ARE YOU AVOIDING THAT 
PROTECTION CONVERSATION?
BY NEIL MCCARTHY,  
CHIEF COMMERCIAL OFFICER, LIFEQUOTE

they are taking on a mortgage 
debt, as a natural part of their 
role, there is an increasing worry 
that advisers who don’t have 
these broader conversations, 
and evidence them, could be 

exposing their 
businesses to 
future actions. 

Making it clear 
that in the event 
of death, disability 
or illness the 
ability to service 
a loan at risk is 
the starting point. 
Presenting a 
range of possible 
solutions that fit 
the client’s needs 
and help maintain 

their lifestyles is the goal. The 
skill of an adviser is to recognise 
what is required, and present a 
range of options the client can 
understand, evaluate and afford.

SIGNPOSTING AND 
OUTSOURCING
There are increasing 
opportunities for advisers that 
don’t want to offer Protection 
services to pass leads to firms 
that are happy to specialise in 
Protection only or to outsource 
part of the process. 

The hybrid solution we offer 
at LifeQuote lets the advisers’ 
research and deliver the advice, 
and then pass the collection 

of the application and all the 
processing with the insurers 
to the LifeQuote team. The 
adviser keeps ownership of the 
customer relationship, while 
LifeQuote is responsible for 
the accurate collection and 
recording of the application 
data, which further de-risks 
the process for the adviser, and 
saves them time.    

As a backstop, where advisers 
have been unable to engage the 
client, they could offer a client 
portal where they can purchase 
life and CI products on an 
execution only basis.

There are a number of product 
and process initiatives that can 
help get more people covered, 
and some developments in the 
areas of automated advice and 
product comparisons which 
simplify and speed up the 
research. It’s time to have that 
protection conversation.  

To find out more about 
LifeQuote’s services and the 
integration via SolutionBuilder 
contact Neil McCarthy on  
neil.mccarthy@lifequote.co.uk 
or salessupport@lifequote.
co.uk or call 01243 791199.

...more than a quarter 
(26%) said their 

current savings would 
last them just one 

week or less, and on 
average, employees in 
the UK could be on the 

breadline in just 32 
days.
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I recently presented at an event 
and compared our industry to 
Thomas Cook, with the slightly 
dramatic title of Digitise or Die!  
(this event also featured my best 
Bridget Jones 
moment ever, 
when I took my 
live microphone 
to the bathroom. 
Needless to say, 
lesson learnt!). 
While Thomas 
Cook blamed 
hot summers, 
Sterling’s 
performance, 
Brexit and even 
Boris Johnson’s 
haircut, the 
reality was 
it failed to overcome its 
complacency and to adapt to 
the changing demands of its 
consumers. 

Thomas Cook failed to reduce 
operational costs, compete with 
engaging and innovative digital 
players and adapt its product 
set to changing consumer 
needs. This made me turn to our 
industry, where I asked if this 
scenario was ringing any bells…

Personalisation, flexibility 
and choice are key. The route 
to this is through an agile IT 
architecture, an understanding 
of the future consumer and 
an openness to change. An 

WHATEVER YOU DO, DON’T 
THOMAS COOK IT!
BY STEPHANIE HYDON,  
HEAD OF NATIONAL ACCOUNTS, IPIPELINE

insightful man once said: “It is 
not the strongest of the species 
that survives, nor the most 
intelligent that survives. It is 
the one that is most adaptable 

to change.” Case 
in point, the Dodo, 
Blackberry, the 
Dinosaur, Motorola, 
the Tasmanian 
Tiger, Blockbusters 
and now Thomas 
Cook. 

How many 
providers think 
they are digitally 
engaging with their 
customers because 
they have moved 
from post to email, 

yet they still send a PDF that 
needs to be printed, signed and 
scanned/photographed back? 
If they’re sending this to an 
average 28-year-old, asking 
her to print, sign…with a pen 
and scan/photograph back to 
them, they might as well just fax 
it to 1994. Last year, iPipeline 
acquired AlphaTrust, enabling 
us to digitally transform our 
partners’ businesses so they 
can work in the way consumers 
expect. A great example of this 
is the recent transformation of 
The Exeter’s claims process. 

Our award-winning customer 
service department (shameless 
plug) launched live chat just 
under two years ago and now 

45% of all our customers use 
this channel. Advisers are busy, 
they don’t want to be put on 
hold when within 30 seconds 
they can contact someone via 
live chat and get the same result. 
Not only has this enhanced 
our customers’ experience, it 
has improved efficiencies and 
cost savings during our rapid 
expansion, with support staff 
able to help five people at once. 

However, I’m also just as 
interested in the second part 
of Thomas Cook’s failure: 
an openness to change and 
understanding of the future 
consumer.

El (Eleanor Hutchings) from 
QuietRooms emailed me 
after the fateful microphone 
toiletgate presentation 
regarding a remark a member 
of the audience made. He 
said he didn’t believe his sons 
would want any help before 
buying protection as “they do 
everything online nowadays”. 
El didn’t think it was a true 
reflection of the younger 
generation and said: “You might 
buy a jumper on a whim, but not 
life cover!” Another audience 
member in his late 20s came up 
to me afterwards and said he 
had just acquired a mortgage 
and protection policy through 
a broker and wouldn’t dream of 
doing it himself. 

It is not the strongest 
of the species that 
survives, nor the 
most intelligent 

that survives. It is 
the one that is most 

adaptable to change.

PROTECTIONDIGITISE OR DIE
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Southsea Thomas Cook on the 19th October, everyone stopped 
to look! The picture doesn’t reflect the eerie atmosphere, lights 
on, mugs on desk, the Marie Celeste…

As an industry we must 
challenge the status quo, 
look to digitally transform 
the journeys we offer to 
customers, be open to change, 
support flexibility and, once 
in a while, ask a young person 
in the business how they feel 
about its propositions. 

CUSTOMER SERVICE

Step aboard  
our platform  

for the ultimate 
customer journey

Industry leading protection products need industry leading 

technology.  SSG Digital provides exactly that.

From quote to claim, our innovative IT platform supports the entire 
journey for an enhanced customer and adviser experience. Simple, 

SSG Digital is an award-
winning system that will transform your protection business.

SSG Digital puts you in control of producing quotes, completing 
applications, underwriting, servicing, claims and on-going management, 
all within one user-friendly, fully integrated, platform.

To find out more call us on 0345 4084022
     or email uk.salesteam@ipipeline.com

• Proven to support 50,000 quotes an hour

• Able to support 600,000 new policies each year

• Capable of supporting portfolios in excess of 30 million policies

If you’re a provider or a carrier looking to transform your protection 
business and deliver an industry leading customer and adviser experience, 
visit ipipeline.com/uk/ssgdigital and get on board with SSG Digital.

AlphaTrust® is the industry proven, 
premier electronic signature and 
digital document management solution.

To explore its flexibility, compliance, superior 
security and white labelling capability, visit:
ipipeline.com/uk/alphatrustesign

Bring your business into the 21st century with AlphaTrust®

It’s time...

iPipeline acquired AlphaTrust, enabling us to 
digitally transform our partners’ businesses so 
they can work in the way consumers expect.

https://uk.ipipeline.com/the-exeter-adopts-ipipelines-document-delivery-and-e-sign-solution-to-help-transform-their-claims-process/
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Someone recently asked me 
when I first took out life cover 
(yes that’s the type of exciting 
discussion I have with friends 
and colleagues) and this got me 
thinking about my protection 
journey over the past 20 years. 
Was my experience 
typical for ‘back in 
the day’ and, more 
importantly, is it still 
relevant today?

Perhaps I wasn’t the 
crazy, risk taker in 
my younger days 
that I try to convince 
everyone I was. I 
worked for a network 
when I took out 
my first mortgage 
in my early 20s, so I knew the 
importance of speaking to a 
financial adviser (I know this 
better than ever now I’m in my 
40s). We discussed protection 
alongside the mortgage and 
I decided to take out life and 
critical illness cover even though 
I lived on my own. It wasn’t 
something I discussed with my 
family or shared with friends, 
who I’m sure weren’t worrying 
about their life insurance at the 
time.

Our industry frequently 
discusses the triggers for 
purchasing or reviewing 
protection. Surprisingly (and 
perhaps shockingly if you’ve 
met me), my trigger has only 

TRIGGERING THE PROTECTION 
CONVERSATION
BY KATE BUCKLEY,  
DIRECTOR, CLIENT DISTRIBUTION

ever been when I remortgage 
and not even at the birth of any 
of my three children. Despite 
being huge, life changing events, 
I didn’t instigate a review or 
update what would have been 
inadequate protection.

This is an admission 
from someone 
who’s been working 
in our industry for 
many years and who 
understands how 
to access financial 
advice. Although 
I had purchased 
some protection 
when I took out my 
first mortgage, it 
didn’t feature on my 

radar again until I moved house. 

As an industry we are very 
aware that consumers are 
delaying house purchases 
until their late 30s, choosing 
to stay with parents or rent 
while careers are established 
and families are started. So, 
how do we expect these people 
to access invaluable financial 
advice outside of the mortgage 
conversation? It must be by 
developing more natural trigger 
points that capture a multitude 
of milestones to support our 
dynamic and diverse population. 

Triggers relating to renting 
homes, moving in with partners, 
having children or changing 
jobs must now form part of the 

customer journey. More can 
also be done in terms of mental 
health, with better support 
provided either by advisers, 
through referral solutions or 
clear signposting.

When these triggers lead to 
people seeking protection 
advice, technology can add 
real value by increasing 
personal relevance and driving 
awareness.  If the journey is 
made seamless yet relevant 
to the customer then, as an 
industry, we are onto a winner. 
Technology can provide advisers 
with the tools to demonstrate 
clear, personalised and accurate 
indications on risk and cost, 
allowing their clients to make an 
informed and logical decision.

Technology also provides the 
means to reach out to existing 
client bases to pick up on any 
changes of circumstance and 
act accordingly. Looking back 
on my own experience, I would 
have really benefited from a 
regular review to pick up on 
my life changing moments and 
triggers beyond the mortgage or 
remortgage event. 

There wasn’t a protection 
journey to suit everyone 20 
years ago and this is just as 
true today.  Nevertheless, our 
industry can do more to engage 
with all the varied trigger points 
occurring every day for us all.

Although I had 
purchased some 
protection when 

I took out my first 
mortgage, it didn’t 

feature on my 
radar again until I 

moved house. 
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LIFE AND CRITICAL ILLNESS  
PROTECTION ALL-IN-ONE

As you’d expect, with our new Combined Life and Critical Illness Protection  
exceptional cover comes as standard. You can choose level  

or increasing, or decreasing with a built-in mortgage guarantee.  
The ideal match for any mortgage conversation.

Find out more: 

adviser.guardian1821.co.uk
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Guardian Financial Services Limited is an appointed representative of Scottish Friendly Assurance Society Limited which is authorised by the 

Prudential Regulation Authority and regulated by the Financial Conduct Authority and Prudential Regulation Authority. Registered office:  

Scottish Friendly House, 16 Blythswood Square, Glasgow G2 4HJ. Registration number 110002. Guardian Financial Services Limited is  

registered in England and Wales under number 11115769. Registered office: 11 Strand, London WC2N 5HR.

When we asked advisers what would make life even better,  
they said: “Combine your life and critical illness covers in a single  

product for mortgage protection.” So here it is.

AVAILABLE NOW

TWO  
COVERS  
IN ONE

http://adviser.guardian1821.co.uk
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iPipeline sponsored the Women in Protection Conference in November. The event featured 
a range of presentations and panel sessions exploring gender equality and diversity within 
financial services. Although only in its second year, this conference has already become one of 
the highlights of the protection calendar.

Launch of login+. Those customers logging in directly to iPipeline Services now have better 
security and greater functionality.. 

The Exeter has adopted AlphaTrust® to digitise its income protection claims process. Our 
integrated offering will help the insurer drive efficiencies and provide a better customer 
experience by saving time where documents may require one or more signatures by multiple 
parties.

We saw another record increase in total year on year new business growth in Q3, with 
volumes up 88.6% compared to the same time last year. We were particularly pleased to see a 
growing trend in younger clients purchasing protection.

The SimplyBiz Group is now using SolutionBuilder® to help grow and expand its protection 
business. All those who use its services will have access to iPipeline’s quote and apply solution.

NEWS YOU MAY HAVE MISSED

         0345 408 4022              uk.support@ipipeline.com

If you need any support with using any of the iPipeline Services, you can get in touch 
with our Customer Support Team on the contact details below.

IPIPELINE CUSTOMER SUPPORT
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