HOW DO YOUR CUSTOMERS KNOW YOU?

After the sale of a product to a consumer, how does that policy-owner or insured get to know the company?  How does the company communicate its philosophy on customer care, responsiveness, replacement, prompt claims-payment, and so on?  

The first communication directly from the insurer is generally contained in the policy delivery package.  Some of the best tools in the industry for this initial communication opportunity include these:

a. A policy delivery receipt that includes a brief survey.  A copy is left with the customer and one is returned to the company.  See the attached survey template.  Additional questions may be added if the company has specific information to gather, but each of the questions indicated on this template are important to retain.  At every opportunity, ask the customer “what else” they would like to tell you, since companies don’t always ask the best question to unearth a particular concern.  This open-ended invitation to comment may be the most important part of the survey.

b. A welcome letter with specific information about the policy, not just a generic “glad you bought from us” kind of form.  This letter would, of course, include contact information if the customer has questions, with company address and a toll-free telephone number along with hours of customer service operation.  A caution: make sure that either the letter does not fall under the definition of advertising, or if it does, it is reviewed periodically for compliance.  For instance, Section 2.A.(1) of the Advertisements of Life Insurance and Annuities Model Regulation defines an Advertisement as “material designed to create public interest in life insurance or annuities, or in an insurer, or in an insurance producer, or to induce the public to purchase, increase, modify, reinstate, borrow on, surrender, replace or retain a policy….”  Many welcome letters might fall under this or other advertising definitions.

c. An ethics communication.  For many years, consumer surveys have indicated over 60% would prefer to buy insurance from an ethical company.*  If a life insurance company is a member of an ethics-based organization such as the Insurance Marketplace Association (there is no comparable organization for health companies) providing some detail about how the company qualifies for that membership will help increase customer loyalty.  If such material isn’t available, a copy of the company’s Code of Ethics might be appropriate.  Attached is a second template, a potential customer communication of ethics.

If a company uses a survey of this type, it must also collect and use the information gathered, or it could be worse than not asking at all.  The responses to these types of questions can be collected for general trending purposes, as well as for early identification of producer issues.  The survey also contains cross-checks for use or non-use of advertising material and for the replacement question on the application.

Getting off to a positive start with this consumer will be the best opportunity to sell the company for a long-term relationship.  It may not be the only chance to impress that particular customer, but if this one is passed by, there might not be a second chance.
*  Monitoring Attitudes of the Public (MAP) Surveys by the American Council of Life Insurers (ACLI), 2000 and 2002.

SURVEY TEMPLATE TO BE USED WITH POLICY DELIVERY

DATE

AGENT NAME

OWNER NAME





POLICY NUMBER:

OWNER ADDRESS




ISSUE DATE:

CITY, STATE ZIP




TYPE OF POLICY:

Thank you for your recent purchase from (Company).  To ensure we are serving the needs of our valued clients like you, we ask you to verify the information about the policy shown above, and fill out the brief questionnaire that follows by checking Yes or No.  The information is for the policy indicated and does not pertain to any other policies with us.  If there is a discrepancy with this information or if you have any other comments you would like to make regarding the service you have received, please indicate this below and provide additional details in the space provided.  Please return this form in the self-addressed envelope provided.

__  The information is correct

__  The information above is INCORRECT.

Please explain if any of the information is INCORRECT:  


__  Yes   __  No  Did the agent make a reasonable effort to determine your insurance needs and financial objectives during the sales presentation?

__  Yes   __  No  Did the agent make any negative comments about other insurance providers or companies you have policies with or are considering doing business with?

__  Yes  __  No  Were the materials used by the agent in the sales presentation clear and understandable?

__  Yes  __  No  Was the policy you purchased from (Company) a replacement for another policy that you have canceled or will be canceling in the near future, or paid for with money from another policy?

__  Yes  __  No  Would you, based upon this experience, consider purchasing additional products or recommending (Company) to others?

What else would you like us to know? ____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Signature:  _____________________________________          Date:  ___________________________
Your business is very important to us and we want to be sure that you are completely satisfied and that our records of your policy are correct.  Thank you for your help.  If you have any questions, please contact us at 800-xxx-xxxx.

Sincerely,

Internal Audit

TO OUR CUSTOMER 

As a member of the (Parent Group) family of financial service companies, (Company Name) has made a commitment to ethical sales and business practices.  We want to take this opportunity to share our commitment to meet our customers’ needs through quality products and quality service based on ethical sales practices.

· We’re dedicated to fair business practices.

Our representatives are trained in our products and ethical sales practices, including knowledge of laws and regulations about insurance.  We encourage them to continue learning and to keep abreast of industry developments in order to stay informed.

· We’re committed to finding out what your needs are, and suggesting choices of insurance products, for you to select the most appropriate one for you.

We assist our representatives by providing financial needs analysis tools to determine your needs, and we expect them to fully disclose information about which products might meet those needs best.  Once you’ve decided on a product, we provide appropriate materials for your files, such as policy illustrations for your life insurance.

· We respect your privacy, and expect our representatives to safeguard and protect your financial and personal information.

Because you trust our representative and our company to help you meet your financial goals, we value your input and want to make it easy for you to contact us.  Our toll free number is _________ and our mailing address is__________.  

In fact, you will be receiving a survey in a few days, asking you about your experience with our representative.  Please complete and return the survey so we know how you feel.

· Our Code of Conduct supports ethical standards throughout the insurance industry.  You may request a copy of our Code of Conduct from the address above, or view it on our website at www.XXXX.
Our responsibility to you includes promoting ethical sales practices.  We expect our representatives to respond to any questions or concerns you might have, promptly and courteously.  

Our Customer Service staff will also respond in a timely and thorough way when you contact us at the Home Office.

