TEAM-BUILDING CSR TACKLES CHARITY HOME MAKEOVER

Their task was a makeover on a young woman’s flat in
association with a charity supported by Simply Business,
a major corporate client. Kids Company provides practical,
emotional and educational support to vulnerable children in
deprived city areas and the team (pictured) did far more than
a Changing Rooms job in an extremely long day. In preparation

AND THE AWARD FOR...

they received donations and borrowed materials, then
stripped, prepared and painted walls and ceilings, cleaned
windows and carpets, replaced flooring and added finishing
touches including lampshades, bedding and curtains.

The insurance industry’s awards season ended on a
high with two outright wins within a fortnight of each
other. Named Legal Expenses Team of the Year and then
ATE Insurance Provider of the Year, ARAG again showed
its commitment to excellence across all the sectors, in
which the legal services company operates.

At the end of a long, tiring day, Andy Talbot, Head of Sales,
commented: “Helping the community is an integral part of
our business philosophy and we are proud to be a part of
the fabric of Bristol both as a business and within the local
community itself. This wasn’t what most people would have
thought of as a typical corporate team-building event but
we had a great time and the sense of satisfaction in
completing a job well done made it all worthwhile”.

‘Objective’ brokers put ARAG on top: The prestigious
Underwriting Services Awards are particularly significant as
they are judged by independent input from UK brokers rather
than an insurer panel. Over 1000 individuals were asked to
grade the all-round professional calibre for each insurer they
have worked with during the previous 12 months. Despite a
strong shortlist, ARAG excelled in its class to win this award. The
awards are coordinated by insurance publications Post Magazine
and Insurance Age. The last recognised survey on legal insurance
was in 2010, which also saw ARAG triumph. Managing Director,
Tony Buss commented: “Although this was the fourth year of the
awards, it was the first that Legal Expenses had been included,
so we are delighted to be the inaugural winner”.

SOLICITOR STRIKES PUT SPOTLIGHT ON NEED FOR LEGAL PROTECTION
As widely reported the scope of Legal Aid has been
reduced, so that state funding is no longer available
for most types of civil disputes and family claims.
Means-tested Legal Aid remains available for criminal
cases however in an effort to save £22m from its Legal
Aid budget the Government has announced significant
fee cuts for barristers and solicitors who represent
legally aided defendants. From April, fees in complex
high-cost cases were reduced by 30% and fees for other
Crown Court work were slashed by 18%.
Thousands of criminal case lawyers staged a walk-out in
January and during the first week of March barristers disrupted
high profile trials by calling a one-day strike. A leading QC
claimed that the criminal justice system is under attack and
organisations representing lawyers and barristers pointed
out that the cuts risk expert solicitors are being sacked and
replaced with ‘unqualified and cheap ones’. They are of the

view that the British public can no longer expect true justice
to be delivered.
It is anticipated that many barristers and lawyers will be
unwilling to undertake work at the lower rates in the future
and individuals may experience difficulty in finding a lawyer
to represent them.
Against this backdrop of uncertainty ARAG policyholders
can be confident that where claims are covered by the policy
they are fully protected for proportionate and reasonable
legal costs. We will find a suitable lawyer to represent them
with good expertise in dealing with the insured’s claim,
whatever its type. There is no need to worry about meanstesting or whether Legal Aid rates will cover the full cost of
representation. Legal Expenses insurance guarantees that
Justice can continue to be seen to be done.
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Before joining ARAG, Jenna worked for
The Co-operative Legal Services for 5 years,
working her way up to a paralegal. She is
now working in ARAG’s Claim Department as
a Senior Claims Handler where she deals with
a variety of different claims.

In Chris’s new role as Broker Account
Manager he will be responsible for managing
relationships with Insurance brokers in the
Midlands, Wales and South-West of England.
Prior to his promotion Chris joined ARAG in
2012 as a Broker Account Handler.

Corrie has joined ARAG from Direct Line
Insurance, where she worked for 5 years in
the complaints department. At ARAG she will
be supporting the BTE Underwriters as an
Underwriting Assistant.

Michelle will be joining ARAG as our new HR,
Facilities and Project Assistant. A University
of Bristol law graduate with HR experience,
Michelle joins the team to help improve our
HR service delivery.

extensive research at the end of 2012 and the beginning of 2013
to help us shape our new products; based on this win
we have achieved the right balance of benefits and pricing”.
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Compliance
Advisor

CMU
Assistant

CMU
Assistant

Senior Marketing
Executive

Having worked in the insurance industry for
over 30 years’, most recently at the RAC and
Allianz Legal Protection. Judith has joined
ARAG as a Compliance Advisor, supporting the
Compliance Officer in delivering services.

In the newly created role off CMU As
Assistant
sistan
it t
Stephanie has 4 years’ previous experience
in Customer Relations with Direct Line Group.
She will be assisting in customer services for
ATE customers.

Our second CMU Assistant Freddie has
previous experience with Allianz and will
work in the CMU team to deliver excellent
customer services for ATE customers.

Before joining ARAG Rachael worked in the
legal expenses industry for 16 years. At ARAG
Rachael will be responsible for Group marketing
activity as Senior Marketing Executive.

COMMERCIAL LEGAL PROTECTION POLICIES COMPLETELY UPGRADED

GROWING PAINS EASED
IN BRISTOL

SINGLE UNIT FOR ATE CASE
MANAGEMENT

During the Georgian era, architects created a diverse
streetscape along Whiteladies Road. This is where ARAG’s
Head Office has been subject to a major refurbishment
since February that re-creates a grand reception area to
match its impressive exterior. Perhaps more importantly,
another 4000 sq ft of office space has been acquired for
the legal services company within the premises.

Award winning ARAG has taken it’s after-the-event
(ATE) insurance business to yet higher levels by
combining claims, underwriting and sales support
within a single case management unit (CMU).

Continued expansion of the business required a further increase
in space either within the existing co-joined buildings front and
rear, or elsewhere in the city of Bristol. In the end, arrangements
were made to secure 83% of the available space to meet growth
plans, taking a 61% increase in floor space to over 10,000 sq ft.

The CMU now handles all scheme business – which makes up
the vast majority of ARAG’s ATE business – and is headed by
Paul Hurley in his newly created role of Director & Head of ATE.
On announcing the changes Paul said: “We carried out a review
of our processes both pre-and post-LASPOA and our conclusion
is that our customers will benefit in terms of improved service
by combining the knowledge and skills of claims, underwriting
and sales support, through a single multifunctional unit”.

ENDORSEMENT OF POSTLASPOA ATE PRODUCTS:
ARAG topped the podium for the third time in the six
year history of the Personal Injury Awards and for
the second successive year. The awards highlight and
celebrate the excellence of individuals and organisations
across the personal injury claims sector, with ARAG again
taking the ATE accolade.
Paul Hurley, Director and Head of ATE commented: “This
year’s award is particularly pleasing, with it being the first
PI Awards post-LASPOA. To have solicitors up and down the
country endorse our new product offering is an excellent
achievement. We pride ourselves on engaging with customers
to deliver cutting edge products and services. We carried out

another 400 sq ft
of office space has been
acquired

Since February there has been a three month, two phase
programme of works to upgrade and reorganise the various
divisions of the company. The first six weeks saw the installation
of air conditioning plus the new reception and – in response to
its rise in prominence in staff surveys – the creation for the first
time of a staff room. The existing offices are just completing
their six week refurbishment in the second phase of the
programme. Hopefully this will come as news to all our partners
and clients as we aimed to make the transition without any
significant disruption.

ARAG plc,
9 Whiteladies Road,
Clifton, Bristol
BS8 1NN

www.arag.co.uk

“We recognise that our competitors try to close the gap on our
innovative cover but now they’re even further behind”, comments
ARAG Head of Underwriting and Marketing, David Haynes. “There is
much wider and more relevant cover in the ARAG commercial policies
plus a wealth of advice and assistance from our specialist partners
via helplines and online documents. By changing the presentation
and simplifying the wordings we are making the intermediary’s job
more straightforward. It is much easier to understand precisely what
is covered and what is not. Removing excesses and inner policy limits
is all part of that process. The aim is to highlight the market leading
cover and remove any complexity”.

Extension of cover to employment-related restrictive covenants is
particularly relevant in the era of social media because defending
and pursuing claims has become more difficult with the greater
visibility of information online. Inclusion of disputes which fall within
TUPE laws and the offer of mediation services on all claims reflects
recent changes in the legal framework.

One of these unique features is the 24-hour crisis communications
service. This enables policyholders to respond to negative publicity
or media attention following an event that could cause reputational
damage. Previously trialled as an option for intermediaries to
incorporate into their own, cover, it is now available to all ARAG
commercial policyholders. Up to £10,000 of professional PR and
crisis communication costs are available following referral from the
dedicated helpline.

After the announcement of changes in the ATE business earlier
in the year, David Haynes has assumed additional responsibility
for Marketing across all areas of ARAG’s business. Taking the
newly created role of Head of Underwriting & Marketing,
David said: “Marketing will in future work more closely with
our Product Development team which makes perfect sense
particularly when it comes to enhancing existing products and
the development of new lines of business”.

Direct Dial Phone (9am to 5pm, Monday to Friday)
After-the-Event (New business):
0117 917 1692
After-the-Event (Underwriting):
0117 917 1564
Before-the-Event (New business):
0117 917 1685
Before-the-Event (Underwriting):
0117 917 1693
General Enquiries:
0117 917 1680
Fax:
0117 917 1699

Cover newly extends to disputes arising from TUPE (Transfer of
Undertakings laws) and over breaches of restrictive covenants by
employees or ex-employees, with counselling services now extending
to family members of employees.Wider benefits also apply as
appropriate, with increased personal cover for business directors
and partners, such as ID theft and motor defence, and there is a new
redundancy approval service, to ensure fair selection procedures are
followed, subject only to a modest fee.

Essential Business Legal, Absolute Business Legal and Employment
Practices Liability have been rewritten and upgraded following a
record-breaking year which saw a 32% increase in commercial risks
and the number of businesses insured rise substantially to nearly
200,000. The new improved cover now includes fees payable at
Employment Tribunals and Appeals plus ‘unlimited’ loss of earnings
cover for attendance at legal hearings, subject only to the limit of
indemnity. Additional cover differentiates the policies from those
of competitors.

MARKETING AND PRODUCT
DEVELOPMENT NOW
HAND-IN-HAND

CONTACTS
Email
General enquiries:
enquiries@arag.co.uk
Press Office:
pressoffice@arag.co.uk

The steadily emerging perception of commercial legal
protection as a ‘must have’ element of business insurance has
been given added impetus by ARAG’s decision to completely
remodel and rewrite its suite of commercial products. All
the familiar elements of cover are included but with fewer
restrictions or excesses, plus unique new features. In addition
to new insured cover, the range of legal services has been
further extended.

Design by sheardhudson.com

ARAG’s sales team stepped out of their comfort
zone and into the community spirit during their
recent team-building event. In the process, they
demonstrated their commitment to the company’s
corporate social responsibility (CSR) pledge and
also benefitted a favourite charity of a valued
business partner.

ARAG NEWS & CELEBRATIONS
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We recognise that our
competitors try to close the gap
on our innovative cover but now
they’re even further behind
“The range of free or subsidised legal services we offer is continually
expanding” adds Mr Haynes. “We can now arrange specialist advice to
assist policyholders in planning redundancies so that a fair selection
process is implemented. Commercial legal protection these days is
such an integral part of business management that all these advice
services are on hand from the first day of cover. We’ve also added an
e-mail alert in the form of a monthly newsletter which helps bring
everyone up to speed on the ever-changing regulatory framework
that surrounds all business activities and especially those related to
staff matters. It’s another aspect of preventive cover, advising on
ways to stay out of trouble by organising your business according
to best practice”.

Leadiing the way
Find out more on 0117 917 1680
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LASPOA: 12 MONTHS ON AND KEEPING IT SIMPLE
It is just over a year since the Legal Aid Sentencing and
Punishment of Offenders Act (LASPOA) came into effect,
with the government convinced it would substantially
reduce costs without impacting access to justice. Whilst
the jury is still out on the issue of a cost reduction,
the impact on access to justice can only be regarded
as negative.
“The government will say the impact is positive due to the
reduction in claim volumes, but the truth of the matter
is that some claims are no longer cost-effective to pursue.
It’s justly unfair, but we have to accept that in certain cases
where damages are moderate but complexity is high, the
required premium together with even a small success fee,
both of which are payable from damages (excluding Clinical
Negligence), can leave the claimant with little or no damages”
says ARAG Director & Head of ATE, Paul Hurley.

“We are now just over 12 months into the new system
and we are delighted with the response from existing firms,
and with the considerable number of new firms that we’ve
secured” adds Paul, “and although this is pleasing in itself, the
icing on the cake was the ringing endorsement of being named
ATE Provider of the Year for the second successive year. This really
tells us that it is our simple product and pricing structure that
firms require”.
Although it is difficult to see the market returning to the
pre-LASPOA days for the claimant industry, ARAG has
established firm foundations and is now looking to widen
the product offering, “We are launching a new Part 36 cover,
another single stage premium product, aimed at certain areas
of the personal injury market”, said Paul. “This development not
only shows our commitment to personal injury firms, but our
ability to deliver products that provide client certainty from the
outset, with a simple, straightforward proposition”.

We are now just over
12 months into the new system
and we are delighted with the
response from existing firms,
and with the considerable
number of new firms that
we’ve secured

SURGE IN HELPLINE CALLS, EMPLOYMENT STILL HOTTEST ISSUE
Calls to the 24-hour legal helplines provided by ARAG
leapt by over one-third in 2013 compared with the
previous year. The telephone advice service is an
automatic benefit of the cover under most policies
issued by ARAG. The advice is provided by qualified
lawyers, and on issues as diverse as employment,
contract law, neighbour disputes, probate and criminal
law, irrespective of whether the matter is covered by the
insurance policy. It has proven increasingly popular with
consumers and businesses seeking professional advice,
information and reassurance about their
legal rights.
Although there may be a perception that the insurance industry
winds down slightly during the holiday season, July was actually
the busiest time while usage was lightest during December.
More callers (68%) sought advice on employment cases than

any other subject, which was fairly consistent with 2012 when
65% of the calls related to such matters. However, there was a
40% increase in landlord and tenant queries – partly because of
new schemes taken on – which elevated its position to no.2.
The propensity for businesses to telephone for advice seems
unrelated to the size of the insured business. Specialist scheme
arrangements which are designed for particular trades or
professions such as the care industry also experienced a high
increase in usage.
Head of Underwriting and Marketing, David Haynes noted that
“tens of thousands of ARAG policyholders have saved the cost of
seeking legal advice and have benefited from the convenience
that our legal advice helpline offers. This amplifies the utility of
legal expenses products for consumers and businesses that do
not need to claim under their policy”. Those policyholders who

prefer to seek advice online can also consult a comprehensive
law guide at araglegal.co.uk.

AT A GLANCE
68% want help on employment issues
July was busiest month, December least.
Calls relating to Buy-to-Let legal issues up by 40%.
There is no such thing as a ‘typical’ caller.

FCA STILL UNHAPPY WITH ADD-ON SALES DESPITE PUBLIC’S OK

Consumers were positive saying that they:
y were happy with the information provided at the
point of sale
y did not feel pressurised into buying
y were satisfied with their purchase
y valued the peace of mind and convenience
of buying add-on products.
Unfortunately the FCA still concluded that add-on markets do
not always work well and both the add-on and stand alone
products sometimes represented poor value for money. Severest
criticism was reserved for GAP insurance. ARAG provided its
detailed response to the provisional findings before Easter and
is currently engaging with the FCA with a view to influencing
a final position for implementation in 2015 that works well for
consumers while protecting the viability of distribution chains
and guaranteeing continued access to products. According to
Lesley Attu, ARAG Product Development Manager, some addons are clearly more desirable and necessary purchases than
others. “It would be wrong to categorise all add-ons as being
suitable cases for treatment”, she says.
“Evidence we provided on the somewhat polarised market
shows that many consumers benefit by having the buying
choice simplified by the intermediary. It is they who choose
to integrate quality ‘add-ons’ within standard cover. Yet many
people still regard a ‘comprehensive’ motor policy as covering
every eventuality and buy on price. This is where add-ons come
into play and we have been working hard with brokers to ensure
FCA guidance on the sale of add-on products is understood
and followed”.

The most significant of the FCA’s provisional recommendations is
to introduce a deferred opt-in method of sale for GAP insurance.
This would mean that motor traders could not close the sale on
the forecourt, giving consumers a period of reflection in which
to shop around or forget about it altogether.

It would be wrong to
categorise all add-ons as being
suitable cases for treatment
Following the lines of the motor thematic review, opt-out with
pre-ticked boxes would be banned for all add-ons. Furthermore,
there is an objective to rebalance the perceived consumer
disadvantage when using comparison websites by introducing
add-ons earlier in the process and displaying the information in
a different way.
While all of these recommendations are supported by ARAG, we
have profound reservations about the FCA’s ‘sunlight remedy’
The FCA is asking for access to market-sensitive information on
claims ratios. In our view publishing the amount paid out in
claims as a percentage of what is received in retail premiums
provides inexact guidance to consumers as it ignores the value
of additional services which are enjoyed by policyholders but
not reflected in external claims costs. It fails to take into account
the cost of product manufacture, compliance, claims handling
and distribution, and does not address the “opportunity cost” –
the detriment that individuals suffer if they do not insure - and
is effectively a price control mechanism which has the potential

Many solicitor firms trading without after-the-event
cover are finding they come unstuck when faced with
the uncertainty over fees and disbursements once a Part
36 Offer is made. Since April last year, LASPOA
and QOCS (qualified one way costs shifting) spell out
that claimants continuing an action after the defendant
makes an offer of settlement must better
it or face paying costs from that stage forwards.
“In previous issues of the RAG we predicted this scenario and
have now come up with a solution for Noise Induced Hearing
Loss (NIHL) cases”, says ARAG Director & Head of ATE, Paul
Hurley. “For a reduced premium , ARAG can now tailor cover
specifically for NIHL risks incurred after a Part 36 offer is

received. It’s a highly cost-effective and claimant-friendly option
to suit the post-LASPOA legal framework”.
The new Part 36 cover is aimed squarely at low value, high risk
cases. The risks arise from disbursements and opponents’ costs
if a case is struck out or fails to beat an offer of settlement.
The cover can be pared down simply to cover adverse costs if
betterment is not achieved, or with lawyers’ disbursements
added. The claimant only becomes liable for opponent’s costs
if the offer is not bettered.

certainty and to combat the tactics of defendant insurers who
are making low Part 36 offers, so by removing concerns over
possible adverse costs more claimants will be encouraged to
achieve a full and proper settlement”.
Cover is only available at the outset of a case, and not
at the point of a Part 36 offer.

“This new cover is a safety net for NIHL cases where full ATE
insurance is deemed to be too expensive” adds Paul. “We
have made this change to allow firms to move forward with

LATEST ON PRE-NUP LEGALITY

Although disappointing that the basic underlying principles of
redress are no longer available to all personal injury claimants,
ARAG’s simple product and pricing has been a real hit with firms.

Initial findings of the Financial Conduct Authority’s study
of add-on insurances were released in March
and proved a mixed bag.

TAILORED COVER SOLVES NIHL ’PART 36’ DILEMA

to remove viability from the product distribution chain and
lessen consumers’ access to products.
We should expect a lot of heated debate on this one despite the
fact that it is not destined for public disclosure.

FCA’S WISH LIST
Mind the GAP: motor traders can’t close
sale on forecourt
Ticked-off: Pre-ticked boxes to be banned
Early warning: Comparison websites to
display price with add-ons sooner
Show and tell: FCA wants to know all
about claims ratios.

Divorce can spell disaster for some couples so it’s no
surprise that pre- and post-nup agreements are gaining
popularity. Now there is even a draft Bill that would
make them legally binding. Who would have thought
it? Well ARAG for one. Cast your mind back three years
(see Rag 4) and you will recall that we introduced
Divorce Legal Solutions* for lawyers to sell to clients
in conjunction with their nuptial agreements services.
This is a shameless reminder of the cover since ARAG
pioneered partnerships with two law firms – albeit
with slightly different fee arrangements – to remove
the uncertainty for divorcing couples; the insurance
cover is now available to other firms.

HOME EMERGENCY HELPS
SPEARHEAD GROWTH IN
HIGH NET WORTH
The rise and rise of high value home insurance or high
net worth (HNW) business as it is more commonly
known to ARAG, has been greatly assisted by the
stunning reputation gained through its provision of
Home Emergency (HE) to this sector. Claims handling
across all the Family policy covers has been singled
out for particular praise while the number of high
profile clients recently joining the ranks includes Oak
Underwriting, Aqua, NFU Mutual and another major
name which at the time of going to press we cannot
yet reveal.
After switching to ARAG last year, Oak has already seen the
benefit of the move. “The people behind ARAG were well
known to us as industry specialists from their previous roles
and it is a pleasure to work with them all again. Of course they
actively courted us from the start and we were keen to develop
a relationship at some stage” says Sarah Willoughby, Deputy
Managing Director of Oak Underwriting.
“We were intrigued by their different approach and decided
to engage in extended negotiations before committing our
demanding clientèle to their services. Their reputation was
growing rapidly and this was also true for the size of their
business and its market share. We know that our HNW clients
are in very safe hands and we still have access to the same
pioneering decision-makers who created the company”.
Similar sentiments have been shared by others, according
to ARAG Head of Sales, Andy Talbot. “NFU Mutual was able
to widen its cover to include Home Emergency for the first

Back in 2011 the UK Supreme Court ruled that a pre-nuptial
agreement to protect paper company heiress, Katrin Radmacher,
was binding. Her ex-husband’s divorce settlement was reduced
from over £5 million to £1 million and the Supreme Court ruled
that in the right case such agreements can hold compelling
weight. Despite this, currently the only way to achieve legal

time”, he says “and we are working with them to boost
policy numbers as a result. The fact that ARAG has a strategic
relationship with Cunningham Lindsey, a claims partner of
NFU Mutual already, is clearly an advantage here”.
The scope of cover genuinely reflects the needs of this
important market sector. New schemes for insurers are
more likely to seek the higher accredited Defaqto rated
covers to demonstrate the added value of their household
insurance products. Just 12% of the 50 products surveyed
enjoyed this five-star status and there is a choice of at least
another 25 different providers.

The people behind
ARAG were well known to us
as industry specialists from
their previous roles
The underlying philosophy of potential HNW clients has to be
fully appreciated before you can hope to address their needs
and satisfy their host home policy. In the past it was normal for
Mid Net Worth policies to have HE cover included but not HNW
as insurers simply didn’t trust the delivery of service by home
emergency providers. This is changing as relaunched HNW
polices now tend to include HE added as standard, typically
with ARAG as the provider.

finality is to ask the court to make orders that reflect the terms
of the agreement and the Supreme Court has said that this
should be done unless the agreement is unfair.
Fast-forward to February 2014 and the case between estranged
husband Frankie Limata and his wife Victoria Luckwell
(daughter of Bob the Builder creator Mike Luckwell) illustrates
the uncertainty that still reigns. Despite having entered into a
pre-nuptial agreement and two supplementary agreements to
protect Ms Luckwell against the loss of her own family assets,
including a grand London home, the High Court ruled that
proper provision should be made for Mr Limata and ordered a
settlement of £1.2m. The judge said that their children could
otherwise be living in relative luxury with their mother and
then staying in relative poverty with their father who was in
debt and lacked assets.

Layered contractor networks mean ARAG can cope in
times of peak demand and using an acclaimed loss adjuster
allows claims handling to dovetail with property claims.
The objective is to provide unequalled levels of service which
means high levels of customer satisfaction/low complaints,
a generous interpretation of the policy wording and the ability
to include holiday homes that may be unoccupied for an
extended period of time.

Primary legislation will be required to bring these
recommendations into effect and you will have to
wait until the Queen’s Speech on 3 June to find out
whether this final Parliament before the 2015
general election will debate the issue.

With immaculate timing and as if in response to the Limata
and Luckwell judgment the Law Commission for England &
Wales has published its report ‘Matrimonial property needs

* Divorce Legal Solutions insures
against the costs of mediation,
issuing or responding to a divorce
petition, proceedings, ancillary relief
and challenge to the terms of the agreement.

ARAG Managing Director Tony Buss is reporting a recordbreaking year in 2013 with expectations that the Bristolbased company will retain good margins for consistent
profits year on year.

Particularly welcome news came in the shape of policy
numbers. The number of individual personal lines policies
insured is just under 3.5 million (up 15%) and Commercial risks
were up 32% with just under 200,000 businesses now insured.

Commercial risks were
up 32% with just under 200,000
businesses now insured

“It’s impossible to look too far ahead as we await the results of
post-LASPOA claims” he says, “as there have been too few closed
cases under the new rules in the past 12 months. We are buoyed
up by our consistent ability to deliver strong returns in the past
and expect to do so this year, in 2015 and beyond”.

The novel alignment to risk, because of a reinsurance
share with the parent company, adds extra stimulus to
profitable growth. “Our objective from start-up was always
to be quality-led in all our activities”, adds Mr Buss. “Internally
and externally this seems to be precisely what was needed and
our series of industry awards is testament to our achievements.
The market required a fresh approach based on service and
product quality and consistently delivering these objectives
obviously pays off ”.

ON TOP AND STILL CLIMBING
The cover works so well in such products as policyholders
really do not have the time or inclination to phone around
for tradesmen and are wary of who to let in their house.
Accredited and fully screened contractors arriving on time
are the hallmark of a good emergency service provider.
You only have to take a quick look at website reviews to spot
a trend amongst some of the ‘household name’ providers –
inadequate service, sloppy work and basic financial cover. HNW
clients favour wide cover and high limits while those selecting
optional annual boiler servicing enjoy further peace of mind
with all repair work guaranteed for 12 months.

and agreements: The future of financial orders on divorce and
dissolution’. It proposes that ‘qualifying nuptial agreements’
should be enforceable contracts which would enable married
couples and civil partners to make binding arrangements about
the financial consequences of divorce without being able to
contract out of their responsibilities for each other’s financial
needs, or for their children.

So what are the raw figures to back this up? ARAG is now in its
eighth full trading year and with regard to the 2013 result, gross
written premium increased to £46.8m, up 9% over 2012, whilst
group profits were up to just under over £5m.

It has been a challenging trading year, with increasing demands
to initiate and respond to new situations that may require
regulation or other change. Yet it is also one where product
redesign and re-writing has been at the fore. New initiatives
have been rolled out, additional benefits have been unveiled
that widen the array of legal services available to policyholders
and yet there has still been time to restructure and expand
office space. With the new suite of commercial products just
launched and both Home Emergency and HNW products in high
demand, there is certainly no let-up in ARAG UK’s determination
to succeed.

