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We hope you and your loved ones  
have a safe and healthy Christmas 

from everyone at New Ireland 
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COVID-19 has created a combined economic and operational challenge unequalled 
in our lifetime, with businesses either unprepared, or having to dust off disaster 
management plans that they expected would never see the light of day. As we 

approach the end of a year that many will be pleased to see the back of, the broking industry 
can reflect and take pride in how adverse circumstances have been met head-on and valuable 
experience gained. We can look to a 2021 that holds some promise, despite there being no 
immediate end to the pandemic in sight.
Remote working and the absence of the traditional forms of contact with clients and 
colleagues pose particular difficulties for an industry where personal relationships remain key 
and physical meetings were the norm. For many of you, the pandemic will necessarily have 
meant an end to visiting clients, while still having to meet client needs and expectations. It 
will have been a challenge to keep client relationships going. Principals have had to manage 
the anxiety of customers and staff and ensure that your brokerages continue to provide the 
uninterrupted service for which the industry is known. Staff will have had to be equipped to 
work from home, at significant expense. Not all systems can be set up for home use and in 
other cases broadband connectivity issues will have impacted. Remote working will have 
tried many brokerages in every possible way, as some staff may not be capable of working at 
their best without the supervision they are used to and lack of human contact can test even the 
most introverted of us. The new forms of working also create additional risks for any business 
owner - with cyber risk and data privacy to the forefront - along with workplace issues that 
arise as a result of extended periods of home-working, given the ongoing obligation on all 
employers to provide a safe place of work. These are just some of the obstacles that have 
successfully been faced down by Brokers Ireland’s members this year.
Things have changed for clients too, particularly commercial clients, depending on business 
type. It may almost be said that there are now two economies. The pandemic has created an 
uptick in sectors such as medtech and food production, which were well-placed to adapt to 
meet the specific demands of the pandemic.  But 2020 has been a catastrophe for the Irish 
hospitality sector, with the full effects not yet felt, as some of these businesses will not know 
if they will be in a position to reopen in 2021. Will clients be in a position to pay for cover 
they continue to need, even when a business is not operational and there is no cash flow?  This 
question will have to be asked and answered again in 2021, as Insurance Brokers will have 
to persuade some hard-pressed clients that it will be in their best interest to retain insurance 
even where a business is not operational. In challenged times such as these the value of using 
a Broker before purchasing a financial product should be clear to clients, and the advice to be 
offered by Brokers, Insurance and Financial Brokers alike, will be key to so many.
And yet there are signs that 2021 holds promise too. A predicted fall in house prices did not 
occur, with an increase in prices being observed, no doubt as those who are in a position to 
buy have been less impacted financially by the pandemic and demand remains. Opportunities 
for spending were fewer in 2020, ensuring an additional €12.6 billion into bank and credit 
union accounts this year, which may mean more funds to invest in 2021, or indeed more 
money to circulate to Irish businesses. Our government retains the ability to borrow at low 
interest rates, which will be key in 2021 and beyond in ensuring that government recovery 
plans can be financed. With recent news of a vaccine for COVID-19, it may be that Ireland 
will be operating, if not quite “business as usual”, then much nearer to that than we might 
have dared hope during the worst days of the pandemic. 
The pandemic has thrown into sharp relief how important it is for Brokers to be willing and 
able to adapt to meet new challenges and to embrace new technologies where these may 
assist in driving business forward. Many brokerages will be considering what the future will 
hold, including whether you should continue with the flexibility that comes with remote 
working. This is a decision each of you will have to make based on the particular needs of 
your brokerage. Brokers Ireland believes that the entire broking industry is well-placed to 
embrace new methods of working, to demonstrate continued value to clients and to grow as 
a result. 

2020 in review and hope for 2021



Zurich Life Assurance plc is regulated by the Central Bank of Ireland. 
Zurich Insurance plc is regulated by the Central Bank of Ireland.

MERRY
CHRISTMAS.

As this challenging year 
comes to a close, we 
want to thank you for 
your support and we 
look forward to working 
with you in 2021.  

As usual at this time of 
year, we are making 
our annual donation to 
the Simon Community’s 
House of Cards appeal.  

All of us at Zurich will 
take our Christmas and 
New Year’s break on 24, 
25, 28 and 29 December 
and on 1 January.

WE WISH YOU AND 
YOURS A SAFE & 
HAPPY CHRISTMAS 
AND A BRIGHTER NEW 
YEAR. 
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Cathie, Brokers Ireland has just launched the new 
Insurance Broker website. Tell us about the brand 
and how it is likely to impact and benefit Brokers? 

It’s exactly a year since Brokers Ireland launched the 
Insurance Broker concept and so it’s fitting that twelve 
months on, our new website and Broker resource centre is 
now live as a dynamic ‘go to’ platform for Irish consumers to 
seek advice from their Insurance Brokers. Insurance Brokers 
need a vibrant consumer-facing brand, and we believe that 
now is the time for the collective voice of Insurance Brokers 
to be heard.  As customers face a hardening insurance 
market and Brokers face a stiff challenge from the direct 
channel on personal lines in particular, consumers need to 
understand and appreciate the benefits of using an Insurance 
Broker and the brand is a key driver of this message.  There 
is simply no comparison between the service an Insurance 
Broker provides to a client and buying a policy directly from 
an insurance company without the benefit of advice. We 
aim to achieve on the general insurance side what has so 
successfully been established with Financial Broker, which 
has brought indisputable, measurable benefits to all Financial 
Brokers. Over time the Financial Broker brand has altered for 
the better the trading environment for Financial Brokers and 
the power of the Financial Broker brand is acknowledged and 

accepted by providers on the life side. We want the same for 
Insurance Broker.
How do you envisage Brokers ‘Getting on Board’ with 
Insurance Broker? 
As the new Insurance Broker website is now live, we will 
be focusing over the coming months on the adoption of the 
brand and encouraging Brokers to ‘get behind it’ by actively 
participating in the programme. The success of the brand 
will depend on buy-in from members and we ask Brokers to 
be part of this new vision.  We are confident of the positive 
impact that the brand will have on Insurance Broker members 
who can adopt it to complement their own marketing 
strategies by incorporating it into their customer collateral and 
communications. 
The new site offers a fresh modern site design; a user-
friendly ‘Broker Search’ functionality; an easy to use Broker 
Dashboard/ Resource Centre and is fully mobile responsive.  
The Broker Dashboard enables Insurance Brokers to optimise 
their online presence by directly updating their profile, logo 
and accessing marketing materials that can be customised 
for individual customer campaigns. As the brand progresses, 
new marketing materials and resources will be added to the 
site for Brokers to use. 

 Insurance Broker – In Your Corner  
In conversation with Cathie Shannon, Director of General Insurance at Brokers Ireland

“On the general insurance side, we continue to aim for the elusive ‘level playing field’ for insurance Brokers 
across key industry markers. This includes Broker software, where we want all Brokers irrespective of 
software provider to be in the best possible position, and ensuring fair agency agreements for Insurance 

Brokers, replicating what has already been achieved on the life and pensions side of the industry.”

4 | December 2020



Given the year that 2020 has been, how will Insurance 
Broker maintain momentum amid this uncertainty? 
2020 has been a year of unprecedented economic uncertainty. 
It has forced many SME businesses, including Brokers and 
their clients, to examine work practices, to recalibrate and to 
reimagine how they do business. We are not on firm ground 
yet as the economic impact of the pandemic will not be 
properly  felt until next year.  Who would have forecast, at the 
beginning of 2020, that the trading environment for Insurance 
Brokers would be so radically transformed?  We now inhabit a 
world of social distancing; physical screens; remote working 
and virtual connections.  It has thrown into sharp relief the 
need to keep moving forward and to embrace change and, 
crucially, to adapt. I have been amazed at the adaptability of 
some of our members during the pandemic.
We truly believe that using the influence of our Broker strength 
in numbers has never been more relevant.  We are determined 
that the term Insurance Broker will come to represent 
progress and in time will evolve into a recognised, reputable 
insurance trademark, which will  professionally convey all that 
an Insurance Broker has to offer to consumers.  
How was Brokers Ireland’s Virtual Insurance Broker 
Conference in November? 
Although we were remotely connected using a virtual platform, 
it was hugely encouraging that over 300 Insurance Brokers 
registered for the event on the day, which was a strong 
endorsement of how we interact and network as a group 
during these ‘distanced’ times. 
The conference, which was aptly titled ‘Fast Forward- 2021’, 
addressed some key challenges for Brokers and encapsulated 
new trends and business influences currently affecting 
Insurance Brokers across technology, legislation, consumer 
trends and global economies.  Our expert panel of presenters 
delivered some excellent presentation topics, sharing their 
industry insights and experience. We hope that Insurance 
Brokers found these beneficial in driving their own brokerage 
agendas forward.  We also welcomed Minister of State with 

responsibility for Financial Services and Insurance, Sean 
Fleming, who outlined his department’s key priorities under 
the Programme for Government, insurance reform and other 
key Broker issues.  As Ireland’s national Broker representative 
body we consider it very encouraging that this government 
has recognised that there are certain issues affecting the Irish 
insurance landscape that need to be addressed and that 
there is a focus now on resolution of these issues. 
‘Fast Forwarding’ onto 2021, what are your key priorities 
for Insurance Brokers? 
Collectively on the general insurance side we aim to deliver 
value to our members, to assist Insurance Brokers however we 
can and to influence the changes needed positively to impact 
their businesses.  We believe we have a clear appreciation 
of the challenges that Insurance Brokers face, which our 
strategic objectives are intended to address. As ever, the 
team at Brokers Ireland is there to assist Members with all the 
day to day issues and compliance related matters, with David 
Holton and Elizabeth Smith Wright and her Compliance team 
on call to help.
Brokers Ireland intends to drive home our agenda to whoever 
is in a position to influence change. We are committed 
to ensuring that the voice of Insurance Brokers is heard 
wherever those concerns may be answered. This motivation 
will underpin our lobbying on behalf of our members in the 
coming year. High on our agenda is the issue of differential 
pricing, which the CBI is investigating.  Insurance reform is 
on the mind of those who inhabit Dail Eireann too, and we 
will continue to liaise with Government representatives and 
others on this pressing matter, which is a critical reform issue 
for Brokers and consumers. 
The public liability market was the subject of a Public 
Consultation earlier this year by the CCPC and Brokers Ireland 
of course made a submission on behalf of Insurance Brokers. 
It was conveyed recently in the Dail that the report may be 
provided to the Minister in the coming weeks. This market 
is key for our members and we will take whatever steps are 
needed to protect the Broker market. 

“Over time the Financial Broker brand has altered for the better the trading environment for Financial 
Brokers and the power of the Financial Broker brand is acknowledged and accepted by providers on the 

life side. We want the same for Insurance Broker.”

l continued overleaf
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On the general insurance side, we 
continue to aim for the elusive “level 
playing field” for insurance Brokers 
across key industry markers. This 
includes Broker software, where we 
want all Brokers irrespective of software 
provider to be in the best possible 
position, and ensuring fair agency 
agreements for Insurance Brokers, 
replicating what has already been 
achieved on the life and pensions side 
of the industry. I am conscious that 
on the life and pensions side of the 
industry, fair agency terms took years 
to achieve but we have started the 
process on the general insurance side 
now too and intend to drive this forward 
in the coming year.
The general insurance agenda remains 
firmly at the core of Brokers Ireland 
focus and we will continue to aim for 
optimum outcomes for Insurance Broker 
members and to end discriminatory 
practices against the Broker channel, in 
whatever area these may be observed.

Cathie Shannon and Ciaran Blackall, 
President, Brokers Ireland at the 

launch of the new Insurance Broker 
brand and website.

“We are determined that the term Insurance Broker will come to represent progress and in time will 
evolve into a recognised, reputable insurance trademark, which will  professionally convey all that 

an Insurance Broker has to offer to consumers. “

Members Compliance 
Support Chat Facility

 

To further improve members’ access 
to Brokers Ireland Compliance 

Support Unit, Brokers Ireland have 
launched a new chat facility through 
the ‘Members Area’ of the website. By 
clicking the ‘Compliance Chat Support’ 
icon on the Brokers Ireland website, 
members can in real-time, conveniently 
log their query with our Compliance 
team who will be on hand to respond to 
your request as efficiently as possible.
Brokers Ireland Compliance Chat 
Support is available to use from Monday 
– Friday 0900-1700 hrs and provides 
members with another channel to gain 
expert guidance and advice on your 
compliance requirements and queries.  
If you would prefer to talk directly to 
someone in the Compliance Unit, 
please call us on 01 661 3067 or email: 
compliance@brokersireland.ie

Members Meeting 
January ...have your say!

As we move into a new year, Brokers 
Ireland will continue to prioritise 

strategic objectives which embody the real 
and current challenges facing Irish Brokers.  
We remain resolute in driving Brokers 
narrative to ensure that members interests 
are always consistently represented to key 
influencers and national decision makers.
With this in mind, we are again hosting 
a series of virtual Members Meetings 
in January which will update Principal/
Directors of our member brokerages 
specifically on our focus over the coming 
year.  More importantly, these meetings 
will provide members with an opportunity 
to let us know what you want from us. 
Your feedback is critical in helping us 
to roadmap our strategy going forward, 
and we strongly urge all members to get 
involved in this two-way communication 
process.
To view full details and register for the 
event, please log onto BrokersIreland.
ie/events

The 2020 Virtual Meet the Market Day 
took place on October 22 last. The 

online event remains open for on-demand 
viewing of the Exhibition Hall and all 
33 Exhibition Booths. There are 100’s 
of documents, video’s and important 
messages included at all of these booths 
so please take some time out to visit them. 
Simply visit https://brokermarketday20.
vfairs.com/ and enter the email you 
used when you registered for the event 
originally. 
If you did not register to attend the event 
but wish to visit the company booths, 
please email events@brokersireland.ie 
and we will set that up for you. 
Meet the Market Day 2020 was kindly 
supported by Aviva Insurance.

Meet the market day 
2020 Exhibition Hall 

remains open! 
We would like to wish all our Brokers and their families a very 
safe and happy Christmas break. 

Thank you for your support throughout 2020 which proved 
to be a challenging and unprecedented time. Here’s to a 
more normal 2021 and to continuing to support our mutual 
customers.

Yours sincerely, 

Peter Kilcullen
Chief Customer Officer 

Allianz p.l.c. is regulated by the Central Bank of Ireland.
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Over the past 15 years, Brokers have faced an avalanche 
of new legislative and regulatory requirements coming 
both from an EU and national level with consumer 

protection outlined as being at the heart of the objective. 

Brokers have had to come to terms with requirements 
coming from the Consumer Protection Code (CPC) with its 
various updates,  compliance with Minimum Competency 
Code, Fitness & Probity requirements, updated Prudential 
Handbook, requirements coming from the IMD and more 
recently the IDD, PRIPs, Disclosure Regulations, Consumer 
Insurance Contracts Act, GDPR and not forgetting continually 
updating AML/CTF requirements.  For Brokers, the majority 
of which are small to medium firms, the task of keeping up to 
date, implementing and complying with these requirements 
has been and continues to be overwhelming.  A key issue 
is that financial sector legislation is often developed and 
implemented in silos which has resulted in numerous 
duplicative requirements and an overload of information for 
consumers.  

Our members support balanced and proportionate regulation. 
They believe that this is essential to protect consumers, to 
protect honest companies and to uphold the integrity of the 
Irish Financial Services Industry.  However, ever evolving 
regulations are a source of cost and uncertainty, not only 
to Brokers but also to the consumer.  Constant changes by 
regulators imposes cost on the industry (having to update 
and change systems every time a new regulation is issued) 
which will eventually be absorbed by the consumer and it 
also causes additional confusion for the consumer (having to 
adapt to new changes and more paperwork).   Brokers Ireland 
recently carried out a member survey in relation to the cost of 
regulation in July of this year.   69% of respondents indicated 
that their regulatory costs have increased by over 15% in the 
last five years, with 58% of Brokers who responded to the 
survey, stating that they use up to 20% of their total income to 
meet regulatory costs. 

Whilst acknowledging that the aim is to inform and protect 
the consumer, Brokers believe that many of the requirements 
are overly burdensome with some of them deemed totally 
unnecessary and not proportionate to the products and 
services offered by Brokers. For a typical sale, consumers 

receive a Terms of Business which given the requirements 
of the recently updated CPC can now run to 7/8 pages, 
application form, completed Fact-find, Statement of 
Suitability, KID (if applicable), Life Disclosure Documents 
(if relevant), product information guides etc.  There is a real 
worry that key information is being lost within the vast amount 
of documentation being issued.

Brokers report that consumers are complaining about the 
quantity of documents received for even the simplest of 
products, much of which serve no positive purpose for the 
consumer and is leading to regulation fatigue, whereby 
consumers are overwhelmed by the amount of paper they 
are required to read.  We understand that the aim of each 
of these documents is to inform the consumer, but too much 
information is having the opposite effect with documentation 
which is intended to inform ending up obscuring what is 
important.

In order to reduce regulatory costs, and to contribute to 
a clear, stable and predictable regulatory framework a 
regulatory pause is necessary.  The market needs time to 
“absorb” all the rules and to turn them into the new “standard” 
in an efficient way. This is necessary to create confidence of 
and legal certainty for consumers.   Furthermore, we believe 
that this pause is necessary to allow supervisors to supervise 
efficiently. 

A joint statement was published by the European social 
partners in the insurance sector in February 2019 on the 
effects of regulatory requirements and compliance on 
employees.  It was noted that whilst they supported European 
laws designed to protect customers and enable them to make 
informed decisions, the following should be considered:
l The disclosure of extensive and technical information 

to customers is counterproductive as it hampers their 
ability to take appropriate decisions when comparing and 
purchasing products.

l Overloading customers with extensive and technical 
information may confuse them, creating a difficult 
and stressful decision-making process that could end 
with dissatisfied customers and even with a complaint 
procedure.

A CASE OF LESS IS MORE

 with Diarmuid Kelly, CEO, Brokers IrelandInside
TRACK

“Brokers Ireland recently carried out a member survey in relation to the cost of regulation in July of this 
year.   69% of respondents indicated that their regulatory costs have increased by over 15% in the last 

five years, with 58% of Brokers who responded to the survey, stating that they use up to 20% of their total 
income to meet regulatory costs.”

Is regulation fatigue and overload having an adverse effect on consumers?
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The statement also noted that the increase in regulatory 
requirements had a significant effect on employees workloads 
and stress in the financial sector who are trying to comply 
with new regulatory requirements often with short timelines 
to comply.   The negative effects having a disproportionate 
impact on small to medium firms. 

Reviews are due to take place in the coming years at 
European level of the IDD, MiFID II and the GDPR amongst 
others, despite their relatively recent implementation. It is 
difficult to see what the benefit is of such frequent changes 
to the regulatory environment, for consumers or for business 
operators. 

At national level, in advance of the commencement of the 
revision of the Consumer Protection Code, Brokers Ireland 
met with the Central Bank in November 2019 and highlighted 
membership feedback about the continuously changing 
regulatory environment and that there is a general feeling 
of documentation overload to consumers.  We highlighted 
that consumers are complaining and there is a real risk that 
important information will be lost.    The Central Bank indicated 
that they are mindful of this and have asked Brokers Ireland to 

contribute as to how best to reduce the amount of paperwork.    
Brokers Ireland provided further feedback to the Central Bank 
in this regard in March.  

Brokers Ireland will continue to submit on behalf of its 
members, at European level through our membership of 
BIPAR, and at national level directly to the Central Bank and 
other competent authorities. 

Only time will tell if these entities will take on board the 
concerns of the industry and the wishes of the consumer.  

Finally, on what has been a hugely challenging and 
extraordinary year for everyone, I wish you and your families, 
a very healthy, restful and Happy Christmas.  We have a lot to 
look forward to and, as a united group, we will move towards 
recovery together with renewed optimism and hope for 2021.    

Diarmuid Kelly
CEO, Brokers Ireland   

“Our members support balanced and proportionate regulation. They believe that this is essential to 
protect consumers, to protect honest companies and to uphold the integrity of the Irish Financial 

Services Industry.  However, ever evolving regulations are a source of cost and uncertainty, not only to 
Brokers but also to the consumer.”

l On average the report found that the legal costs associated 
with settling claims through litigation were 67% of the actual 
compensation amount, adding substantially to the overall 
cost of the claim, bringing the total average claim cost 
through litigation to over €40,000. This compares to legal 
costs under PIAB of less than 4% of the compensation 
amount, bringing the total average claim cost to less than 
€24,000. A difference of over €16,000 per claim.

l The Report found there were marginal differences in the 
actual award values between claims settled via litigation 
and PIAB over the period 2015-2019, with awards under 
€100k averaging at €23,572, and €22,319 respectively

l The time taken to resolve claims differed significantly 
with claims in 2019 under the litigation model taking on 
average 4.7 years to settle and claims settled with PIAB in 
2.9 years 

The Personal Injuries Assessment Board (PIAB) has welcomed 
the publication of the second National Claims Information 

Database report by the Central Bank of Ireland recently. The 
Central Bank report covers the private motor insurance sector 
in 2019. 
The report gives valuable insight into personal injury awards 
across the sector and as this is the second report it allows us 
to start to see trends in relation to issues such as claims costs 
and premiums and the ways claims are resolved. From a PIAB 
perspective the report shows the significant difference in both 
time and cost that there is between using PIAB’s services and 
going down litigation pathways to resolve claims.
PIAB’s Chief Executive, Rosalind Carroll, commented:  “This 
important research by the Central Bank shows the significant 
cost difference between the different channels used to resolve 
injury claims. The legal costs involved in going to litigation on 

claims for up to €100,000 are shown in the report to be more 
than 15 times greater than through settling claims through PIAB. 
“The report also shows significant differences in the time taken 
to resolve claims where they cannot be agreed directly between 
claimants and respondents. For claims settled through our 
services in PIAB, the average time from date of accident to 
award was 2.9 years, whereas if settled via litigation it took 4.7 
years. Time is something that really matters to all parties to a 
claim; it is important for the injured party in order to support them 
in recovering  and hopefully moving on from injuries, and it is 
important from the insured parties perspective as having a claim 
hanging over them can affect both their access to and pricing of 
insurance.”
“One of the significant findings from the report again this year, 
is that the size of awards received through the litigation and 
PIAB models are broadly similar, yet litigation takes far longer, 
and adds considerable cost. However, disappointingly the 
percentage of cases settled though PIAB has decreased over 
the last number of years. We need to find ways to address this 
and ensure the services of PIAB are utilised more so that we can 
be of more value, to the benefit of injured parties, policy-holders 
and wider society,  who ultimately bear the burden of additional 
costs,” said the PIAB Chief Executive.
“The cost of claims and insurance, including public and 
employer liability, is a very serious challenge for wide sections 
of Irish society as the cost and availability of insurance can 
seriously affect small and medium-sized businesses, as well 
as the community, childcare and sports sectors, and individual 
households. The impact of Covid will only make these costs even 
more challenging for everyone. The Report showed a decrease 
in premiums of 1% this year, there is an opportunity to work 
together to do more.” 

Central Bank report on Motor Insurance shows PIAB delivery cost 
is more than 15 times cheaper than litigation to settle claims
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With the most surreal of years coming to a close, Brokers 
Ireland continued its online strategy to reach out to 
our Broker members by running the Insurance Broker 

Conference virtually. The conference, as always, was kindly 
supported by Premium Credit. We wish to thank Premium 
Credit for getting behind this event under ‘new’ surroundings. 
Ger Shannon, Managing Director, Premium Credit welcomed 
members via video and mentioned that “the year 2021 will be 
one of challenge and opportunity regarding Brexit and Covid 
uncertainty but.... strongly believe the future is bright for those 
brokers who put the customer first”.  

The event was officially opened by Cathie Shannon, Director 
General Insurance, Brokers Ireland and Malcolm Craig, 
General Manager, Premium Credit. We then welcomed 
Minister of State with responsibility for Financial Services 
and Insurance, Sean Fleming, who outlined his department’s 
key priorities under the Programme for Government, insurance 
reform and other key Broker issues. Brokers Ireland will continue 
our engagement with the department over the coming weeks 
and months regarding their main priorities and continue to drive 
the importance of broker activity. 
With the UK exit from the EU only a matter of weeks away now, it 
was important to outline and highlight the main impact that Brexit 
will likely bring to Insurance Broker operations going forward. 
John O’Donnell, Head of Insurance Risk & Regulatory, KPMG 

joined us online to explain the current and future landscape for 
Insurance Broker operations. 
Before the break, we had a very insightful health talk from Author, 
Broadcaster and Personal Trainer, Karl Henry. Karl spoke 
about the 4 pillars of Health - Working from home tips, Sleep, 
Food and Movement. For each of these pillars, Karl provided us 
with excellent tips and guidelines to improve our energy, focus 
and discipline. 
After the break, Hesus Inoma, Associate Director-Financial 
Services Advisory, Grant Thornton, spoke about how Digital 
Transformation is not just about the Technology. It also reflects 
a company’s drive for agility and innovation, altering how 
businesses operate by fuelling new revenue, while catering for 
the needs of an evolving customer base. Grant Thornton guided 
by Hesus Inoma have established a Digital Maturity Assessment 
Model (DMA) which enables businesses to diagnose their 
digital maturity and establish a recommended path towards 
improvement. One such business that has done this DMA was 
Sheridan Insurances and Benny Sheridan joined the presentation 
to give his feedback on how the DMA helped improve their 
business significantly. 
The Insurance Broker Conference was closed by Peter Lennon, 
Partner at Ronan Daly Jermyn. Peter delivered a truly excellent 
presentation on Broker PI Claims: The coal face of what’s 
really triggering claims. Peter spoke in detail about different 
cases in the past and current environment, Covid-19 and its 
potential as a trigger, the FBD Case, FSPO and Covid claims, 
potential triggers for brokers and how to prepare for Covid-19 
BI Claims. 
Brokers Ireland would like to thank all of the aforementioned 
speakers for the time and effort that they put into their 
presentations and making themselves available on the day to 
present to our members. 
It is important to note that the above presentations are available to 
watch again using the URL https://insurancebrokerconference.
vfairs.com/. Simply login with your email address. Go to the 
Auditorium and click on the centre screen. This click will bring 
you into the list of webinar recordings. (Only members who 
registered and attended the event will have access to these 
webinars on the system) If you did not attend but would like to 
watch the webinars, please email events@brokersireland.ie for 
access. 

Cathie Shannon, Director 
General Insurance, 

Brokers Ireland

Malcolm Craig, General 
Manager, Premium Credit

Minister of State 
Sean Fleming

John O’Donnell, Head 
of Insurance Risk & 
Regulatory, KPMG

Author, Broadcaster 
and Personal 

Trainer, Karl Henry

Hesus Inoma, 
Associate Director-
Financial Services 

Advisory, Grant 
Thornton

Peter Lennon, Partner 
at Ronan Daly Jermyn.
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The European Commission published an action plan for 
fair and simple taxation on the 15th of July 2020. It is 
designed to respond to the dual challenge of the current 

crisis: supporting a swift and sustainable economic recovery 
and ensuring sufficient public revenue in the EU. 
The action plan:
l Contains a set of 25 actions.
l Outlines measures for reducing tax obstacles for 

businesses in the Single Market.
l Suggests that tax simplification will improve the business 

environment, enhance business competitiveness, and 
contribute to economic growth.

l Announces a number of initiatives that will help Member 
States to enforce existing tax rules and improve tax 
compliance. 

l Will ensure that Member States can secure the tax revenue 
needed to finance the response to the major challenges of 
the current crisis, without imposing an undue burden on 
those already badly affected by the crisis. 

l Suggests it should allow Member States to collect in a 
fairer, well-adjusted, effective, and efficient manner the 
revenues for both their national and EU budgets.

Action number 18 of the plan: updating the rules on VAT 
exemption for financial services
The VAT Directive has exempted financial services since VAT 
legislation was first put into place in 1977. The Commission 
will propose legislative amendments to these provisions. The 
modernisation will consider the rise of the digital economy 
(fintech), the increased outsourcing of input services, and the 
structure of financial and insurance operators. The proposal 
will safeguard a level playing field within the EU and take into 
consideration international competitiveness.
The Commission published a combined evaluation roadmap/
inception impact assessment and are seeking responses from 
the financial sector (the consultation period ran to the 19th 
of November 2020). The Commission through the roadmap 
identifies two problems and explains why action is necessary. 
These problems are lack of VAT neutrality, and legal uncertainty 
and regulatory complexity. 

Lack of VAT neutrality 
An important principle of the VAT system is supply-chain 
neutrality, which means that the VAT treatment of goods and 
services should be the same regardless of the supply chain. 
The standard VAT regime, through the right of deduction, 
allows each business in a supply chain to reclaim VAT incurred 
on the supply of goods and services. 
The commission have stated that an exemption regime goes 
against VAT neutrality, because you are unable to reclaim 
VAT used for exempted goods or services. They state that 
this results in inefficiency, impacts business structures, and 
produces competitive disadvantage to businesses supplying 
similar non-exempt services or operating in third countries. 
This problem is critical for businesses that require high IT 
investment, e.g. fintech. 
Legal uncertainty and regulatory complexity
The Commission state that legal uncertainty and regulatory 
complexity are inherently linked to instability in the regulatory 
framework. Highly complex and constantly changing provisions 
have been required for the exemption to function, due to the 
nature of the exemption and the diverse and evolving types of 
financial services (fintech), including their regulatory context. 
Combined with discretions for Member States and complex 
CJEU case law, this has led to a considerable degree of legal 
uncertainty and complexity regarding the VAT rules applicable 
to insurance and financial services. 
Proposed solution
Each Member State varies in their treatment of VAT for financial 
services and the Commission believe that this will contribute 
to a distorted internal market. As VAT rules for financial and 
insurance services are laid down at EU level by a Directive, 
modernisation of the rules requires a proposal by the 
Commission to amend the existing VAT Directive. 
The Commission has identified competitive disadvantage 
as the most important policy objective in relation to this 
review. The second objective identified relates to clarification 
and harmonisation of the VAT rules in order to eliminate 
discrepancies across the EU. 
Other policy objectives outlined are: providing a level playing 

Commission’s Roadmap on VAT Rules 
for Financial and Insurance ServicesTaxation

“The Commission through the roadmap identifies two problems and explains why action is 
necessary. These problems are lack of VAT neutrality, and legal uncertainty and regulatory 

complexity. “
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“The two possible policy options outlined in the impact assessment are (i) to 
remove the existing exemption in order to tax financial and insurance services, 
or (ii) to keep the exemption, but to modify its scope through taxing only some 

types of services, e.g. fee-based as opposed to interest-based.”

field for EU businesses, contributing to the smooth functioning 
of the internal market and a wider review of the VAT system, 
making it more robust and efficient. 
Policy options
The Commission have stated that the starting point will be 
to leave the rules unchanged, in which case financial and 
insurance services would continue to be VAT exempt.
They have also stated that other possible policy options 
will be considered in the impact assessment, noting that 
alternative approaches may emerge through further public 
and stakeholder consultations. 
The two possible policy options outlined in the impact 
assessment are (i) to remove the existing exemption in order 
to tax financial and insurance services, or (ii) to keep the 
exemption, but to modify its scope through taxing only some 
types of services, e.g. fee-based as opposed to interest-
based. 
The Commission state that the removal of the exemption 
would free insurance and financial service suppliers from 
irrecoverable VAT and would greatly simplify the VAT rules for 
the sector. However, modifying the scope of the exemption 
would better address the possible impact of the review on 
consumer prices. In the area of modification, the commission 
have stated that several alternatives could be considered, for 

example to tax financial and insurance services (all or some 
types) at the standard rate, or to allow for reduced rates while 
fixing a minimum rate. 
The impact assessment will also consider measures to address 
the distortive effect of the exemption, such as the introduction 
of cost-sharing arrangements as a way to limit the problem 
of non-deductible input VAT, and will look at arrangements to 
address technical problems of taxing high-frequency trading. 
Finally, they have suggested consideration of a targeted option 
to make cost-sharing arrangements available to providers 
when operating cross-border. 
Next steps
The evaluation and impact assessment work has already 
commenced through data collection and analysis of options 
undertaken as part of an ongoing supporting study for the 
review of the VAT rules for financial and insurance services.
The impact assessment is expected to be completed in the 
3rd quarter of 2021 and the public consultation should take 
place in the 1st quarter of 2021, with the purpose of gathering 
the views of stakeholders on the current VAT provisions for the 
financial and insurance sector and their application, as well as 
on possible changes with regard to these provisions. Its results 
will feed into the review. 

DUAL Underwriting Ireland DAC is regulated by the Central 
Bank of Ireland. Registered No. 633531. Registered office: 
11, Fitzwilliam St. Upr., Dublin 2 D02 YV66. 11/20 4422

dualgroup.ie
T: 01 664 0001
E: enquiry@dualgroup.ie
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By Rachel McGovern, Director of Financial Services of Brokers Ireland
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For as long as there have been good 
people and people in need, charities 
have existed in one capacity or 

another. In a more organised context, 
establishments such as Almshouses 
were founded throughout Europe in the 
Early Middle Ages to provide a place 
of residence for the poor or distressed 
people. It is believed that it was in the 
10th century King Athelstan of England 
founded the first recorded Almshouse in 
the UK.
In Ireland the good people of New Ross, 
Co. Wexford claim that the “Master 
Brethren and Poor of the Hospital of the 
Holy Trinity”, was founded by a local 
merchant Thomas Gregory with records 
dating as far back as 1577.
In Dublin, many people will recognise 
the city’s oldest surviving charity, the 
Sick and Indigent Roomkeepers Society, 
located at a landmark building situated 
close to Dublin Castle. Founded in 1790, 
the charity has provided over 225 years 
of service to the poor and the sick of the 
city without religious distinction. 
Back to present day and the Public 
Register of Charities contains information 
about more than 10,900 charities that 
have been registered with the Charities 
Regulator and these range across a 
multitude of segments offering, as you 
can imagine, a vast array of services. 

You may be surprised at some of the 
numbers pertaining to the overall Not-
for-Profit sector as reported in the most 
recent Benefacts* Report
l There are 32,841 not for profit 

organisations 
l Over 165,000 people employed
l 86,481 Directors/charity trustees 

engaged
l €14.2bn Turnover
l €5.9bn in State funding

* https://www.benefacts.ie/
insights/reports/2020/ 

With such a large scale of money and 
people involved in charities across the 
country, comes a significant requirement 
for accountability, and in recent years 
the focus of the sector has been to 
build trust among its supporters and the 
general public. This is being delivered 
by way of the establishment of the 
charity regulator and initiatives such as 
the Triple Lock, a standard introduced 
by the Charities Institute Ireland to build 
public confidence in an organisations 
governance, transparency and ethics.
At Ecclesiastical, we recognise the 
requirement for specialist understanding 
of the wide range of risks charities are 
subjected to on a daily basis. Our team 
has worked to develop sector insight 
which, allied to technical insurance 

knowledge and a vastly experienced 
team, allows us offer a comprehensive 
and competitive proposition. 
As an industry we are most familiar 
with the traditional insurable risks 
and our proposition can be adapted 
to encompass all of these to suit an 
individual charity’s insurance needs. As 
well as the day to day support from our 
teams, customers can access a range of 
support documents on our website and 
also other services such as legal helpline 
and crisis management support. 
Most recently we have developed our 
proposition for your larger charity clients 
to encompass the wider risks associated 
with charities including the uninsurable 
risk, a practice commonly referred to as 
Enterprise Risk Management.
Enterprise Risk Management
Enterprise Risk Management applies a 
proactive and more holistic approach and 
considers risk across an organisation at 
both a strategic and an operational level. 
In turn, this enables better visibility and 
stronger management of key risks. Did 
you know that 68% of organisations have 
experienced an operational surprise due 
to a risk which was not anticipated?
In order for charities to build business 
resilience, it is important for them to 
adopt the Enterprise Risk Management 

Enabling Charity Customers Manage Risk
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approach. This allows charities and 
other businesses to quickly adapt, 
respond and emerge stronger. It’s also 
vital we take the current climate into 
consideration as we navigate through 
the COVID-19 world. By taking a strategy 

led approach to risk management across 
the entire business, we look at risk from 
an organisational point of view to ensure 
organisations are taking on board the 
wider risk they may be susceptible to.
As part of the proposition available from 
Ecclesiastical, our Risk Management 
team can assist you and your large 
charity clients to include, differentiate 
and prioritise risks, challenges and 
opportunities that present themselves to 
the charities.  
We will assess the customer needs in this 
regard and provide a range of support 
programmes that would typically include 
some of the following; 
l Design and implement of an ERM 

framework 
l ERM strategic risk workshop 

facilitation
l ERM coaching 
l Risk maturity health check 

l Risk management training 
l Reputation risk management 
l Design and implement of a Business 

Continuity Management (BCM) 
Framework 

l BCM testing  

It’s vital that we all work together as 
professional risk advisors to enable 
charities to protect their interests and 
assets and provide vital services to future 
generations. We encourage you to use 
this opportunity to consider facilitating an 
Enterprise Risk Management approach 
for suitable clients that will enable them 
tackle adversity and uncertainty with 
more confidence.
https://www.ecclesiastical.ie/
John Devitt is Head of Sales & 
Marketing and a senior member of 
Ecclesiastical’s management team 
having over 30 years’ experience in 
the Insurance industry in Ireland.

John Devitt, Head of Sales & Marketing, Ecclesiastical

“Enterprise Risk Management applies a proactive and more holistic approach 
and considers risk across an organisation at both a strategic and an operational 
level. In turn, this enables better visibility and stronger management of key risks.”

The launch of the first Responsible Investment Advisor 
and Responsible Investment Trustee Course in Ireland 
has been announced by ESG Ireland and Sustainable 

Finance Skillnet. The course, which is specifically tailored to 
financial advisors and pension trustees, is supported by Irish 
Life, who co-funded its creation and will be the first company 
to roll out the course over the coming weeks.  
The Responsible Investment Advisor and Trustee Course 
is intended to give advisors and trustees a fundamental 
understanding of responsible investment. The 8-module course 
will focus on the importance of sustainability and practical ways 
of adopting a responsible investment approach, including the 
application of the environmental, social and governance (ESG) 
framework.
Vincent McCarthy CFA, Founder of ESG Ireland and the 
Responsible Investment Institute, said: “While the responsible 
investment theme and interest in ESG has gathered momentum, 
the knowledge and skills gap around its real-world application 
is a pressing challenge. The Responsible Investment Advisor 
course is another step forward in taking responsible investment 
from being a fringe topic in the education syllabus to making 
it the standard. Investors are demanding a responsible 
investment approach and through this course, the industry will 
be well-equipped to respond.”
The course is being launched during Climate Finance Week 
2020 which focuses on how the Irish financial services sector 
can drive sustainable global growth. The need to address skills 
development across the industry is a key theme of Climate 
Finance Week. 

 Sandra Rockett, Director of Wealth and Corporate Distribution, 
Irish Life Investment Managers said: “Irish Life has been a 
leader in adopting responsible investment practices across 
our business over the last number of years and we are 
committed to using our position to innovate, drive positive 
change and enable the adoption of responsible investment 
practices across the financial services sector. This course 
is designed to increase the sustainable finance skill-base 
across the industry, helping financial advisors and trustees 
to embrace sustainability as a core principle for the benefit 
of the customers and pension scheme members who rely on 
them. We are delighted to be working with ESG Ireland and 
Sustainable Finance Skillnet to bring this learning to a wide 
audience.”
Developed by ESG Ireland®, through its Responsible 
Investment Institute™, the course is accredited by the Institute 
of Banking and supported by Sustainable Finance Skillnet with 
funds from the National Training Fund through the Department 
of Further and Higher Education, Research, Innovation and 
Science.
Yvonne Holmes, Chair, Sustainable Finance Skillnet said: “As 
the focus on responsible investment and ESG has grown in 
recent years, a knowledge and skills gap amongst financial 
advisers has been identified. We are finally addressing 
that deficit through an innovative programme developed 
specifically for the financial services industry and supported 
by Sustainable Finance Skillnet. The involvement of Irish Life 
has allowed us to bring this course from an idea to reality.”

Responsible investment on the lesson 
plan for financial advisors
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“ We offer an end to end e-trading process with our AIG Rapidcover system 
where a broker can obtain a quote and bind business in a matter of minutes. 
Our local underwriting and claims teams are dedicated to helping our broker 
partners and are on hand to answer any questions you may have.”
Paul Winters, Commercial Combined Underwriting Manager at AIG Ireland

AIG’s Package and Combined insurance products are 
available online through Rapidcover (www.rapidcover.
ie). The products are designed to meet the insurance 

needs of small and medium sized enterprises. Through AIG 
Rapidcover, we deliver all you’d expect from Package and 
Combined policies and more. 
l Innovative and targeted products to help grow your 

business
l Easy to use online system, www.rapidcover.ie providing 

instant quotations and documentation delivered online
l Easy access to local underwriting expertise and local 

decision-making
l Proactive claims expertise, commitment to service 

excellence and speedy accurate documentation
l One of the world’s leading international insurance 

organisations
l Expert underwriting culture, market leading solutions & 

financial stability 

Our Products
Office Package: This comprehensive single location policy 
covers an extensive list of trades. There are nine cover options 
targeting small office risks where wage roll and turnover are 
small and are not required for rating purposes. 
Office Combined: Is a comprehensive multi-location policy 
also covering an extensive list of trades. Cover is now available 
for larger and more complex office risks where wage roll and 
turnover is required for rating purposes. This solution differs 
from our package product as you can tailor the coverage to 
suit your clients’ specific needs. To access this product just 
simply tick yes when asked if the contents sums insured 
exceeds €350,000 on the Office Package quote page. You 
will then have a seamless transition to the Office Combined 
Product where your contents sums insured per location can 
be less than €350,000. 
Property Owners: We cover a range of property types for 
sums insured of up to €5 million for commercial, manufacturing, 
offices, shops, surgeries and warehouses. We offer optional 
multiple premises cover under the one policy. Discounts are 

available for additional features such as linked fire and burglar 
alarms.
Public Liability: Clients can choose from three Public Liability 
cover options; €1.3 million, €2.6 million and €6.5 million. Our 
policies are designed to cover clubs, associations and white-
collar professionals, offering competitive premiums and cover 
for “one off events”.
Commercial Combined: Offers a range of Property, Business 
Interruption and Liability insurance covers. With its broad range 
of covers, whether that’s core, optional or included services, 
we think it represents outstanding value. Our Commercial 
Combined solution is suitable for wholesale and light 
manufacturing risks with a total Material Damage and Business 
Interruption sums insured of up to €10 million. Our bespoke 
combined product offering includes Material Damage All Risks 
(Building contents, stock and all other contents), Business 
Interruption, Employers Liability, Public Liability, Accident and 
Health, Directors and Officers, and Fidelity. 
Shops Package: Our Retail package policy is a comprehensive 
product with, again, multiple premises options. We pride 
ourselves on our market leading solutions, so our standard 
wording includes a number of enhancements such as 
Engineering Breakdown, Management Protector – Fidelity and 
Computer Fraud and Personal Accident.  

Our Differentiators
We offer an end to end e-trading process with our AIG 
Rapidcover system where a broker can obtain a quote and 
bind business in a matter of minutes. Our local underwriting 
and claims teams are dedicated to helping our broker partners 
and are on hand to answer any questions you may have. We 
are happy to offer bespoke cover selection with multi-locations 
and primary and secondary trades. This makes AIG a very 
strong partner to have as we can tailor our policies to suit your 
clients’ needs.
More Information
For more information, log on to  www.rapidcover.ie or  feel 
free to contact me directly at Paul.Winters@aig.com / +353 
1 208 4961

AIG’s Solutions for your SME Clients 
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Over the past number of years, there has been a wave 
of regulatory changes governing Insurance-based 
investment products. The Consumer Protection Code 

(2012), MiFID II (2018) and PRIIPs Regulation (2018) have been 
introduced to strengthen investor protection and to improve the 
quality of information provided to retail investors. In June 2020, 
the European Commission published six initiatives which seek to 
place sustainability at the centre of the financial system and to 
support the transformation of Europe’s economy into a greener, 
more resilient system. These factors, paired with the rise of passive 
investing and increasing cost pressures across the industry, have 
resulted in the due diligence oversight process becoming ever-
more important. At Aviva, our fund platform offers a wide variety 
of investment options across a range of asset classes. This article 
seeks to provide valuable insight into the due diligence framework 
which governs our process to ensure that we are providing the 
most suitable suite of fund offerings to our customers.
Due Diligence can be described as a set of processes directed 
towards making informed investment decisions. It is a complex 
and iterative process that requires judgement, experience 
and a variety of skillsets to fully understand and scrutinise an 
investment proposition. A comprehensive understanding of 
financial markets is necessary to assimilate the asset class within 
which the respective fund manager specialises, while accounting 
and trading knowledge is required to understand both back 
and middle office operations. At the same time, an awareness 
of organisational culture and behavioural aspects are other 
considerations when conducting due diligence on an investment 
fund. From the collapse of Long-Term Capital Management in 
1998, to the Bernie Madoff scandal in 2009, fund blow-ups and 
fraudulent activity, have undoubtedly had long-lasting, negative 
effects on the perceptions of retail investors. It is for this reason, 
that we strive to maintain a healthy dose of professional scepticism 
when conducting our due diligence process. 
For new prospective funds, we undertake a rigorous selection 
process. We begin by screening the investment universe, based 
on risk-adjusted performance over varying time periods. We 
generate a shortlist of funds, and further assess the characteristics 
of each fund, with respect to the investment style, philosophy and 
risk profile, to align with our preference. At the initial stage of 
review, we contact the fund management group to obtain detailed 
information about the company and the underlying strategy. 

This includes a fund prospectus, a Request for Proposal (RFP) 
document, a fund factsheet and a presentation pack. A review 
of this initial documentation is usually then followed up with an 
introductory meeting or call with the fund manager, after which, 
we will then begin our ‘deep dive’ due diligence process. Our due 
diligence process broadly consists of two main sections, both 
of which are conducted prior to investment and on an ongoing 
basis:
l Investment Due Diligence 
l Operational Due Diligence 
Investment Due Diligence 
Investment risk can be defined as the probability of losses, or 
uncertainty of achieving the returns, relative to the expectation 
of the investor. This section of due diligence focuses on how 
the fund management team strive to meet their objectives, and 
generate added value, within their risk management framework. 
Whether it is an equity, fixed interest, or a multi-asset fund, each 
strategy will have an investment prospectus and mandate, stating 
their objective, allowable investments and the constraints within 
which the fund must be managed. Some of these constraints 
are regulatory while others are internal guidelines. Since 1985, 
the core features of a UCITS product for example, includes 
the imposition of restrictions on the types of investable assets, 
portfolio concentration rules and borrowing restrictions. A more 
recent theme, for certain ESG orientated funds, has been the 
exclusion of companies with high levels of carbon emissions. 
Our initial due diligence uncovers the boundaries in which the 
strategy operates and the history of the strategy since launch. It 
is then vital to understand the background of the management 
team, how they operate, their investment process and how 
they generate outperformance. At Aviva, our performance 
analysis team conduct statistical analysis on daily returns using 
programming tools such as Python, to scrutinise the performance 
history of a fund. 
A recent case in the UK, highlights the importance of understanding 
the key investment risks within an investment strategy. Neil 
Woodford had built a stellar reputation at Invesco Perpetual, 
managing UK equities for over 25 years up to his departure in 
2014. By skilfully navigating the dot-com bubble in 2000 and the 
widespread effects of the Lehman Brothers collapse in 2008, he 
became a household name for UK investors. In April 2014, he 
left his role as Head of UK Equities in Invesco Perpetual, to set 

In this article, Patrick Morris an Investment Analyst from Aviva demystifies the fund 
selection process and why a robust due diligence process is essential to protect clients.

Demystifying the Due Diligence Process for Fund Selection
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up Woodford Investment Management, and initially, continued his 
strong track record. His flagship fund, the Woodford UK Equity 
Income fund, one of the largest in the UK, grew assets to £10.2bn 
by May 2017. However, with such a vast amount of assets, he 
increased his stakes into riskier, private (unquoted) companies. 
While his mandate allowed a limit of 10% in unquoted companies,a 
period of underperformance and client redemptions, resulted in 
these illiquid holdings becoming larger positions in the fund. Over 
a two year period to June 2019, the fund had shrunk to £3.7bn, 
at which point, the fund administrator, Link Fund Solutions, took 
the decision to suspend the fund in order to reduce the large 
exposure to unquoted companies and to restructure the portfolio. 
At the time of writing, it is reported that over 300,000 investors 
remain trapped in the fund while an estimate of losses is between 
46% to 58%. Unfortunately, it was the investors who maintained 
confidence in the track record of the manager who suffered the 
most. This case highlights the importance of ongoing, frequent 
due diligence to understand how the underlying fund is evolving 
in terms of its positioning and risk profile. At Aviva, we conduct 
regular due diligence on all our funds. We send comprehensive 
due diligence questionnaires (DDQs) to each fund manager for 
completion, typically on a quarterly or bi-annual basis, depending 
on the fund. We arrange one-on-one meetings or conference 
calls with fund managers on an annual basis, while broader 
performance update calls are also conducted. 
Operational Due Diligence
Operational risks are broadly defined as risks associated with 
supporting the operating environment of the fund. The operating 
environment includes middle and back office functions such 
as trade processing, accounting, administration, valuation and 
reporting. While this is a far-reaching task, it is a vital requirement, 
which must be conducted at both the company and strategy level. 
At the company level, we assess the ownership and organisational 
structure of a company to ensure financial stability, to understand 
related party relationships, and to detect whether the company or 
any key personnel are under regulatory investigation. Insufficient 
corporate governance structures have arisen in smaller 
investment firms in the past and this is something we remain 
wary of, with a preference for reputable multinational investment 
firms. We request the annual independent auditors report on the 
internal control environment for all fund managers, whereby the 
auditor’s opinion often highlights operational deficiencies in a 
company. While this report offers a certain level of assurance, 
subservice providers are often beyond its scope and we must 
conduct further investigations into how these providers are 
monitored. A company’s best execution policy is always reviewed 
and discussed with fund groups to ensure all appropriate steps 
are taken when executing orders, to minimise costs for the client. 
Other key documentation reviewed at the company level includes 
the compliance manual, cybersecurity policy and the disaster 
recovery plan.
At the strategy level, the legal structure and domicile of the 
fund are first assessed to understand the governing rules and 
tax implications. The appropriate share class is identified, or in 
some cases, a segregated mandate will be established under 
an investment management agreement. While the competence 
and experience of the management team are demonstrated 
through meetings, an administrative review of the team and their 
respective functions are essential. We place a strong emphasis 
on the working environment and culture of the sub-team and 

organisation, whereby staff turnover is monitored closely. We 
seek stable teams where there are long-term incentivisation 
structures to align both the management and analysts with 
the underlying investors. For derivative based strategies, 
counterparty risk forms a key area of our DDQ, as it is typically 
external investment banks who manage the leverage, margin 
accounts and transaction activity for the fund. The bailout of AIG, 
which sold credit default swaps to investors pre-2008, highlights 
the importance of monitoring counterparty exposures. The 
company also suffered from their securities lending programme, 
whereby they were not sufficiently collateralised to return assets 
on short notice. Securities lending is another area of focus for us, 
and how companies are meeting their long-term ESG objectives, 
while undertaking this function.  
In 2003, the financial services consultancy and solutions provider, 
Capco, conducted a study of 100 hedge fund failures over the 
previous 20 years. They found that 50% of hedge funds failed due 
to operational risk alone. Perhaps surprisingly to readers, only 38% 
of hedge funds failed as a result of investment risk alone. Other 
issues such as inadequate resources, misappropriation of funds 
and unauthorised trading were included in the remaining 12%. 
Despite this being a relatively dated study, we can conclude from 
more recent examples that operational and fraud risk are still very 
pertinent issues for investors. The liquidation of the GAM Absolute 
Return Bond funds, which reportedly held €6.6bn worth of client 
assets, prior to its suspension in August 2018, is one example. 
This followed a probe by the Swiss based asset manager, 
into  fund manager Tim Haywood’s conduct.  It is alleged that 
rogue trading was uncovered whereby the manager was able to 
bypass internal procedure to invest in securities whereby little to 
no due diligence had taken place, whilst the investments were 
also prohibited under certain mandates. Closer to home, Custom 
House Capital (CHC), a high-end wealth management business, 
was wound up in 2011 following an order by the High Court, on 
the misappropriation of client assets .
Conclusion
While the due diligence process can vary somewhat for different 
strategies, it is important to note that this article is intended to 
provide some insights into the process, rather than being an 
exhaustive list of actions. 
The recent high-profile cases highlight the risks that are still 
inherent in the fund management industry. They demonstrate 
how quickly funds can unravel, even among those that are 
most favoured by investors. The good news, however, is that 
with a comprehensive due diligence framework, covering both 
investment and operational aspects of a fund, the vast majority 
of these risks are avoidable. At Aviva, we have a dedicated due 
diligence team, to ensure the best investor outcomes for our 
customers.

Warning: Past performance is not a reliable guide to future performance.
Warning: The value of your investment may go down as well as up.
Warning: These funds may be affected by changes in currency exchange 
rates.

Aviva Life & Pensions Ireland Designated Activity Company, a private company 
limited by shares. Registered in Ireland No. 165970. Registered office at One Park 
Place, Hatch Street, Dublin 2, D02 E651. Aviva Life & Pensions Ireland Designated 
Activity Company, trading as Aviva Life & Pensions Ireland and Friends First, is 
regulated by the Central Bank of Ireland. Tel (01) 898 7950.

“Due Diligence can be described as a set of processes directed towards making 
informed investment decisions. It is a complex and iterative process that 

requires judgement, experience and a variety of skillsets to fully understand 
and scrutinise an investment proposition. “

Patrick Morris, Investment Analyst, Aviva
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In these most trying of times
may we wish you and yours a

peaceful Christmas and a
prosperous and safe New Year.

From everyone 
in Irish Life
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In normal years, the run-up to Christmas 
is full of last-minute panic shopping, 
as we all frantically wonder where the 

time went. By contrast, all the uncertainty 
of 2020 prompted many of us to start 
prepping earlier than ever before. But 
did you know that this can impact your 
clients’ insurance?. 
Covid’s Impact on Christmas 
Way back in October, Irish businesses 
were urging us to start our Christmas 
shopping early – both to avoid crowding 
in space-restricted shops, and to 
support local businesses that have been 
struggling in an unprecedented year. As 
a result, many of our clients bought their 
gifts weeks ago, storing them at home as 
they await the festive period. 
With all those presents sitting in our 
homes, the value of our contents can 
actually change quite considerably – 
especially for clients who are buying 
larger gifts for their loved ones. Anything 
from new jewellery to antique furniture or 
a piece of artwork can add hundreds or 
even thousands of euros to the value of 
your home contents. So, what happens 
if something befalls those gifts before 
Christmas comes around? 
A Cautionary Tale 
Imagine that your generous client Mr B 
has bought a beautiful painting for his 
beloved parents. He did his research, 
chose a piece he knew they would love, 
and bought it in good time for Christmas. 
He doesn’t add it to his home insurance, 
because he will be giving it away in a 

matter of weeks. But alas – a fire breaks 
out in his home just days after he bought 
the gift, and the painting is irreparably 
damaged. 
Luckily for Mr B, his insurance policy 
offers a holiday uplift. So long as he 
purchased the painting within the 
specified ‘top up’ period, he will be able 
to claim at least some of the painting’s 
value. However, with most insurers, this 
period only lasts for a few weeks over 
the festive period. What if the gift had 
been for a wedding anniversary in May, 
rather than a Christmas present? Or if Mr 
B followed this year’s recommendations 
and bought his Christmas presents in 
October? Then the painting and its cost 
would be lost. 
Gifts and Contents Insurance 
Adding purchased presents to a home 
and contents policy isn’t something that 
most people think about – especially if 
the gifts they have bought are for friends 
or loved ones who live elsewhere. 
After all, the item will only be in their 
possession for a few days or weeks, and 
then it will belong to someone else. The 
challenge comes if something happens 
to the item before then. 
None of us likes to think about anything 
happening to our home and contents, as 
they are so personal and precious to us. 
Unfortunately, accidents can happen – 
and that is what insurance is for. An uplift 
means that your client can claim for their 
ungifted presents if something happens 
to them before they give them away – 
whether that be accidental damage, 

theft during a burglary, or destruction in 
a house flood or fire.  
The benefit of DUAL’s uplift is that it isn’t 
restricted to Christmastime alone. 
Uplift any Time of Year 
Our Home and Contents Insurance 
automatically covers our clients for 
up to 25% above their named value. 
That protects jewellery, contents, 
art and valuables in the home for up 
to 60 days after purchase - or up to 
90 days, depending on the chosen 
DUAL policy. So, whether they are 
shopping for Christmas, an anniversary 
or engagement, a birthday, or just a 
spontaneous treat, their gifts can be 
covered for up to two or three months.  
That’s great for your clients receiving 
a gift, too. If they receive a special 
something from a loved one, they 
have months to add it to their contents 
insurance, without fear of it being 
uninsured in the meantime. They are free 
to enjoy the moment, knowing that their 
precious items are secure.  
To learn more about our Home 
and Contents Insurance, contact 
Kate O’Connor. Kate is the Head of 
Business Development at DUAL, the 
world’s largest international MGA. 
DUAL Private Client specialise, 
amongst other areas, in High Net 
Worth personal insurance in Ireland 
and are backed by AXA XL, a division 
of AXA, one of the world’s largest 
insurance groups. t: 01 6640001 / 
e:enquiry@dualgroup.ie 

Most insurers offer a holiday uplift, automatically including their customers’ Christmas 
presents in their home insurance policies for the festive period. But at DUAL, our 60-day 

uplift is available all year round on jewellery, art, contents and valuables. 
That’s something to feel cheery about. 

A Christmas present from 
DUAL to last all year 

Kate O’Connor, Head of Business Development, DUAL

From everyone at DUAL, we wish you a happy, healthy Christmas and a peaceful New Year.
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The Report of the Interdepartmental Pensions Reform & 
Taxation Group (IDPRTG) was published on Friday 13th 
November 2020. At Zurich, we welcome the publication of 

this detailed Report which focuses on the commitments made in 
the Roadmap for Pensions Reform 2018-2023. It is good to see 
that many of the recommendations within the report appear to 
be broadly in line with the various responses to the consultation 
process in 2018. Of course, there will be challenges ahead, and 
it is important to stress the need for further ongoing engagement 
with all stakeholders in order to move to the implementation 
phase - this includes the need for transitional arrangements in 
some areas so that changes can be introduced on a phased 
basis. However, the Report appears to be a major step towards 
achieving a much simpler pensions landscape.
Key areas for consideration
The Pensions Roadmap required the IDPRTG to consider three 
general areas. The IDPRTG examined each of these 3 key areas 
and their Report presents a number of relevant and practical 
recommendations which should help advance the goal of 
simplifying the supplementary pension landscape. 
1. Proposals aimed at simplifying and harmonising the 

supplementary pension landscape; 
2. An assessment of the cost of State support for pension 

savings; and 
3. A review of the Approved Retirement Fund (ARF).

Key recommendations and conclusions

1. Reforming & Simplifying the Existing Supplementary 
Pension Landscape 
l To simplify and harmonise existing products - Approved 

Retirement Funds (ARF’s), Retirement Annuity Contracts 
(RAC’s) and Buy Out Bonds (BOB’s) are likely to be 
replaced on a prospective basis by a revised Personal 
Retirement Savings Account (PRSA) product which would 
operate as the sole personal pension product.

l Existing BOBs and RACs should be allowed to run-off 
over time. 

l The proposed changes to the PRSA should facilitate 
transfers from BOBs to PRSA’s.

l To facilitate the cessation of BOBs, the restriction 
preventing transfers to PRSAs for scheme members with 
more than 15 years qualifying service should be removed.

l Direct transfers from existing RACs to occupational 
pension schemes should also be provided for.

l Ring-fencing of lump sum benefits within a PRSA to allow 
for a salary and service based lump sum for the portion 
of assets related to a transfer in from an occupational 
scheme should be provided for.

l The current requirement for a Certificates of Benefit 
Comparison, is to be reviewed, especially when 
transferring from a Defined Contribution (DC) Scheme to 
a PRSA.

l If RAC’s are to be eliminated on a prospective basis, the 
ability to avail of life cover should be provided for - either 
on a standalone basis or as part of a PRSA.

l PRSA communication requirements should be primarily in 
electronic form, in-line with IORP II and PEPP.

l The Pensions Authority will review the use of / need for 
multiple PRSAs by individuals.

l The minimum “early retirement age” will be increased to 
age 55, with a lead-in period.

l The upper limit on “normal retirement age” should be 
increased to age 75.

l To the extent possible, the respective definitions of 
ill health to access benefits at any age before age 60, 
should be harmonised.

l The mandatory requirement to purchase an annuity 
having taken a lump sum based on the salary and service 
methodology should be abolished. The ARF option 
should also be available to the DC element of pension 
savings where an individual has Defined Benefits (DB) 
and Defined Contribution (DC) entitlements from the 
same employer.

l The current differential treatment of the PRSA for 
funding purposes should be abolished - and employer 
contributions to PRSAs should not be subject to a Benefit-
In-Kind (BIK).

l As an alternative to compulsory annuitisation, the ARF 
option should be available for excess funds remaining 
after the payment of the maximum death-in-service lump 
sum.

2. State Support for Supplementary Pension Saving 
There are no proposals to change the current system of 
tax relief. The report highlights the challenge of operating a 
different system of tax relief for automatic enrolment and this 
will be considered by the Automatic Enrolment Programme 
Board.

3. Review of the Approved Retirement Fund (ARF) 
ARF providers and PRSA providers will be required to make 
annual returns to the relevant regulatory authorities, detailing 
data on ARF numbers, drawdown levels and distribution, 
asset allocation and fees. Annuities continue to serve a 
purpose and any revised regulatory and advice requirements 
should include highlighting the merits of annuities in providing 
guaranteed income for life.
The ‘ARF option’ should be replaced by a combination 
of flexible in-scheme drawdown and a redesigned PRSA 
product that operates as a whole-of-life product – together 
with provisions for ‘Group ARF’s. Provided that reforms in 
relation to regulation and advice are accepted, progressed 
and executed, the AMRF should be abolished.
ARF assets should be treated for inheritance tax purposes 
in the same way as other assets where inherited by anyone 
other than the individual’s spouse. Both Income Tax and 
Capital Acquisitions Tax should apply.

For more information
The full report is available on gov.ie. This comprehensive 
report sets the agenda for the long-term structural reform of 
supplementary pension provision. It will drive debate and future 
policy making, which in turn will have wider, longer-term socio-
economic and fiscal benefits. 
If you have a query on any of the above points, please feel free 
to contact our Technical Services Team on 01 209 2020 or 
techsupport@zurich.com, or speak your Zurich Life Broker 
Consultant.
Zurich Life Assurance plc is regulated by the Central Bank of Ireland.

By Mike Ainsworth, Head of Technical Services, Zurich

A major step towards achieving a much 
simpler pensions landscape 
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Happy 1st Birthday ARAG Ireland
Here in ARAG so much has happened in our first year of operation.
We are now fully integrated into the 
ARAG Global family and enjoy the 
support and comfort that this brings 
to our team. None of us could have 
predicted what 2020 would bring 
and during this difficult year, we were 
always here for our customers whilst 
maintaining our high service levels. 
New products and services are on the 
horizon and will be rolled out in the 
new year. So watch this space.

Just as a reminder, here are some ways in which 
ARAG can help your customers.

Your first car 
It’s sitting there on the driveway and you 
take it out on its maiden journey. You buy 
comprehensive insurance for total protection, 
but you soon realise you’re not alone – you’re 
sharing the roads with over 2 million other 
vehicles. When things happen, you need help. 
This is where your ARAG Motor policy steps in.

Your first home 
You get the keys to your first home. You now 
own 1 of over 2 million residential properties in 
Ireland. You’re independent at last, but that’s 
just the start. It’s a very steep learning curve 
and you’ve little time to sit back before the 
pressure starts to mount. What happens when: 

 ▪ The goods you’ve ordered haven’t arrived?

 ▪ The work done by the builder hasn’t been 
completed?

 ▪ The TV / WIFI package doesn’t work?

 ▪ You’re under pressure at work?

You’ve little disposable income left after the move 
and the effort required to chase everything up is 
causing a concern. Time to check out your ARAG 
Home Policy for assistance.

Your first business
Welcome to the corporate pool which contains over 
250,000 SME’s.

You’ve secured:

 ▪ The business name
 ▪ Your robust strategic plans / forecasts
 ▪ The premises 

The first day of trading is fast approaching and 
your supportive employees are ready. 

What could go wrong?

We only need to look back over the past 12 months 
and the global effect Covid has had on everyone’s 
lives to understand what we face:

 ▪ Businesses shutting down
 ▪ Remote working
 ▪ Regulatory responsibilities
 ▪ Change in business models
 ▪ Restructure forecasts
 ▪ Downward trends
 ▪ Bad debts

All the while, trying to keep your head above water. 
Time to check out your ARAG Commercial policy 
for assistance. 

This time last year we started our ARAG journey. 
We have all faced challenges, and some have 
stumbled, stuttered, questioned or fallen. 
Thankfully, most are resilient and have succeeded. 

At ARAG, we continue to provide the support 
you need, no matter what your circumstances 
may be. 

Thank you to our valued customers for all your 
support throughout our first year in operation. 
It sure has been a memorable journey so far. 

Let’s see what 2021 throws at us. 

www.arag.ie

Happy
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The current Covid-19 pandemic 
is challenging for us all. Many 
individuals and businesses are 

struggling financially; salary cuts, 
reduced working hours and job losses, 
along with all the additional Level 5 
restrictions have placed many in a 
very vulnerable financial position. 
Unfortunately, these are the very 
conditions under which fraud thrives. 
Fraudsters will exploit weaknesses and 
use any opportunity to make a financial 
gain so it is vital that every business puts 
contingency plans in place to mitigate 
this risk. With a significant number 
of people now working from home, 
changes in work practices and systems 
create vulnerabilities which fraudsters 
will attempt to use to obtain “easy 
money” and/or services deceitfully.

Fraudulent Unregulated Brokers 
(“Ghost Brokers”) on the increase
Financial pressures, particularly in 
recessionary times, can also lead to an 
increase in both claims and underwriting 
insurance fraud. Underwriting fraud, 
such as misrepresenting the risk to 
reduce the insurance premium, is likely 
to increase. Unregulated Brokers (also 
known as Ghost Brokers) may also seize 
the opportunity to offer their services 
and try to obtain insurance cover for 
their customers at a lower premium by 
falsely representing the risk. 
Aviva is very aware of this particular risk 
and we have controls in place to prevent 
and detect such fraud. To date, 10 
unregulated “Ghost Brokers” have been 
detected and reported to the Gardaí. 

Some are relatively small enterprises 
targeting specific communities; others 
masquerade as legitimate businesses, 
even going so far as to openly advertise 
on social media. 
The Special Investigations Unit at Garda 
Traffic suspect that thousands of motor 
policies were obtained illegally through 
these unregulated Brokers. They have 
made significant progress in their 
investigations, with many arrests and 
several suspects charged with criminal 
offences, including one accused of 
over 100 fraud and money laundering 
offences.

Insurance fraud costs up to €200m 
a year
Insurance Ireland data indicates that 
fraud is costing the industry in the region 
of €200m a year or €17m a month with 
motor injury claims fraud remaining the 
single biggest fraud-related issue. This is 
an astonishing amount of money by any 
standards. Exaggerated personal injury 
claims, particularly fraudulent motor 
whiplash-type injuries (which represent 
60% of Aviva’s open suspected fraud 
portfolio) and insurance fraud continues 
to be a significant problem for the 
industry –why? 
Firstly, the potential prize of securing 
a settlement of €20K for a non-existent 
injury is too attractive for a fraudster to 
ignore. 
Secondly, the chances of being 
detected remain relatively low and are 
very much dependent on the fraud 
controls in place within each insurance 
company. 

Thirdly, even if a fraud is detected, it 
is unlikely to deter the fraudster from 
pursing an injury claim through the 
Courts; it is also very clear that many 
are willing to take the risk of submitting 
a claim knowing the repercussions of 
being detected are inconsequential. 
Fourthly, when a Judge rules in favour 
of the Defence on the grounds that 
the claim is fraudulent, the chance of 
a criminal investigation being pursued 
remains very low. The only negative 
outcome for the fraudster is that they 
fail to obtain a sum of money for a non-
existent injury; and finally, while the 
chance of facing a criminal investigation 
remains low, the chance of receiving a 
prison sentence is even lower.
Surely it is not too much to expect that 
insurance fraudsters face a criminal 
prosecution and possibly a prison 
sentence? At the very least, we need 
to have a system that results in a 
criminal investigation when a Civil Court 
dismisses a claim on fraudulent grounds. 
Without this deterrent, fraudsters have 
little to fear before making a claim. The 
only factor to consider after a claim is 
dismissed is “whether or not to lodge an 
Appeal”. This needs to change.

Counting the hidden costs of 
insurance fraud
Like other forms of “white collar crime”, 
insurance fraud is perceived as a 
victimless crime, the only victim being 
a big faceless insurance organisation. 
The real victim is the customer who 
pays through higher motor premiums. 
Smaller and medium-sized businesses 

Robert Smyth, Head of Investigations and Fraud Management, Aviva Insurance Ireland DAC

Insurance Fraud alone costs an average of €17m per month
Gardaí need extra funding and resources to tackle it                             

At the very least, we need to have a system that results in a criminal 
investigation when a Civil Court dismisses a claim on fraudulent grounds. 
Without this deterrent, fraudsters have little to fear before making a claim. 
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are struggling, with many forced to 
pass on the costs through higher prices 
for goods and services, resulting in 
additional costs for all of us. Other 
hidden costs for society include the 
time wasted by the emergency services 
attending the scene of bogus motor 
accidents and the risk of an ambulance 
not being available for someone who 
really needs it. Whenever someone 
arrives into A&E feigning serious back 
injuries, genuinely sick or injured people 
may be neglected. 
Who pays for the needless medical 
appointments that continue for many 
years but cease when a settlement 
payment is made? A 2019 NUI Galway 
study found that 100% of Irish whiplash 
patients attending a spine specialist 
pursued lawsuits, but the visits almost 
always stopped once the legal action 
was settled. Of the whiplash patients 
who attended a spine surgeon over a 
15-year period, only 3% returned for 
a further consultation after the legal 
action was completed (Irish Journal of 
Medical Science, May 2019). Although 
the perception of insurance fraud being 
a victimless crime is changing, we still 
have a long way to go.

Fraudulent slips, trips and falls are 
on the increase
Personal motor injury fraud is not the only 
area of concern. Non-motor fraud, such 
as “fraudulent slips, trips and falls”, now 
account for 20% of Aviva’s open fraud 
portfolio. Motor fraud incidents usually 
require use and/or ownership of a car; 
however, staging an accident in a small 
business premises only needs a “hard 
neck” and then a very “soft neck” when 
submitting the bogus injury claim. 
Small businesses are suffering, and we 
all need to protect them from fraudulent 
injury claims. I fully agree with Judge 
Linnane’s call for “solicitors to be more 
selective about choosing their injury 
clients”, after dismissing €300k worth of 
whiplash claims in July 2019. However, 
many other Judges believe that the sole 
responsibility for assessing the veracity 
of the claim lies with the insurance 
industry. I believe that we all have a role 
to play in tackling the problem, including 
the legal and medical fraternity. 

More resources need to be allocated 
to tackling fraud
We are legally obliged to disclose 
relevant information to the Gardaí under 
S.19 of the Criminal Justice Act 2011. 
However, Gardaí do not have adequate 
resources to investigate the volume 

of insurance fraud already reported 
to them, so admonishing the industry 
for not reporting insurance fraud won’t 
solve the problem. 
The Personal Injuries Commission 
(PIC) recommends that insurers step 
up their anti-fraud efforts by recruiting 
suitably trained personnel and updating 
their technology, but there is an equal 
need for the Gardaí to increase their 
resources. 
Despite the challenges facing Gardaí, 
it’s important to acknowledge that 
their approach to tackling insurance 
fraud has changed significantly over 
the past 18-24 months, which is very 
much welcomed. The Garda National 
Economic Crime Bureau (GNECB) 
has been more pro-active in tackling 
claims fraud - several investigations 
are on-going, arrests have been made 
and prosecutions are pending. Local 
Garda Districts are also more willing 
to collaborate in insurance fraud 
investigations, which will ultimately 
lead to more criminal prosecutions. 
Collaboration with the Special 
Investigations Unit, Garda Traffic 
Bureau, has resulted in the prosecution 
of several “Ghost Brokers”, which will 
reduce underwriting fraud.
However, it’s not all good news, and a 
lot more needs to be done, especially 
in terms of increasing Garda resources. 
The PIC recommendation of “the 
establishment of an Irish Garda Fraud 
Investigation Bureau along the lines 
of the Insurance Fraud Enforcement 
Department in the UK (IFED) without 
further delay”, has not materialised. The 
industry offered financial support, but 
it was refused. Although I understand 
the Commissioner’s reasoning for 
not accepting direct private funding, 
the Gardaí have accepted financial 
assistance for other non-public policing 

duties, so why not the insurance 
industry?  Providing additional funding 
over and above the millions paid in 
annual taxes direct to the Government 
was a big commitment. It had the 
backing of all the CEOs and CFOs and 
many were surprised that it was refused. 
Increasing the number of Detectives in 
the GNECB will be helpful, however, it is 
necessary to ring-fence these resources 
specifically for tackling insurance fraud, 
so they are not redirected elsewhere.
So, what are our options? In the absence 
of an IFED-type unit, we need consider 
a new way forward; a Bureau similar to 
the UK’s Insurance Fraud Bureau would 
be a step in the right direction, but we 
also need a strong criminal enforcement 
element. A multi-agency structure, like 
that of the Criminal Assets Bureau or 
the Office of the Director of Corporate 
Enforcement, involving public and 
private entities, is also worth exploring. 
Under the current system, individual 
insurance companies are working 
in silos to avoid any breach of data 
protection legislation and/or any 
appearance of collaboration that may 
give rise to a suspicion of a “cartel-type 
arrangement”. Co-operation within the 
industry only happens if Gardaí open a 
criminal investigation and obtain access 
to information that has not been made 
available to the relevant insurance 
companies. This lack of co-operation is 
being exploited by criminals. 
As we remain over-dependent on the 
Gardaí, who are struggling to cope 
with other crimes, fraud is costing the 
industry and society in general millions 
each year. If the Garda Commissioner 
won’t accept “direct private funding”, 
we need to consider an alternative 
approach and we need to do so quickly; 
otherwise, we will still be discussing the 
same issues in years to come.

“ A 2019 NUI Galway study found that 100% of Irish whiplash patients attending a spine 
specialist pursued lawsuits, but the visits almost always stopped once the legal action was 

settled. Of the whiplash patients who attended a spine surgeon over a 15-year period, 
only 3% returned for a further consultation after the legal action was completed.”



We are committed to Financial 
Brokers and the customers you 
help protect. Despite the challenges 
we faced this year, Royal London 
adapted to continue to support 
you and your clients, providing you 
with excellent service, competitive 
rates and innovative enhancements 
from a financially strong and secure 
company.*

It’s because of your continued  
support we’re fortunate to have 
gained further market share, with 
the value of protection products 
highlighted to many. In 2021, we 
will continue to innovate to support 
brokers so that you can emerge  
even stronger.

 

Wishing you a 
safe and happy 
Christmas

In a year like no other, 
we would like to thank 
you for your continued 
support.

Wishing you and your family health 
and prosperity in 2021 from all of 
us at Royal London.
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11/2020 1859.1



December 2020 | 31 

NFP’s Matt Pawley explores the recent 
acquisition of Irish Insurance and 
Benefits advisory, HMP

Who is NFP and what do they do?
NFP is a leading insurance broker and consultancy that serves 
clients through more than 260 offices across the US and 45 
international offices in the UK, Puerto Rico, Canada and now 
Ireland. There are more than 5,700 employees in NFP across the 
world. NFP is the fifth largest benefits broker by global revenue, 
10th largest property and casualty agency, and 12th largest 
global insurance broker. 
NFP’s core areas of business are employee benefits, private 
client services, such as mortgage, pension and investment 
advice, and personal protection, and finally, property and 
casualty insurance, as it’s known in the States, or as we call it, 
general insurance.
What attracted NFP to Ireland and to acquire locally based 
HMP in particular?
We had worked together on some joint projects and soon 
realised there was a lot of synergies between the two businesses 
in terms of shared business models, culture and ambition.
When Brexit became real, we started to look at Ireland to have 
a foothold in the EU market. HMP was the ideal fit for us as they 
are an “NFP kind of business”; entrepreneurial, client focused 
and trustworthy.
We believe that investing in Ireland is strategically important 
as we continue to plan for the impact of Brexit on clients and 
our ability to serve them. The HMP team, now fully rebranded 
as NFP, gives us a strong presence in Ireland, expertise in key 
businesses and a tremendous foundation for growth. Ireland 
also has the potential and is well placed to serve as NFP’s 
European hub as we continue to expand our presence into new 
geographic territories. The local Irish market also provides great 
domestic opportunities and potential with many US and global 
corporate HQs based here.
What value can the NFP business now bring to the market 
in Ireland?
This is a hugely exciting development. We are focused on 
improving the financial education and wellbeing of our Corporate 
and Private clients. NFP has consistently demonstrated this in 
the US and UK markets and will continue to do so in the Irish 
marketplace. We believe that integrity, technological innovation 
and building long term relationships with our clients are essential. 
When we look at how developed these markets are and the 
experience that they can bring to the NFP business in Ireland, it 
really is exciting. Take pension auto-enrolment for example, this is 
a hugely emotive and necessary process in the future of pension 
planning in Ireland. NFP has extensive experience in this field 
and runs a leading platform for this in the UK. Experience such 
as this will be invaluable as the pensions landscape evolves in 
Ireland.

Please outline the business growth plans for Ireland, both 
in the short and long term timeframe
Our priority is for NFP in Ireland to be a key contributor to NFP’s 
growth strategy by building a greater presence and market 
share in Ireland and advancing NFP’s very successful US and 
international expansion model of targeted acquisitions.   
We are looking to invest in the office by recruiting more top, local 
talent into the corporate, wealth management and mortgage 
team. We are already making great strides in our recruitment 
plans. Furthermore, we are looking for further acquisitions to 
complement the HMP investment, specifically in the commercial 
insurance sector.
Long term we see Dublin becoming a significant operation within 
the NFP family and specifically within our long term EMEA plans. 
We are aiming to have a full suite of solutions, all with significant 
revenue and headcount in commercial insurance, employee 
benefits, wealth management and mortgage advice.
If you are looking to grow by acquisition, what type of 
business are you looking to invest in?
Our model is best suited to Financial Brokers who want to 
capitalise on all their effort and commitment by selling their 
business, but who also still have more to give and an appetite to 
grow - sellers who are motivated to join one of the world’s largest 
insurance brokers and be an integral part of the growth plans 
moving forward.
Our plans are to acquire the right business at the right time. 
There are really great businesses out there that have significant 
opportunities for growth, but it must represent value and more 
importantly, it must be the right fit culturally.
As previously mentioned, our initial interest is in acquiring a 
corporate commercial insurance broker that is well established 
and respected. We also expect to see opportunities to acquire 
specialist or niche advisor practices as we grow and others 
learn more about our people and our strategy. 
Why has there been a move towards more industry 
consolidation and broker acquisitions in the Irish market 
and do you see the trend continuing?  
Consolidation in the Irish marketplace across the Life & Pensions 
and Commercial insurance sectors was inevitable. These are 
all very good businesses run by highly skilled and professional 
entrepreneurs. Ireland is a very attractive marketplace with great 
long term growth available. NFP in Ireland is unique in that we 
have the support and resources of a global broker whilst being 
able to remain truly independent in the advice we give to our 
clients. We think this makes us an excellent destination for 
successful, growing firms.  

NFP continues to expand its presence in Europe with their acquisition of HMP, an advisory firm in Ireland for 
Insurance, Pensions and Employee Benefits. We asked Matt Pawley, Managing Director of NFP in Europe, some 

questions regarding the acquisition and what it means for NFP’s proposition for the European market.
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These quotes in relation to retirement are from different 
times in history and from very different people. To the best 
of my knowledge Voltaire wasn’t a heavyweight boxer 

or inventor of a sandwich maker nor do I think that George 
Foreman will go down as one of life’s great philosophers but 
what is consistent in these quotes is the concept of income 
being at the centre of what we aspire to do in retirement. 
While many advisors will engage with their clients around their 
retirement dreams and aspirations, it is primarily built around 
two key facets – what kind of lifestyle can I afford and how can 
I make sure that I have access to money as I need it.
While retirement has always been one of the biggest changes 
we go through in our lives, the landscape from an advice 
perspective in many ways has become equally as critical. 
We are all aware that the retirement market is changing with 
demographic shifts, the reduction in Defined Benefit schemes 
and, most importantly, the fact that clients’ needs in retirement 
are changing and will continue to change over the course of 
their life.
A client’s retirement journey could be deemed to begin the day 
they start work but in reality from an advice perspective, clients 
really engage in the five years towards retirement age and this 
is the period where they begin to seek out advice. 
It would be fair to say that they have different concerns and 
questions at the three defined stages: APPROACHING 
Retirement, AT Retirement and IN Retirement.

APPROACHING RETIREMENT: Concerns around their 
funding, what their pension pot will be, do I consolidate all of 
my various funds, what should I be invested in to protect my 
pot over the remaining years and most importantly what will my 
spending power be when I get to that day.

AT RETIREMENT: Concerns around who they should talk to, 
how do they bring everything together or do they indeed do 
that, how much tax free cash will I get, how does my income 
from my pension meet my needs, what do I invest in?

IN RETIREMENT: Concerns around is my fund going to last, 
can I draw more next year than I did this year and how will 
that affect my cashflow, are market fluctuations affecting me 
materially?

On the face of it, there are a lot of moving parts to this, a lot 
of concerns that, as advisors, you need to be able to address 
and answer in a way that is understood. This, as we know, is 
often a challenge and successful retirement advisors attribute  
success in making the right decisions for their clients, and 
clients being able to understand the rationale and likely 
outcome of those decisions. This can put pressure on the 
advisor to be able to offer solutions that meet all needs and to 
having a professional repeatable proposition that keeps their 
clients engaged during the three stages.
If we take the investment concerns of a client when they are 
retiring, 

l Do they need a fund that differs to the funds they have 
invested in to date

l  Should that fund be specific in design to their retirement?

Irish Life’s REPs funds are the first such specific retirement 
funds in the Irish market and have been built specifically to 
meet the challenges of investing in retirement. They focus on 
income generating assets with risk management strategies 
that concentrate on reducing the risk of poor performance in 
the early years of retirement.
In looking deeper at investments we have to accept that 
some clients have other needs. If we consider “bucketing” we 
see a potential strategy that may be used with very much a 
behavioural psychology lens on. In simple terms bucketing is 
the process of splitting a client’s total funds across different 
funds that are applicable to their short, medium and long term 
goals. For example for a client retiring at 65, you might split the 
funds within their ARF funds, as follows:

Important questions at retirement and helping 
you provide the even more important answers

I advise you to go on living solely to enrage those who are paying 
your annuities. It is the only pleasure I have left ...Voltaire

The question isn’t at what age I want to retire, it’s at what income ...George Foreman
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Maurice Cuffe, Retirement Proposition Manager, Irish Life
The benefit of this type of approach is essentially giving the 
client comfort that their short term income is not subject to 
market drops and they are “insuring” themselves against a 
market crash during this period. This affords them the ability 
to invest the balance of their ARF, in funds that have a higher 
return potential that fits their income requirement timelines. 
In other ways they can see this approach as allowing them 
to retire without risking their funds by withdrawing in a bear 
market i.e. they will hold 3 years income in that first bucket 
which will not be negatively affected. This strategy is only 
possible when you can structure the withdrawals as coming 
from the appropriate fund within the ARF. For example, the 
ability to withdraw only from Bucket 1 in the short term but also 
retaining the ability to keep the other buckets invested fully and 
replenish Bucket 1 as and when required is key. The Irish Life 
ARF/AMRF product allows you do this and indeed allows you 
to set a client’s automatic income to come from one or more of 
the funds they are invested in, giving you as an advisor much 
more scope in designing your client’s investment strategy. In 
addition to that, when a client thinks about income they think in 
Euros, not percentages so being able to combine the ability to 
nominate one of more funds withdrawal with a fixed monetary 
withdrawal amount can really enhance a client’s understanding 
of their income in retirement. 
Another key part of the retirement journey for clients is their 
understanding of the transaction that is involved in retiring a 
pension fund and what that means for them going forward. 

Their concern is will they have sufficient income to meet their 
requirements in the short, medium and long term? For an 
advisor, the process of giving a client comfort in this regard can 
vary by client but is made much easier by the use of cash flow 
planning. Whilst full cash flow planning can be of huge value 
to many clients, this can often be quite labour intensive for the 
advisor and in many cases the client’s needs being relatively 
straight forward do not warrant full cash flow planning. The use 
of MyRetirement Pathfinder to create a simple and efficient 
cashflow forecast for the retiree is of real value here, and 
by making this process repeatable it can become part of an 
advisors proposition for reviewing the ARF going forward. The 
value of a visual presentation of income and expenditure is well 
proven and placing it at the core of your retirement proposition 
in an efficient and repeatable format will add real value.
As we look back on the concerns at the three stages of 
retirement, we see that many of them can be answered using 
tools and features that are available to Financial Brokers 
today and in MyRetirement Pathfinder we have developed a 
market leading system that will allow you provide the important 
answers that clients need.
If you require any further information on any of the areas 
discussed above, please contact your Irish Life account 
manager.
Irish Life Assurance plc is regulated by the Central Bank of Ireland
Irish Life Financial Services Ltd is regulated by the Central Bank of Ireland

“We are all aware that the retirement market is changing with demographic 
shifts, the reduction in Defined Benefit schemes and, most importantly, the fact 
that clients’ needs in retirement are changing and will continue to change over 

the course of their life.”

CHRISTMAS HOLIDAY ARRANGEMENTS
The offices of Irish Broker will close at 1.00pm, Wed 23rd 

December and re-open at 9.00am on Mon 4th January, 2021.

Irish Broker wishes you all a Happy 
Christmas and a Prosperous New Year

We would like to thank all our friends in Brokers Ireland, advertisers, 
contributors, readers and colleagues throughout the insurance 

industry for your generous  support throughout the year.
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Let me give you two options. 
The first is ExxonMobil, a globally recognised oil company, with 
roots that can be traced back to John D Rockefeller’s Standard 
Oil, with 37 oil refineries in 21 countries their operations span 
the globe. The other is a lesser known company called NextEra, 
you may or may not have heard of them, they began building 
a renewable energy business back in the 1990s becoming the 
largest producer of wind and solar energy in the US by 2009.
Now, out of these two companies which one do you think has 
the highest stock market value? If you went for the NextEra, 
you would be correct. 
This year, for the first time, NextEra’s stock market value 
overshadowed ExxonMobil having seen a 945% total 
shareholder return over the past 15 years. Yet, this isn’t just a 
story of two companies. This is symptomatic of a much larger 
global trend. Interest in renewable energies has skyrocketed 
recently. In the Green Bond market alone, there was an 
estimated $143 billion raised in 2019 for alternative energy 
investment, that was up from $30 billion in 2015. 

In September 2020, AIB Bank became the first Irish bank 
to issue green bonds, raising €1 billion of capital to support 
lending towards renewable energy and green buildings. This 
coincided with the bank offering a green mortgage product for 
homeowners with better energy efficient homes. The driving 
forces behind the green bond trend are not only extremely 
interesting but they also have huge long-term implications for 
anyone investing their money. 
It all starts with a recognition that if human driven climate 
change remains unchecked then it poses an existential threat 
to our way of life. A world ravaged by dying oceans, wildfires, 
infectious diseases and unbreathable air will have profound 
consequences for governments, companies and of course 
each and every individual. A world ravaged by climate change 
isn’t a place that anyone would want to retire into or leave for 
the next generation. Therefore, we need to change how we 
produce energy by swapping dirty fossil fuels in favour of 
clean renewable energies.
The difference this time is we’re making a difference 
The good news is that real action is finally beginning to 
happen, there is momentum behind a global push for climate 
change.  Most governments for instance accept that more 
aggressive policy action is needed. In October 2020, the 
Taoiseach announced the draft publication of the Climate 
Action and Low Carbon Development (Amendment) Bill 2020 
which will impose emission limits on specific business sectors 
with a goal of making the Irish economy carbon-neutral by 
2050. Much will need to change to achieve this target, as we 
lag the UK and our European peers when it comes to carbon 
emission reduction. The positive read through is that this 
should mean a lot of investment into assets that are involved 

The Right Side of Change

There’s a transformation happening in the stock market as we 
cast out dirty fossil fuels in favour of clean renewable energy 

says Peter Smith, Investment Director at Aviva Investors
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in renewable energy. This change isn’t just limited to Ireland 
and our European neighbours. Even China, the world’s biggest 
coal consumer, made a pledge this year to become net carbon 
emissions zero by 2060.
It is not just governments that are under pressure to transform 
their environmental policies. Companies are also changing 
their business procedures: partly as a result of pressure from 
their investors such as ourselves. Even BP, a large emitter of 
greenhouse gases, have pledged to be a net carbon-zero 
company by 2050. This will mean that they focus more on 
their renewable energy operations. And it’s not just energy 
companies that are taking on the challenge.  Another example 
is Microsoft. They are aiming to be carbon negative by 2030, 
which means having the net effect of removing carbon dioxide 
from the atmosphere. Microsoft’s data centres, which require 
huge amounts of electricity, are now primarily powered by 
renewable energy. In the US alone Microsoft’s datacentres use 
the equivalent power of 34 coal powered power stations but 
they are now all running off renewable energy, with Microsoft 
becoming the second largest purchaser of renewable energy 
in the US, second to Google/Alphabet!
Finally, it all comes down to what individuals decide to do 
with their money in their pensions and investments. There are 
promising signs that an increasing amount of people are taking 
a more active interest in where their money is being invested. 
For example, a recent Aviva survey showed that 92 per cent of 
advisers believe that ESG factors will be a larger proportion of 
their business in the next couple of years, and this is primarily 
due to increased demand from their clients. What we can 
glean from this is that people care about being good citizens 
and looking after the environment and increasing our reliance 
on renewable energy sources is a key part of that.
About 40% of electricity in Ireland came from renewable 
sources in the first half of 2020
Renewable energy made up 40% of Ireland’s electricity 
generation in the first six months of the year. With more than 
365 windfarms located on the island of Ireland, Ireland is 
now the second highest producer of wind energy in Europe. 

Although this is positive news, it means that the other 60% 
is still being sourced from non-renewable sources that are 
causing harm to the planet.  Nevertheless, we believe that over 
the next few years growth in renewable energy, both in Ireland 
and globally will grow exponentially; indeed, our survival as 
a species is counting on it. This monumental change will be 
driven by governments, companies and individuals all around 
the world.

As asset managers, we want to encourage and help our 
clients to be on the right side of this change. We can do this 
by helping companies align their businesses to a lower carbon 
world, while also investing into exciting pioneering companies 
that are providing solutions to our renewable energy needs.
Learn more: 
Visit Aviva’s ESG hub to learn more about how responsibility is 
built into Aviva Investors’ investment processes.
Where funds invest in externally managed collective investment 
vehicles, Aviva Investors may not be able to apply ESG criteria.

Warning: Past performance is not a reliable guide to future performance.
Warning: The value of your investment may go down as well as up.
Warning: These funds may be affected by changes in currency exchange 
rates.

Aviva Life & Pensions Ireland Designated Activity Company, a private company 
limited by shares. Registered in Ireland No. 165970. Registered office at One 
Park Place, Hatch Street, Dublin 2, D02 E651. Aviva Life & Pensions Ireland 
Designated Activity Company, trading as Aviva Life & Pensions Ireland and 
Friends First, is regulated by the Central Bank of Ireland. Tel (01) 898 7950.

“A world ravaged by dying oceans, wildfires, infectious diseases and unbreathable air 
will have profound consequences for governments, companies and of course each and 

every individual. A world ravaged by climate change isn’t a place that anyone would 
want to retire into or leave for the next generation. Therefore, we need to change how we 

produce energy by swapping dirty fossil fuels in favour of clean renewable energies.”

Thank you to the many Financial Brokers who took the time 
to participate in our recent survey where we asked you 

for your views on key product features. We were delighted 
with the response rate and valuable insights provided to us. 
Over our 102 years of business experience we’ve learned 
that the products that best serve our customers are the 
ones that are developed in conjunction with the advisory 
community.
It’s fantastic to hear that you rank New Ireland’s product 
offerings amongst the most important in the market; for 
example, our Unique Death Benefit, Fund Choice and 
Pricing. We will continue to reflect your feedback in our 
product development, to ensure New Ireland is your 
provider of choice. For instance, recently we advised you 
that we have now removed early encashment charges for 
part-encashments on ARFs.

To further demonstrate our commitment to you, our ‘Strong 
Finish to 2020 Campaign’ has also introduced a wide range 
of very competitive features such as enhanced allocation 
rates and market leading commission offers,  to name a few. 
We recognise the need for continuous improvement, 
demonstrated by our current and extensive digitalisation 
journey which aims to provide you with seamless on-line 
access and help improve service delivery. 
Our goal is to ‘keep learning and keep improving’ and we 
will reach out to you again before the end of this month to 
gain further insights to help us serve you better.
Finally, we offered all survey participants the chance to win 
one of three One4all vouchers and we would like to take this 
opportunity to congratulate the winners. 
Winners:  1. John F Loughrey 2.Dooley Insurances  3. 
Orca Financial

Thank you From New Ireland
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TYF features some of Ireland’s Rugby Players, breaking down 
the stigma of mental health and giving encouragement 
to people to lead a more productive lifestyle. These 

ambassadors create awareness and through this platform, 
remind us to look after our mental wellbeing daily. The campaign 
is a natural fit for Zurich Ireland. As a company, we strive to give 
our customers and employees, support in all aspects of their 
lives, and TYF does the same through continued activism and 
creating awareness.
Download the app
The campaign’s key approach is strongly focused on the 
proactive approach to mental wellbeing. Through the website 
and app, the campaign gives users guides and advice on;
l How to handle everyday stressors and pressures which 

come your way.
l How to savour the good experiences, understanding 

emotions and building resources. 
The app gives people an accessible resource filled with the tools 
needed to improve and maintain their mental wellbeing. The App 
is free to download and available on the App Store and Google 
Play, it’s an incredible way for people to gain the skills needed to 
live a healthier lifestyle and supports the fight against the stigma 
of mental health.
Targeted programmes
The Tackle Your Feelings campaign runs multiple programmes, 
each designed for a specific area with unique ways to give advice 
and skills. During this difficult time, mental health professionals 
has seen a dramatic increase in the need of this essential service. 
Now more than ever, people need support and ways to manage 
their mental health in a safe and welcoming environment. The 
campaign adapted two of their programmes, for easy access 
during this uneasy time.
Tackle Your Feelings Schools is a free classroom-based tool. 
The key element of this programme is to give students relevant 
resources, as well as completing a series of tasks and exercises 
to gain the knowledge and understanding of their own mental 
health and wellbeing. The tasks follow in a system, where one 

topic leads them into the next. Designed similarly to a building 
block sequence, once one section is complete, the next section 
will become available. The purpose of the programme is to give 
both students and teachers the skills needed to understand their 
mental health. Any school is eligible to register for this programme 
and would be a welcome addition to the school curriculum.

If you know of a school who may be interested in having this 
programme run for FREE, please register the school details 
here:  tackleyourfeelings.com/schools
Tackle Your Feelings Work offers a collaboration with businesses. 
The bespoke programme focuses on creating a culture, 
supporting and maintaining a positive mental wellbeing. This 
initiative combines both personal and job specific resources, 
which will enhance the wellbeing of the workforce. This free 
programme is available to other companies who wish to avail of 
the workshops.
COVID-19 has had a significant impact on all our working lives, 
bringing a multitude of new challenges to the workforce. For 
some, while working from home gives the employee flexibility, 
others have found the transition less than ideal. 
A recent study carried out in August 2020 by the Tackle Your 
Feelings programme revealed how important it is as an employer 
to ensure that your employee’s wellbeing is supported. During 
this uncertain time, the TYF campaign gives people a chance 
to assess their working environment. The programme shows 
employees the importance of their wellbeing and the tools to use 
to maintain it.
In a recent survey, TYF found that;
l 49% of people have found that their mental wellbeing has 

diminished since the outbreak of Covid-19
l 68% believe that seeing their work colleagues again will have 

a positive impact on their mental wellbeing
l 2 in 5 people in Ireland are anxious about returning to their 

physical place to work
l 40% of Irish people are unsure how to manage their metal 

wellbeing
Tackle Your Feelings Study. August 2020. Commissioned by the Z Zurich 
Foundation & Rugby Players Ireland. Conducted by iReach HQ.

If you wish to find out more about the Workplace programme, 
please register your interest here: tackleyourfeelings.com/
work Alternatively send an email to noelle.forde@Zurich.com  
Noelle Forde is a Senior Underwriter at Zurich and is also an 
Employee Tackle Your Feelings Ambassador and Zurich Ireland 
program manager for the Tackle Your Feelings Campaign.
Zurich Life Assurance plc is regulated by the Central Bank of Ireland.
Zurich Insurance plc is regulated by the Central Bank of Ireland.

Zurich partners with Rugby Players Ireland

Take control of your 
mental wellbeing

By Noelle Forde, Senior 
Underwriter at Zurich and 
Tackle Your Feelings Programme 
Manager for Zurich Ireland

Tackle Your Feelings (TYF)
 is a mental wellbeing campaign 

and is run by Rugby Players Ireland, 
a collective voice of professional 

rugby players in Ireland. Launched in 
2015, the campaign is in partnership 

with Zurich Ireland and is funded 
by the Zurich Foundation. In 

September 2019, the campaign 
received additional investment to 

continue for another four years. 

We would like to thank you 
for your continued support 

and wish you a

 Wonderful Holiday Season  
and a Prosperous  

New Year.

 

The Team at AIG Ireland.

AIG Europe S.A. is authorised by the Luxembourg Ministère des Finances and supervised  
by the Commissariat aux Assurances, and is regulated by the Central Bank of Ireland  

for conduct of business rules.



We would like to thank you 
for your continued support 

and wish you a

 Wonderful Holiday Season  
and a Prosperous  

New Year.

 

The Team at AIG Ireland.

AIG Europe S.A. is authorised by the Luxembourg Ministère des Finances and supervised  
by the Commissariat aux Assurances, and is regulated by the Central Bank of Ireland  

for conduct of business rules.



40 | December 2020

The life insurance sector is undergoing significant pressures 
as a result of low interest rates and currently depressed 
economic contexts impacting on new business flows and 

client risk appetites. With that said, the need for the sector as 
a savings platform and a risk protection platform has never 
been more important. We look at those challenges and see 
how insurance companies and the insurance ecosystem are 
responding.
Dealing with financial challenges
Muted economic growth across the continent since the financial 
and eurozone crisis of 2007-09 has led to the stagnation 
of wages, an extended period of low-interest rates, and a 
subsequent lack of growth in the returns that funds are seeing. 
It is likely that a low and negative interest rate environment is 
here to stay, making it one of the biggest problems facing the 
industry. On top of this, Europe’s mature asset management 
sector poses a serious threat to life insurers’ ability to grow, 
which is particularly acute for Insurance Company owned 
Asset Managers.
Low growth across the sector has also been exacerbated by 
increased financial pressure being placed on the region’s 
working generation – a situation that has only been made 
worse by the COVID-19 pandemic. With another economic 
crisis looming large, individuals are being compelled to choose 
between their long-term goals of saving for a comfortable 
retirement and meeting short-term financial obligations, such 
as mortgage repayments or rent.
However, the current crisis is also an opportunity for life 
insurers to adjust their business models to build lasting, 
meaningful relationships with Financial Brokers and customers 
and increase their own profit margins. In practice, this will 
mean a shift to:
l More personalized products that offer the customer greater 

value
l Better access to product distribution via digital tools
l Adjacent products and services that complement the 

broader insurance ecosystem

Addressing the ongoing evolution of customer needs and 
customer affordability
Even without the rapid shift to working from home, the trend 
has been toward individuals being much more flexible in the 
choice and direction of their careers. Moreover, the rise of the 
gig economy is expected to accelerate as we move through 
2020 and beyond.
However, to reach a generation of gig workers who are often 
lower-paid, the industry will need to transform its business 
model to reach a lower price point and find new ways to engage 
such customers in their long-term financial needs. “Employee 
benefits for the self-employed” might be one gateway offer to 
attract gig workers. Equally, greater digitization could enable 
organizations to offer robo-advisory services as a cheaper, yet 
effective, way of servicing this growing customer segment.
Meeting the growing desire for financial well-being
Financial well-being and resilience are now recognized as 
crucial to people’s mental health and happiness. However, 
with government pension and retirement plans looking less 
viable, such financial well-being will be harder to achieve. 
Consumers are increasingly looking for Financial Brokers 
and service providers to help them manage their day-to-day 
financial needs while helping them plan for the future.
This increased choice – and the accompanying customer 
confusion for less financially-savvy consumers – presents 
a real opportunity for life insurers,  pension providers and 
Financial Brokers. But by educating them in making the right 
decisions through related services such as financial planning 
tools, insurers can not only improve the financial well-being 
and resilience of customers but also build loyalty and trust. 
Financial Brokers have a major role to play here.
Building trust in technology
The threat of disruption from FinTech companies and Insurtechs 
continue to form part of the conversation around the future of 
the life insurance industry. Yet, to date, these companies have 
struggled to make significant headway.

Life insurers meeting the challenge head on

“Consumers are increasingly looking for Financial Brokers and service providers to help 
them manage their day-to-day financial needs while helping them plan for the future.”
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Put simply, customers do not yet trust these relatively untested, 
young start-ups to take care of their long-term retirement funds. 
This gives Financial Brokers and traditional players a real 
opportunity to take advantage of their established reputations.
The advice of a Financial Broker is key here.
To build on this, and compete effectively with FinTechs, 
traditional insurers must act faster to embrace new technologies 
– to not only service their customers better but to also attract 
the next generation of talent. Widespread use of automation 
and self-service can help to achieve a level of cost efficiency 
that allows both asset growth for customers and profit margin 
for the provider.
Several established European insurers are already making 
efforts to improve these capabilities – often in partnership with 
FinTechs and other start-ups. 
COVID-19 could also provide the push needed to help insurers 
make this leap and provide the digital tools that customers are 
demanding. The lockdown restrictions that came in across 
Europe have increased demand for online solutions that offer 
peace of mind and ease of use such as electronic signatures 
and document exchange. With these initiatives, organizations 
can provide the kind of personalized guidance and support 
that builds lasting customer trust and loyalty.
Thinking differently about risk
As we’ve mentioned, the pressure from low and negative 
interest rates is of particular concern in Europe, where 
regulations surrounding solvency make it more difficult for 
insurers to offer traditional products backed by a life fund. 
With rates below 1%, costs are a key differentiator for long-
term investment providers.
The focus is a gradual shifting towards unit-linked products, 

thereby reducing insurers’ exposure to financial market risks 
while at the same time transferring those risks to customers. 
This is a growing cause for concern by regulators and has been 
called out by EIOPA as a risk to watch. However, it remains to 
be seen whether this strategy will work in the long run. Insurers 
must still lean toward their unique selling proposition: risk 
protection. Protection from both biometric and financial risk 
should not be abandoned in favour of performance-oriented 
products. However, it is a difficult balance to strike. To give 
themselves the best chance of success, insurers will have to 
work hard to transform their organizations. Investing heavily in 
technology will help reduce costs and increase the range of 
ancillary services that will favour the customer’s overall well-
being.
Providing more value through ecosystems
Accumulated savings will serve different retirement needs for 
different customers. To accommodate each customer, insurers 
will have to provide an ecosystem of evolving products and 
services (also by partnering with Brokers). Here, health 
services are a natural integration. Several insurers now offer 
combinations of health and retirement products. 
The insurers that will thrive in this new normal will offer their 
Brokers and customers not only the products they need to 
aid them in realizing their financial and life goals, but also the 
support, advice, expertise, and personalized user journeys 
that they have come to expect from all industries. Here, an 
effective use of technology will be key to both providing the 
levels of service required and improving insurers’ efficiency. 
This, in turn, is crucial to increasing individuals’ confidence in 
being able to save for a comfortable retirement – and society’s 
ability to meet the needs of an aging population.

James Maher, Head of Insurance, EY Financial Services (Ireland).

“The insurers that will thrive in this new normal will offer their Brokers 
and customers not only the products they need to aid them in realizing 

their financial and life goals, but also the support, advice, expertise, and 
personalized user journeys that they have come to expect from all industries.”

Ciaran Mulligan, has recently 
announced that he has stepped down 

from his role as Managing Director of Blue 
Insurance after 17 years. Blue Insurance 
Limited was acquired by the CoverMore 
Group, which is part of Zurich Insurance 
Group in October 2018. Maeve Slamon, 
who has been with the company since 
2004 and who was Director of Operations, 
took up the role as Managing Director on 
Friday 30th October.
Ciaran Mulligan says, “It has been a real 
pleasure working with colleagues, clients 
and customers over the past 17 years. I 
am delighted to see my colleague and 
friend, Maeve Slamon, taking up the role 
of Managing Director. Maeve has been 
an integral part of Blue Insurance for 
many years and has done an outstanding 
job in helping me guide and manage 
the business. With her successful track 
record and reputation as a leading 
industry professional, Maeve is the right 
person to take up this position at this 

critical time. Finally, I would just like to 
thank everyone that has helped me and 
the Blue Insurance team over the past 17 
years. I wish Maeve and the CoverMore 
Group continued success for the future.”
Maeve Slamon commented, “I’m delighted 
to take on the role of Managing Director of 
Blue Insurance.  I look forward to guiding 
our management team and building on 
all the great successes achieved to date 
by the company. I also look forward to 
bringing my experience and energy to 
what will be a challenging period for the 
business as we navigate our way through 
Covid-19. The future looks incredibly 
bright for Blue Insurance following our 
acquisition by CoverMore, part of Zurich 
Insurance Group and I look forward to 
working with our new owners on this front 
too. Finally, I would like to thank Ciaran for 
the passion, ambition and leadership over 
the past 17 years and wish him all the very 
best with his future endeavours.”

Blue Insurance Appoints New Managing Director

Pictured is Maeve Slamon, 
new Managing Director,  Blue 

Insurances with Ciaran Mulligan.
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In the midst of Covid 19, most Brokerages are adapting, 
and a large cohort of entities are seeking opportunities to 
grow their business by acquisition. I am receiving calls 

daily from Brokers looking to buy, and demand has increased 
significantly. There is still however very little by way of supply. I 
see this as a testament to the resilience of Brokers. 
Currently there are 2,609 regulated firms on the Insurance 
Distribution register on the Central Bank of Ireland’s website, 
of which I would estimate that there are 1,250 full time Financial 
Broker firms and 350 Insurance Broker firms, some of these are 
composite Life and General Insurance Brokers. The balance of 
the regulated firms are made up of tied agents, loss assessors, 
Insurance companies and car dealerships to name but some. 
Since 2008, I would hear people comment on the mass 
contraction of our Industry, but this has not been true in the last 
5 or 6 years. The industry has remained stable, usually there 
would be between 20 – 40 buyouts, mergers, and open market 
sales annually that we would be either involved in or be notified 
of in Brokers Ireland. This year that figure would be significantly 
down from the norm. That is not to say that there won’t be an 
uptick in 2021 sales, as I am conscious not everyone will adapt 
to the post-covid world as well as others. Although our Industry 
has always been evolving, whether through use of technology, 
enhanced regulation or competencies and qualifications, 
the standard is always rising, and I feel as a profession it will 
become stronger again post COVID-19. 
Trends in the industry
In recent years there has been a shift from Brokerages availing 
of the buyout to more open market sales and this has been 
facilitated by assistance from Insurers and Lenders providing 
financial support to those entities seeking to acquire either 
client banks or Brokerages.
Some of the rationale for sales via the buyout for Brokers Ireland 
members is that they meet the criteria of age 60 or older, are 

seriously ill or unfortunately death. In the case of serious illness 
or death, assistance is given to the representative of the estate 
and they may require hand holding through the process, 
from the buyout request to the revocation of the entity and 
everything in between.
Others prefer the open market for a multitude of reasons, some 
for tax reasons, others decide this is the best route for them 
because they no longer wish to run the business but want to 
stay in the industry and work as an employee. In these cases, 
the seller may negotiate a capital sum for the client bank and 
seek a package for themselves as an employee. For other 
Brokers, the makeup of their business, may have significant 
non-life investment remuneration and it can be more beneficial 
to establish a value and sell on the open market. Other Brokers 
wish to have their clients housed under one umbrella with 
an entity that is similar to themselves and for some it is a 
combination of all of the above.
For General Insurance sales, most are done through the open 
market, as there is no formal Buyout available with General 
Insurers. Brokers tend to use a rule of thumb as far as multiples 
go for valuing their Personal lines and Commercial lines or with 
larger Acquisitions, they may use Earnings Before Interest, 
Taxes, Depreciation, and Amortization (EBITDA).
Although it is not the main activity of my role within Brokers 
Ireland, it is something I find myself advising on more and 
more over the years. I get huge enjoyment from helping 
members by marrying sellers with interested parties when 
they are seeking to sell their client bank or brokerage on the 
open market or assisting them with the buyout process and 
providing the required templates and guidance they need to 
fulfil the sale/buyout. At present I have a huge list of entities 
looking to buy on the Life and General Insurance side with most 
having their own criteria for what they are looking for, whether 
it be a specific geographic location, AUM, life, pensions and 
investment clients or commercial or personal lines only or both.  
Even with Brexit on the horizon, there have been calls from 
UK entities seeking to acquire Brokerages in Ireland. While we  
don’t get  involved in the negotiation of an entity on the open 
market, and we have no vested interest in the sale, we want 
to ensure, that the brokerage gets the right interested party 
and the final purchaser and seller are happy with the outcome. 
From a continuity perspective it is important for the broker 
market that these clients continue to receive quality advice and 
service, and this is the most important objective for many of our 
selling Brokers.
For further information on buyouts,  open market sales, 
compliance requirements and the Life office buyout 
multiples, please contact me on 01 661 3067 or email me at 
david@Brokersireland.ie  

Broker Buyouts: The current reality of Supply and Demand

David Holton, Broker Relationship 
Manager, Brokers Ireland 

“Since 2008, I would hear 
people comment on the mass 
contraction of our Industry, 
but this has not been true 
in the last 5 or 6 years. The 
industry has remained stable.”



As we reflect on 2020, a year that has brought 
unprecedented challenges, we have a lot to  
be proud of.  As a nation we have come together 
to protect the most vulnerable in our society. 
 
We have adapted quickly to a new way of  
working since the outbreak of Covid-19 to  
ensure that we continue to meet the needs  
of our brokers. 

At Aviva we are proud of our staff who continue 
to be there for our brokers and customers when 
it matters most and who have helped us deliver 
on some important initiatives for the General 
Insurance business in 2020. 

Let’s look back at some of our highlights.

As 2020 comes to a close I’d like to thank all our brokers, our most important distribution channel, for your 
support throughout the year. Wishing each and every one of you a very happy Christmas and every good 
wish for the year ahead.

Sean Boyle
Head of Sales
Aviva Insurance Ireland DAC

Earlier this year we  
added Help in a Home 

Emergency as a standard 
benefit on all Aviva  

Home Choice policies.  
 

Both your new and  
existing customers now 

get the added reassurance 
of this extra help when 

they need it most.

In August we shared our 
refreshed Commercial Risk 

Appetite brochure to let 
you know we are very much 

open for business  
and to give you a clear  

understanding of the areas 
we are focused on.  

We maintain a strong  
appetite and desire  
to deliver business  

growth alongside you,  
our brokers.

Thank you for your support  
again this year. Our community  
organisations and charities are 
even more important than ever 

before, and we are delighted to be 
able to help them with our third 
Aviva Broker Community Fund. 
With a €100,000 fund for local 

charities and community  
organisations and entries  

submitted from brokers across  
the country, stay tuned to find  
out who our 2020 winners are.  

At the end of September,  
we announced that we will enter  

the Financial Lines market in  
January , and we have appointed 
Simon Quinn as Head of Financial 
Lines. Simon joins from Aviva UK  

in London where he is Head of  
Professional Indemnity (PI)  

underwriting. Simon will report 
to our Chief Underwriting officer, 

Brian Mahon and will lead, develop 
and implement our Financial Lines 
strategy. We’re very much looking 

forward to this chapter in 2021.   

Since the outset of the pandemic we 
have supported our brokers in meeting 

the changing needs of customers by  
providing a range of forbearance  

measures, policy updates and helpful 
risk management information on our 

dedicated Covid-19 hub.
 

And we’ve delivered CPD webinars  
with leading epidemiologist Luke O’Neill 
and economist Jim Power to understand 

the likely impact of the virus on the  
Irish economy.

We’ve missed meeting our brokers 
at the many events we usually 

hold and attend throughout the 
year. But we were delighted to 
sponsor Brokers Ireland’s first 

ever virtual Meet the Market Day 
in October. This was an innovative 
event which allowed our General 
Insurance representatives speak 

to you from our virtual stand 
throughout the day. In addition, 

our Fraud Investigation team 
delivered a CPD presentation that 

was well received. Thank you to 
everyone who joined the event. 

Help in a  
Home Emergency

Proud sponsor of  
Meet the Market Day

Covid-19  
Support

Financial Lines  
in 2021

Refreshed Commercial  
Risk Appetite 

Aviva Broker  
Community FundSeasons greetings  

from all at Aviva

|  Retirement  |  Investments  |  Insurance  | 
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2020 has been a year like no other. Rising to the challenges 
faced, leading protection specialist Royal London has 
seen its business continue to grow and gain market share 

this year because of the continued support from Financial 
Brokers. Royal London, which chooses to only distribute 
its customer-focused protection products through brokers, 
performed strongly and continued to innovate during 2020:
l Reached highest ever share of the broker protection 

market. 
l Applications for new policies are up 8% compared to the 

same period the previous year.*
l Recently received a record-breaking number of new 

applications in a week.
l Improved, innovative services added such as Instant TLC 

and Digital Nurse Medicals.
l Winner of the Best Mortgage Protection at the 2020 National 

Consumer Awards.

Noel Freeley, CEO of Royal London in Ireland, commented 
by saying, “Faced with a global pandemic, Royal London 
adapted quickly to ensure continuity of business for brokers and 
their clients which has resulted in a business performance that 
has reached new heights. Throughout the year, we continued 
to support brokers and their clients, providing excellent 
service, competitive rates and innovative enhancements from 
a financially strong and secure** company.”
Innovating in challenging times, Royal London remained 
committed to supporting brokers’ business needs, through the 
likes of its market-first Digital Nurse Medical service, premium 
deferral option, reflexive underwriting and eSignature service. 
In addition to two new innovations, Instant TLC (temporary life 
cover) and an enhanced 2020 Broker Offer which includes 
a cashback option for customers, Royal London recently 
unveiled a brand refresh that presents it as a purpose-led and 
modern business.
Noel continued by saying, “Royal London puts brokers and 
customers at the heart of its propositions. I believe this is what 
allowed us to adapt so quickly to help support brokers to 
continue to do business throughout Covid-19. The commitment 
of our staff to maintain a level of outstanding service has been 
incredible.
“As we look to the future and as Royal London continues to 
grow, we have made some changes to our look and feel - not 

what we do or how we do it. We think our refreshed branding 
and imagery is more reflective of the business that we are 
– it doesn’t change our commitment to brokers, and we will 
continue to champion the benefits of advice and the Financial 
Broker’s role in all we do.”

Lost for Words Exhibition
In November, Royal London launched a free digital exhibition 
in Ireland and the UK called ‘Lost for Words’. The exhibition 
was part of a partnership with renowned portrait and fashion 
photographer Rankin and its aim is to encourage a vital 
dialogue on bereavement.
Commenting about the exhibition Noel said, “We believe that 
everyone deserves to be informed, prepared and financially 
able to die well, and that society will benefit if we can overcome 
the taboo surrounding death and talk more freely. Financial 
Brokers are crucial in helping customers put preparations in 
place and providing that peace of mind. The Lost for Words 
exhibition puts people who have experienced the loss of a 
loved one at its heart and it shares the stories of a few familiar 
faces, including Irish comedian Jarlath Regan.”
Inspired by the issue of mortality in light of the global pandemic, 
the exhibition includes an interview series and a short film 
discussing the importance of talking about death and features 
well-known personalities including Gloria Hunniford, Ashley 
Walters and Konnie Huq.
Finally, Noel finished by saying, “It’s because of your continued 
support we’re fortunate to have achieved a strong business 
performance this year, with the value of protection products 
highlighted to many. In 2021, we will continue to innovate to 
assist brokers so that you can emerge even stronger.
“I’d like to take this opportunity, on behalf of myself and 
everyone in Royal London, to thank brokers for their support 
throughout a challenging year. I want to wish you and your 
loved ones a Happy Christmas and a safe and prosperous 
New Year. We look forward to working with you in 2021 and 
beyond.”
To view the ‘Lost for Words’ exhibition go to lostforwords.
royallondon.com
* Figures for the week ended 22 November 2020.
** A (Stable) Counterparty Credit Rating from Standard and Poor’s (June 2020) 
and A2 (Stable) Insurance Financial Strength Rating from Moody’s (June 2020).

“Rising to the challenges faced, leading protection specialist Royal 
London has seen its business continue to grow and gain market share 

this year because of the continued support from Financial Brokers.”

Noel Freeley, CEO, Royal London in Ireland

Royal London credits strong performance to Financial Brokers
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The issue of transferring readable data to the UK post Brexit 
remains unresolved and has gained urgency as Brexit 

looms. 
This is an issue for every industry and country in the EU, which 
sends data to the UK post Dec 31, when the UK becomes a 
‘third country’. Most of the data sent to the UK, for insurance 
purposes, must be in readable form by definition, for assessing, 
processing and value added.
For clarity, only an adequacy ruling (i.e. the U.K.’s data 
protection regime needs to get a stamp of approval from the 
EU) will resolve this issue, and at the time of writing, the UK 
does not have one.  

Summary background
On July 16 last the European Court of Justice (CJEU) passed 
a negative judgement (aka Schrems 2) on the efficacy of ‘Data 
Shield’ the process whereby the US received data from the EU 
and the cornerstone of its ‘adequacy ruling’ from the EU. These 
proceedings were sponsored by the DPC. The judgement 
cancelled the US adequacy ruling with immediate effect but 
otherwise seemed benign to all other jurisdictions. 
However, buried within the Schrems 2 judgement was a 
clarification of the responsibilities of all EU controllers (any 
person/company who sends data) to confirm that the ‘third 
country’ to which they were sending data has enforceable 
laws, at least no worse than GDPR in respect of data subjects’ 
rights, data protection and local enforceability. The UK does 
not.
In October last the CJEU published a judgement that 
confirmed the UK data laws and the ‘mass gathering policies’ 
i.e. gathering all data without cause or independent oversight 
by national security or intelligence authorities, were both illegal 

and contrary to GDPR. ‘Mass gathering of data’ in effect, means 
that all data sent to the UK arrives on a desk in Government 
Communications Headquarters GCHQ, often before it arrives 
with the intended recipients and therefore is breached.
On foot of the Schrems 2 and October CJEU judgements, 
the European Data Protection Board (EDPB) published their 
guidance for sending data to ‘third countries’. It categorically 
states that they know of no mechanisms or ‘additional 
measures’ which can protect data which requires to be sent in 
readable form to the US, and UK in this case. 
So, what does this mean for the sending of data to the UK 
or to entities where we are clear it will end up in the UK?
Without an adequacy ruling with the EU it will be ‘illegal’ to send 
readable data to the UK after Dec 31, according to CJEU. The 
EDPB have declared that this data cannot be protected by any 
‘additional measures’ from being breached by the state.  
The DPC recommends current SCC’s (standard Contract 
Clauses) with ‘additional measures. Unfortunately, SCC’s are 
commercial arrangements and cannot be construed to obviate 
the data policies of a ‘third country’ such as the UK. The EDPB 
has no ‘additional measures’ which can help here either. 
A further issue is that clause 5, of the current SCC’s, requires 
that the recipients of the data (UK) to declare if they know of 
any condition of their country or laws which would put the data 
in jeopardy.  If the answer is yes (which it has to be for the UK) 
then the controller at the EU end must decide if they can sign 
the SCC, with such a declaration.
The inescapable conclusion is the SCC’s with ‘additional 
measures’ cannot help in this particular instance. We await a 
considered response from the DPC on the matter. 
However, there is a case for signing SCC’s anyway as they 

Data transfers to the UK after Dec 31 2020
Joseph Douglas, Consultant DPO, brightideas@tinet.ie

“For clarity, only an adequacy ruling (i.e. the U.K.’s data protection regime needs to get a stamp of 
approval from the EU) will resolve this issue, and at the time of writing, the UK does not have one.”
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still protect against a breach of data in the commercial 
environment, presuming the rule of law pertains in the ‘third 
country’.
The issue here is that this ‘breach’ of data is state sponsored 
and outside the ‘commercial’ redress. 
The EU is powerless to resolve this issue, as it stands the 
UK does not qualify for an adequacy ruling. It is up to the 
UK government to inject independent, or failing that, judicial 
oversight, into the state agencies’ access to data. This also 
might go some way to qualifying the UK for an adequacy ruling.
Risks
1. There is a risk being sued by a data subject who is unhappy 

with their data being handed to the British authorities, a 
breach, which they can pursue remedy from the controller/
sender of the data.

2. The sending of the data remains ‘illegal’ and a data subject 
sues as a point of law, not as yet tested but long and 
complex for all involved. 

3. DPC decides to intervene and fines for breach of data or 
illegal transmission. 

4. DPC requires that the transfers cease, effective immediately. 
This is not exhaustive but each of these and their many 
variations are time consuming and costly to unravel. 
Every company should seek its own GDPR and legal advice on 
a case by case basis.
Options
While not specifically advocating the following, it is useful to 
look at some of the alternatives if business with the UK is to 
continue post Brexit. 
l Where possible source solutions/product outside the UK, 

as a matter of urgency.
l Ensure all data, that must be sent to the UK, is minimised, 

which is a standard GDPR requirement, in any event.

l Where appropriate, pseudonymise to GDPR standard, 
or encrypt  the data. Both must have the cooperation of 
the UK party to be effective and are of use in very limited 
situations.

l Review all SCC’s with UK parties and at the very least have 
all clauses updated to represent the current position. This 
also includes all HR, client management (Relay etc), PIMS 
and ISMS, system providers, SCC’s where appropriate.  

l Consult with your DPO about the use of Article 49 (GDPR) 
derogations and other tools which may have some limited 
use here in terms of compliance but none in terms of risk 
mitigation. 

l if there is no alternative to transferring data to the UK then 
be aware it is contrary to GDPR and it would be prudent 
to prepare a transparency notice for clients (required by 
GDPR) stating clearly if they want the service then their 
data may have to be put in clear peril and ask for their 
consent  with both yes and no options available. 

It is also important to understand the data subject and the DPC 
are independent and can pursue legal remedy either jointly 
or independently. In this case on the subject of a breach, the 
DPC findings have little or no weight in court and do not limit a 
data subject from pursuing their independent rights of redress.
Solutions
Aside from the above ’options’ the solution is in the hands of 
the UK government as it’s their policies which are in deficit. 
The issue will dissipate in the event that the EU can grant the 
UK an adequacy ruling before Dec 31 but at the time of writing 
this is not assured. 
This has yet to play out fully and many things can influence 
the outcome.  However, this is where we currently stand with 
December 31 looming and while we may be hopeful of a 
resolution, it is important to take this opportunity to be prepared 
in case none materialises.

Joseph Douglas has been involved in data protection for over ten years and a practicing consultant 
DPO since 2016 with a wide range of experience in Insurance, Financial Services, Medical among other 
disciplines. In addition he is currently contributing to an EU working group of data counsels providing 
the EDPB, among many others, with solutions for the fall out of Brexit, Schrems 2 and associated CJEU 
judgements.

l Irish Life secures Investment Manager of the Year award 
for the sixth time

l Corporate Business team picks up award for Excellence 
in Defined Contribution

l Third consecutive win for Setanta Asset Management as 
Equities Manager of the Year

Irish Life picked up a number of top awards at the Irish Pension 
Awards 2020, receiving accolades for its investment management, 
defined contribution and asset management expertise. Now in 
their 10th year, the Irish Pension Awards recognise excellence 
and professionalism in the pension industry, across funds, 
providers, advisers and pension professionals.
Irish Life Investment Managers (ILIM) was named Investment 
Manager of the Year at the event, receiving the award for 
the sixth time in the last eight years. The Irish Life Corporate 
Business team won the Excellence in Defined Contribution 
Award, which recognises those firms that stand out in the 

provision of DC services, through the use of innovation, dynamic 
investment solutions, and effective communication. Setanta 
Asset Management, an independent investment management 
firm owned by Irish Life, was named Equities Manager of the 
Year, for the third year in a row.
Declan Bolger, CEO of Irish Life Group said: “It is fantastic to 
be recognised by the Irish pensions industry with these awards, 
particularly when we are being judged against our peers. These 
awards are testimony to the dedication and commitment of the 
Irish Life teams across the Group. Our customers put their trust 
in us to build a better future for them and that is our motivation as 
we continually strive to provide the best services and investment 
solutions to our clients.”
The judges of the Irish Pension Awards 2020 were drawn from 
across Ireland’s financial services sphere to include pension 
providers, industry bodies, consultants, financial services 
and representatives from various Irish pension and financial 
associations.

Irish Life Group wins across the board again 
at the Irish Pension Awards 2020
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Aviva Investors Global Climate Transition Fund invests in the US rail transportation 
company Union Pacific. In this article Marte Borhaug, Global Head of Sustainable 
Outcomes at Aviva Investors discusses why Aviva Investors believe Union Pacific can 
be a winner in our search for more carbon efficient transport.

The Challenge
We live in an increasingly interconnected world. This means 
that goods and materials are often transported long distances 
from source to point of consumption.  The OECD’s International 
Transport Forum found in 2015 that freight accounted for 30% 
of transport-related CO2 emissions, the majority of which is 
road transport.
The Solution
Trains offer a carbon-efficient mode of transport that will benefit 
as businesses seek to decarbonise their logistics networks:   
l A single train can carry the load of more than 280 trucks
l Rail can move a ton of freight nearly 450 miles with a single 

gallon of fuel
l Moving freight by rail instead of by truck can reduce 

greenhouse gas emissions by 75 per cent
The Company
Union Pacific is a US rail transportation company, carrying 
a variety of goods (including agricultural, automotive, and 
chemical products) across its long-haul routes.  As well as 
being an exceptionally well-run, Union Pacific Corp: 
l Is investing in technology, identifying fuel saving 

opportunities and increasing productivity
l Has sustainability goals that include reducing fuel 

consumption by 1.5% in 2020.   
Our investment
Union Pacific is a key holding in the Aviva Investors Climate 
Transition Global Equity Fund, a fund which MAF has recently 
made a new allocation to. The Fund invests in businesses 
that not only provide solutions to the climate problem but also 

invests in companies that support the transition to a low carbon 
economy as global temperatures rise due to climate change. 
Learn more: 
Visit Aviva’s ESG hub to learn more about how responsibility is 
built into Aviva Investors’ investment processes.
Where funds invest in externally managed collective investment 
vehicles, Aviva Investors may not be able to apply ESG criteria.

Warning: Past performance is not a reliable guide to future performance.
Warning: The value of your investment may go down as well as up.
Warning: These funds may be affected by changes in currency 
exchange rates.

Aviva Life & Pensions Ireland Designated Activity Company, a private company 
limited by shares. Registered in Ireland No. 165970. Registered office at One 
Park Place, Hatch Street, Dublin 2, D02 E651. Aviva Life & Pensions Ireland 
Designated Activity Company, trading as Aviva Life & Pensions Ireland and 
Friends First, is regulated by the Central Bank of Ireland. Tel (01) 898 7950.

What do trains have to do with climate change?

Jarlath Jordan joins Irish Broker Editorial Board
Irish Broker is delighted to announce that Jarlath Jordan has recently joined  the 
Editorial Board as Editor, Life and Pensions.  Jarlath  is a Financial Broker based 
in Galway city. His company, called MoneyButler is a wealth management business 
providing financial planning to individuals and corporate clients. Jarlath has over 35 
years experience in the financial services industry. Prior to acquiring MoneyButler 
Jarlath was a managing partner in a financial services firm and also held senior 
management positions in New Ireland Assurance. He is a passionate advocate of 
the Financial Broker providing quality advice and choice of product provider to the 
consumer.
Jarlath is currently a member of the Financial Services Committee of Brokers Ireland. 
He is also a representative on The Life Industry Forum. Jarlath is past Chairman of 
The Professional Insurance Brokers Association (PIBA) and was a board member of 
PIBA for six years. 
Jarlath takes pride in having helped bring the Financial Broker brand to the market 
during his time with PIBA,  now that this broker brand is commonplace in the market 
with industry, consumer and regulators. He brings a wealth of experience and 
expertise to the Editorial Board. 
Jarlath loves all sport but in particular his beloved Mayo GAA and although living in 
Galway for over 25 years he still looks forward to seeing Mayo bring the Sam Maguire 
back to his home county.

Jarlath Jordan, 
Life & Pensions Editor, 
Irish Broker Magazine
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At this time of the year many advisors’ focus is 
predominantly on pensions. ROS deadlines or company 
year-end often leads to a conversation with clients on 

this topic. However, if one is to truly provide holistic as opposed 
to transactional advice, it is worth remembering that, when 
completing the pensions transaction, you are usually sitting 
in front of a decision maker and this is an ideal opportunity 
for further conversations on other areas that could potentially 
benefit the business such as:
l Corporate Investment
l Company Pension Schemes
l Group Death in Service and Income Protection
l Executive Income Protection
l Co-Directors/Partnership Insurance, Shareholder 

Protection and Keyperson Cover
For many business owners, careful thought is already given 
to protecting things such as the premises and the contents 
thereof, the machinery, stock, the intellectual property, and the 
company car and van. However, often very little consideration 
is given to a business’ main asset – their people.
Financial Brokers should therefore give due consideration 
to the influencing factors that might lead business owners to 
consider business protection, as there are many different risks 
facing business which include death or illness of an owner, the 
loss of the main profit earner, liabilities, talent management, 
and retention.
- Owners and Partners: If a partner or shareholder dies or 

is diagnosed with a critical illness, the surviving owners 
could lose control of the business. This could affect control, 
direction, future strategy, investment and the business’ 
ongoing success.

- Profit: If a business loses a key person who influences 
and drives revenue, such as a managing director or key 
innovator, then the firm may require a cash injection to 
replace lost profits and meet additional costs such as 
recruiting a replacement.

- Liabilities: The Covid-19 health crisis has taught many 
companies the value of keeping cash in the bank to cover 
any potential liabilities, but these are usually the things 
that they have planned for such as new equipment, a 
new role or a looming tax bill. But what happens if the key 
person who brings in the revenue suddenly dies or is taken 
severely ill with a critical condition and the company is still 
carrying loans or other debt? The cash buffer soon gets 
eaten away and then investors and creditors can call in the 
debts. Anyone who has seen the programme ‘Can’t pay? 
We’ll take it away’ will understand how easy it is for small 
companies to slip into debt.

What is obvious here is that Life and Critical Illness cover are 
very simple solutions to these risks. Life insurance is one of the 
most efficient capital injections a business can get, particularly 
relative to the cost and there is an onus on the Financial Broker 
community to increase awareness amongst their clients. The 
structures to provide this protection vary depending on whether 
a business is a partnership or a limited company and what their 
objectives are. This is where New Ireland can come into the 
equation. We can assist in guiding clients through what seems 
to be a maze of business protection choices, to a solution that 
is tailored to their business needs with products and protection 
structures that are cost effective, adaptable, and easy to put in 
place. We can provide draft documentation to underpin these 
arrangements. For further assistance, please contact your 
New Ireland Account Manager or email our Technical Services 
Department at lifeandpensions@newireland.ie
Terms and conditions apply. Full details are available on request. Life assurance 
policies and benefits are subject to underwriting and acceptance by New Ireland 
Assurance. A Government levy (currently 1%) applies to all premiums paid to life 
assurance policies.
While great care has been taken in its preparation, this article is of a general 
nature and should not be relied on in relation to a specific issue without 
first taking appropriate financial, insurance, investment, legal, tax or other 
appropriate advice. 
New Ireland Assurance Company plc is regulated by the Central Bank of Ireland. 
A member of Bank of Ireland Group.

Why Business Protection Matters  
By Niall Concannon, Head of Broker Growth at New Ireland 

“Financial Brokers should therefore give 
due consideration to the influencing 

factors that might lead business owners to 
consider business protection, as there are 

many different risks facing business which 
include death or illness of an owner, the 
loss of the main profit earner, liabilities, 

talent management, and retention.”



Building on the success of the Second Life 
proposition, Standard Life has announced an 
exciting new appointment - Ireland’s first End-of-

Career Guidance Counsellor, Brian Mooney.  
 
Guidance counsellors help people figure out their career 
path. But what about when people are approaching the 
end of that path? Brian is a former guidance counsellor 
who, over the course of his own career, helped students 
to find their professional path.  In his new role as End-of-
Career Guidance counsellor, he’ll work in partnership 
with advisers to help Standard Life customers plan for 
how they’ll spend their time in retirement.
 
Two thirds of people in Ireland have no clear plan for 
retirement and don’t know how they’ll spend their time. 
This new role, in conjunction with good financial advice, 
will help them.
 
Speaking about his appointment, Mooney said: “I’ve 
long believed in supporting those entering their second 

life to use their vast reservoirs of talents for the benefit 
of their communities and helping them to embrace a 
more rounded and fulfilling retirement. I’m excited to 
be working with Standard Life in the development of 
this initiative to help their customers and advisers. 
Challenge, excitement and fulfilment await us in 
retirement, but it starts with a different conversation, 
one which we are hoping to ignite.”

Brian’s appointment will enable us to support you in 
enhancing your clients’ preparation for this important 
life stage, in the following ways: 
l Adviser information and insight webinars 
l Customer planning and preparation webinars 
l Regular expert content ezines and articles 
l Helpful retirement-focussed videos you can share 

Brian has decades of experience as a career guidance 
counsellor. Having recently retired himself, he can 
share unique insight, expertise and perspective  to 
support Financial Advisers and their customers with 
their preparations for a rewarding second life.

Standard Life appoints Ireland’s first 
End-of-Career Guidance Counsellor

By Sharon Smyth, Head of Marketing, Standard Life International

“I’m excited to 
be working with 
Standard Life in 
the development 
of this initiative to 
help their customers 
and advisers”

...Brian Mooney

Christmas closing times
Aviva offices will be closed during the Christmas 
season on 24, 25 and 28 December and also 
on 1 January 2021.

You can log on to www.avivabroker.ie 
at any time for all your information needs.

It’s been a tough year but together 
we got through it.

Thanks for all your support in 2020 
- here’s to a peaceful Christmas 
and prosperous New Year.

You’re safe in the hands of Aviva
Aviva Insurance Ireland Designated Activity Company, trading as Aviva, is regulated by the Central Bank of Ireland. A private company 
limited by shares. Registered in Ireland No. 605769. Registered Office: One Park Place, Hatch Street, Dublin 2, Ireland, D02 E651.

Aviva Life & Pensions Ireland Designated Activity Company, a private company limited by shares. Registered in Ireland No. 165970. 
Registered office at One Park Place, Hatch Street, Dublin 2, D02 E651. Aviva Life & Pensions Ireland Designated Activity Company, trading 
as Aviva Life & Pensions Ireland and Friends First, is regulated by the Central Bank of Ireland. Tel (01) 898 7950 www.aviva.ie.

Many Happy 
Returns

We look forward to welcoming 
you back in 2021!
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It is a testament to humankind that we are oftentimes able, so 
quickly, to move on and to forget the travails and traumas of 
our past. Perhaps we need to force ourselves to remember 

the sense of angst and anxiety caused by the arrival to these 
shores of the COVID-19 disease. It has dealt death and 
wreaked havoc. 

We have lived - and are living - through an annus horribilis and, 
although there is some light at the end of the tunnel, no-one 
yet knows when life might return to ‘normal’. Any discussion 
around topics such as claims, business interruption and 
litigation need to be framed by the enormous challenge that 
we are all facing together. This allows us to have a better sense 
of perspective and to encourage the insurance industry to see 
and appreciate its own connectivity and relative importance to 
society at large in times of uncertainty. 

Insurance is an economic activity which exists to counteract 
the vagaries of uncertainty. By entering into an insurance 
contract, a policyholder gives up the premium in exchange for 
certainty. That certainty typically takes the form of a payment if 
some specified set of uncertain events occurs. 

The speed with which the Government’s directions and 
orders were made to control the spread of disease took many 
businesses by surprise. Vast swathes of the economy were 
closed. 

Owens McCarthy fielded several thousand queries from 
businesses seeking an opinion as to whether their commercial 
insurance policy provided them with any protection against 
lost profits due to the ‘shutdown’. We could see that Insurers 
were scrambling to determine their own positions and to 
commence the process of communicating with policyholders 
and brokers alike. There was a palpable sense of confusion 
but an expectation that, as an industry, we have always 
ultimately responded well to ‘surge’ and ‘catastrophe’ events. 
The reaction of Insurers, who should have responded with 
certainty to this turn of uncertain events, was itself uncertain. 

It was, and remains, our view that most commercial insurance 
policies cannot respond to business interruption losses caused 
by the outbreak of disease. Many policies were absent any 
‘disease’ extension to the business interruption cover, others 
required there to have been an outbreak of the disease at the 
premises. 

There were, however, other policies which could be said to 
have created a clear pathway to cover. Few readers will be 
surprised to learn that, with some noble exceptions – primarily 
AXA with their Shop, Office and Surgery policy - the Insurers’ 
overwhelming initial response was to repudiate liability across 
the board. 

This situation here was mirrored on the other side of the 
Irish sea. There, thousands of policyholders who had the 
reasonable expectation that they would be covered, were met 
with distraction, delay, and denials. The Financial Conduct 
Authority [FCA] is the body responsible for regulating the 
UK insurance market. They quickly realised that there were 
potentially far too many claim repudiations than could be 
accommodated by Arbitrations or their Financial Ombudsman 
Service. The FCA (as Plaintiffs) took the unprecedented step 

of taking several Insurers (as Defendants) to the High Court 
seeking to test the extent of cover created by specimen 
policies that the FCA determined were broadly reflective of the 
market as a whole. 

The UK Regulator noted that: “there has been widespread 
concern about the lack of clarity and certainty for some 
customers making these claims, and the basis on which 
some firms are making decisions in relation to claims. There 
are genuine doubts over the appropriate interpretation of 
the wording in some cases. This has led to uncertainty and 
disputes, with many customers who believe they have valid 
claims, having these rejected by their insurer. We believe the 
circumstances of the current coronavirus emergency, and its 
effect on businesses holding BI policies means this uncertainty 
needs to be resolved as quickly as possible.”

This case, The FCA v Arch & Others, was heard and the 
judgement has been delivered by Lord Justice Faux and Mr. 
Justice Butcher. 

It runs to 162 pages, but it is certainly worth exploring as it 
gives a true insight into key issues such as causation and 
the measure of indemnity. Many insurers disputed the 
claims, arguing policies were never meant to cover such 
unprecedented circumstances. The High Court found in favour 
of the Financial Conduct Authority [and thus, policyholders] on 
most of the critical questions. While the Court reached different 
conclusions in respect of the various sample wordings, based 
upon the Court’s findings most disease, certain denial of 
access/public authority clauses and many ‘hybrid’ clauses 
that combine elements of both disease and denial of access, 
appear likely to respond. 

The Court also sided with the FCA on the question of causation 
as well as their interpretation of ‘trends’ clauses. The Justices 
were quick to distinguish one of the critical cases that the 
Insurers had sought to rely upon, the now infamous decision 
in the matter of Orient-Express Hotels Ltd v Assicurazioni 
Generali SpA. 

In Orient Express, the insured, whose hotel was damaged 
by hurricanes, could not satisfy the “but for” test of causation. 
The Court (in that case) had determined that the Insurer was 
entitled to deny the business interruption loss as, even if the 
hotel had not been damaged, it would have suffered the same 
business interruption loss because of the devastation to the 
surrounding area. In other words, the insured could not show 
that, “but for” the damage to the hotel, the business interruption 
losses would not have occurred anyway.

In the FCA decision the Court rejected the Insurers’ argument 
that the Orient Express decision should be applied to the 
COVID-19 scenario, i.e. that even if the claimant premises has 
remained open then they would have suffered the same losses 
in any event due to the effects of the outbreak of disease 
on the economy; thus limiting or preventing the recovery 
of losses under the policies.  The Justices held that: “We 
consider that there are several problems with the reasoning in 
Orient Express. First and foremost, as we see it, there was a 
misidentification of the insured peril…It follows that, if we had 
thought that the decision in Orient Express somehow dictated 

COVID-19 and Business Interruption Claims
“It seems like an age ago when we huddled around the firesides in our homes on the bleak, rainy and damp 
evening of the 17th of March. That night An Taoiseach addressed the Nation, an event that was unusual all 
by itself, and there was scarcely a household in Ireland that wasn’t glued to the television in the corner of 
the room. Fear and uncertainty had gripped us all and, like me, you might have nodded silently when Leo 

Varadkar told us that: “This is a Saint Patrick’s Day like no other. A day that none of us will ever forget.”
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the consequences in terms of cover … for which the insurers 
contend in the present case, we would have reached the 
conclusion that it was wrongly decided and declined to follow 
it.” 

We acknowledge that this [FCA] case has been appealed 
by some of the Insurers and by the FCA themselves. The UK 
Supreme Court will sit and deliver their judgement as a matter 
of urgency; it being understood that time is very much of the 
essence. 

The decisions of non-Irish courts – said to be of persuasive 
authority - are often adopted in Irish cases particularly where 
there is no Irish authority. Given the fact that we share a system 
of laws, UK decisions are frequently cited in Irish cases.  Whilst 
the drive to create certainty in the United Kingdom still has 
some twists and turns to negotiate, it does appear that the 
matter there is close to being crystalised once and for all. 

In Ireland, our regulator, the Central Bank of Ireland took 
a somewhat different approach, issuing their Business 
Interruption Insurance Supervisory Framework. Director 
General of Financial Conduct, Derville Rowland, said: “We 
recognise that Covid-19 has placed immense pressure on 
many businesses and that they need clarity on business 
interruption insurance issues. Our Framework … seeks 
to drive that clarity. The Framework reiterates our core 
message to firms: that they honour valid claims in full and pay 
them promptly. Furthermore, where cover is disputed and 
businesses have pursued litigation, insurance firms should 
be cognisant of the significant costs burden faced by their 
customers. We therefore expect that in circumstances where 
the firm obtains the benefit of a court’s interpretation of issues 
at hand, a firm should agree to pay the reasonable costs of 
customer plaintiffs in agreed test case litigation and should not 
seek its costs against these plaintiffs. Finally, where a legal 
action has been concluded and the final outcome has a wider 
beneficial impact for other similarly impacted customers, firms 
will be required to take urgent remedial action to ensure that 
those customers obtain the benefit of the final outcome.”

Essentially, the Framework sets-out that:

l Insurers are expected to comply with legal and regulatory 
obligations.

l The Board of Directors and senior management are 
expected to be responsible and accountable.

l Insurers are expected to treat the Government 
communication to close as a direction or mandate or order.

l Insurers are expected to interpret unclear policy wording in 
the way most favourable to the customer.

l Insurers are expected to handle claims and legal actions 
effectively and efficiently.

These welcome moves by the Central Bank, in our experience, 
have yet to deliver tangible results for policyholders. Certainly, 
relatively few claims have been settled since the Framework 
was published. We understand that repudiations under several 
policies are likely to result in ‘test case’ litigation as envisaged 
by the Bank, and we look forward to the outcome of those cases 

in due course. Indeed, there are likely to be many more court 
cases unless those Insurers with responsive policy wordings 
move to settle claims. 

Instead, we have seen that Insurers have been ‘playing for 
time’, waiting to see how the FCA case is finally decided 
and/or ignoring the case entirely. Some others have sought 
to interpret parts of their policy in a disingenuous manner, 
accepting that the wording creates cover, but avoiding claim 
pay-outs through a wholly inappropriate analysis of the so-
called ‘trends clause’. 

Of course, in an Irish context, the decision of the ‘FBD test 
case’ is keenly awaited, with the judgement due to be handed 
down on the 15th of January 2021. In this instance, several 
Publicans issued proceedings following FBD’s refusal to cover 
the respective pubs under its business interruption policy. The 
FBD policy wording is, with some subtle differences in wording, 
similar to that already ‘tested’ in the UK Court, i.e. cover in 
respect of an outbreak of disease within a 25-mile radius of the 
premises.  It was our view, from the outset, that this wording 
created a pathway to cover (and a claim) for policyholders. 
Nevertheless, it once again falls to the Courts to create the 
certainty demanded by policyholders and insurers alike. When 
it is handed-down, the judgement will be of huge interest not 
only to FBD and their Policyholders, but to all Insurers, Brokers, 
Assessors and Adjusters. 

The market and all the respective players have been inching 
towards a resolution to the issues created by the interruption 
of COV19 and business interruption policies. It has been a 
frustratingly slow process that has left many policyholders 
without the support that they had expected (and we say they 
are entitled to) from their Insurer. 

The human element and the stories that we have heard from 
clients cannot be ignored. It brings us back to Saint Patrick’s 
Day and what An Taoiseach had to say to us all that evening: 
“Today’s children will tell their own children and grandchildren 
about the national holiday in 2020 that had no parades or 
parties… but instead saw everyone staying at home to protect 
each other. In years to come… let them say of us… when 
things were at their worst… we were at our best.” 

It is our hope that in the coming months Insurers and claims 
practitioners can work together to do ‘our best’ and to 
bring certainty and clarity where until now there has been 
exasperation and obscurity. 

This article was current at the time of its completion in Mid-
November. As suggested above, the issues are fluid and 
changes are expected over the coming months. If any Brokers 
require an up-to-date analysis of the business interruption/
COVID-19 issue then do not hesitate to contact Owens 
McCarthy. 

John O’Donoghue is the Managing Director of Owens 
McCarthy Claims Specialists. He previously worked as a Loss 
Adjuster with GAB Robins and FBD Insurance. John can be 
contacted directly at 086 3807769 or by email at jodonoghue@
owensmccarthy.com

John O’Donoghue, Managing Director, Owens McCarthy

“It is our hope that in the coming months Insurers and claims 
practitioners can work together to do ‘our best’ and to bring certainty and 

clarity where until now there has been exasperation and obscurity.” 
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Stress and anxiety pandemic evident as research from Aviva 
reveals doubling of anxiety levels since onset of Covid-19

Aviva has released a new study on the nations’ sentiment 
towards their health, wellbeing and the workplace before the 
onset of Covid 19 in March 2020 and now. The study shows 

the true scale of the strain on people’s mental health as anxiety levels 
have almost doubled since March 2020 with 4 in 10 people (42%) 
now admitting to suffering from anxiety (pre-Covid: 24%) and stress 
40% (up from 25% since the outbreak of Covid-19).
Stress levels amongst men aged 30+ with children witnessed the 
sharpest increase since the outbreak of Covid-19, rising from an 
incidence of 13% pre-Covid to 36% (1 in 3) now.  Pre-Covid, stress 
was most pronounced amongst 18-24-year olds at 37% and this has 
now shifted to those aged 35-44 years and is now at 50%.  Anxiety 
was most pronounced amongst 25-34-year-olds at 38% pre-Covid, 
with anxiety levels from the same cohort now recording a stark 52%. 
The rising tide of stress and anxiety
When respondents were asked to chart their level of stress and 
anxiety on a scale of 1 to 10, the average anxiety and stress level of 
the nation is 7 out of 10.  The starkest trends are witnessed amongst 
self-employed women where 84% rank themselves as very stressed, 
recording stress levels of 7 out of 10 while 49% of 25-34-year-olds 
record a ranking of 8 out of 10. Overall, more women admitted to 
suffering from anxiety and stress at 48% and 43% respectively than 
men at 32% and 36%.
People are most worried about their families’ health (66%) and feeling 
isolated (59%).  Concern over family members health was higher 
amongst women at 75% (men: 70%) as indeed was feeling isolated 
from family and friends at 65% (men: 38%). One in 3 are worried 
about reduced income or loss of income (29%) as a result of the 
impact of Covid-19.  This rises to a significant 4 out of 10 men (38%).    
Of those suffering from stress, anxiety or depression, a staggering 4 
in 10 (42%) said that it has resulted in them underperforming at their 
jobs.  This is most acute amongst men aged 30+ with children (46%).    
Health and work
Interestingly, respondents appear to have adapted well to remote 
working and it has not shown to be a trigger for stress or anxiety.  
This is evidenced by 1 in 3 (34%) saying that they have adapted 
well to working from home, 21% say it has impacted positively on 
their work / life balance with only 10% saying that it has impacted 
negatively.  
16% of respondents say they are working longer hours, with the 
incidence highest amongst men aged 30+ with children where 1 in 5 
(21%) are working longer hours. Over a quarter (26%) of respondents 
miss the daily interaction with colleagues and more than 1 in 5 (23%) 
miss teamwork and the collaborations that can arise.
Some 8% of respondents have taken a sick day since the outbreak 
of Covid-19 due to stress or anxiety, with almost half of them (47%) 
admitting to more sick leave than last year.  18 to 24-year-olds show 
the highest incidence of sick leave due to stress during Covid-19 
with 22% taking time off. 
The average amount of certified sick days across the population 
since March 2020 due to stress or anxiety is nine days (10.6 days for 
women, 8.5 days for men).  In total, there have been almost 1 million 
(980,108) sick days taken across Ireland due to stress or anxiety 
since the onset of Covid-19 in March 2020, a stark figure by any 
measure.
Coping with stress and anxiety
Almost 1 in 2 of those interviewed (49%) said they were exercising 
more to help alleviate symptoms of stress and strain.  Others said 
that they talked about their concerns with family/friends (37%), with 
women (39%) actively doing this more than men (26%). 
Practicing mindfulness was also common with 27% of respondents; 
31% of whom were women and 17% men.  10% of respondents 
revealed that they had sought professional advice, an even trend 
with both men and women.
Unfortunately, 1 in 5 (22%) respondents have not taken any actions 
to alleviate symptoms of mental strain.  Only 3% of respondents have 
spoken to their employer about their stress and anxiety levels.
Four in 10 (37%) respondents said they would avail of free 

counselling if they had access to it, underscoring the real increased 
need for mental health support across the country.  Aviva undertook 
this study to inform and support the launch of Aviva Family Care* 
which is available to new and many existing income protection, life 
and specified illness customers.  This added benefit provides mental 
health support with free counselling services to customers and their 
families, including their parents. 
Future priorities
As regards future priorities for the year ahead health, mental 
wellbeing and family are firmly to the fore over career progression.  
The top five personal priorities included doing more exercise/getting 
fit at 82% (83% women, 81% men), looking after mental health at 
70% (73% women, 61% men).  More family time is more important for 
men (77%), and women at 68% (overall 66%), whilst improved diet 
came in at number four for 61% (66% women, 61% men) of people.
Commenting on the study, Richard Jones, Aviva Life & Pensions, 
said: “Our claims data consistently shows that mental health issues 
account for more claims than cancer when it comes to income 
protection claims.  With the worrying increase in stress and anxiety 
levels that we are seeing across the country this year as a result of 
the outbreak of Covid-19, we are urging those in employment to take 
steps towards protecting their mental health and their ability to earn 
an income.  
“A sincerely worrying trend is that 35% of people think they will 
survive on the State Disability payment of €203 per week if they 
were off sick long term, due to mental health or another specified 
illness. 17% would rely on their partner and only 17% have enough 
savings for one year.   These expectations are in stark contrast to the 
reality we see every day.  In 2019 alone, we paid out an average of 
€3,000 each month per claimant - that’s €100,000 over three years 
- to customers who have income protection policies with us.  Most 
claims last an average of five years, with many greatly exceeding 
this timeframe.  These are real figures representing real people and 
highlight the fact that things can and do go wrong in certain peoples’ 
lives.  This underlines just how important it is to have the right cover 
in place should someone find themselves without their income due 
to illness, which is an ever more present worry for today’s workforce.
“The research findings highlight that Covid-19 has increased many 
peoples’ stress and anxiety levels.  A person’s mental health is a 
critical part of their overall wellbeing and has an enormous impact 
on how they function in their daily lives.  However, one of the key 
positives that we can take from the research findings is that there 
is a much higher awareness that mental health needs to be minded 
as much as our physical health.  This was clearly evidenced in the 
response to the top personal priorities, with self-care and well-being 
ahead of a focus on career and work,” 
About Aviva Family Care
*Aviva Family Care offers many customers who have an income 
protection, life or specified illness policy with Aviva access to free 
counselling and psychotherapy services.  Our professional team of 
psychologists will provide support to those who feel overwhelmed, 
stressed or anxious, feeling down, depressed or lonely, need help 
managing the emotional impact of life events, developing coping and 
behavioural skills, struggling with a bereavement or those wishing to 
address relationships and self-esteem concerns.
Early intervention can be a critical factor in recovery and Aviva Family 
Care offers a simple, quick and confidential solution to support its 
customers.  It is also available to our customers’ spouse or partner 
and children up to the age of 18 (23 if in full time education).  Patients 
under 18 years of age are supported with a single assessment 
session during which they will benefit from a formal diagnosis.  
At the end of the consultation, the practitioner psychologist will 
make recommendations and support the patient as well as their 
carer/guardian/parent to access specialised services.  Log onto 
avivabroker.ie or speak with your account manager to learn more.
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In the latest PowerTalks, 
Economist Jim Power, gives his 
personal assessment of the US 
Presidential election and what 
Joe Biden’s Presidency means 
for the world, the US and Ireland.

Election 2020 possibly the most important in generations
It is generally accepted that US Election 2020 is possibly the most 
crucial presidential election in generations, if not in US history. In 
2016, Donald Trump upset the odds and came to power without any 
real political pedigree. During his tenure, he has been extremely 
divisive and has exposed and exploited the very real divisions 
in US society. He also adopted a very confrontational approach 
to international relations and had a very fractious relationship 
with former international friends and allies of the US. He pushed 
a strong nationalistic, inward looking agenda, and arguably did 
serious damage to the US’ longstanding status as leader of the 
free world. 
He tapped into something in the US, and delivered what his 
supporters wanted him to deliver, as evidenced by the fact that 
he garnered considerably more votes in 2020 than in 2016, and 
he was only narrowly defeated. If President Trump had been re-
elected, the possibility is that free from the shackles of election, 
Trump would have thrown caution to the wind in his second term 
and really moved to push the various agendas that dominated his 
first term. This would not have been good for global trade, global 
growth, or global political stability. It may have been good for the 
US economy, but would have further increased divisions in the 
US, and further damaged the international political order. A Trump 
victory would also have given further belief to the nationalistic 
leaders and movements that are being nurtured around the world.
The election of Biden may not result in the reversal of these 
trends, but perhaps it might just slow some of them down. It is also 
important to bear in mind that Biden won narrowly, and on 20th 
January next he will take over a very divided and fractured country.
Trump leaves a mixed legacy
Somewhat unusually for a politician, President Trump delivered a 
considerable amount of what he promised to deliver. He has cut 
corporation and incomes taxes; he cut red tape for business; he 
has clamped down on immigration and some of the ‘wall’ has been 
constructed; he has taken on China in an aggressive manner; 
and he has sought to re-negotiate or pull out of trade deals. He 
also packed the Supreme Court with conservative judges. On 
the other hand, he has failed to resolve the healthcare crisis; he 
has failed to rein in the US trade deficit; and the national debt 
has widened dramatically during his presidency, not helped of 
course by COVID-19. This health crisis exposed the real lack of a 
social safety net in the US, and the need for massive investment 
in infrastructure.
Trump was basically anti-free trade and anti-globalisation and 

did not believe in multilateralism. He took the US out of the Paris 
Climate Accord, and is in the process of taking it out of the WHO. 
The UN and NATO could have been next. 
In terms of his management of the economy, arguably President 
Trump presided over a relatively good period for the economy, 
at least until COVID-19 struck. In 2017, GDP expanded by 2.2%; 
in 2018 by 3.2%; and in 2019 by 2.3%. This year GDP growth 
is forecast to decline by 4.3%, and to expand by 3.1% in 2021. 
Without COVID-19, GDP would have been expected to grow by 
around 3% this year. COVID-19 has certainly taken the gloss off his 
economic legacy, but his handling of the crisis has not been good. 
Of course, he is not unique in that respect.
In the third quarter of 2020, the seasonally adjusted annualised 
growth rate expanded by a massive 33.1%. President Trump 
latched on to this number in the final days leading up to the 
election. This annualised growth number is basically calculated by 
raising the quarterly growth rate to the power of 4. Q3 growth was 
obviously exaggerated by a rebound from a very weak Q2 as a 
result of COVID. The reality is that growth in the third quarter was 
2.9% lower than a year earlier, and was 3.5% lower than the final 
quarter of 2019. 
The labour market performance under Trump was strong, at least 
until 2020. At the end of 2019, the unemployment rate was down 
at a historic low of 3.5% of the labour force. This jumped to 14.7% 
in April, and gradually declined thereafter to 7.9% in September. 
Total employment in September was still 10.4 million jobs lower 
than in February. 
President Trump was good for the US economy, and despite the 
damage inflicted by COVID-19, his strong vote and ultimately 
narrow defeat were largely due to his economic management. The 
exit polls showed that the economy was the most important issue 
for many voters, and Trump was seen as a good choice by a large 
segment of the electorate. 
President Trump was good for the equity markets. The cut in the 
corporation tax rate from 35% to 21% boosted corporate profits 
and share buybacks. The domestic economic performance was 
also quite good. Between 1st January 2017 and polling day on 
3rd November 2020, the S&P 500 gained 49.1%. The gains would 
likely have been considerably higher but for COVID-19. 
What might we expect from a Biden Presidency?
The new President Elect, Joe Biden, who is now 77 and will be 78 
by the time of the inauguration on 20th January, came in to this 
election with a long and experienced, albeit not particularly strong, 

PowerTalks...
Sleepy Joe no more
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political pedigree. 
President Trump argued during the campaign that Biden would 
succumb to the wishes of the left and dramatically expand the 
role of government and do untold damage to business. This is 
somewhat ironic, as Trump has overseen a massive increase in 
Government involvement in the economy since COVID hit. 
These accusations about Biden are not likely to materialise. Biden 
has been a centrist all of his political career and is not likely to 
radically shake up the economic or political landscape. It would 
not be in his nature. His Vice-President Kamala Harris on the other 
hand, would possibly be more radical if she were to assume the 
presidency for some reason.
The big question now is what we can expect from a Biden presidency. 
The platform on which he built his 2020 election campaign was 
titled ‘Build Back Better’. This basically revolves around fostering 
economic recovery; improving infrastructure; bringing broader 
benefits to lower income communities and minorities; improving 
education, R&D, and the skills of the workforce; and creating a 
greener economy and society. 
This overall agenda is set to include some of the following:
l A €2 trillion investment in Green Energy to radically cut carbon 

emissions. This would be bad for the oil industry and fracking 
and would fly in the face of Trump’s environmental policies 
over the past 4 years. From a global perspective this would 
be good, and he will probably also re-engage with the Paris 
Climate accord.

l A significant increase in long-term infrastructure investment, 
which would have a significant fiscal multiplier effect. This would 
start to correct four years of under-investment in infrastructure. 
This expenditure would be funded by tax increases, with his 
tax changes targeted to raise $1.4 trillion over his 4-year term.

l His tax policies include an increase in the corporation tax rate 
from 21% to 28%; higher income taxes for those earning over 
$400,000; and higher capital gains taxes for the very wealthy. 

l An increase in the Federal Minimum Wage from $7.25 per hour 
to $15 per hour.

l More support for small business, through grants and other 
mechanisms.

l Universal pre-school education; tax credits for childcare; and 
free public university education for families who earn less than 
$125,000 per annum. 

l He seems to believe in a soft form of protectionism. This could 
involve bringing supply chains back home by adopting a 
‘made in America’ government procurement policy; tightening 
of the rules on labelling of products; and the use of US steel for 
transport projects.

l He would likely promote multilateralism and seek to rebuild 
the damaged relationship with the EU and other countries. 
However, give the popular support for Trump’s approach 
to China, he is unlikely to row back significantly on the tariff 
regime with China, or indeed the fractious relationship between 
the US and China that gathered momentum during Trump’s 
presidency. However, Biden is an internationalist, and hopefully 
he will seek to rebuild the damage done to US international 
relations over the past 4 years. This would be good for global 
trade, global growth, and perhaps global political stability.

l He would likely adopt a more constructive approach towards 
immigration, although he will have to be mindful of the popular 
support for some of Trump’s approach to immigration. 

What might it mean for equity markets?
The aforementioned agenda does not look radical, and in fact 
looks very sensible from an economic and societal perspective. If 
implemented, this agenda should be good for the US and indeed 
the global economy. Traditionally, equity markets have tended to 
perform better during Democrat presidencies. It may not be as 
clear cut this time, given the elevated level of US equities.

It is estimated that the proposed corporation tax changes could 
trim S&P earnings by 9%, which would not on the face of it be 
good for equity markets. However, the investment programme in 
infrastructure, the Green economy agenda, and some of the other 
policies should benefit growth in the economy, and consequently, 
be good for equity markets. 
There is some speculation that anti-trust laws could be used to 
address the tech sector. However desirable this might be, the 
markets would most likely not like it. Time will tell.
Biden will not find it easy
For President-Elect Biden, the implementation of his agenda will 
not be straightforward. The US is set to run a budget deficit of 
close to 16% of GDP this year, and the national debt is at record 
highs, equivalent to 106% of GDP. On the current trajectory it 
could hit 200% of GDP by 2050. The need for fiscal constraint 
could become a strong political pressure point over the coming 
years. In addition, without control of both houses, the power of any 
president is seriously curtailed. 
The Outgoing House of Representatives (435 seats) was controlled 
by the Democratic party. The Democrats had 232 seats; the 
Republicans had 197 seats; 1 Libertarian; and 5 vacant seats. 218 
seats are required for a majority. The Democrats have maintained 
control of the House.
The Senate is controlled by the Republican party, who have a 
majority of 6. There are 100 seats in the Senate. The Republicans 
have 53; the Democrats have 45; and there are 2 Independents. 
Despite high hopes in the Democratic party, the Republicans have 
maintained control of the Senate. 
The House of Representatives and the Senate are equal partners 
in the legislative process. Legislation cannot be enacted without 
consent of both chambers. The division of Congress will make it 
difficult for Biden to pursue his agenda, but this is the norm rather 
than the exception in US political life.
The Supreme Court is also controlled by conservatives, which will 
make it more challenging for a Democratic president. Perhaps the 
biggest issue of all for Biden is the fact that Election 2020 has really 
highlighted just how dangerously divided the US is.
For Ireland
Arguably, a Biden victory would be better for Ireland than another 
4 years of President Trump.
l If the corporation tax rate is increased from 21% to 28%, this 

will make Ireland even more attractive for US multi-national 
investment. Given that post-Brexit, Ireland will be the only 
English-speaking country in the EU (excepting tiny Malta), so it 
could benefit from Biden’s tax policies. 

l Biden will likely engage more constructively with the EU, which 
would be good for bilateral trade, which would be good for the 
small, open, Irish economy.

l In the context of Brexit, Biden would be better for Ireland. The 
speaker of the House, Nancy Pelosi, has said that the House 
would not ratify a UK-US trade deal, if the UK exit from the EU 
undermines the Northern Ireland peace process. Biden agrees 
with this perspective. 

Biden also has Irish heritage, so his general approach to Ireland is 
likely to be warm and positive. 
The views expressed in this article reflect those of Jim Power and are for 
informational purposes only. They do not represent the views of Aviva. Jim 
Power’s views may change.
Aviva Life & Pensions Ireland Designated Activity Company, a private company 
limited by shares. Registered in Ireland No. 165970. Registered office at One 
Park Place, Hatch Street, Dublin 2, D02 E651. Aviva Life & Pensions Ireland 
Designated Activity Company, trading as Aviva Life & Pensions Ireland and 
Friends First, is regulated by the Central Bank of Ireland. Tel (01) 898 7950.
Aviva Insurance Ireland Designated Activity Company, trading as Aviva, is 
regulated by the Central Bank of Ireland. A private company limited by shares. 
Registered in Ireland No. 605769. Registered Office: One Park Place, Hatch 
Street, Dublin 2, Ireland, D02 E651.

“In the context of Brexit, Biden would be better for Ireland. The speaker of the House, Nancy 
Pelosi, has said that the House would not ratify a UK-US trade deal, if the UK exit from the EU 

undermines the Northern Ireland peace process. Biden agrees with this perspective. Biden also 
has Irish heritage, so his general approach to Ireland is likely to be warm and positive.”
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The Aviva Commercial Property Team has won the ‘Property 
Manager of the Year’ at the 2020 Irish Pensions Awards.  

Commenting on the team award, 
Suzie Nolan, Head of Property Fund 
Management at Aviva said:
“I am exceptionally proud of the team 
for winning this award two years in a 
row, and three years out of four.  It is 
independent recognition of the strength 
and calibre of both the Fund and the 
in-house Property Fund Management 
Team.  During a very challenging year, 
the Team has gone to great lengths to 
continue to drive and protect value for 
our policyholders, which is reflected in our peer group leading 
returns.  The judges very kindly summarised our work ethic by 
saying ‘this firm impressed us with its strong examples in the 
property arena, showcasing excellence in the market they are 
clearly passionate about, and that they truly understand’.  It is 
fantastic to have our knowledge of and passion for property 
recognised again at the Irish Pension Awards this year.”
Aviva also picked up the Communications Award.  

Commenting on the team award, 
Teddy Daly, Head of Life Marketing at 
Aviva said: “We’re delighted that our 
partnership with brokers to reassure our 
clients during a period of unprecedented 
uncertainty was recognised by the Irish 
Pensions Awards, with the judges saying 
‘This firm clearly stepped up to the plate 
in 2020 at a time of extreme pressure, 
going above and beyond to effectively 
communicate with its market, at a time 
when strong and diverse communication 
channels were needed more than ever.’ Congratulations to the 
team at Aviva.”

Congratulations to our partners Legal & General Investment 
Management and Aviva Investors for picking up the awards for 
‘Passive Manager of the Year’ and ‘Alternatives Manager of the 
Year’ respectively.

Aviva picks up two awards at 
the 2020 Irish Pension Awards State Street Corporation has announced that it has appointed 

Richard F. Lacaille to the newly-created role of senior 
investment advisor and has promoted Lori Heinel to global 
chief investment officer for State Street Global Advisors.
In his new role, Lacaille will provide enterprise-wide leadership 
of the company’s Environmental, Social and Governance (ESG) 
solutions, services and thought leadership across all of State 
Street’s businesses. Lacaille will report to Ronald O’Hanley, 
chairman and chief executive officer of State Street Corporation. 
For many years, State Street has been at the forefront of 
innovation across its businesses, developing best-in-class ESG 
capabilities including reporting and analytics tools,premier 
academic research, and investment solutions and products.  
With client demand for ESG servicing, guidance and investment 
solutions continuing to increase, Lacaille will ensure State 
Street’s ESG efforts and strategies are well-coordinated and 
optimized to serve clients’ evolving needs. 

“With more than two decades of leadership at State Street 
Global Advisors and his role as chair of State Street’s executive 
corporate responsibility committee, Rick is absolutely the right 
leader to take our firm’s ESG efforts to the next level,” said 
O’Hanley. “We believe ESG considerations drive long-term 
value for investors, and will only become increasingly more 
important as drivers of return and risk. Rick and his team have 
developed innovative strategies to help thousands of institutions 
and intermediaries world-wide and the millions of people they 
serve. His background, combined with his holistic view of our 
strategy and strong client focus, ideally positions him for this 
new role.”
Lori Heinel, who joined State Street Global Advisors in 2014 as 
chief portfolio strategist and has served as deputy global chief 
investment officer since 2016, will assume the role of global chief 
investment officer. She has been a driving force for a number 
of key initiatives across the business including implementing 
consideration of financially material ESG issues throughout 
the investment process. In her role, Heinel will oversee the 
full spectrum of industry-leading investment capabilities from 
index funds and ETFs to active, multi-asset class solutions and 
alternative investments. She will lead an investment team of 
more than 600 professionals globally. Heinel will report to Cyrus 
Taraporevala, president and chief executive officer of State 
Street Global Advisors. 
“Lori taking the reins as global chief investment officer will bring 
to fruition years of succession planning,” said Taraporevala. 
“Lori is a change leader who I believe is strongly positioned 
to lead State Street Global Advisors’ Investments team, as we 
continue the investment innovation which has been a hallmark 
of our strategy for decades.”
Lacaille and Heinel will assume their respective new roles by 
March 31, 2021 after a careful and deliberate transition.

State Street Announcements

Rick Lacaille Lori Heinel

FOR SALE
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INSURANCE BROKERAGE
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Equality, Diversity and Inclusion (EDI) in the workplace is 
relevant to all industries.  This industry moved ahead of 
the pack with Insurance Ireland’s ‘Diversity and Inclusion’ 

report (June 2019) coming before the murder of George Floyd 
brought the issue into sharp focus across the globe.  
Insurance Ireland’s report highlighted the need for change and 
set out the benefits of greater Diversity and Inclusion (D&I).  
More recently, the Central Bank of Ireland’s (CBI) ’Thematic 
assessment of Diversity & Inclusion in Insurance firms’ 
report (July 2020) found that the majority of Insurance firms 
“have a significant way to go in ensuring their organisations 
are sufficiently diverse and inclusive”.  The CBI calls for the 
industry to adopt D&I measures that are built on an outcome-
focused strategy and a future-ready implementation plan.  The 
CBI states that such plans should be annually reviewed by 
the  board and include minimum-level measures such as clear 
objectives, implementation targets, timelines, ownership and 
deliverables. 
Aon Ireland (aon.com/ireland) started its D&I journey before 
the Insurance Ireland and the CBI reports.  The company is 
one of the first financial institutions to achieve a Silver award 
for ‘Investors in Diversity’ - Ireland’s first EDI performance 
accreditation, which is supported by Ibec and the DCU Centre 
of Excellence for Diversity and Inclusion.  Aon partnered with 
the Irish Centre for Diversity (ICFD: irishcentrefordiversity.ie), 
which works with organisations across Ireland to transform 
workplaces into equitable and inclusive environments.  ICFD 
provided a holistic framework that went beyond ticking boxes, 
to embed EDI in everything the company does.  
Aon’s EDI experience

“Our global CEO, Greg Case, has been 
quoted as saying that ‘at Aon, diversity is 
counting heads and inclusion is making 
heads count’ – that narrative sends a 
clear message to our colleagues about 
how seriously we take equality at Aon” 
- Oisín Ó’Gógáin, Aon Ireland HR 
Director
We recognised it was not sufficient to 
be diverse by default and have made a 

conscious effort to be diverse by design. To achieve that we 
started with educating our leaders (often those who hire or with 
responsibilities for internal talent movement) on the subject of 
unconscious bias. That was the impetus for change and has 
led to the establishment of an EDI charter and the actions we 
have taken in recent years.
Our sponsorship of the Irish Women’s Rugby team and the 
Women’s Rugby World Cup presented us with an opportunity 
to showcase Aon’s commitment to EDI very publicly. Getting 
behind the team as an organisation, and more importantly 

supporting the greater cause of gender diversity, has been a 
point of pride. Like most organisations, we are not perfect, but 
visibly taking the right actions has been appreciated by our 
colleagues.
We chose to partner with Irish Centre for Diversity (ICFD) due 
to a combination of track record, expertise and colleague 
experience.  ICFD’s presence became more well-known to 
Aon colleagues through their attendance at Aon-sponsored 
events, such as the DiveIn festival in 2018 and 2019. 
Decisions relating to diversity should be fact driven. We took 
time to understand the correlation between diversity and 
innovation/productivity. We look at diversity from the lenses of 
our colleagues, who value difference/innovation at work, our 
clients, who increasingly want us to have teams and individuals 
to match their needs, and stakeholders, who understand that 
greater diversity drives improved financial performance. It’s a 
formula that doesn’t fail.
Visibility and advocacy from leadership sets the tone for 
organisational culture and diversity becoming more default 
than design. Start with what you can commit to – set up a charter 
of activity and build on it each year. Seek out colleagues who 
are passionate about EDI and support them in achieving the 
company goals.
Our employee engagement score in the area of EDI is 
consistently one of our highest areas of engagement. Recent 
internal surveys have shown that our EDI efforts have made 
colleagues feel more involved and included at Aon, as they 
can see we are collectively putting in the work to make Aon an 
even more inclusive employer. 
investors in Diversity
‘Investors in Diversity’ accreditation offers a structured 
framework to transform practices and culture across three 
tiers:
l Bronze - builds a foundation to embed EDI across 

organisational systems
l Silver - internal survey opens dialogue to assess the 

sense of fairness and belonging from team member 
perspectives.  Provides an overview of strengths and areas 
for development and gives benchmarking against other 
organisations

l Gold - demonstrates D&I across leadership; policies, 
procedures and processes; recruitment, retention and 
progression and impacts on external diversity 

Aon is working towards Gold accreditation and as Ireland 
matures into its modern multiculturalism, the Insurance Industry 
can look ahead to tackling one of the biggest challenges set 
out by the CBI - lack of diversity in the composition of boards 
and executive committees leading to a decreased focus on 
D&I among leadership. 

Clear road in drive for diversity and inclusion
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A broker said to me recently he was unsure as to 
what to do with his clients at present.  COVID 19 has 
mentally distanced many brokers from their market 
at present because of the world’s contact status 
rules. The answer I gave him was to consider asking 
clients what they want  / expect from him now and in 
the future, ie conduct a survey.

If we look at surveys from a high-level, there are really only four 
reasons to conduct a survey:
1. Learn things you don’t know 
2. Validate your assumptions 
3. Get the recipient to validate and recommit to their 

beliefs 
4. Show people you care about their views 
When it comes to growing relationships with your clients and 
turning them into advocates, understanding how well you’re 
performing in their eyes can go a long way towards assuring 
retention, generating new business and referrals. In fact, as a 
service provider, client satisfaction is the key to your long-term 
success. According to Harvard Business Review, surveyed 
clients are three times more likely to open new accounts and 
add assets, while being 50% less likely to defect.  They may 
also be more likely to provide quality referrals. And if some 
clients are dissatisfied, you’ll at least know the areas you need 
to improve upon.
A client survey will help you measure their specific perceptions 
of your service and monitor their changing needs. 98% of 
consumers don’t bother to complain to a serving company. 
They do however to others (your competition) so it makes 
real sense to regularly survey your clients to check how you 
are doing. It also shows them you are not taking them for 
granted and that you consistently want to know their concerns 
and wishes. According to a 2019 Microsoft report, 89% of 
consumers want companies to ask them for input, so doing 
so makes sense. One reason I would suggest you survey your 
clients is that client expecations and needs have changed so 
much in recent months.  The new COVID created world has 
caused many to reflect on all aspects of their lives – their 

health, their income, their investments, their security and their 
family security and wellbeing.  Confidence has been shaken 
and people now have different values and with that, new 
expectations.  For many fear of loss is now more important 
than promise of gain. It would be very helpful for you to know 
their new outlook.  
Another point is that many of your client’s have advanced their 
technological skills in the last eight months.  They have had 
the time to browse the internet and social media and search 
for information like never before. They have been able to 
easily access updates from other sources/experts. One of my 
broker client’s told me recently that she could not get over how 
much more aware an older client was of the current market 
conditions.  She was asked questions, she felt, that would never 
have occurred to her client before. When she complimented 
her client on the quality of their understanding and questions 
the client admitted they’d been reviewing information online 
and educating themselves. 
Surveys can be conducted in many ways, for example, 
via email, a telephone call, Facetime, a Zoom call, Text 
messaging and the written word. Personally, I think email 
is probably the best.  People are more reflective when 
completing a form via the written word (typed in this case) plus 
its easier to forward afterwards.
Another point worth noting. Social media is playing a very 
crucial role in branding activities. A dissatisfied client is free 
to express his/her view on a medium that is accessible to 
countless others. One negative review can do irreversible 
damage to you and your reputation. So, survey their views and 
respond. Remember, at a later stage, you can also use the 
positive comments or feedback you receive as success stories 
or testimonials.
By sending the same survey at staggered intervals, you can 
compare results and establish whether or not the changes 
you have made are working. You can also use the opportunity 
to personally contact specific clients after receiving their 
feedback. You could do this to delve deeper into the areas 
they highlighted as areas they would like more focus on in 
the future while also announcing the changes you’ve made 
following their recommendations. 
See sample questionnaire on following page.

CLIENT SURVEYS 
and their VALUE?

by Dermot McConkey, Development & Training Limited

 “According to Harvard Business Review, surveyed clients are three times 
more likely to open new accounts and add assets, while being 50% less likely 

to defect.  They may also be more likely to provide quality referrals.”
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Here’s a sample investment client satisfaction questionnaire you could use. 
(If you want samples for more general ones, email me at dermot@mcconkey.ie and I’ll forward them to you.  

Investment Client Satisfaction Survey

Name: _____________________________________________

In order to better meet your investment needs and to enhance the quality and effectiveness of our products and services, we are asking you 
for your feedback. This short survey allows us to gain insight into the strengths of our business, as well as to target areas for improvement. Our 
objective is to continue to offer you the best possible product selection and the highest levels of customer service. As our valued client, we 
sincerely appreciate you taking a few minutes to complete this survey. 
Overall Satisfaction 
1. How would you rate the following aspects of our practice? 

Excellent Good Adequate Poor

Ability to meet your financial needs or objectives
Quality of our investment products and services
Level of client service
Our communication processes

Financial Needs 
2. How would you rate our effectiveness in meeting your financial needs and goals? 

Excellent Good Adequate Poor
Taking the time to get to know your needs
Evaluating your risk tolerance, investment time horizon 
and other investment concerns
Working with you to set appropriate financial goals
Providing you with the best products and services to 
achieve your goals

3. What are the most challenging financial concerns you currently face and how well are we addressing them? 

4. Are there financial concerns, issues or events that we have not yet addressed? 
Yes:__ No: __ If yes, what are they and how can we help? 

Investments 
5. How would you rate your satisfaction with the investments recommended by us? 

Excellent Good Adequate Poor
Performance of your investments
Level of risk associated with your investments
Understanding of the investments you own
Effectiveness of the features and / or benefits offered 
in your investments

Communications
6. How do you rate our ability to communicate effectively with you? 
Excellent:  (    ), Average:  (    ), Poor:  (    )

7. How frequently would you like to be contacted by our practice? 
Monthly:  (    ), Quarterly:  (    ), Half-yearly:  (    ), Annually:  (    )

8. With what method would you prefer that we communicate with you? 
Phone: (    )  Email:(    )  Face to face: (    ) Other: ____________________________________

9. How would you rate the quality of service of our staff? (If relevant)
Excellent Good Adequate Poor

General courtesy of staff
General staff knowledge
Phone manner
Promptness of response to queries
Ability to handle questions
Overall rating of their service

10. We would appreciate any additional suggestions regarding how we could improve our products and services. Thank you for your time!
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Pictured launching Light Up A Life, the annual Christmas 
appeal at Our Lady’s Hospice & Care Services in Harold’s 
Cross are:  Brian O’Neill, Head of Communications, Brand 
& Sponsorship at Aviva Ireland, Doireann Brophy (aged 4), 
North Circular Road and Audrey Houlihan, CEO, Our Lady’s 
Hospice & Care Services.

The Our Lady’s Hospice & Care Services Light Up A Life 
event, sponsored by Aviva Ireland, will take the form of a virtual 
ceremony this year due to Covid-19. The event is the most 
important fundraiser of the year for the Hospice and this is the 
first time that the event will not take place at Harold’s Cross in its 
28-year history. With fundraising  income expected to be down 
by at least 30% at the Hospice, it is appealing for support from 
the public and from businesses. 

Light up a Life sponsored by Aviva

Ecclesiastical is giving 120 different charities in Ireland and 
the UK an early Christmas gift of a £1,000 donation, with 

10 winners announced each weekday from the 7th to 22nd of 
December.
At Ecclesiastical, giving back is at the core of its business 
and this year will not be any different as the specialist insurer 
launches this year’s ’12 Days of Giving’ campaign. Given 
the current climate and challenging circumstances charities 
are operating in during the ongoing public health crisis, this 
campaign provides vital funds at a time that donations are 
needed more than ever. If you are involved with or support a 
registered charity, nominate them so that they might benefit from 
this great initiative. 
It’s quick and easy to nominate a charity online. Nominations are 
open from the 9th of November to 21st of December and you 
can vote for your favourite charity at www.movementforgood.
com/12days 
Winners will be drawn at random – and while it is not a popularity 
contest, the more times a charity is nominated the more chance 
it has of being selected. Ecclesiastical is encouraging everyone 
to use their social media channels to ask people to vote for 
their favourite charity to give them the best possible chance of 
winning. Details of last year’s successful projects can be viewed 
on the Ecclesiastical.com website. For further information, visit 
the Ecclesiastical website.

Ecclesiastical giving £120,000 to charities 
in Ireland and the UK as part of annual 
12 days of giving Christmas campaign

Many thanks to all those who entered our Apple iPad 
competition in our October issue.  The response  was 
fantastic and we would like to thank all those who entered 
the competition. All entries have been included on our 
complimentary Digital Mailing Service  to receive a personal 
copy of Irish Broker  each month  in Digital format. 
Congratulations to our lucky winner Siobhan Briscoe, the  
first name pulled out of the hat.   Siobhan is Head of Personal 
Insurance and Compliance at Travers & Co Insurances Ltd, 
7 Upper  Main  Street, Arklow, Co. Wicklow. Siobhan is 
pictured here with her prize. Happy Christmas Siobhan!!

Irish Broker Apple iPad 
Competition - Winner Alright! 
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O
Compiled by Frank Lahiffe, Lahiffe & Associates, Public Affairs & Political Communications

Digest
ireachtas

Mortgage Issues
I very much welcome the announcement by 
the Minister for Justice that she is introducing 
amendments to the personal insolvency 
legislation to make changes to thresholds of 
access and means of access. I appreciate 
that the provisions were reviewed as 
recently as 2017 but, since then, some of the 
categories, such as insurance, have become 
considerably out of kilter and out of step with 
actual costs - Senator Mary Seery Kearney 
(FG, Taoiseach’s Nominee). 
--------------------------------------------------------
Microfinance Ireland rescheduled 616 
Performing Loans during March and April 
2020. The terms of the restructure were 
6 months repayment free without any 
additional interest accruing, and the loan 
extended by 6 months. Of these 616 loans, 
114 loans have been further restructured 
- Tánaiste and Minister for Enterprise.
--------------------------------------------------------
There is an exemption from CBI’s macro-
prudential mortgage measures – in respect of 
the LTV restriction on mortgage borrowers – for 
those in negative equity who wish to purchase 
a new home. This means that the mortgage 
shortfall remaining after a person sells their 
existing home can be added to the balance 
of the new mortgage for a new home and that 
the macro-prudential deposit requirements 
will not apply to that new mortgage - Minister 
for Finance.
--------------------------------------------------------
Where a lender refuses a mortgage 
application, the CMCAR requires that the 
lender must inform the consumer without 
delay of the refusal. In addition, the Code 
requires that the lender must clearly outline to 
the consumer the reasons why the credit was 
not approved, and provide these reasons on 
paper if requested - Minister for Finance.
--------------------------------------------------------
The ‘Tutty Report’ on PCPs recommended 
that further consumer protections in relation 
to PCP agreements should be introduced; in 
particular, it recommended that the provisions 
of the CPC, which require lenders to assess 
the suitability of the product for the consumer 
and also the ability of the borrower to repay 
the debt over the duration of the credit 
agreement, should be extended to HP and 
PCP agreements. This will require legislation 
and the Minister has obtained Government 
approval to draft a Bill - Minister for Finance.
--------------------------------------------------------
In regard to borrowing costs for other 
customers in our banking system here, 
whether they be business customers or 
mortgage borrowers, the statistics show 
that borrowing costs here are higher. We 
have been given various explanations as 
to why that is the case. When it comes to 

mortgage rates, they are falling, which is to 
be welcomed. There is some competition and 
new entrants are coming into the Irish market. 
I would encourage all consumers to shop 
around. There are probably around 100,000 
mortgage holders in Ireland who would get 
a better deal by going elsewhere. In many 
cases, they would get a better deal with their 
existing institutions. They should seek to do 
that. That is what will ensure that everybody 
gets the best value from their loans - Minister 
for Public Expenditure and Reform.
--------------------------------------------------------
It is of no benefit to the Government from 
the point of view of sovereign borrowings to 
have interest rates charged to the industrial 
borrower here at higher rates than apply in the 
rest of Europe. We look forward to the banks 
charging the lower rates applicable in the rest 
of Europe - Bernard Durkan TD (FG, Kildare 
North).

Pensions 
My Department has no role in setting the level 
of pension increases received by members 
of occupational pension schemes. Pension 
increases are entirely a matter for the scheme 
trustees and the sponsoring employer - 
Minister for Social Protection.

General Issues
The Programme for Government contains 
a commitment to consider changes to the 
Occupiers’ Liability Act and the Civil Liability 
Act (duty of care) to strengthen waivers and 
notices to increase protections for consumers, 
businesses, sporting clubs and community 
groups. As an initial step in the process, 
my Department is examining international 
practice in the area of occupiers’ liability 
with a view to presenting possible options by 
the end of this year – Minister for Justice.
--------------------------------------------------------
The Law Reform Commission Report on 
Capping Damages in Personal Injuries 
(published on 30 September), considers 
whether it would be constitutionally 
permissible to legislate for capping general 
damages in personal injuries cases. It 
concludes that two possible legislative 
models – the current Judicial Council Act 2019 
model and another based on Australian and 
English legislation – could be constitutionally 
permissible. This is a complex area of law 
and my Department is currently assessing 
the Report with a view to presenting options 
for progress to the Government by the 
end of the year – Minister for Justice.
--------------------------------------------------------
Data shows there has been an increase in 
the pattern of flooding in the River Shannon 

over the last 60 years and there is categorical 
evidence that the floods are getting bigger. 
These events threaten homes, farming 
lands and businesses and erode the 
quality of life in rural Ireland and jeopardise 
its very existence. It is time there was a 
single agency tasked with management of 
all aspects of the River Shannon – Sorca 
Clarke TD (SF, Longford/Westmeath).
--------------------------------------------------------
The Programme for Government lays out 
specific commitments aimed at addressing 
consumer and business concerns on the 
cost of insurance. These include increasing 
transparency; reviewing duty of care legislation; 
looking at how to further enhance the role of 
PIAB; minimising the scope for questionable 
claims; and increasing competition 
in the market – Minister for Finance.
--------------------------------------------------------
Recent CSO data indicates that the cost of private 
motor insurance is now a third cheaper than at 
its peak in July 2016 – Minister for Finance.
--------------------------------------------------------
Following approval by Government, a sub-
Group of the Cabinet Committee on Economic 
Recovery and Investment was formed 
and has held its inaugural meeting on 30 
September and identified a number of key 
deliverables to be progressed before the end 
of 2020. Insurance reform is a key priority 
issue for the Government and our officials 
are working to ensure that progress is made 
in this policy area – Minister for Finance. 
--------------------------------------------------------
In relation to the provision of insurance by 
the State, I would be cautious about the 
introduction of such schemes for a number 
of reasons: any State insurance scheme 
would be required to comply with the same 
prudential rules as private companies, 
thereby meaning that the cost would need 
to reflect the risk involved; there is no reason 
to believe that the State would be any better 
at managing risks than private firms, and 
therefore be in a position to provide insurance 
more affordable; such an approach could 
actually decrease competition, with insurers 
potentially discontinuing certain lines if there 
is a view the State will insure these risks 
instead, particularly for market segments 
considered as unprofitable. This would 
reduce competition, potentially increasing 
the cost of premiums – Minister for Finance. 
--------------------------------------------------------
My Department has begun to examine 
recommendations for personal injury 
claims with a view to presenting options 
for progress by the end of the year. This 
important work builds on our Programme 
for Government commitment to prioritise 
reform of the insurance sector and tackle 
insurance costs – Minister for Justice.
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The sudden shock of the Covid-19 pandemic has had a 
seismic impact on the Financial Services sector, affecting 
insurance businesses’ entire operations, from financial 

planning and cashflow to people management and technology. 
With the real impacts of Brexit yet to be fully recognised, it is a 
fair comment to say that 2021 will be a very different trading year. 
We have to date, experienced a candidate-led marketplace. I 
expect 2021 to have a pendulum swing to its polar-opposite, 
where organisations are further sense-checking every investment 
made in talent and every hire is a calculated, considered one. 
In various conversations we have had with our clients at 360 
Search, the 3 key topics this year were people, cost management 
and the use of technology. Organisations are looking to agile 
operating platforms to better support changes in consumer 
habits. With traditional methods of trading being set aside, 
firms are upskilling even the most tech-resilient to digital based 
channels. 
We have invested in some data analytics to ensure we are 
keeping up to speed with changes in our markets.  Our findings 
are based on LinkedIn activity over the past 12 months up until 
November 2020 to give us a real-time view of the industry. 
Interestingly, the gender split of male to female in 2020 sits at 
46% female, to 54% male in 2020, which is a 1% increase in 
female representation on last year ( There is 95% coverage of 
this talent pool. Less than 1% could be identified as another 
gender identity, so we have shown gender composition using 
only male and female data points). Other findings are around 
people frequency of changing roles, which gave us a 1.9 year 
median tenure. ( This statistic covers role changes within existing 
organisations ) This figure, again is slightly lower than 2019. 
Across our business and in discussion with varying levels of FS 
candidates, we have seen a general hesitancy from middle to 
junior levels, as a lack of confidence in what the future holds 
and the uncertainty of what lies ahead for carriers and brokers 
remains. The old adage of “last in and first out” has impacted this 
demographic greatly. Senior executives, brokers, compliance, 
business development and actuarial markets are upholding well 
with movement continuing in these areas. 
Naturally, given 2021 is a year of considered cost and outlay, a 
move from permanent to both interim and long-term contracts 
can be expected, and this offers both the employer and 
employee greater flexibility. 
New Brexit entrants that we have supported, who have relocated 
to Ireland, have found creative ways of navigating their trading 

through a number of joint ventures being agreed or with smaller 
brokers, with agencies already in place, being purchased.  2021 
will bring further M&A activity and further amalgamation. 
Work from home options are also now being forecast into 2021 
with over 73% of our clients citing with a rotation of staff working 
a week in the office, or two days on site and three days working 
from home.
Remote working has enabled many people in very technical 
verticals, such as actuarial, compliance and underwriting to 
move back home and out of Dublin, or Southside Dublin where 
many of these roles have traditionally been available. This is an 
interesting development in how people will now access new 
opportunities outside of Dublin. 
We have also kept a track of some of the industry’s leaders, on 
who has been hiring and current attrition rates. Note, again we 
have obtained this data by calculating LinkedIn’s activity and 
moves being made during 2019/2020. 
Should you wish to discuss this article, please contact 
Lynda Barnes on lbarnes@360search.ie for a confidential 
consultation. Phone 01/6344990
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2020 review of talent trends & looking into 2021

“Given 2021 is a year of considered cost 
and outlay, a move from permanent 

to both interim and long-term
contracts can be expected.”

Lynda Barnes, Director, 360Search
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All eyes were on Padraig Harrington as the Ryder Cup Captain took part 
in the Pat Treacy Memorial Team Event in Slade Valley Golf Club on 

Saturday 12th of September.
Pat, who passed away suddenly in January 2019, was a very active member 
of Slade Valley GC and Past President of the IBA.
An Uncle of Padraig’s wife Caroline, Pat along with his family and friends 
would travel on tour with the pro golfer starting way back with his first Major  
event in 1997.
The event which was proudly sponsored by Ken Treacy and Mark Pringle 
(QuickQuotes.ie/Landmark Insurance) and Patrick Treacy (Pat Treacy 
Insurance Brokers) was played as a Champagne Scramble with over 
40 teams competing. It was no surprise to anyone that Team Harrington 
(Padraig, his son Paddy and 2 of his friends) took the spoils when the scores 
were counted with a terrific 108pts.
 The sponsors would like to thank Padraig for attending on the day in Pats 
memory and hope to see him back to defend the title next year!

Pat Treacy Memorial Golf Event, Slade Valley GC 

The late Pat Treacy, right, who was an avid golf fan, holds aloft the 
famous Claret Jug which Padraig won in 2007 and also 2008. 

Ryder Cup Captain and 3-time Major winner, Padraig 
Harrington tees it up on the first hole.

Pat’s sons… Ken (left) and Patrick, 
joint sponsors of the event.

Mark Pringle, Quickquotes.ie/
Landmark Insurance, joint sponsors.

Winners of the event, Padraig and son Paddy Harrington with team mates.


