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Promoting, Supporting and Representing Irish Insurance and Financial Brokers

THE 24 April 2021 was a landmark day in the 
history of personal injuries in Ireland, with the 
introduction of the long-awaited Personal Injuries 
Guidelines, intended to bring about and guide 
the reduction of Irish personal injury award 
levels, such that they will fall into line with other 
jurisdictions.

Minister for Justice Helen McEntee has 
commented on the significance of this step on the 
road to meeting the government’s commitment 
to more affordable insurance and ensuring the 
aim, in time, of boosting competition in the Irish 
insurance market.  

Let us join the Minister in hoping that a reduction 
in the level of personal injury awards achieves 
the impact so critical for Irish businesses. The 
President of the Law Society has expressed 
concern that the insurance industry has 
triumphed at the expense of the ordinary citizen, 
blaming victims and their solicitors whilst reaping 
enormous profits. Insurers have an opportunity 
now to demonstrate that this criticism was 
unwarranted.  

The government is to be supported for the 
steps it has taken as regards insurance reform 
and should be warmly encouraged to take the 
additional steps needed to ensure that the job is 
completed, whatever the opposition.  The drive 
to ensure that more claims are disposed of at 
PIAB is of course a critical element of this, as far 
too many claims are being litigated through the 
courts.  And what about our courts? Legal costs 
constitute a significant chunk of the cost of claims 

– put bluntly, too large a chunk. Some thought 
must be given to addressing the factors that feed 
into this.  

A reduction in the quantum of awards ought to 
ensure that fewer claims are dealt with in the 
High Court and therefore fewer senior counsels’ 
brief fees incurred – and straight away, a four 
or five figure sum will come off the cost of 
many claims, an instant win. But a flick through 
the most recent report of the National Claims 
Information Database reveals a significant issue 
that doubtless contributes to the cost of claims: 
on average, injury claims processed through the 
courts, whether settled or heard, experienced a 
“settlement delay” from date of accident of 4.7 
years.  Between 2015 and 2019 this delay had 
lengthened. This seems extraordinary and it is 
not the fault of insurance companies.  

It is hard not to conclude that an eye really ought 
to be cast over our legal system and consideration 
given to whether it is functioning as it should. The 
time it takes to conclude personal injury claims 
and the costs that litigants incur suggest that it 
may be in need of reform to enhance operational 
efficiency. A well-functioning legal system is a 
critical element of making Ireland more attractive 
to new entrants to the insurance market, which 
doubtless take account of this when considering 
whether to do business in the Irish market. 
Currently, this is a box with an “x” against it, rather 
than a tick! 

Insurance Reform
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TRACK

WHILE the landscape remains dominated by Covid-19, it’s 
imperative that we continue to evolve and are forward thinking 
in our planning so that when economies start to recover, 
we are not on the back-foot and are prepared for this new 
emergence.  Optimism in a post-Covid-19 world is key to future 
growth and part of this process is continuing to mentor the 
next generation of Broker through supporting a new cohort 
of emerging talent within our industry.  More than ever, we 
need to be equipped with the right skills and competencies 
for whatever this ‘new norm’ is likely to bring.   

The Insurance Practitioner Apprenticeship is recruiting for 
Autumn 2021 and there are up to 100 apprenticeship places 
available on this years’ programme. The programme provides 
Brokers with a unique opportunity to access and develop a 
talent pipeline to help drive a new generation of Broker and 
secure our business proposition into the future.  Integrating 
younger workers along with experienced, seasoned 
professionals in any industry is a practical and dynamic 
approach to any succession planning.

Covid-19 has undoubtedly made it more difficult to recruit 
Brokers for the 2021 programme and this is understandable 
given the challenges that businesses have endured in recent 
times. However, the Insurance Institute in conjunction with 
LIA are reassuring Brokers who might be interested in getting 
involved this year, that they are on hand to support them 
through the entire recruitment, induction and training process. 
A range of support measures and resources have been put in 
place to enable both employers and apprentices to continue 
training and complete their apprenticeships despite the 
challenges of a pandemic and remote working. 

The Government’s Apprenticeship Incentivisation Scheme 
which was introduced last year enables employers who 
takes on an apprentice to avail of a €3,000 grant subsidy.  
The academic element of the apprenticeship which is 100% 
Government funded provides a significant cost training 
incentive to employers.  There is also an option whereby an 
existing employee can take part in the programme which can 
work well for Brokers who have staff members who are keen 
to progress to the next stage of their career or obtain formal 
qualifications.   

Established in 2016, The Insurance Practitioner Apprenticeship 
was the country’s first degree apprenticeship which was born 
out of a desire to future proof the insurance sector. Recruitment 
and retention of staff had become a significant issue and there 
was an apprehension around the future of the industry and the 
potential for a major skills shortage. Insurance itself was also 
changing – new technology and innovation meant there was a 
need for new knowledge and for new skills. 

The ‘earn and learn’ programme set out to provide our 
industry with access to new talent – since then these new 
recruits have proven themselves to be highly ambitious and 
dedicated individuals who are committed to building a career 
for themselves within the insurance sector. 

To date, the feedback from Brokers involved in the programme 
has been hugely positive and is testament to its success. 
Many employers have credited the programme with breathing 
new life into their brokerages (please see Broker’s first-hand 
experiences on pages 30 and 31) with many also surprised at 
the ease of embedding new apprentices into the structure 
of their organisation. The programme is designed to equip 
employers with the right staff, who have the right skills and 
provides the right environment to nurture potential during the 
formative development stage of an insurance professional. 
With support from both The III and LIA, employers also directly 
select and recruit the apprentice, so can find an individual best 
suited to their brokerage’s culture and ethos.  

The programme is run in partnership with IT Sligo with 
apprentices working full time for an insurance employer, with 
one day per week devoted to online lectures. 

Commenting on the apprenticeship programme, Paula Hodson, 
Director of Education and Development at The Insurance 
Institute said: “If there is one lesson this past year has taught 
us, it is that there are no certainties in life or in business – 
none of us can be sure as to what is around the corner and 
so we must focus on ensuring we are prepared for what might 
lie ahead. The Insurance Practitioner Apprenticeship provides 
our sector with a pipeline of talent – talent that meets the 
regulatory requirements and has the skills needed for the 
challenges of today and tomorrow.  

The Government has given us 100 places on the programme 
all of which are 100% academically funded. For any Broker 
who is looking to future proof their business and obtain highly 
skilled staff then, there are huge savings to be made in the 
areas of training and development.”

The Apprenticeship Consortia Steering Group (CSG) (which 
includes Broker & Broker Ireland representation) keeps up 
to date on best practice in terms of apprenticeships across 
Europe and regularly seeks input from counterparts in other 
countries who operate similar programmes. The sustainability 
of the programme for the long term progression of the industry 
and its workforce will continue to be at the forefront of CSG’s 
remit. 

If taking on an apprentice is something that you haven’t 
already considered, the timing couldn’t be better to recruit 
a motivated, enthusiastic employee who can help enhance 
your brokerage and deliver new ideas and vibrancy to your 
business. In this time of uncertainty, the apprenticeship has 
the potential to provide our industry and your business with a 
bright and sustainable future.  It represents an opportunity to 
ensure that the longevity, growth and prosperity of our sector 
is futureproofed in building the next generation of Broker. 

Securing Our Proposition Into The Future -
The Next Generation Broker
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Diarmuid Kelly, CEO Brokers Ireland
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LINDA, can you tell us a bit about yourself and your 
career to-date?
Certainly, I’m Joint Managing Director of First Ireland 
and joined the insurance industry almost 39 years ago in 
1982.  I’ve spent my entire career in Insurance Broking, 
and in First Ireland I have been blessed to work with a 
very dynamic team.  With my colleagues, I’ve thoroughly 
enjoyed adapting to the ever-changing business 
environments.  
I’m married to Cathal and we have two daughters, Lauren 
and Megan.

What motivated you to take on the Presidency of The 
Institute?
My primary motivation for taking on the president’s role 
is that I have been a member of The Insurance Institute 
since I started working and I have always identified with 
their mantra of educating, inspiring, and connecting 
members of our industry. When I joined the insurance 
industry back in the early 80’s I had a mentor who was in 
no doubt about the importance of professional education. 
In hindsight, that encouragement at the early stages of 
my career was significant, which is why I am so keen on 
encouraging ambitious young people in the industry to 
not stop after their entry level exams, but to continue on 
with their journey and study for advanced qualifications. 

Why are these qualifications so important?
I have heard so many of my predecessors talk about 
the positive impact of professional qualifications and 
lifelong learning on their confidence, and I really identify 
with that. It’s not just the learning, it’s the calmness that 
you get from knowing that you have a strong grasp of 
the fundamentals of your profession. A role like mine 

presents a continuous stream of challenges. Although the 
nature of those challenges changes, the core principles 
that I have absorbed through my studies on both the life 
and general sides of our business, continue to serve me 
and our clients very well. 

Finding the time can’t have been easy?
You’re right, the combination of studying, working, 
parenting, not to mention trying to fit in some sort of 
social life, presents a serious challenge and I’m often 
asked today how I manage to fit everything in. The 
key is time management really which for me meant 
developing a ‘very early morning’ habit.  I have always 
been reasonably well organised and that’s a big help. 
It’s essential to make sure that all the time you spend at 
the books counts. In that regard, I’m very impressed with 
the learning supports and study plans that The Institute 
now provide for all their students. These supports have 
been developed by educational experts who have the 
student’s success at the heart of everything they do. 
Using feedback from both members and best practice 
guidelines, these supports aim to help all those studying 
create the structure that is so important in maximising the 
value of their time.

So what’s new in The Institute in 2021?
The most significant event in The Institute this year is the 
launch of the Higher Diploma in Insurance Management. 
Previously referred to as the Management Diploma 
in Insurance, or MDI, the programme is now a Level-8 
and has been recognised on the National Framework 
of Qualifications. This development is a very significant 
addition to our schedule of academic programmes and is 
a major step forward in our attempts to move our students 

“It’s not just the learning, it’s 
the calmness that you get from 
knowing that you have a strong 
grasp of the fundamentals of 
your profession.
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up the qualifications curve, which is of fundamental 
importance to our Industry. 

The early-stage qualifications such as the Accredited 
Product Advisor (APA) and the Certified Insurance 
Practitioner (CIP) are more about the student absorbing 
information and technical detail, and while that’s 
really important, the Higher Diploma is at a much 
different level. The programme is very much about the 
development of higher-order learning, problem-solving, 
critical thinking, and presenting information logically 
and coherently. These are the skills we need to build 
in our future leaders and the necessary skills to help us 
as an industry navigate through what we expect will be 
challenging and uncertain times.

The programme structure is very different from what 
our students will have experienced in the past as it 
now includes online lectures, live streamed tutorials 
and has replaced the written exam with a combination 
of ongoing assignments and multiple-choice tests. 
I think this is a significant step forward. For a start, it 
means you have to get engaged with the programme 
from the outset and “cramming” your work into the 
last quarter is not an option.  The assignment system 
forces you to space out your efforts over the full term 
of the programme, leading to a much better and more 
rewarding student experience. It also does away with 
the need for written exams which often don’t do you 
justice. If you are not at your best on the day, it can be 
hard to get all your thoughts and ideas onto the page 
within the time limits. I think the assignment approach 
is much fairer, and I am not at all surprised to hear that 
these changes have received such positive feedback 
so far.

Has your involvement in the Institute and other 
Industry bodies helped you in your career?
I can’t overemphasise how helpful my involvement 
with The Institute and other industry bodies has been 
throughout my career. It has allowed me to build a 
network that has been really valuable. In fact, I can’t 
think of any job in this industry that wouldn’t significantly 
benefit from having a network of contacts, friends and 
confidantes. 
I would have been a frequent attendee at the CPD 
lectures in Pearse Street, and I have always enjoyed 
both the lectures themselves and the opportunity 
to meet and catch up. Of course, the lockdown has 
deprived us all of that opportunity to “connect” 

physically as the face to face lectures, like the dinners 
and charity events, are on hold for the present. There 
is, however, a strong sense of community in the virtual 
world with The Institute’s CPD webinar series. I am 
delighted to hear that they have 4 figure attendance 
numbers logging in each week.  Indeed they are so 
popular that The Institute’s end of year figures show we 
all did more CPD in 2020 than we ever did and well 
over the hours required for regulatory purposes.

So, Linda have you a final message for members?
There is no doubt that this crisis is going to continue 
to bring about changes in the ways that we all think 
and work. It makes me proud to see how smoothly The 
Institute coped with the challenges of 2020 and the 
progress made in digitalisation, in order to continue to 
deliver its core products and services during this time. I 
will be doing everything I can to ensure that we build on 
this success and continue to deliver on our commitment 
to our members this year as you are all an extraordinary 
example of commitment, professionalism, and solidarity 
in the face of adversity.

Linda Gallagher was recently appointed 
President of The Insurance Institute
She spoke to Irish Broker about her role, education, what’s new 
in the Institute and other issues in 2021

“The most significant event in The Institute this year is  the launch of the 
Higher Diploma in Insurance Management. 
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Central Bank and Financial Services and 
Pensions Ombudsman publish reports
MARCH saw the publication of two important industry 
reports, with the Central Bank of Ireland (CBI) publishing 
its Consumer Protection Outlook report for 2021 on the 
29th of March and the Financial Services and Pensions 
Ombudsman publishing its annual report and overview of 
Complaints for 2020 on the 30th March.

The Central Bank’s outlook report sets out the priority 
areas that the Central Bank will be focusing on in 2021 
to ensure firms are meeting required standards.  From an 
intermediary point of view, the Central Bank have indicated 
that they will:

 z Complete their review of differential pricing practices 
in the Irish private car and home insurance markets.

 z Undertake a thematic review on the use of telematics 
in the insurance industry and commence a review of 
how the ongoing suitability of long- term life-assurance 
products are monitored.

 z Progress resolution of business interruption insurance 
issues arising from COVID-19 by ensuring firms adopt 
a customer focused approach, taking into account 
relevant court judgments.

 z Implement an enhanced risk-based sectoral 
supervisory strategy for the retail intermediary 
sector with a focus on reporting obligations, key risk 
indicators and known conduct issues.

 z Continue their substantial review of the Consumer 
Protection Code. They will publish a public 
consultation in 2021 seeking views and evidence to 
inform this review.

 z Continue to act as a robust gatekeeper in 2021 by 
rigorously assessing applications from firms that wish 
to provide financial services in Ireland.

The intermediary sector is classed as low risk under the 
Probability Risk and Impact System (PRISM), Brokers Ireland 
believe that based on this classification that the principle 
of proportionality should be applied to the intermediary 
sector with regard to compliance with the regulations, 
codes, guidelines, and expectations the Central Bank sets 
for the firms it supervises.

The review of the Consumer Protection code is a key 
priority for Brokers Ireland over the coming year.  Brokers 
Ireland will continue to highlight that the current “one 
size fits all” approach of the Consumer Protection Code 
2012 is not appropriate and does not work in practice. We 

believe that there should be separate CPC requirements 
for lenders, product providers and brokers, with chapters 
addressing the specific requirements of each sector.   

Whilst acknowledging the Central Banks role as “gate 
keeper” members continue to provide feedback that the 
authorisation process is in no way proportionate to the size 
and complexity of the vast majority of intermediaries.  The 
same authorisation process is applied to existing authorised 
trading firms who are either adding an authorisation or 
changing from a sole trader to a limited company as to 
that of a new entrant.  The Central Banks timeframe for 
processing applications is 90 working days but members 
continuously advise that applications are taking over 9 
months so we welcome the Central Bank’s comment that 
they will evolve their approach to gatekeeping to further 
enhance and streamline the process for applicant firms.  

The Financial Services and Pensions Ombudsman annual 
report outlined that their office received 5,395 complaints 
in 2020 and closed 6,193 complaints.

Breakdown of complaints received. 
 z 56% of complaints (2,782) related to banking products, 

with mortgage complaints accounting for 1,389 
complaints to the FSPO in 2020.

 z 32% of complaints (1,579) received related to insurance 
products.

 z 6% of complaints (278) received related to investment 
products.

 z 4% of complaints (179) received related to pension 
schemes.

 z In 600 of the complaints received, the complainant 
identified Covid-19 as an element of their complaint.

In respect of Intermediary complaints, 293 (5.4% of total 
complaints) new Broker complaints were received in 2020.  
323 Broker complaints were closed (30 complaints had 
been carried over from previous years) 

The highlights are as follows:
Dispute Resolution Service (DRS) Clarification 82
DRS Settlement 58
Investigation Resolution 4

Adjudication Resolution
Upheld 1
Substantially Upheld 2
Partially Upheld 9
Rejected 13

The continued low level of complaints received and upheld 
by the FSPO in respect of the intermediary sector is an 
endorsement of the services provided by intermediaries to 
their clients.  We believe that this is an important marker 
and that the Central Bank should take this into account 
when dealing with the intermediary sector.  

“The continued low level of  complaints 
received and upheld by the FSPO in 
respect of  the intermediary sector is  an 
endorsement of the services provided by 
intermediaries to their  clients.

Elizabeth Smith Wright, Brokers Ireland
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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.

For more details go to  https://wwwbline.ie/myretirement-pathfinder

Supporting Brokers and their clients
in the Retirement Journey

RETIREMENT INCOME FUNDS

When we launched our Retirement Income Funds at the beginning of last year it was because we identified that 
there is a defined difference between requirements for funds in the pre-retirement and post retirement space 
with different requirements and challenges accordingly.

There are four Irish Life REPS ranging from lower-risk, where more of the portfolio is invested in cash and bonds, to higher-risk where 
more is invested in shares. This means that if you are a low-risk, medium-risk or high-risk investor there is an Irish Life REP that may suit 
you.

The funds are designed to provide peace of mind for investors in retirement. Based on an investor’s attitude to risk, they will have a 
specific risk rating between rating 1 (Safety First) and risk rating 7 (Very Adventurous). Each of our Irish Life REPS is designed for a 
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Royal London’s purpose-driven and 
mutual ethos reflected in plans

Noel Freeley, CEO, 
Royal London in 
Ireland 

With continued support to Financial Brokers and customers in Ireland a priority
What’s happening: Supporting grieving 
families and helping people to be prepared 
Helping people become better prepared for 
death - emotionally, practically and financially 
- is a fundamental part of living well.

ROYAL London has launched a book, How to Die Well, 
that offers support for anyone dealing with death. It 
provides information on subjects ranging from end-of-
life planning, settling estates and arranging a funeral, 
to saying goodbye to loved ones, coming to terms with 
the final farewell and coping with grief. 
The aim of this book is to equip people with the tools 
they need to talk openly and honestly about death – 
and help prepare themselves and their loved ones.
Noel Freeley, CEO of Royal London in Ireland 
commented, “In our business, we see the enormously 
helpful impact making financial plans can have to 
support families for many years after losing a loved one. 
We also, unfortunately, often see the consequences 
of a reluctance to talk about death and dying with 
loved ones. Very sadly, it can lead to end-of-life wishes 
going unexpressed and unfulfilled, as well as creating 
additional stress for family members who are already 
dealing with grief. 
“Royal London wants to help people be better prepared 
– emotionally, practically and financially – and 
encourage society to have more honest conversations 
about death. 
“We conducted a survey last year with over 1,000 
people in Ireland and 74% said they had regrets to one 
extent or another when it comes to what they did, or 
didn’t, say to a loved one before they passed away. 
This shows the importance of communication and 
we hope that this book helps people to have those 
conversations.”
How to Die Well will be available via libraries (when 
possible) and is free to access online. Royal London 
is providing copies to key charities and organisations 
working with diverse communities in Ireland and the 
UK in the field of death, end-of-life planning, grief and 
loss. Financial Brokers can also get copies to share 
with their clients, as appropriate. 
How to Die Well follows on from Royal London’s digital 
exhibition ‘Lost for Words’. Through video interviews 
and original portrait photography shot by Rankin over 
the summer of 2020, household names such as Jarlath 
Regan, Gloria Hunniford and Konnie Huq, amongst 
others, shared their personal stories of bereavement in 
the hope of inspiring open conversations about death.
You can read the eBook on Royal London’s website: 
www.royallondon.ie/how-to-die-well

What’s happening: Helping create financial 
resilience on a wider level 
Changemakers Programme: is there a social 
enterprise in your community that could 
benefit? 

Royal London believes it has a mutual responsibility 
to help people prevent, prepare for and recover from 
life’s shocks. 
Noel explained, “Through our products and services, 
and our choice to only sell through Financial Brokers, 
making sure people have access to personalised 
advice, we help people build their financial 
resilience. To expand on this, we’ve launched a new 
Changemakers Programme.
“Our new Changemakers Programme will focus 
on creating, developing, and investing in social 
innovations that can build people’s financial resilience 
to life shocks.”
A life shock can be described as a major life event 
which can have a deep and detrimental impact on 
a person’s life. These include personal shocks like 
bereavement, serious illness, separation or divorce, 
and job loss, but also societal shocks such as Covid-19 
or the effects of a transition to a low carbon economy. 
Such changes happen quickly and can affect anyone. 
They can have a rapid and lasting impact on peoples’ 
financial stability. 
Noel continued, “By leveraging the strength and scale 
of our parent company and working with key partners, 
we aim to find and support individuals and social 
enterprises across Ireland and the UK to develop and 
scale up potential solutions. These social enterprises 
will receive grants and business support from industry 
experts to help them achieve their goals.
“The pandemic has escalated some of society’s 
inequalities. We’re hoping to help the social 
entrepreneurs on this programme offer valuable 
assistance to vulnerable groups, which will help 
support them out of further financial hardship.” 
Recruitment for existing social enterprises began on 19 
April 2021 through The School for Social Entrepreneurs. 
The first cohort of changemakers will be announced in 
June. 
If you know of any potential changemakers in your 
communities, please encourage them to apply. More 
information and details on how to apply can be found 
on Royal London’s website: www.royallondon.ie/
about-us/changemakers

What’s happening: Investing in the future 
of women’s rugby through new Lions 
sponsorship 
Increasing awareness of Royal London’s 
purpose-led approach

In March, Royal London announced a new partnership 
with The British & Irish Lions, becoming the Official 
Pensions, Investment and Life Insurance Partner of the 
Castle Lager Lions Series.
Alongside this, driven by its mutual ethos in a changing 
society, Royal London is the ‘Principal Partner’ of the 
Women’s Lions Programme. 
Through this partnership, Royal London is investing 
in the future of women’s rugby in Ireland and the UK 
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by supporting research and analysis that could help it 
continue to grow. Royal London will fund and participate 
in a feasibility study which will examine whether a Lions 
women’s team could be formed.
Noel commented, “For Royal London, this is an 
excellent opportunity to demonstrate our purpose in 
action. We believe in the power of acting in collective 
interests and want to be part of positive change. By 
combining the power of the Lions and Royal London 
to explore whether a Lions women’s team could be 
established, we aim to make a positive impact on the 
continued success of women’s rugby.
“Over the summer, the plan is to really work through 
what a women’s tour would look like, and then come 
out in the autumn with a recommendation.”
As a ‘Global Partner’ of the 2021 Lions series, Royal 
London will receive a comprehensive range of in-stadia 
rights, pitch branding and kit branding rights, as well as 
access to Springbok and Lions players and coaches.
Noel said, “We’re really excited about the upcoming 
Lions tour in South Africa. Sport has been impacted by 
Covid-19 so it’s great to be able to support the Lions to 
deliver the Castle Lager Lions Series. 
“The Lions team brings together people across Ireland 
and Britain to inspire and achieve something great. I 
look forward to this unique sporting event and I hope 
you and many of your clients do too.”

What’s happening: Continued focus on 
offering leading protection products with 
valuable features 
Making it easy to recommend protection to 
clients

Noel concluded, “We’re committed to the broker 
community and the customers you help protect. We 
want to make it easy for you to do business and get 
more people the protection cover they need, when 
they need it. That’s why we’ve a continued focus on 
regularly improving our products and ensuring we 
always offer excellent service. 
“We’ve grown our market share consistently over the 
last few years but we’re not resting on our laurels. 
We have more product and service enhancements 
planned throughout the year and look forward to 
sharing all the details with you.”
For more information on any of Royal London’s 
recent offers and developments, please get in touch 
with your Broker Consultant or Case Manager.
Details are also available on royallondon.ie/brokers

CONSISTENT with its goal to place sustainability at 
the centre of its investment approach, Mercer has 
committed to a target of net-zero absolute carbon 
emissions by 2050 for UK, European and Asian clients 
with discretionary portfolios and the majority of its 
multi-client, multi asset funds domiciled in Ireland. This 
represents a combined EUR 36.7 billion in assets under 
management as at 31 December 2020. To achieve 
this, Mercer plans to reduce portfolio relative carbon 
emissions by at least 45% from 2019 baseline levels 
by 2030.
The commitment aligns with targeting a 1.5 degree 
Celsius limit on global temperature increases and the 
Paris Agreement’s ambitions.
Niall O’Sullivan, Chief Investment Officer of Mercer 
Europe & Asia, the Middle East and Africa (AMEA), 
commented: “We are committing to investing for a 1.5 
degree scenario because robust analysis tells us it is in 
the best financial interests of our members and clients. 
Another contributing factor is the increasing demand 
for a rigorous and measurable approach to climate 
change investment that we see from pension scheme 
members as well as clients.
“The target is underpinned by our well-established 
climate change beliefs and scenario analysis over 
multiple years and is supported by a climate transition 
plan. We are confident that through preparations 
completed across asset classes emissions in our funds 
can be reduced while delivering on our investment 
objectives.”
Rob Meaney (pictured), Responsible Investment Lead 
for Mercer Ireland, added: “As leaders in sustainability 
across research, advice and solutions, taking such 
a significant step on behalf of our clients excites us, 

and is part of our global roadmap to 
supporting clients to achieve net-
zero.”
Following a climate transition plan, 
Mercer will be working closely with 
its appointed investment managers 
to identify and manage a staged 
emissions reduction plan, oversee 
portfolio allocations to climate 
solutions, and steward an increase in transition capacity 
across the funds. The firm recently made a similar 
commitment for its Australian Funds and the Mercer-
managed investment options within Mercer Super.
Progress on absolute emissions and carbon intensity 
reductions will be monitored annually – together with 
analysis on transition capacity and allocation to ‘green’ 
solutions – using the Analytics for Climate Transition 
(ACT) tool, launched by Mercer in November 2020.
“Our proprietary Analytics for Climate Transition (ACT) 
tool helps set a transition pathway and position portfolios 
for change. Identifying high carbon companies with 
limited potential to become low carbon over time, 
right through to identifying those companies that are 
already low or zero carbon forms part of this analysis. 
This assessment allows us to engage with companies 
on their ability to support our zero emissions target and 
manage high carbon risk,”said Mr. Meaney.
For further information on solving investor challenges 
with sustainability in mind, please visit our website.

Mercer Global Investment Solution Roadmap
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THIS year Brokers Ireland’s pre-budget submission 
has four key components.  There is a focus on 
incentivising investment in ESG products by way of tax 
reduction.  In recent years the EU has led the way with 
the introduction of measures to stimulate responsible 
investment. We have seen the Sustainable Finance 
Disclosure Regulations (SFDR) coming into force for 
the industry this year.  In our submission we propose an 
incentive scheme for personal investments where if they 
are made exclusively into funds qualifying as ‘ESG’ or 
equivalent they would attract a reduced rate of exit tax 
at 33%, instead of the standard 41% rate.    

We propose that to participate in the scheme, life 
assurance companies would be required to offer a 
separate category of ‘ESG’ investment bond policies. 
The investor in an ESG policy would be required to 
select only from the set of ESG funds on offer from the 
provider, and switches during the life of the policy could 
only be made within this group. The only exception to 
this would be the inclusion of a cash fund in the eligible 
mix, as investors should have the option of temporarily 
de-risking their positions without making an encashment 
from the policy.

We also address the issue of the 1% Life Insurance levy, 
calling for its abolition.  The introduction of the 1% stamp 
duty levy on life assurance premiums came into effect 
from April 2009 in a bid to raise revenue to address the 
serious decline in the public finances at that time. 

In our submission we propose that the 1% levy on 
life assurance premiums is abolished.  Firstly, this 
levy increases the cost to individuals of protecting 
themselves and their families through life assurance 
and serious illness cover by increasing their premiums 
by 1% over and above what they would otherwise pay. 
Secondly it amounts to a 1% confiscation of savings and 
investments and specifically targets policies issued by 
life assurance companies. It also distorts the domestic 
savings and investment market since it does not apply 
to deposits, direct investment in property, stocks and 
shares, or collective investment funds. Finally, when 
it was introduced, it was understood that it would be 
reviewed. Other emergency measures introduced at 
that time, such as the pension levy, the PSPR reduction 
in public service pensions and USC rates/bands have 
either been removed or significantly modified.

The third strand of Brokers Ireland pre-budget 
submission relates to the equalisation of DIRT and LAET 
rates. The life assurance exit tax rate and DIRT rates 
became delinked from the standard rate of income tax 
from April 2009 when the rates were linked to the then 

CGT rate. By 2014 the DIRT and exit tax rates had both 
increased to 41%. Following Budget 2017 the DIRT rate 
was reduced in 2% annual steps to the CGT rate of 33% 
by 2020, but the exit tax rate has remained at 41%.  We 
believe there is no logical reason why deposit interest 
should be taxed at a lower rate than returns from 
savings and investment policies/collective investment 
funds or why returns from life assurance investment 
policies/collective investment funds should be taxed at 
a rate higher than the prevailing CGT rate which applies 
to direct investment in similar assets.

The final component of our submission addresses the 
issue of pensions’ equalisation between the public and 
private sectors. There are considerable inequities in 
the tax treatment or public and private sector pension 
arrangements. 

To resolve some of these inequities we propose the 
following measures:

 z Increasing the €115,000 earnings limit on tax relief 
on personal contributions;

 z Allowing private sector workers with DC benefits 
likely to be in excess of the threshold limit to also 
use the s787TA encashment option before taking 
those benefits;

 z Linking the multipliers used to value DB pensions for 
the threshold limit to open market annuity rates at 
the time of retirement;

 z Providing a facility for private sector workers with 
retirement benefits in excess of the threshold limit 
to pay the chargeable excess tax in instalments 
from their ARF over 20 years, with outstanding 
instalments written off on death within the 20-year 
repayment period.

Our pre-budget submission and our communications 
strategy around it form an important opportunity for 
Brokers Ireland to raise issues of concern to Brokers and 
this year is no different in that respect. 

Working to Influence Change 
Brokers Ireland Pre-Budget 2022 Submission

“In our submission we 
propose that the 1% levy on 
l ife assurance premiums is 
abolished.

An important aspect of Brokers Ireland mandate is to ensure that we effectively represent 
Brokers by keeping our members interests firmly on the agenda of Government departments 
and key public representatives.  As it’s almost that time of the year again when the houses of the 
Oireachtas take summer recess until September, we are again preparing for the forthcoming 
2022 Budget which will be announced in October this year by the Minister of Finance. 
Rachel McGovern, Director Financial Services, Brokers Ireland
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WHETHER it’s an ancient castle, a stately home, museum, 
antique furniture or a priceless art collection, when you are 
arranging cover for your customer’s historic assets, it’s not 
just the policy cover that you need to consider, it’s also the 
additional solutions a specialist insurer offers to protect our 
precious heritage, prevent loss and damage and preserve it 
for future generations.

As we all know, the real value of an insurance policy will 
only be fully determined when something goes wrong and 
your customer’s property is damaged.  This is precisely 
the time you don’t want your customers concerned about 
the adequacy of their sums insured or the application of 
Average.  Ensuring the cover is adequate to pay for the 
repairs or replace any damaged property is therefore 
essential.  Historic buildings are very different to modern 
buildings mainly because of their construction and their 
unique features.  It should therefore come as no surprise 
that calculating appropriate and adequate rebuilding or 
restoration costs can be challenging.  While the onus is 
on the policyholder to determine how much to insure their 
property for, as a specialist Heritage insurer, Ecclesiastical 
offers a buildings valuation service.  This provides our 
customers with an assessment of the rebuilding cost of their 
heritage property.  Accepting the Ecclesiastical valuation 
will result in the removal of the Average clause and gives 
our policyholder the peace of mind that the sum insured 
is sufficient to reinstate the property in the event of a total 
loss.

Most specialist Heritage insurers focus intensely on loss 
prevention and risk management and will organise for a 
specialist risk management surveyor to visit the property 
to assist in the identification of hazards which could cause 
damage and losses.  The intention being to protect the 
property into the future.  There is certainly a financial 
incentive for insurers to prevent losses, but at Ecclesiastical, 
we see the protection of heritage and its preservation for 
future generations as being of primary importance.  And if 
you think preservation of heritage, the link to our history, 
isn’t important to society, just consider the emotional 
reaction of people all around the world, who looked on in 
horror as news of Notre Dame Cathedral in flames flashed 
up on their TV’s, phones, iPads or whatever.  They weren’t 
merely mourning the loss of the building, they were actually 
grieving the loss of the heritage.  So for historic properties, 
risk management and loss prevention are key additional 
services. 

The policy cover provided by a specialist Heritage insurer 
tends to be wider than that offered on regular household or 
commercial policies and it is specifically tailored for historic 
buildings and their contents.  Additional benefits will vary 
and should include covers for costs associated with, for 
example;

 z The Planning & Development Act. This additional 
benefit provides for the costs of meeting conditions 

made by a local authority or planning authority under 
this legislation and imposed, after an insured event.  

 z Archaeological costs.  This covers archaeological 
costs that may follow an insured event, for example the 
analysis by conservation bodies of the original fabric of 
the building should it become exposed by the damage.

The claim stage is where the real value of the insurance 
policy is determined.  And because they are different, 
historic buildings will require a different response in 
the event of damage, particularly extensive damage or 
destruction.  As a specialist Heritage insurer, Ecclesiastical 
employs advisers who have expertise in dealing with losses 
in historic properties.  We also understand the need for our 
policyholders to engage architects, engineers, surveyors 
and contractors with conservation expertise.  We recognise 
that the use of certain materials, which although suitable for 
use in a modern building, may not be appropriate for an 
historic building and in fact, may even cause it problems in 
the future.  It may cost more to reinstate these buildings in a 
particular way, but to prevent future damage and to protect 
them, we believe it’s vital that it’s done properly.

The Internet of Things (IOT) is bringing the fully connected 
world closer and is set to transform how insurance will 
operate into the future.  At Ecclesiastical, we are innovating, 
piloting deployable IOT technology for loss prevention, 
to protect insured assets and exposures on Heritage 
properties.  This combines the installation of a range of 
fast acting sensors with real time monitoring.  The data 
generated by these is analysed by the technology and 
can identify issues at a very early stage or predict where 
losses may occur.  This allows the owners or managers of 
properties to intervene early, act to prevent or minimise 
damage and protect the property.

Measures deployed include; 
 z sensors that measure heat generated by the electrics, 

as this indicates the danger of a fire  
 z sensors fitted to machinery and plant to identify the 

danger of power surges or fires  
 z sensors that detect water leaks at a very early stage
 z air sampling sensors which measure temperature and 

humidity are fitted in rooms containing valuable and 
delicate artefacts

 z sensors in kitchen ducting that evaluate grease levels 
so cleaning can be arranged at an appropriate time.  

Heritage clients preserve our nation’s history and culture 
for future generations, so when it comes to protecting what 
really matters, they deserve a Heritage specialist.  With 
our Heritage experience and expertise, Ecclesiastical is 
a specialist Heritage insurer, providing brokers and their 
clients with specialist insurance solutions, risk management 
expertise as well as unrivalled service.  Contact us today on 
01 619 0300 for a quotation or go to ecclesiastical.ie for 
full details of our Heritage offering.

Unique and historic properties 
need specialists to protect them

Paul Collins, 
Risk Services 
Manager, Ireland, 
Ecclesiastical

“As a specialist  Heritage insurer,  Ecclesiastical  employs advisers 
who have expertise in dealing with losses in historic properties.  

Azur Group strengthen 
underwriting presence in Ireland 
On the 1st of January Azur Group launched new underwriting 
operations in Dublin Ireland.

Azur Group may not be a familiar name (yet) but our team of 
experts have been underwriting Ultra High Net Worth and High 
Net Worth risks across the UK and Europe for nearly two decades. 

It all began back in 2003 when a team of experienced 
underwriters launched a Private Client division at AIG which 
quickly developed a reputation for excellent underwriting 
service, first class claims service, understanding customer needs 
and market leading products. 

In September 2016, AIG and Azur Group formed a joint venture 
to launch a Managing General Agent (MGA) known as Azur 
Underwriting Ltd. 

The AIG Private Client Group transferred in its entirety to Azur 
Underwriting Ltd and retained full AIG capacity, authority and 
claims handling capability.

Through the combined use of technology and underwriting 
expertise, Azur Underwriting Ltd offer market leading insurance 
solutions and are obsessed with providing great user experiences 
for internal and external customers.

Since the move to Azur Underwriting Ltd the Private Client 
product range has grown from three core products of Private 
Client Home, Motor and Collections to nine, including Ultra Home, 
Smart Home, Collector Car, Niche, Unoccupied and Works.

These products have been designed to respond to the constantly 
changing needs of high net worth customers and to support 
brokers by providing seamless solutions all under one roof.

Azur Group are now looking to replicate similar growth in Ireland 
and across Europe. The launch of Azur Underwriting (Ireland) 
Ltd brings together a team of experts led by Ireland Managing 
Director Robert Coughlan.

Robert brings with him insurance experience from three different 
markets across two continents. His most recent experience was 
managing a large portfolio of High Net Worth customers for a 
Global insurer.

Robert is now leading our team in Dublin and will be responsible 
for managing and growing our existing High Net Worth Portfolio 
by launching new products and expanding local distribution.

The launch in Ireland will fill a gap for brokers by bringing to the 
market local products, local presence, and local knowledge.

Azur Underwriting (Ireland) have launched with High 
Net Worth Home, which offers brokers and their clients 
comprehensive cover including:

• Worldwide all risks cover for your home and personal
possessions

• 50% of the building sum insured automatically given for
general contents cover to help prevent underinsurance

• Personal Cyber cover including social engineering
automatically included (coming soon)

• Family Protect cover automatically included to safeguard your
clients and their families against a range of events, including
aggravated burglary, stalking, acts of terrorism and road rage.

• Legal Expenses automatically included for clients that require
legal advice.

• Warranty free wording

• Personal Travel

Azur Underwriting (Ireland) have plans to launch a further 
two new products this year, Azur Niche and Unoccupied.

Azur Niche is designed for High Net Worth properties that fall 
outside the standard high net worth appetite. The product will 
include all risk worldwide cover and will accommodate:

• History of claims

• Non-standard construction

• Inadequate security

• Clients with past convictions

Azur Unoccupied is designed for high net worth properties that 
are unoccupied due to:

• Pending works

• Pending sale

• Probate
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policy terms. 

2022 will bring further products launches. We have plans to 
work closely with our broker partners to understand their needs 
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Azur Group are committed to growing their footprint in the 
European market and look forward to building on existing 
relationships and establishing new partnerships.
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underwriting presence in Ireland 
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Through the combined use of technology and underwriting 
expertise, Azur Underwriting Ltd offer market leading insurance 
solutions and are obsessed with providing great user experiences 
for internal and external customers.

Since the move to Azur Underwriting Ltd the Private Client 
product range has grown from three core products of Private 
Client Home, Motor and Collections to nine, including Ultra Home, 
Smart Home, Collector Car, Niche, Unoccupied and Works.
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Azur Underwriting (Ireland) have plans to launch a further 
two new products this year, Azur Niche and Unoccupied.

Azur Niche is designed for High Net Worth properties that fall 
outside the standard high net worth appetite. The product will 
include all risk worldwide cover and will accommodate:

• History of claims

• Non-standard construction

• Inadequate security

• Clients with past convictions

Azur Unoccupied is designed for high net worth properties that 
are unoccupied due to:

• Pending works

• Pending sale

• Probate

Unoccupied is a perils-based cover and offered on 3, 6, 9 month 
policy terms. 

2022 will bring further products launches. We have plans to 
work closely with our broker partners to understand their needs 
and design products accordingly. 

Azur Group are committed to growing their footprint in the 
European market and look forward to building on existing 
relationships and establishing new partnerships.

To learn more about Azur Underwriting (Ireland) or how to become a broker partner, please get in touch with 
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THE pandemic has accelerated changes that were already 
underway in the economy.  Big data in a digitised economy 
provide opportunities for firms and providers, but also risks 
and challenges for consumers. Of course, many of these 
opportunities have been seized by businesses across many 
sectors well before the onset of the Coronavirus pandemic, 
including the insurance market. It is crucial however, that 
these opportunities for some do not produce bad outcomes 
for consumers or distort fair competition in the market.
This issue has received growing attention in the past 
number of years, particularly the practice of dual or 
differential pricing, whereby insurance prices are altered or 
calibrated on the basis of a consumer’s price sensitivity or 
price ‘inertia’.
As members may be aware, in September 2019 I wrote to the 
Central Bank requesting an investigation into the practice 
of dual pricing in the insurance market and its impact on 
consumers and competition, submitting my own complaint 
the following month. This culminated in the introduction 
of the Insurance (Restriction on Differential Pricing and 
Profiling) Bill 2021 to the Dáil in January, which will move to 
Second Stage in November of this year. This legislation will 
not only offer greater value and transparency for consumers 
but will also provide an opportunity for insurance providers 
to compete on a level playing field, with a focus on value 
and innovation.
It is my view that the subject of this legislation, the use of 
big data and often opaque algorithms in pricing, will extend 
to other markets in the coming years. For the insurance 
market, that offers an opportunity to lead.
Big Data in the Irish Insurance Market
In an Issues Paper on the Use of Big Data Analytics in 
Insurance published in March 2020, the International 
Association of Insurance Supervisors warned that the use 
of Big Data Analytics for the use of differential pricing:
“Gives rise to many potential concerns including a lack of 
disclosure and transparency in pricing, and issues around 
affordability, inclusion and possibly unlawful discrimination. 
It also raises fairness questions about the potential 
exploitation of customer inertia which is sometimes a result 
of customers having limited time, ability or opportunity to 
shop around for cheaper products. This concern would be 
heightened in cases of vulnerable consumer groups…”
These concerns are real and must be addressed. With 
regards to transparency in pricing from the use of big data, 
concerns have also been raised by the European Insurance 
and Occupational Pensions Authority. 
In a Thematic Review published in 2019, EIOPA noted that 
pricing algorithms are now being applied to new data 
sources; including web searches, online buying behaviour 
and social media activity accessed from third party searches.
This new vista brings its own risks to customers and 
competition that must be responded back to by legislators 
and regulators. Greater transparency in the profiling of 
potential customers, and the data sources and algorithms 
that are used to determine the prices they pay, is necessary 
as laws and regulations catch up with the changes wrought 
by the digital economy.
Increasing Price Transparency for Consumers
The challenges posed by dual pricing and market 
competition have been on the radar of regulators elsewhere, 
with reforms already in place for many years. Between 2014 
and 2017, dual pricing was prohibited by regulators in 20 
states in the United States after recommendations from the 

Association of Insurance Commissioners, who concluded 
that “two insurance customers having the same risk 
profile should be charged the same premium for the same 
coverage.” That is the principle on which the Insurance Bill 
2021 is based.
Since 2018, the Financial Conduct Authority in Britain began 
its own market study of general pricing in the insurance 
market, with particular focus on differential pricing. It found 
that policyholders were overcharged by a combined £1.2 
billion in 2018 alone as a result of the practice.
Many of these findings were echoed with the publication 
of the Central Bank’s Interim Report of Differential Pricing 
Review, published in December, with those who renew with 
their insurers year on year paying premiums well above 
the technical premium, or the actual cost of servicing their 
insurance policy.
In any market, loyalty should be valued and rewarded, 
not punished. Section 3 of the Insurance Bill 2021 would 
restrict the use of differential pricing by prohibiting insurers 
from applying rating factors that are not linked to the risk 
to be insured and ensure that different rating factors are 
not used to calculate new or renewal premiums. Section 
3 also ensures that differential pricing unrelated to risk is 
prohibited across channels, whether a policy is provided 
directly or through a broker; a key provision given the 
nature of the Irish market.

In order to bolster transparency, Section 4 would require 
insurers to inform customers of the rating factors used in 
the calculation of their premium, answering concerns raised 
by the International Association of Insurance Supervisors 
regarding disclosure and transparency in pricing.
Importantly, the regulations that will govern these reforms 
will not be prescribed by legislation but by the Central 
Bank; which through its resources, expertise and findings 
as part of its Review, is best placed to draw up and enforce 
regulations that will work best for consumers and the market. 
While the FCA will be publishing its policy statement at the 
end of May, it estimated in its Final Report that removing 
dual pricing from the insurance market would reduce the 
average premium by 10 percent and save consumers up to 
£11 billion over the next decade.
The Insurance Bill 2021 reflects the pricing remedy 
recommended by the Financial Conduct Authority, with the 
policy aim of replicating a downward pressure in prices for 
consumers as projected by the FCA.
However, it aims to achieve broader policy goals that will 
benefit not just consumers but fair competition in the market 
more broadly.
Increasing Competition with a Focus on Long Term Value
Some would argue that the use of differential pricing allows 
insurers to compete for new customers in a bid to increase 

Legislation to end dual pricing in the insurance market 
is an opportunity for insurers to complete the value they 
offer consumers

Pearse Doherty, 
Deputy Leader 
(Dáil), Sin Fein 
spokesperson 
on Finance 
and Public 
Expenditure and 
Reform

“Removing dual pricing from the Irish 
insurance market is  an opportunity for 
a new start,  providing transparency 
to consumers in how their  policies are 
priced, and creating a level  playing 
field on which insurers and brokers 
can compete on long-term value, 
product quality and innovation.
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market share. But on what grounds and at the expense 
of what else? The Financial Conduct Authority found that 
far from increasing competition, dual pricing distorts 
competition, neglecting long-term value and the quality of 
cover.
The FCA found that the removal of dual pricing “would 
mean firms competing in a more effective and innovative 
way, which should lead to lower overall costs for supplying 
insurance...”
Furthermore and incidentally, such a move would also 
provide benefits in reducing cancellation and new policy 
costs as customers switch less. As a result of the Insurance 
Bill 2021 there will be greater certainty in the long-term 
value of insurance with a provider on the basis of the new 
premium offered, reducing the incidence of cancellation 
and switching. This offers insurers the opportunity to 
compete on what should matter; fair value and product 
quality, with greater transparency in pricing and an end to 
what is widely viewed as a loyalty penalty that penalises 
renewing customers.
The Insurance Bill 2021 should therefore be seen as an 
opportunity for the insurance market, in line with other 
reforms such as the new Personal Injuries Guidelines and 
the Consumer Insurance Contracts Act, to reform the image 
of and recalibrate the value provided by the insurance 
market.

Many insurers in the Irish market are already operating in 
Britain and preparing for the pricing that will be in place 
there by the beginning of 2022. 

They are therefore will placed to prepare for the provisions 
for this legislation, which would effect the same changes. 
Removing dual pricing from the Irish insurance market is 
an opportunity for a new start, providing transparency to 
consumers in how their policies are priced, and creating 
a level playing field on which insurers and brokers can 
compete on long-term value, product quality and innovation.
The Insurance (Restriction on Differential Pricing and 
Profiling) Bill 2021 provides that fresh start, and I would 
encourage all members of Brokers Ireland to engage with 
the legislation as it progresses through Dáil Éireann.

“The FCA found that the removal of  dual 
pricing “would mean firms competing 
in a more effective and innovative way, 
which should lead to lower overall 
costs for supplying insurance...”

PROFESSIONAL services firm Aon, together with a coalition of 
leading Irish employers and Ibec recently published a Report 
which outlines the Covid-19 related challenges that companies 
are facing and will continue to face as we move into the recovery 
phase of the pandemic.
Importantly, the Report shares insights and conclusions to 
help businesses as they seek to both maximise business 
opportunities and respond to the evolving needs of employees 
in a virtual or physical workplace that has fundamentally 
changed following the experience of the past year.
Aon brought together the Work, Travel, Convene Coalition in 
August of last year. The Coalition’s aim was to understand the 
common challenges that organisations were facing, to identify 
and share current and evolving arrangements being developed 
as they planned for the safe return to workplaces. The timelines, 
restrictions and evolving circumstances resulting from the 
pandemic made the process increasingly complex. Reflecting 
this reality, the Coalition explored the approach needed to 
manage and reward a remote workforce while also preparing 
for the future of work in a post pandemic environment. 
Accenture, AIB, Aon, A&L Goodbody, Bord Bia, Citi, ICON plc, 
KPMG and Irish Life were members of the Coalition together 
with Ibec, the group that represents businesses which employ 
over 70% of the private sector workforce. Similar Coalitions were 
also established around the globe and where relevant, insights 
and guidance were drawn from international experience too. 
While there were some local nuances, similar themes emerged 
globally. 
The report entitled: “Rebuilding for a New Better” explores three 
key themes for Irish companies to address in the months ahead 
including navigating volatility, building a resilient workforce and 
preparing for the future of work.
Specific findings of the Work, Travel, Convene Coalition 
included:

 z Placing added emphasis on identifying new risk areas 
within the business and develop a strategy which will help 
to reduce exposure.

 z Devising a phased approach to the return to office which 
gives consideration to those who may benefit more from 
an earlier return to their workplace.

 z Developing new long-term strategies to maintain health 
and safety standards that can be applied whether an 
employee is working remotely or in an office environment.

 z Embracing digital transformation and the technology 
required to support a remote workforce over the long-
term.

 z Ensuring effective and tailored communications to 
employees.

 z Providing training for managers to help them effectively 
manage employees remotely and maintain employee 
engagement.

 z Review working models to understand how they fit with 
the business strategy, the types of roles involved, how 
they are currently performed and how they could be 
performed in the future.

 z Adapt talent management models to acknowledge the 
diverse ways in which employees’ work.

 z Ensuring corporate strategies which promote emotional, 
social, physical and financial wellbeing.

Commenting, Peter Brady, Aon’s CEO for Commercial Risk & 
Health Solutions in Ireland said: “The launch 
of the Report today comes at an important 
juncture in Ireland’s journey to recovery. 
As the vaccine roll-out continues and the 
Government begins to map out a gradual 
reopening of our economy and society, 
business leaders are focusing their attention 
on how to successfully transition to a post-
pandemic environment.

“The task of building a sustainable recovery while also meeting 
the evolving needs of a hybrid workforce is a complex challenge 
that we wanted to explore further. Through roundtable 
discussions and data-driven insights, our Coalition of leading 
employers has helped to do just that. I’d like to thank the 
members of the Coalition for their valuable contributions and 
hope organisations find the insights helpful as they navigate the 
coming months, helping to chart a course to a new better.”
Danny McCoy, Ibec CEO said: “While the initial move to remote 
working last year was earmarked as a short-term measure, it will 
have a prolonged impact on businesses.  Companies need to 
be prepared for the future and for a time when there is a return 
of the workforce to the workplace. The insights shared today 
will help Irish companies make these plans a reality. This is why 
this Aon Report is to be welcomed.”
The Irish report draws on research conducted by Aon, including 
bespoke Return to Work Assessment Surveys with Coalition 
members, as well as insights gained from a series of roundtables 
organised in recent months.
The full ‘Rebuilding a New Better’ report can be accessed via:
https://www.aon.com/ireland/wtc-dublin/default.aspx.

Rebuilding for a ‘New Better’
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COULD your client’s business withstand the 
effects of product contamination or tamper, 
leading to a product recall? 
Companies operating in the food and beverage industry 
are vulnerable to product contamination, tamper or 
extortion. Regardless of how sophisticated the food safety 
programme and quality management plans are, or how 
many precautions are taken, both accidental contaminations 
and product tampering can and do occur. 
In some cases, the problem may have a devastating 
effect on the company’s reputation and financial viability, 
especially when the contamination has the potential to 
cause bodily injury or affects a large volume of stock. A 
single incident and any subsequent media coverage can 
pose a significant threat to consumer confidence, hard-
won retail space, important contracts, market share, brand 
credibility, reputation and profit. 

AIG’s solution
AIG has developed an insurance solution that protects 
businesses from the potential devastating effects of such 
incidents. Our comprehensive Contaminated Products 
Insurance (“CPI”) cover provides the financial compensation 
and vital financial support for getting your client’s business 
back on track. 
Cash Flow 
The substantial costs of conducting a recall usually begin 
accruing just as cash flow suffers from the suspension of 
sales. Our comprehensive cover is designed to meet the 
direct costs of a recall. This may include: 

 z Initial product testing
 z Retrieval and reverse distribution of suspect stock
 z Destruction and disposal of faulty products
 z Additional human resources or storage space
 z Replacement or reworking of faulty products
 z Redistribution of new products

Preparation
Our clients have access to funded consultancy services (up 
to a pre-agreed limit) to help with loss prevention. This may 
include crisis planning or product recall stimulation training, 
which can be conducted as part of a risk management 
programme to test the company’s recall procedures. 
Communication 
Our CPI policy includes PR crisis consultancy services 
following an incident. This might be tactical communication 
advice, or hands-on drafting of a press release and other 
communications. This may include communication with 
regulators, media, staff, suppliers, customers or investors. 
Ability to act quickly
Our expert recall, food safety, security and PR consultants 
respond within hours to provide advice and assistance. All 
consultants are accessible by a single call to our 24/7 crisis 
response hotline. 
Brand Rebuilding
Following a recall, businesses need to turn to the expense of 
rehabilitation – and regaining precious market share. These 

costs could include maintaining staff salaries or perhaps 
overhauling the production environment to eliminate the 
source of the offending contamination. 

Policy coverage 
Our CPI policy covers your client for the following possible 
events: 
Accidental Contamination
Accidental or unintentional contamination, impairment or 
mislabelling of the insured product which occurs during 
production, packaging or distribution, that would result in 
property damage or bodily injury. 
Malicious Product Tampering
An actual, alleged or threatened malicious and wrongful 
alteration or contamination of the insured product to render 
it unfit or dangerous for use (or to create such impression 
to the public). 
Reported Contamination 
False reporting of an alleged, but not actual, accidental 
contamination in the media or a government publication 
where the insured product is specifically named.
Intentionally Impaired Ingredients 
Contamination or impairment of the insured product which 
occurs as a result of an ingredient supplied to your client 
by a third party, provided that such contamination was 
intentional and wrongful (but not malicious). 
Government Recall 
An accidental contamination of the insured product 
that causes it to be injurious to health or unfit for human 
consumption, resulting in an official recall order by 
authorities. 
Product Extortion
Malicious product tampering involving a demand for 
monies. To meet rising demands businesses, rely on mass 
production, diverse vendors and suppliers, as well as 
complex manufacturing processes. Product contamination 
and/or a defect can occur anywhere on the supply chain 
and is a prevalent risk for many organisations. Malicious 
product tamper and product extortion can have significant 
consequences for a business. Disgruntled employees, 
political and social activism, sabotage and terrorism can all 
potentially result in intentional contamination of products. 
Having a robust plan in place is critical. 

Claims scenarios
Accidental Contamination – Contaminant: Allergen 
As a result of a severe allergic reaction from a consumer, 
a manufacturer of canned sauces was notified that dairy 
products may be present in their sauce product. An internal 
investigation revealed that an ingredient supplier had 
reformulated their seasoning blend but did not include 
dairy on the ingredient list. The sauce manufacturer had 
to recall thousands of cases of product that contained the 
undeclared dairy allergen. 
Malicious Tampering, Product Extortion – Contaminant: 
Poison
A soft drink company was threatened with product poisoning 
unless a multi million-dollar ransom was paid. Poisoned 
product samples were found and at least one person 
became seriously ill after consuming a tainted product. The 
tampering occurred while the product was in retail stores. 
The company initiated a major emergency recall of the 
targeted product. The company suffered significant losses 
due to recall costs, condemned product and reduction in 
sales. The extortionist was later arrested. 
For more information, please feel free to contact us directly;

Leah Moran Des O’Reilly
Casualty Underwriter Head of Casualty
T +353 (1) 859 9714 T +353 (1) 208 1455
leah.moran@aig.com des.o’reilly@aig.com

AIG Contaminated Product Insurance
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International cyber-risk study by 
Hiscox Insurance shows 39% of Irish 
firms attacked, with the financial 
consequences pushing many to the 
brink.
THE proportion of businesses targeted by cyber 
criminals in the past year increased globally from 38% 
to 43%, according to the Hiscox Cyber Readiness 
report 2021, with over a quarter of those targeted 
(28%) experiencing five attacks or more. Those attacks 
are pushing many firms to the brink, with one in six 
businesses attacked (17%) saying the financial impact 
materially threatened the company’s future. Out of the 
global study, Ireland had the largest proportion of 
firms (36%) ranked as cyber novices - meaning that 
they are not as well prepared for a cyber attack, based 
on the Hiscox Cyber Readiness model.
These are among the findings of a study of 6,042 
companies across eight countries, commissioned by 
specialist insurer Hiscox. Now in its fifth year, the Hiscox 
Cyber Readiness Report, surveyed a representative 
sample of organisations in the US, UK, Belgium, 
France, Germany, Spain, the Netherlands and included 
320 companies in Ireland. 

Richard O’Dwyer, Managing Director at Hiscox 
Ireland, commented: “The results of this report are 
chilling. One of the big takeaways is the worrying range 
of financial impacts that cyber attacks can have on a 
business. The risk of inaction is that the next attack 
could be enough to sink the business - particularly with 
the challenging times at present.
Businesses in Ireland have enough on their plate at 
the moment, without having to deal with hackers and 
cybercriminals but we cannot ignore this unfortunate 
reality,  it is unlikely the threat of cyber attacks will 
diminish any time soon. Cyber is a complex problem 
but that does not mean it is unmanageable - the key is 
to build cyber resilence. With good risk management 
and appropriate cyber insurance, firms can contain the 
impact of an attack and limit the damage - so that if the 
worst happens, they are covered financially and well 
prepared with a team of experts behind them.”
The key findings from the report include;

 z 39% of Irish companies suffered a cyber attack in 
the past 12 months, with 70% of those companies 
targeted more than once.

 z Gulf in perception on Covid-19 dangers: New 
questions asked in 2021, highlighted perception 
around Covid-19 and cybersecurity in Ireland. 44% 
of respondents believe their organisation has been 

more vulnerable to cyber attacks since the start of 
the pandemic, with 59% of those believing this is 
due to remote working. Interestingly, 54% claim 
that their organisation has increased its cyber 
defenses because of the Covid-19 pandemic.

 z The highest cost of a single incident or breach to 
a firm was €742,923, while the median cost was 
around €6,937.

 z Ransomware now commonplace: Around one 
in every six firms attacked (16%) were targeted 
with ransomware and 75% of those firms paid up, 
either to recover data or to prevent publication of 
sensitive information. The single largest ransom 
paid in Ireland was close to €40,000.

 z Phishing emails were the main way in for the 
extortionists (65%), with smaller companies 
particularly likely to succumb. Other methods 
of entry included credential theft (reuse of staff 
username/password), third-party suppliers and 
unpatched corporate cloud servers.

 z Jump in cyber security spending: On average, 
21% of Irish firms IT budget is allocated to cyber 
security, this figure is up from 13% in 2020. 

In addition to the report, Hiscox have launched two new 
online tools where firms can assess their preparedness 
and resilience at managing cyber attempts and attacks. 
The ‘Health Checker’ and ‘Maturity Model’ allow 
businesses and insurance brokers to quickly assess and 
gauge a firms’ strengths in six key cyber security areas. 
It is designed to be interactive, allowing businesses to 
check their cyber ‘readiness’ and compare their cyber 
maturity with their peers, draw on best practice in each 
area, and develop cyber resilience. 
Visit www.hiscox.ie to find out more. 

Cyber attacks on the rise for businesses

Richard O’Dwyer, 
Managing Director 
at Hiscox

“The results of  this report are 
chill ing. One of the big takeaways 
is  the worrying range of f inancial 
impacts that cyber attacks can have 
on a business.
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MILLENNIALS are turning 40. The first millennials 
were born in 1981, and the last in 19961. So how are 
they faring financially? And what advice to offer them 
in the context of protecting their income, lifestyle and 
families?

Following a recent survey conducted by The Harris Poll 
on behalf of CNBC, some of the assumptions  made 
in recent years about this generation were strongly 
challenged: Millennials have been dogged with the 
stereotype that they are perpetually young, unmarried 
and financially irresponsible. That’s not the reality, 
especially as the oldest millennials turn 40 this year. 
One of the more persistent myths is that millennials 
are still a generation of renters. However, a significant 
number now own a home with older millennials (those 
born between 1981 and 1988) 59% are homeowners. 
The survey polled 1,000 U.S. adults aged 33 to 40 
around a number of topics, including homeownership, 
student loans, employment and financial security.

While it is similar on this side of the pond, more 
millennials are indeed homeowners now, it is also true 
that they lag older generations, financially, as they 
enter their mid-thirties and forties and are older buying 
their homes. According to the Financial Times, at the 

age of 27, people born in the late 1980s in the UK had a 
homeownership rate of 25 per cent, compared with 33 
per cent for people born just five years earlier and 43 
per cent for those born 10 years earlier. As economist 
Gray Kimbrough has documented, a large number of 
people in their 20s and early 30s live with their parents, 
while correspondingly fewer own their own homes. 
They’re also significantly less likely to be married than 
past generations.2

To compare them with previous generations analysis 
shows that they are half as likely as their parents to 
own their home at the age of 30, and that even as they 
enter their 40s, many will still be renting.3

All of this is understandable: millennials have had 
to face strong economic challenges. A substantial 
percentage graduated during the Great Recession 
of 2008-9 or the years of slow growth that followed.4 
Studies show that graduating into a recession reduces 
lifetime earnings.5

So Millennials started working during a recession, 
which was followed 12 years later by a global pandemic. 
Job stability in the traditional sense has therefore not 
been a given. A significant rise in freelancing amongst 
this generation has resulted from such an uncertain 
start to their working lives.6 While this has led to 
resourcefulness, and significant creativity and new 
types of businesses, millennials don’t, for example, 
tend to have safe, pensionable jobs in the way their 
parents did.7

Further, a 2018 survey by Samuel and Co Trading found 
that 43% of millennials have no savings. The rising 
importance of higher education means that a young 
person who could start a career at 22 or even 18 a few 
decades ago now has to wait until their late 20s or 
even later.8 That means that even educated millennials 
begin saving money much later in life, delaying the day 
when they’ll be able to buy a house.9 

It also may mean they earn less money over the 
course of their careers. According to Bloomberg.com, 
earnings tend to plateau when people reach their mid 
to late 30s, and their research shows that older workers 
simply tend to be less productive on average; so more 
education means a shorter window of prime working 
years and a shorter window in which to accumulate 
wealth.

Advising Late Starters
So how to engage this generation, and advise them 
on their financial and protection needs? A study by 
the office for National Statistics in the U.K. shows 
that 49% of women born in 1989 remained childless 
by their 30th birthday, compared with 38% of their 
mothers’ generation and 21% of their grandmothers’ 
generation.  So they are starting their families later 
and buying their homes later – which means that their 
financial obligations in their 40s are significant, against 
a backdrop of having less wealth than their parents did.

According to Forbes, there are a number of things for 
those in their 40s considering their financial priorities 

What advice do we give to 
millennials as they turn 40?

Kate Connor, 
Protection 
Development 
Manager,
Irish Life

“To compare them with previous 
generations analysis shows that they 
are half  as l ikely as their  parents to own 
their  home at the age of 30, and that 
even as they enter their  40s, many will 
sti l l  be renting.
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LOCKTON, the world’s largest privately-owned 
insurance broker, is expanding its Employee Benefits 
practice into Ireland with two senior hires. Lockton’s 
significant investment into the region, kickstarted by 
these appointments, will create up to 50 jobs over the 
next five years. 

Leading this new practice will be Ray Mckenna (left), 
who was most recently Distribution Director at New 
Ireland Assurance, and Niall O’Callaghan (right), who 
was most recently Commercial Director there. 
McKenna has worked in the employee benefits industry 
domestically and internationally over the last 30 
years, advising companies, individuals, trustees and 
remuneration committees on all aspects of employee 
benefit design, implementation and communications. 
He was previously managing director of the employee 
benefits practices of Arthur Andersen, KPMG and 
Towers Watson.
O’Callaghan is a former Partner in Mercer, having worked 
there for over 20 years in a variety of senior leadership 
roles in Ireland and Europe, including leading Mercer 

Ireland’s defined contribution business and financial 
advice arm. 
“We have decided to invest significantly in Ireland 
to support the needs of pension scheme trustees, 
companies and individuals and are keen to work with 
like-minded advisers,” says Gilliat. “At Lockton, we have 
substantial growth plans for the business over the next 
five years, with Ireland a key focus of our global growth 
plans for employee benefits.”
Ray McKenna said: “I am delighted, and look forward to 
joining Lockton. I believe the market needs strong and 
dynamic financial advisors, and a modern approach 
to how we engage with individuals, trustees and 
companies. For far too long impartial financial advice 
has been either too difficult to get, or too difficult to 
understand due to complicated charging structures and 
language used by the industry. We believe Lockton’s 
investment in Ireland will bring a fresh approach.”
Niall O Callaghan said, “I am really excited to be part of 
this significant investment in the Irish market. Whether 
you are a trustee, a sponsor or a member of a pension 
scheme, the decisions you take can have far reaching 
financial consequences. We want to bring financial 
advice to life for trustees, companies and individuals, 
with a focus on how to make it easy and affordable to 
access. There is a big opportunity to streamline and 
simplify, to create efficiencies of scale and in doing so 
drive value for customers. After the recent acquisitions, 
the Irish market is in need of another strong advisory 
firm to challenge the status quo.”

should do. They advise those turning 40, amongst other 
things, to:

 z Pay off their credit card bills
 z Upskill, and learn new skills
 z Boost or start retirement contributions
 z Make sure their asset allocation matches their risk 

profile
 z Get financial advice
 z Make a will
 z Get estate planning advice
 z Make a plan for long term care costs

Engaging with Millennials: Social Media Is Key
One thing that is worth noting about this generation is that 
they are consistently found to be more likely to carry out 
online research before engaging a financial adviser, and 
to engage with a financial adviser online.10 According to 
Forbes, “millennials are digital natives — and are therefore 
the first to notice if your digital experience is lacking… a 
whopping 71% are more likely to buy from brands they 
‘like’ on Facebook or follow on Twitter.” YouTube is the 
social media platform with the biggest reach among U.S. 
Gen Z and Millennial internet users. During a September 
2019 survey, 95 percent of male and 92 percent of female 
respondents stated that they used the online video 
platform.11

The arrival of Covid has meant that many millennials are 
again facing financial uncertainty. Anne Helen Peterson, 
the 39 year old author of “Can’t Even: How Millennials 
Became The Burnout Generation” points out that the 

arrival of the global pandemic, to coincide with the 
milestone of turning 40 is particularly on the nose: “I do 
think it appropriate that this defining moment in our adult 
life is coinciding with really uncertain financial times.”

However one thing they can rely on is that their experience 
so far has led them to be perhaps better prepared than 
older generations for this moment. Prior to the pandemic, 
The New York Times ran an article entitled “Young 
People Are Going to Save Us All from Office Life”, which 
explained that millennials were more likely to work for and 
run companies that offer flexibility and a good work-life 
balance. Since then, thanks to Covid, everyone has had 
to embrace remote working, meaning that the priorities of 
this generation are for once, to the fore. As they approach 
middle age, it is possible that the time of millennials might 
finally be here. 

With all this in mind Irish Life has produced a number of 
online videos which are unbranded for you to use to reach 
and continue to engage your clients. See Bline.ie or talk to 
your Account Manager for more details.

Sources: 1. Pew Research. 2. Gray Kimbrough. 3. Resolution 
Foundation. 4. CSO, ONS (Office of National Statistics, U.K). 5, 8, 
9. National Bureau of Economic Research; “The Career Effects 
Of Graduating In A Recession” U.S. 6. ONS. U.K: 4.8 million in the 
U.K were self-employed in 2017, compared with 3.3m in 2001. 7. 
Office of National Statistics, U.K. 10. The changing shape of the 
consumer market for advice: Interim consumer research to inform 
the Financial Advice Market Review (FAMR) 11. Statista.com

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

Lockton expands employee benefits footprint 
into Ireland with two senior hires
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THIS is a question that occupies thinking time of many 
brokers today, as they contemplate their future client 
acquisition strategies. While we are seeing some brokers 
setting minimum hurdle sizes with new clients (either in 
assets under management or agreed charging levels), I think 
it’s true to say that many brokers are generalists, welcoming 
pretty much all prospective clients into their business. So 
it’s a valid question - is a niche strategy a viable business 
model for brokers?

While it certainly is not the right strategy for every Financial 
Broker, if carried out in a very structured way it can be a very 
viable strategy for some.

Let’s start with a definition of niche. One I came across 
described it as, ‘denoting or relating to products, services, 
or interests that appeal to a small, specialised section of the 
population.’ The scary part in reading this is the piece about 
the “small, specialised section”, as this leads people to think 
that their base will be too narrow to make it sustainable.

 Niche strategies can make life easier!

I tell this from personal experience. When I decided to strike 
out on my own 10 years ago, this challenge was the one 
that gave me the most headaches. Would I concentrate 
my proposition and ultimately my sales & marketing efforts 
only on financial brokers? Or would I offer my services to 
all professional services prospects (brokers, accountants, 
solicitors etc.), or indeed would I be open to any client that 
I could get?

I went for the niche strategy, focusing my efforts solely on 
financial brokers and planners. That was scary, but thankfully 
turned out to be a good decision. My target audience was 
immediately narrowed to only hundreds of firms, rather than 
tens of thousands of potential customers. 

But what was far easier was connecting with this group. 
Rather than trying to appeal to everyone, and probably not 
connecting with anyone, I could focus all of my efforts on a 
specific target audience. This made it easier in developing 
my sales propositions, writing website content, producing 
newsletter and blog articles. I can communicate with a 
clear target in mind, and my messages as a result are a 
little more personal to my audience. I also have much richer 
and relevant experiences to call upon when working with 
different advice firms. On the other hand, when you are 
trying to appeal to everyone in your sales and marketing 
efforts, it’s very difficult to connect with anyone.

Yes, a narrow niche strategy is hard at times, and when 
business went a little quiet at times over the years, the 
temptation was always there to broaden my marketing into 
other markets. But doing that would only dilute my presence 
in the narrower (financial broker) market. I’ve always found 
that the best approach is to double down and work harder 
within the financial broker community!

And just because you target a niche only, it doesn’t stop 
you working in other markets. I’ve worked with a number 
of businesses in other sectors, who saw what I was doing 
with financial brokers, approached me and asked me to 
bring those skills to their industry. But staying focused on 
my niche in my sales and marketing efforts will generate 
the lion’s share of my work, and is the right strategy for me.

 What are viable niche strategies for financial brokers?

Financial brokers who have gone down the niche route 
successfully have tended to do so by focusing on one (or 
sometimes more) of the following, 

 z Demographics: Focusing on specific age categories, 
gender, social grades (e.g. ABC1’s)

 z Employment sectors: Focusing on the public service 
specifically, sectors within the private sector, specific 
occupations.

 z Geography: Focusing on clients within a certain 
geographic area only

 z Product lines: Focusing on developing expertise and 
leadership positions within specific product areas 
or dealing only with clients who require full financial 
planning relationships.

What are the main steps in building a niche strategy?

If you decide to go down the niche route, first of all you need 
to do some research about your target niche. You need to 
understand the numbers of target clients (is the niche large 
enough to sustain you?), think through how you will access 
them and consider what opportunities are available to you 
to market to them effectively. What level of competition will 
you face and can you live alongside those competitors? You 
need to also think deeply about the specific problems that 
you will be able to help your clients to overcome, and how 
you will communicate and demonstrate your capabilities to 
that segment of the population in an engaging way. Because 
at the end of the day, you will live or die by whether your 
target customers recognise that they are dealing with a 
specialist in the particular niche or not.

Niche strategies are certainly not right for every financial 
advice business. However for some, they just might be the 
best way to fully leverage a unique strength or opportunity 
of your business.

Does running a niche Financial 
Broker business make sense?

Eamonn 
Twomey, 
StepChange

“While it  certainly is  not the right 
strategy for every Financial 
Broker,  if  carried out in a very 
structured way it  can be a very 
viable strategy for some.
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A friend of mine told me this week that he needed some 
building work done. He’d contacted numerous builders that 
he found online and after a bit of chasing, managed to get 
a single, solitary bricklayer to quote. In the ten minutes the 
builder was at the property, he took five calls on his mobile, 
gave a verbal quote that was four times higher than the 
average day rate, and said he’d send it in writing the next 
day. 

Jumping into his van, the builder cheerfully announced, “I’m 
not the cheapest, but I am the best.”  My friend never heard 
from him again. In today’s sellers’ market, it seems the best 
builder is the one who actually rings you back. 

At long last, the construction industry is beginning to open 
up again, and demand is already far exceeding supply. 
Good builders are in a position to pick and choose. Seeking 
only the most profitable work, outrageous take-it-or-leave 
quotations are par for the course. Who can blame them? 
After months of worrying about the solvency of their 
business, suddenly they have more offers than they can 
fulfil. 

It does get you thinking about how inflation works in real-
time, transaction-by-transaction, not as composite figures in 
quarterly or annual reports. E.g. the Consumer Price Index 
or the Construction Cost Index.

The Consumer Price Index is easy to calculate. Supermarkets 
constantly tweak pricing strategies across their various 
lines. Some things go up a few pence, other items become 
a little cheaper for a while. But generally, the only thing that 
changes about the item is the price paid at the checkout. 
The quality remains the same, and the basket changes so 
infrequently that when it does, it’s a news story. 

Construction output is the polar opposite.  Building is such 
a diverse industry, and the outputs of which are seldom 
directly comparable to one another. As the OCED reports, 
“Given that both the inputs to, and outputs of construction 
activity constantly change, another problem in compiling 
construction price indices is that of ensuring comparability 
over time. Factors that influence such change include size, 
finish, style, equipment used, fashions, etc.”

Compiling accurate indexes in a rapidly changing situation is 
tough, even with the luxury of hindsight. Even then, insurers 
have to take findings with a grain of salt, and consider 
their own index linking methodologies too: most, if not all, 
insurers in the Irish market index-link buildings and contents 
figures at renewal each year. 

In buildings insurance, index linking is designed to make 
sure the sum insured reflects what it would cost to rebuild 
the house, with some wiggle room built in for changing 
economic conditions, such as inflation or spikes in costs.

For example, it has recently been reported that since Q1 
2020, timber’s wholesale price has risen 35%. 

The market for timber is generally characterised by price 
cycles of +/-5%. According to constructionnews.ie, the 35% 
hike is caused by licensing issues related to the felling of 
Irish trees, Brexit stockpiling, and an explosion in demand 
for timber in the US housing market. 

Rebuild cost may have come as a shock
It is been widely reported that over the last 18 months or so, 
the cost of a house rebuild has climbed by 5-9%, depending 
on whereabouts in Ireland you live.  When you’re dealing 
with the homes of high net worth individuals, an extra 5% can 
be a significant sum.  Given that price inflation is reported 
retrospectively, but happens in real time, it is important that 
policies are written with this in mind.  Underwriters have 

to design policies with the scope to react, and protect the 
client. 

We all know that most properties are not regularly revalued, 
perhaps never, unless they’re being sold. Index linking 
provides clients with a safety net, to avoid the dreaded 
average. Anyone who’s ever seen a client’s face when you 
have to explain to them they are only getting a percentage 
of their claim, I’m sure will never forget it.

If market conditions change midway through the policy 
period, the policy must be designed so that it provides the 
protection the client believes they are getting. 

For their part, we need brokers to educate their clients that, 
in a post-pandemic world, there is potential for mid-term 
fluctuations in rebuild costs. Make sure sums insured are 
accurate, for both contents and buildings. Show your client 
you are well-informed and don’t let it all come to light at the 
claims stage. 

Many clients don’t see the need for index linking, and often 
brokers question it too. But protecting against real time 
construction cost fluctuations is an important feature of any 
well written home insurance policy and compared to the 
sums insured and potential claims, the costs of index linking 
are generally very inexpensive. 

Siobhan Mannion is a Senior Underwriter at DUAL. DUAL 
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

DUAL Underwriting Ireland DAC (trading as DUAL Private Client) is 
regulated by the Central Bank of Ireland.  Registered No. 633531.  
Registered office: 11, Fitzwilliam St. Upr., Dublin 2 DO2 YV66. 
Directors: Barry O’Dwyer (Managing), Ralph Snedden (British), 
Richard Clapham (British).

Make sure sums insured are accurate, 
for both contents and buildings

Siobhan Mannion, 
Senior Underwriter, 
DUAL

“We all  know that 
most properties 
are not regularly 
revalued, 
perhaps never, 
unless they’re 
being sold. 
Index l inking 
provides clients 
with a safety 
net,  to avoid 
the dreaded 
average. 
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What encouraged you to take on an apprentice during 
a pandemic and did you avail of the Government 
incentive scheme?
We took on our first apprentice through LIA in June 2019 
and this worked out very well for us, so when we needed 
to recruit again we asked ourselves the question if we 
should go with another apprentice as well as recruiting 
through the normal channels. The fact we were in the 
midst of the pandemic didn’t play a part in the decision 
making. We availed of the Government incentive scheme 
in 2020 and this was a very straight forward process. 
How did you find the selection and interview process 
in a virtual setting?
The selection process is made very easy by LIA, who 
provide you with a template which you can use to advertise 
your role. This can easily be tailored for your own needs 
where you add in the duties and responsibilities of your 
role and the key competencies you are looking for in the 
candidate. You send the final job spec back to LIA and 
they advertise the role for you. You give LIA the contact 
details of the person in the business who is dealing with 
the recruitment process and all applications are sent by 
email to this person. The process couldn’t be simpler.
In terms of the interview process we were a business that 
always held face to face interviews so this was a change 
as we moved to hold our interviews in a virtual setting. 
However, it didn’t pose any issues as everyone was very 
familiar at that stage with virtual meetings both from our 
perspective as well as the candidates. You can use the 
“waiting room” functionality and admit the candidate to 
the meeting when you are ready to start the interview so 
creating a similar set up to an office based interview.
When you recruited your apprentice, Rachel Ryan, 
how did you manage her initial remote induction and 
training?
We were able to carry out Rachel’s induction and initial 
training in a socially distanced way working in the office, 
she then moved after 8 weeks to working from home. The 
support for Rachel when working fully remotely involved 
daily calls with her team leader to set work priorities as 
well as completing further training virtually. 

Almost eight months into the programme, how has the 
experience been for you?
We have had a good experience with Rachel settling well 
into her role with Newcourt. We were able to smoothly 
transition Rachel to work from home and to engage with 
her remotely since then. More recently Rachel is working 
half of the week in the office and half from home. This 
gives her the valuable face to face “community” learning 
which is so important as you obviously have a lot of 
questions in starting a new role and in joining our industry 
for the first time.
What advice would you give to Brokers who are 
thinking of taking on an Apprentice in 2021?

 z Map out your training plan for the apprentice for the 
first 6 months in the role.

 z Decide in advance on a business supervisor and 
mentor who will provide support to the apprentice 
throughout the programme.

 z Brief the mentor of the importance of this role in 
supporting the apprentice both in training them on 
their role in the business as well as supporting them 
with the college work of the programme.

 z If they are office based, make sure you have a quiet 
space in the office where the apprentice can spend 
their “college” day every week or equally this day 
can be spent at home (this is the approach we have 
taken).

 z Encourage the mentor to embrace the programme 
with the apprentice and to meet them regularly for 
feedback sessions.

Don’t hesitate, go for it, you’ll not regret it.
Would you recommend The Insurance Practitioner 
Apprenticeship to Brokers?
Yes, absolutely. I would strongly encourage Brokers 
to consider taking on an apprentice this year. There is 
generally a great pool of candidates to choose from. 
With such a high standard, we have always had a difficult 
decision deciding which candidate to offer the job to. We 
don’t get the same experience when recruiting normally 
for a role. I also think you have a great opportunity to 
develop someone else in your business i.e. the person 
you appoint as the apprentice’s mentor, as they get a 
chance to develop new skills in supporting the apprentice 
through the programme and so it’s a win, win!

Mentoring at the Coalface 
The Insurance Practitioner Apprenticeship
We talk to two industry companies, Newcourt Retirement Fund Managers and  
BJP Insurance, who took on apprentices as part of the The Insurance Practitioner 
Apprenticeship. Here, both share their experiences of ‘onboarding’, hiring and 
overcoming the challenges of training new industry recruits during a pandemic while 
also realising the long-term rewards. 

Rachel Ryan, 
Apprentice for Newcourt

Brian Macdonald, 
Director of Operations, 
Newcourt Retirement 
Fund Managers Limited 
(a pension provider to 
the Broker market)
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What encouraged you to take on an apprentice 
during a pandemic? 
We like all businesses felt the impact of the pandemic 
but fortunately enough there were sections of the 
business that experienced a dramatic increase in 
enquiries and they needed some assistance. Rachael 
Ruane (our Apprentice) reached out to us directly and 
I always respect those candidates who make the extra 
effort and reach out. When you are recruiting you are 
always looking for someone that stands out from the 
crowd and Rachael (our apprentice) certainly did that. 
How did you find the selection and interview process 
in a virtual setting?
Rachael sent her CV in through the website. We have 
a careers tab on our website that allows candidates to 
get in contact with us confidentially. We had a review of 
her CV and had an informal chat on the phone. It was on 
the call that The Insurance Practitioner Apprenticeship 
was mentioned. Fortunately enough, we had recently 
reached out to Naomi Gaffney in The Insurance Institute, 
so we were already approved and in a position to take 
on an apprentice and Rachael was keen to get a foothold 
into the world of insurance. Rachael had recently moved 
to Dublin and was able to come to the office for an 
interview. The apprentice programme didn’t commence 
until September but we took Rachael on in July a few 
months prior to her course starting. 
When you recruited Rachael Ruane, how did you 
manage her initial remote induction and training?
Rachael’s initial induction and training actually took 
place in the office. The rest of our staff were all working 
from home so she was able to come in and work with me 
directly. Due to the fact that she was able to operate in a 
supervised environment with fewer distractions than the 
normal office she was able to ask questions and grasp 
the insurance basics far quicker than maybe possible in 
a busy office environment. 

Almost eight months into the programme, how has 
the experience been for you?
For us the experience has been great, and we are 
extremely lucky to have Rachael as part of the team. She 
has picked up all of the insurance basics really well and 
successfully passed her first semester of the apprentice 
programme and the respective exams. We are focused 
on getting Rachael through the exams and once she has 
her APA qualifications achieved we have a place already 
earmarked for her on one of the teams. 
What advice would you give to other Brokers who are 
thinking of taking on an Apprentice in 2021?
The candidate is the most important consideration in 
the apprentice programme. It is slightly different to the 
normal hiring process as you also have to factor in the 
additional course workload that the candidate has to 
complete outside his/her daily role. It is important to 
select a candidate that has the ambition and dedication 
to see out the three year programme. In light of the 
current working from home environment there has to be 
significant consideration placed on the education and 
supervision capabilities of the Broker for the apprentice, 
there is no point in taking on an apprentice if you are not 
going to be assisting them on a daily basis.
Would you recommend The Insurance Practitioner 
Apprenticeship to other Brokers? 
Yes absolutely we have found the experience great to 
date and we will hopefully be in a position to take on two 
more apprentices for the September 2021 intake. 
Were there any challenges with the remote 
onboarding - if so how did you overcome these? 
Yes remote working as a whole definitely has its 
challenges, whether you are qualified or an apprentice. 
I think the most important thing for the remote on 
boarding process is to have a clear set of tasks laid 
out that the apprentice is comfortable undertaking on 
his/ her own. The biggest challenge for the employer is 
creating a function that is challenging and enjoyable for 
the apprentice. It is important to provide as much variety 
in the role as possible, we try to combine administration 
functions with practical functions. We were fortunate 
enough the way the lockdown periods fell, Rachael was 
able to spend enough time in the office to be comfortable 
working remotely. I think communication is one of the 
main challenges and it’s important that routine catch-up, 
individual and teams calls are in the diary on a weekly 
basis.

Brokers Getting on Board - The Insurance 
Practitioner Apprenticeship 2021 
If you are planning to recruit an apprentice for 2021, it is advisable 
that you contact The Insurance Institute or LIA as early as possible. 
The sooner you start the recruiting process, the more choice you 
will have in terms of the apprentice pool. The induction date, 
which is essentially the start date for apprentices is expected to 
officially begin in September 2020. The Insurance Institute and 
LIA look forward to assisting and supporting Brokers who might 
be interested in getting involved. For more information, go to 
www.earnandlearn.ie

Terry Pierce, Business 
Manager, BJP Insurance

The Insurance Practitioner Apprenticeship 2021 launch: Minister 
of State at the Department of Further and Higher Education, 
Research, Innovation and Science, Niall Collins (left);  Joanne 
Keane, CEO, LIA; Dermot Murray, CEO The Insurance Institute.
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New Ireland’s PRIME Funds 
Celebrate 5-Year Anniversary

5-Year  
Cumulative 
Returns

5-Year  
Annualised 
Returns

5-Year  
Annualised 
Volatility

18.1% 3.4% 4.7%

35.1% 6.2% 8.5%

46.4% 7.9% 11.7%

71.2% 11.4% 15.5%

Securing your future

April
PRIME 
launches

November
PRIME reaches  

€2 billion in assets

May
Property 
Fund added

April
World ESG Index 
Equity Fund added

Emerging Market 
Equities Risk 
Adjustment Trigger 
increases from 14% 
to 16%

1-3 Year Euro 
Government Bond 
Index Fund is 
replaced with 0-3 
Year Euro Corporate 
Bond Index Fund in 
PRIME 3

June
Global Aggregate 
Bond Index Fund 
added

Multi-Factor Global 
ESG Equity Fund 
added

Emerging Market 
Equities Risk 
Adjustment Trigger 
increases from 12% 
to 14%

September
PRIME reaches  
€1 billion in assets
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NEW IRELAND research has shown that sustainable 
investments that take ESG factors into consideration 
make investors feel like they’re doing their bit for the 
environment and society with some respondents feeling 
a strong sense of moral responsibility that it is the right 
thing to do. 

What is ESG?
ESG stands for Environmental, Social, and Governance. 
Let’s break that down into its component parts. 

Environmental factors include green building, smart 
growth, climate change, carbon clean technology, 
pollution, toxics, sustainable natural resources, 
agriculture, water use, and conservation. 

Social factors include labour relations, workplace 
benefits, diversity and anti-bias issues, community 
development, tobacco and other harmful products, 
human rights, and executive compensation. 

Governance factors covers board independence, 
anti-corruption policies, board diversity, executive 
compensation, and corporate political contributions. 

In 2005, the United Nations established a body that 
developed the Principles for Responsible Investing 
(“PRI”). It set out fundamental principles on how ESG 
could be incorporated into investment practices and 
behaviours in order to develop a more sustainable 
financial system. 

New Ireland and ESG
The PRI works with its international network of 
signatories including New Ireland Assurance to put its 
Principles for Responsible Investment into practice. 

New Ireland are partnering with the best fund managers, 
leveraging their expertise and knowledge in the ESG 

space. New Ireland operates under three core beliefs 
when it comes to ESG investing: 

1. ESG factors can have a material impact on long-term 
risk and return outcomes and should be integrated 
into the investment process; 

2. Taking a broader and longer-term perspective on 
risk, including identifying sustainability themes and 
trends, is likely to lead to improved risk management 
and new investment opportunities;  

3. A sustainable investment approach that considers 
ESG risks and opportunities is in the best interests of 
customers.  

There is a lingering belief that ESG investments are 
only good for social causes at the detriment of returns 
for investors, but we believe that taking sustainable 
ESG factors into account has a positive effect on the 
risk and return of investments and can also contribute 
to sustainable, longer term profits all while helping out 
society and the planet. 

Our Partners 
New Ireland has partnered with investment companies 
who take an active approach to implementing 
responsible investing practices. 

State Street Global Advisors are among those leading 
the charge on ESG and using their voice and vote to 
engage with companies on ESG matters. They bring 
over 30 years of expertise in ESG investing to the active 
and index equity strategies we manage at New Ireland. 
As global ESG stewards, they have engaged over 600 
companies to address climate-related issues since 2014. 
Almost 800 companies have answered their call to add 
a female director to their board.

The world is changing and investing 
is changing with it

Andy Ivory 
Corr, Head of 
Investment Sales 
for New Ireland 
Assurance

More and more people are concerned about the social and environmental impacts of 
the choices they make, and naturally this extends to where they put their money. This 
is why investors are increasingly taking Environmental, Social, and Governance (ESG) 
factors into consideration when they are making investment decisions. 

“We believe that taking sustainable ESG 
factors into account has a positive effect on 
the risk and return of investments and can 
also contribute to sustainable, longer term 
profits all  while helping out society and the 
planet. 



035

KBI Global Investments has a long standing commitment 
to responsible investment practices, dating back to 
the early 1980s when they worked with clients to 
construct portfolios that excluded companies engaged 
in certain controversial activities. Since then they 
have strengthened their pledge to ESG factors with a 
particular focus on environmental issues, having Article 
8 funds to demonstrate that, 3 of which are included in 
the New Ireland offering. 

BNY Mellon is at the forefront of ESG investing. In 2015 
they made available a wide range of ESG factor data and 
insights to give their clients the knowledge they needed 
to make informed decisions on the ESG implications of 
their investments. BNY Mellon also has a Compliance 
Monitoring system which can screen and monitor 
investments based on social and ethical factors. 

The above mentioned companies, as well as others that 
we are partnered with, have all reached the highest 
possible rating under the UNPRI scale. 

ESG and the future 
ESG, in many ways, is the future of investing. As more 
and more people become concerned with their impact 
on the world they will turn to ESG in their investments as 
a way to help. It is certainly something that all brokers 
should be building into their offerings and advice to 
customers going forward.  

New Ireland research shows that while awareness of 
ESG factors is low, those that do know about it state 
that ESG is important to them when they are making a 
financial decision. 

New Ireland are committed to protecting investor’s 
future. That’s why we’ve made partnering with some of 
the world’s biggest investment companies a cornerstone 
of our business. Together with our partners, we aim to 
provide you with educational and insightful information 
about the growing area that is ESG and how this is 
impacting investment decisions and portfolios. 

We are committed to supporting Financial Brokers and 
Advisors with their understanding of ESG and providing 
value for money ESG investments. If your clients require 
the integration of ESG, Ethical or Socially Responsible 
investing into their investment portfolio, New Ireland’s 
investment proposition can help to meet those needs.  
For more information talk to your New Ireland Account 

Manager or click here for regular fund manager updates, 
more information on our Article 8 funds and thought 
leadership content.

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: The fund may be affected by changes in currency 
exchange rates.
Warning: If you invest in this fund you could lose some or all of 
the money you invest.

Terms and conditions apply. Exit tax (up to 41% currently) applies 
to gains on life assurance investment policies.  A Government levy 
(currently 1% of the premium amount) applies to all premiums paid 
to a life assurance policy. Information is correct as of February 2021 
and subject to change.
While great care has been taken in its preparation, this document is 
of a general nature and should not be relied on in relation to specific 
issues without appropriate financial, insurance, investment or other 
professional advice. The content of this document is for information 
purposes only and does not constitute an offer or recommendation 
to buy or sell any Investment/Pensionsor tosubscribe to any 
investment management advisory service.
New Ireland Assurance Company plc is regulated by the Central 
Bank of Ireland. A member of Bank of Ireland Group. New Ireland 
may hold units in the fund mentioned on its own account from time 
to time.
BNY Mellon Asset Management International Limited, BNY Mellon 
Centre, 160 Queen Victoria Street, London EC4V 4LA. Registered 
in England No. 1118580. Authorised and regulated by the Financial 
Conduct Authority. CP8083-08-03-2012(12m). BNY Mellon Asset 
Management International Limited, BNY Mellon Global Management 
Limited (BNY MGM), Newton, Insight, Walter Scott and any other 
BNY Mellon entity mentioned are all ultimately owned by The Bank 
of New York Mellon Corporation.  
State Street Global Advisors Ireland Limited is regulated by the 
Central Bank of Ireland. Incorporated and registered in Ireland at 
Two Park Place, Upper Hatch Street, Dublin 2. Registered number 
145221. Member of the Irish Association of Investment Managers.
KBI Global Investors Ltd. (KBIGI) is regulated by the Central Bank 
of Ireland.

“As more and more people become 
concerned with their  impact on the 
world they will  turn to ESG in their 
investments as a way to help. 

AIG is delighted to announce that 
Conor McGill has been promoted 
to Cyber & Professional Indemnity 
(PI) Team Leader. Conor has been 
with the AIG Financial Lines team 
since 2016, most recently as a 
Senior Cyber & PI Underwriter. Prior 
to joining AIG , Conor was with 
OSG Sedgwick where he led the 

personal lines sales team and has extensive customer 
service experience. His areas of expertise include 
Professional Indemnity for organisations across an 
array of industries and Cyber risk for both commercial 
and regulated entities. He holds a Bachelor of Science 
(B.Sc.) degree from UCD specialising in Geology and is 
an accredited insurance practitioner with the LIA.

Conor McGill promoted to Cyber 
& PI Team Leader, AIG Ireland

General Insurance Brokerage
West of Ireland area. 60%/40% Split.

Please reply in strict confidence to:
PO Box No. 11, 

c/o Irish Broker, Holyrood House, 
Unit 134-136 Baldoyle Industrial Estate, 

Dublin 13.

https://www.newireland.ie/broker/sustainableinvesting/


Hiscox Cyber 
Readiness Report 2021

Don’t let Cyber be 
a game of chance. 

Cyber risk is too important to be left to chance. 

39% of Irish firms suffered a cyber attack in the past year and one-in-six said they 
almost went under. The threat is a complex one. But like other business risks, it 
can be managed. The key is to build cyber resilience. 

To find out more, and to evaluate your firm’s cyber resilience using our new 
Maturity Model visit https://www.hiscox.ie/cyber-readiness

People, process, technology
Our cyber readiness model shows 
people scores are lower than for the 
other two areas.  

Experts fared better
Firms qualifying as experts had 
fewer attacks, were less likely to pay 
a ransom and recovered more 
quickly.

IT budgets reorient to cyber
The average firm now devotes more 
than a fifth (21%) of its IT budget to 
cyber security - a jump from 13% in 
2020.

Ransomware now commonplace
Around one-in-six of those attacked 
was hit with a ransom and 75% of 
those paid up.

www.hiscox.ie
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THE complete picture of the lasting impacts from a macro-
economic perspective of the COVID-19 pandemic are still 
emerging but a few things are clear - customer needs, 
expectations and buying habits have changed, businesses 
need to run digitally in order to survive and increased 
operational efficiencies will be vital to meet these new 
expectations. Pre-pandemic, emerging technology adoption 
was becoming a key driver for success in most financial 
services sectors, creating new opportunities and having 
a significant impact on the way companies operate and 
thereby improving business outcomes. But progress was 
slow – no more so than in the Broker sector. Other priorities 
were numerous, resources were limited and with competing 
prescribed requirements, non-essential wholesale operational 
changes were not prioritised. However, the last year has 
escalated digital operation much further up the priority 
chain. This article sets out some key emerging trends that 
are very relevant to the Broker market, supported by insights 
from experience of supporting clients in their digitalisation 
journeys. It will also discuss some key challenges that may 
lie ahead for any firm setting out on their digital roadmap and 
key criteria for success. 
Key Trends
We have evidenced within the sector both in Ireland and 
overseas the following key trends: 
Seamless Engagement
With the rapid uptake of Financial super-apps in recent years 
within the Banking and Payments space, customers have very 
high standards of expectations when it comes to seamless 
delivery of financial products and advice. Digitalisation within 
the Broker sector is making the purchasing of insurance, 
provision of necessary information and filing of claims more 
convenient as new technology entrants make the insurance 
process seamless. This is likely to have a profound knock-
on effect on sales volumes by making it easier for clients to 
match their needs with the most suitable policy and enhanced 
levels of customer satisfaction which the industry needs. 
Data Harmonisation 
Another emerging trend is many brokers are now taking 
ownership of their data from disparate systems, cleansing 
and standardising the data and utilising that data to 
streamline existing processes and tasks internally. A key 
step in data harmonisation is the creation of a centralised 
platform to house the data enabling multiple functions to 
leverage the data which provides an excellent foundation 
for the digitalisation journey. Another critical task in the firm’s 
data strategy is to undertake a realistic assessment of the 
data analytical skills within the business. Properly managed, 
with the appropriate capabilities, the central data platform is 
a vital step for the Broker to optimise this element of their 
business.   
Partnerships 
The creation of a fully functioning ecosystem is pivotal for the 
Broker industry, we have seen this play out to the benefit of 
the sector internationally. A good ecosystem benefits cross-
selling opportunities and partnerships across processes, 
systems and data with other Brokers and service providers 
giving access to many further opportunities. This creates 
multiple benefits as both customers and Brokers benefit. 
Depending on a Broker’s market size, the nature of their 
business and their business strategy they will progress 
their digital programmes as constructors, coordinators 
or contributors, but large-scale enhancements must be 
empowered by an ecosystem. Many Brokers are developing 
data strategies based on a collaborative approach across the 
sector, which sees the sharing of non-personally identifiable, 
anonymised data within a pool and collectively enriching 
this data with open data sources, to enhance operational 
processes and client experience. 
As Brokers continue to embrace digital transformation 
they will be faced with a number of challenges. While the 

challenges are numerous, they are offset by tremendous 
opportunities. 
Challenges
Transformation will require changes to systems, processes 
and culture and many frequently identified challenges 
include:
Unclear “As-Is” Processes
For many Brokers current processes are not fully documented, 
defined or consistently understood across the business. 
In order to re-design for the future processes, this requires 
process mapping for identification of bottlenecks which are 
prioritised in accordance with success criteria to drive areas 
of focus for digitalisation. 
Legacy Systems
Some systems used by the Broker industry are lacking 
modern tech architecture, are not integrated to provide 
holistic insights on the customer and are difficult to modify 
and adapt to current and future needs of the business. 
Talent Gap 
To successfully deliver on transformation objectives 
requires deep process engineering and data expertise from 
experienced data and process analysts. This talent pool is not 
easily found within the insurance market and may need to be 
filled from other sectors.
Prioritisation of the End to End Customer Experience
A challenge frequently faced by the Broker industry in 
their digital journey is the fact that they do not own and 
control the full end to end customer journey. This can make 
the prioritisation of the end to end customer experience 
challenging. There are numerous hand-offs with other players, 
predominantly the Insurers. This presents a challenge in 
designing and developing a truly seamless experience for the 
customer.  Buy-in and engagement with Insurers will be key 
to successfully navigating this element of the transformation 
programme.
While these challenges will be cumbersome to overcome, 
ample opportunities exist when they are. Opportunities to 
automate can be identified and appropriate technology can 
be leveraged to standardise processes. Firstly, well designed 
and analytics-lead processes will allow for easy identification 
of opportunities to digitalise. Through continuous data 
insights, businesses can optimise the client experience and 
operational efficiencies within the business.  Lastly, building 
a common pooled platform to analyse the data in one place 
continuously will enable cross-sectoral enhancements and 
enriched information. 

Digital Maturity Assessment
Grant Thornton has utilised it’s proprietary Digital Maturity 
Assessment (“DMA”) with many Broker clients to quickly 

Digitalisation in the Broker Industry

Hesus Inoma, 
Director - Financial 
Services Advisory,
Grant Thornton 
Ireland

>>> overleaf 
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assess their maturity, in order to understand where they 
are positioned in their digital transformation journey. The 
DMA supports Brokers in strategically prioritising their 
digital investments by diagnosing their maturity across 
major categories, such as Sustainable Operating Model, 
Capabilities, Technology and Culture within the Organisation 
and to establish a recommended path towards improvement. 
It evaluates how well clients have incorporated digital into 
their operating models, benchmarked against their peers, and 
how effective they are at executing digital initiatives, to drive 
long term business model sustainability. The dimensions of 
the assessment are defined as follows: 
Culture – explores the Broker’s approach to corporate culture, 
open communication and effectiveness in empowering 
employees in decision making. 
Sustainable Operating Model – explores how people, 
processes and technology are organised within the Broker 
to achieve sustainable strategic business objectives, whilst 
placing the customer at its core. 
Capabilities – explores the level of digital expertise within the 
Broker and how employees are empowered with technology 
to support digital strategy and execution. 
Technology – explores how effectively digital concepts are 
being implemented within the Broker and how they are being 
used to develop products and services. 
Maturity scores of the Broker are mapped to the weighted 
responses and assigned to every dimension, providing an 
overall score range from Nascent to Leading. The output 
is a customised report with clear quantitative observations 

used to inform the Broker’s future digital roadmap. These 
observations are accompanied by tailored and bespoke 
recommendations of activities over the short, medium and 
long term which have been commonly used by Brokers to 
inform a detailed digitisation programme and strategy.
For any Broker looking at next steps in their digital 
transformation, their Programme should be driven by a 
defined purpose, a clear vision and a focus on providing a 
holistic customer centric approach, supported by excellent 
data insights and process optimisation. 
As outlined above efficient, well designed and defined 
processes supported by a strong data strategy are essential 
first steps. These will enable the Broker to integrate digital 
technologies into those prioritised business areas aligned to 
commercial goals.
Legacy systems and processes are the commonly cited 
obstacles to transformation and are often seen as too high a 
hurdle to overcome. Adopting emerging technology solutions 
and enhancing process and data capabilities can help 
Brokers achieve their growth potential. In the ever-changing 
digital environment which requires increased readiness and 
adaptability to customer needs, Brokers will need to enhance 
to keep up with new ways of servicing the market emerging 
from client expectations and the need for convenience, 
including access to services and support 24/7. However, with 
a focus on cost efficiency, it is clear that more needs to be 
done with lower budgets. To future proof against the loss of 
market share to those seeking to build direct to consumer 
channels, Brokers need to be embracing digital offerings to 
get a competitive edge in the post COVID-19 landscape. 

For car insurance, you’re safe in the hands of Aviva.

|  Retirement  |  Investments  |  Insurance  | 
 
Aviva Motor Services is a partnership between Aviva and Accident Repair Management (ARM). 
Accident Repair Management Ltd is regulated by the Central Bank of Ireland.  
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.

When a car is damaged in an accident, we know our customers need to get back on the road as quickly 
as possible. That’s why in the event of a claim we can take care of everything, giving our customers the 
peace of mind they need during this difficult time.

 
 

Aviva Motor Services  
there when it matters most 

Where the customer has a fully comprehensive policy the  
following services apply: 

•   We can arrange fast and reliable repairs at one of our  
nationwide panel of repair centres across Ireland and work  
can start immediately, there’s no need for an estimate.

•   Using our repair network, we can ensure that damaged cars  
are repaired correctly and that they provide the same level  
of safety they were designed to provide.

•   Where the car is immobile, we can send a tow truck to bring 
their car to the nearest repair centre following an accident.

•   Our customers can get a courtesy car for up to 7 days  
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A Year Like No Other
Sitting in the Singapore (Asia HQ) o	  ces of Sedgwick International in January 2020, we heard about the impact in late 2019 on 
our business in China resulting from a Coronavirus outbreak and a general lockdown of large parts of the Chinese economy. Little 
did we know within a few short months the virus would become a worldwide pandemic and the e� ects would rapidly spread 
throughout the globe.

The Covid-19 pandemic has brought about tragedy, economic and 
social chaos and raised questions around many fundamental issues 
we may have taken for granted in an era of globalization.  

The partial shutting down of a signi� cant portion of the world 
economy, the strain to near breaking point of global and local health 
services, free movement and travel, restrictions on social contact 
and most of all the risk to personal health and safety.

The impact on life in Ireland has had a fundamental social and 
economic e� ect and our own industry like almost all others has 
not been una� ected. However, as an industry and an organisation 
(Sedgwick), we have proved our resilience and our ability to respond 
to a crisis, born out of a legacy of experience and expertise in 
responding to national disasters, catastrophic events and adapting 
to and providing solutions for an ever-changing risk environment.

In early March as we planned for the � rst wave of social and 
economic lockdown our initial response was simple. With the health 
and safety of our colleagues our priority turned to taking care of 
business and how we would continue to deliver services to our 
clients and their customers. Within two short weeks we pivoted 
from a largely o�  ce bound structure of over 400 people to a fully 
remote working capability.  We did so without compromising on 
service standards and in a safe secure and compliant environment.

Demand � uctuated through peaks and troughs in response to 
market requirements across all lines of business.  In particular 
speci� c challenge responding reacting to the dynamic market 
demand regarding Business Interruption Claims.

Our response was not without challenges speci� cally maintaining 
a safe � eld inspection capability in a restricted environment in 
accordance with developing health & safety guidelines. By combining 
and adapting our technical and digital capability we continued to 
o� er a full compliant service utilising virtual inspection capabilities 
to ensure a complete customer focused response. Through agile 
and � exible deployment of our technology enabled resources we 
responded and adapted to the rapidly changing needs of the market.

In responding to such a global event, the capabilities and resources 
of the world’s leading technology empowered 

third party provider ensured the ‘Sedgwick 
di� erence’ was maintained. As we exit the 
current phase and focus on recovery our 
consideration has turned to what lies 
ahead. To look at the requirements of our 
colleagues, our clients and our business in 
a new world. We have learned a lot about 

ourselves and the industry in which 
we operate. We recognise the 

need to adapt and change to 
build on the considerable 

requirements of the past 
year and to respond 

to take advantage of 
new and emerging 
opportunities. 

We will continue to invest in our capability and resources and 
develop an organization and leadership structure that is Fit For 
Future. We are committed to the growth of our business in Ireland 
as a signi� cant part of the Sedgwick global organization and will 
continue to pursue our strategic goals through the lens of three 
objectives. A world class colleague experience focused on attracting 
and developing the best in talent. A unique customer experience 
based on the Sedgwick principle of Caring Counts.  Every single 
interaction people have with Sedgwick is important and earning 
and keeping our customers trust is paramount. As we develop and 
o� er new and enhanced service solutions, we will always strive to 
continually improve and deliver an even better customer experience.  

A business model based on the principle of sustainable and pro� table 
growth. Our ability to take care of both our colleagues and clients 
is conditional upon our � nancial health, sustainability and growth. 
Sedgwick is and always has been a growth orientated company 
which is how we have evolved from a small regional third party 
administration to the largest insurance provider in the world today.

We will continue to grow the capability of Sedgwick in Ireland to 
meet the needs of our local market and also develop and grow as a 
truly international hub providing services to international markets 
and shared services support to the wider Sedgwick organisation.

Our growth strategy will be underpinned by the development of:

New Products and Services
Continuing to work with our Markets carriers, Corporate, broker, 
public bodies, representative and supervisory authorities a focus on 
the developing solutions to assist with their changing needs.
We will continue to deliver innovative customer focused service 
o� erings across our 3 service pillars:

The Future of Service Delivery
Combining technology and people to develop a true Omni channel 
response to provide an improved customer journey in a secure and 
regulatory compliant environment.

De� ning New Ways of Working
By looking at our organizational structures and working 
environment and adapting in a safe more agile and � exible way. The 
o�  ce will remain at the center of what we do as we continue to 
drive collaboration connection and career development. We must 
also strive to bring the best of ourselves in a model that enhances 
learning, enterprise and a service drawn culture. The next stage 
of the journey begins now. We look forward to delivering on the 
future needs of our market, for the bene� t of all stakeholders and 
colleagues, our clients and investors alike. 

Resource 
Solutions

Business 
Solutions

Claims 
Solutions

Malcolm Hughes
Executive Chairman, Sedgwick

Sedgwick appoints 
Ruth Leggett as CEO, Ireland
April 23, 2021
Sedgwick, a leading global provider of technology-enabled risk, bene� ts and 
integrated business solutions, today announced the appointment of Ruth 
Leggett as CEO of its operations in Ireland. Leggett steps into the role held for 24
years by industry veteran Malcolm Hughes, who will remain with the company 
as executive chairman for Ireland and international executive director.

As CEO, Ruth will work to further grow Sedgwick’s business and 
resources in Ireland — a key geography in Sedgwick’s global 
network. Her deep involvement in the company’s day-to-day 
operations as chief of sta�  and deputy CEO for Ireland and 
years of experience integrating teams, empowering colleagues, 
and advancing organizational development position her well for 
success in her new role.

“Ruth has spent her entire career supporting and empowering 
Sedgwick colleagues, and she’s made an especially powerful mark 
in spearheading female leadership development,” Hughes said. “Her 
unparalleled commitment to the advancement of the company has 
paved the way for her to take on the CEO role. She is the future of 
Sedgwick in Ireland, and I’m incredibly pleased with all that she’s 
achieved. Her appointment as CEO underscores our commitment 
to attracting, retaining, and developing exceptional talent so that 
other up-and-coming leaders may follow in her footsteps.”

Through this transition, Hughes will be elevated to the role of 
executive chairman for Ireland, remaining an integral part of the 
domestic management team. He will also serve as international 
executive director of Sedgwick, with a focus on diversifying the 
company’s global service o� erings.

“Malcolm’s industry expertise and decades of experience 
remain invaluable to us as he adopts a broader global role and 
works to bridge our international relationships and service 
o� erings,” said Mike Arbour, CEO of Sedgwick. “He is an 
outstanding addition to our international business leadership 
team as we execute our diversi  cation growth plans.”

Ruth joined Sedgwick as a graduate trainee in the third-party 
administration (TPA) division and later transferred to colleague 
resources (CR). There, she transformed the strategic capabilities 
of the department from a primarily administrative group to an 
integrated resource arm supporting operations nationwide. 
As head of CR for Ireland, Ruth drove retention, engagement, 
innovation and e�  ciency among more than 400 colleagues. 

In light of her success, Ruth was appointed to an additional senior-
level role as chief of sta� , responsible for overseeing the day-to-
day strategic management of operations in Ireland.

She is a graduate with honours from the University College 
Dublin and holds a master’s degree in management from Smur� t 
Business School, Ireland’s leading business college. 

Ruth is a Certi� ed Insurance Practitioner (CIP) and Certi� ed 
Insurance Director (CID) through the Insurance Institute of 
Ireland and in 2019 was named among the Business Insurance 
Women to Watch in Europe, the Middle East and Africa 
(EMEA).

“I am excited to play an important part in Sedgwick’s 
ongoing journey in Ireland and to take the reins from 
Malcolm Hughes, who has been my friend and mentor for 
the past 10 years,” Ruth said. “Throughout my tenure at 
Sedgwick, I’ve always believed that our people are our most 
important asset, and a strong and engaged team is vital to 
our success. I am deeply committed to delivering on our 
values and objectives for the bene  t of all stakeholders, 
colleagues, clients and investors alike.”

About Sedgwick
Sedgwick is a leading global provider of technology-enabled risk, bene� ts and integrated business solutions. The company provides a 
broad range of resources tailored to our clients’ speci� c needs in casualty, property, marine, bene� ts, brand protection and other lines. 
At Sedgwick, caring counts®; through the dedication and expertise of more than 27,000 colleagues across 65 countries, the company 
takes care of people and organizations by mitigating and reducing risks and losses, promoting health and productivity, protecting brand 
reputations, and containing costs that can impact the bottom line. Sedgwick’s majority shareholder is The Carlyle Group; Stone Point 
Capital LLC, Caisse de dépôt et placement du Québec (CDPQ), Onex and other management investors are minority shareholders. 

For more, see www.sedgwick.com.
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WHEN it comes to making a decision about where to 
invest a Pension or an Approved Retirement Fund (ARF), 
there are a number of factors that you and your client 
will consider, 

1. Their attitude to investment risk.
2. Their age and how long they are looking to invest for
3. How active they want to be in the investment 

decision process 
4. Whether they are looking to invest their full portfolio 

in one fund or invest across a range of assets.
5. The size of an individuals pension pot.

Whilst investors may differ in their attitude to investment 
risk or even the amount of engagement they wish to 
have in how their money is invested, the one common 
trait that covers most investors, is time. Typically an 
investor will be looking at an investment time horizon 
in excess of 40 years when you take pre and post 
retirement together. 

Like other aspects of life such as fashion, music and food, 
over a period of 40 years trends can evolve and change 
and an individuals taste will also change depending on 
where they are in their lifecycle. The investment world is 
no different as we recognise that individuals investment 
requirements can also change as they move through 
their savings lifecycle and accumulate the pot of money 
they will use to fund their retirement.   

Having access to the right types of investments at the 
right stages in an investment lifecycle is pivotal to being 
able to build a portfolio which is tailored to meet the 
needs of the individual, as investing, like fashion and 
music has many different varieties and options to choose 
from and no two individuals are exactly the same.

Building Bespoke Portfolios
Within Aviva we understand the importance of providing 
real choice and work closely in supporting brokers, who 
build bespoke and tailored portfolios which combine 
our core multi-asset funds along with the tailored aspect 
through our Self Directed Investment Option (SDIO). 
Whilst the core element may remain relatively consistent 
through investment in our range of multi asset funds, 
the ability to combine this with a range of assets across 
the risk spectrum from capital protected products and 
property funds through to traded instruments such as 
shares and ETFs as offered by our specialist provider 
partners, allow brokers to build these tailored portfolios 
and to amend them as an individual moves to and 
through retirement. 

Engagement in the investment decision process
Whilst the platform does permit those who want an active 
engagement in how their money is managed either 
through active asset selection or direct trading, having 
access to a range of structured products, property funds 
and ETFs (which are regularly purchased and held to 
gain access to a diverse range of asset classes, sectors 
and regions), means that the platform is well suited to 

those who are comfortable with a less involved role in 
how their money is managed on an on-going basis. 

Supporting Retail Clients
One of the key benefits of SDIO is that it is not just for 
those with large pension pots. The minimum investment 
amount is €15,000 and a large element of the pre-
retirement growth in the platform we have witnessed 
over the last number of years is coming from those who 
are either;
1. Making regular contributions to a personal or 

executive pension and once the value has reached 
€15,000 switching this to SDIO, whilst continuing to 
make their regular contributions to their original fund 
choice.

2. Those who have been saving for a period of 10+ 
years and may now have a fund of c.€100,000 and 
decide to make an allocation of 20%-30% to SDIO to 
diversify and build a bespoke portfolio. 

Investor choice in retirement
Within the ARF space we often see a higher allocation to 
SDIO where an individual may choose to use a number 
of the assets as part of their portfolio;
1. Income – We commonly see property with income 

share classes such as The Greenman Open Fund or 
high yield portfolios created by Cantor Fitzgerald, 
being used to fund the income needs of an investor 
within their ARF.

2. Protection – The range of capital protected 
products is regularly included in portfolios for the 
element which an individual is seeking to use for 
future income and therefore may want to have a 
certain amount of security over future values. A 
good example of this is where an investor may want 
to protect a pot of money that they may choose to 
use for income in 5-10 years, and therefore would 
like some certainty over the value when they come 
to access it, but are comfortable to invest for a fixed 
time period. 

With an ever changing world, being able to offer clients 
a truly bespoke service both at the outset and as they 
move through their lifecycle and into retirement, can 
help embed deeper and longer relationships between 
brokers and clients and our SDIO platform with AUM in 
excess of €880m*  offers you the ability to deliver these 
tailored solutions for your clients. 
For more information on our SDIO platform, please 
talk to your account manager or visit our dedicated 
hub on avivabroker.ie
*Source Cantor Fitzgerald March 2021

Building Tailored Portfolios to Meet 
Your Clients Needs with SDIO

Stephen Rice, 
Investments 
& Pensions 
Propositions 
Lead, Aviva Life & 
Pensions Ireland 
DAC

“One of the key benefits of  SDIO is  that it  is  not just 
for those with large pension pots.

Louis prefers a 
tailored 
approach

For your clients who value control 
and a highly personalised service, 
Aviva leads with our Managed by You 
proposition1.  Comprising of our Self 
Directed Investment Option (SDIO), 
this range gives you the widest choice 
of investments including Structured 
Products, ETFs, Shares and Property 
Funds to create bespoke portfolios.
  

Investments that 
work for you.

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.

Warning: If you invest in this product you may lose some or all of the money you invest.
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.

For You By You With You

Managed

1. Source: Aviva Life & Pensions DAC August 2020.
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EVEN though we have been collectively distracted by 
COVID-19 over these past few months, very few of us 
will be unaware that certain sections of the Consumer 
Insurance Contracts Act 2019 [CICA] were commenced on 
the 1st of September 2020. The remaining sections are due 
for commencement on the 1st of September 2021 – this, 
ostensibly, is to allow the Insurance Industry a suitable ‘lead 
in time’ to get to grips with new obligations and changes to 
the law. 
I have previously written (and spoken) about the importance 
of good faith in insurance contracts and I had suggested 
that there was an in-built ‘ethical component’ to the rule 
which was still of relevance for all of us in a Regulated 
insurance industry.  Nevertheless, the CICA represents 
a significant change to the application of the principle of 
good faith, abolishing its pre-contractual effects, bringing 
legislative certainty to the respective duties of the Insurer 
and Policyholder alike. 
The background to the CICA is, of itself, interesting and 
it will continue to have an impact on Brokers, Insurers, 
Policyholders and Policyholder Representatives for years 
to come. 
Many Brokers will have a particular (or nostalgic) interest 
in the changes to the principle of Utmost Good Faith, 
or Uberrimae Fidei, and the related duty of disclosure. 
Insurance contracts are perhaps the best illustration of a 
class of contracts that are described as being of the utmost 
good faith. Section 17 of the Marine Insurance Act, 1906 
provides that:

“A contract of marine insurance is a contract based 
upon the utmost good faith, and, if the utmost good faith 
be not observed by either party, the contract may be 
avoided by the other party.”

In other words, before the contract is concluded, the parties 
to it are bound to volunteer to each other information that 
is material. 

Judicial Precedent & Developments
The rule was first identified in the celebrated case of Carter 
v Boehm as far back as 1766. Lord Mansfield CJ explained 
the principle of good faith as follows: “Good faith forbids 
either party by concealing what he privately knows, to draw 
the other into a bargain, from his ignorance of the fact, and 
his believing the contrary.”

More recently, in 1982, in Chariot Inns Limited v 
Assicurazioni Generali S.p.a., Kenny J. confirmed that 
the correct answering of questions asked is not the sole 
obligation of the insured, instead he or she must disclose 
all matters material to the risk. The Justice explained that: 
“a contract of insurance requires the highest standard of 
accuracy, good faith, candour and disclosure by the Insured 
when making a proposal for insurance…”

In Aro Road and Land Vehicles Limited v The Insurance 

Corporation of Ireland, McCarthy J. reminded us that “a 
contract of insurance is a contract of utmost good faith on 
both sides.“ After Aro Road (and subsequently Kelleher v 
Irish Life Assurance Company) it could no longer be simply 
said that if the Insured could be shown by the Insurer to 
have committed non-disclosure or to have committed a 
misrepresentation before the contract was entered into, 
then the Insurer had the right to avoid the contract in its 
entirety. 

These cases modified the duty for the Insured, requiring 
them to exercise a genuine effort to achieve accuracy using 
all available sources. Likewise, the Insurer must also have 
considered the possibility that the form of questions asked 
in a proposal form may ultimately limit the duty of disclosure 
arising. 

In Manor Park Homebuilders Limited v AIG, Justice 
McMahon, reflected the analysis of Lord Mansfield in Carter 
v Boehm. Picking up on the subject of ‘over the counter’ 
policies, discussed in Aro Road, and the fact that good faith 
is a two-way-street, the judge clarified: “The Insured’s duty is 
balanced by a reciprocal duty on the Insurer to make its own 
reasonable inquiries, to carry out all prudent investigations 
and to act at all times in a professional manner” and “the 
Insurer should not use the duty of the utmost good faith as 
a crutch or an excuse not to carry out his own investigations 
which form part and parcel of the profession.”

With reference to case law, the Irish Courts have tended 
to apply the doctrine of (utmost) good faith somewhat 
less strictly than their English counterparts. The Consumer 
Insurance Contract Act could be said to crystalise this trend 
in Judicial interpretation. 

Consumer Insurance Contracts Bill & Act
The Consumer Insurance Contracts Bill was a Private 
Members Bill, introduced by Pearse Doherty, TD, for Sinn 
Féin. On the 19th of January 2017, Deputy Doherty sought 
to introduce the Bill to the Dáil. His [edited] speech in the 
Chamber perhaps provides a useful analysis of the aims of 
the Bill and provides some context for the legislation:

“In recent years we have seen the insurance industry 
treat its customers with arrogance and, over the last 
couple of years, completely unjustified and unjustifiable 
increases in motor insurance premiums.
This Bill seeks to level the playing field so that the 
consumer is better equipped to stand up to the insurer 
and argue the toss. It represents a major modernisation 
of insurance contract law in Ireland and is based on a 
report by the Law Reform Commission from July 2015. 
… In this day and age, the insurance consumer is at a 
huge disadvantage when faced with the Iawyered up, 
technically savvy insurer. We know the results: the insurer 
holds all of the cards. …. Likewise, the law on disclosure 
dates back to 1776, which is the year of the Declaration 
of Independence in the United States, such that the 
law on disclosures is as old as independent America. It 
gives huge discretion to insurers to decide what should 
have been disclosed after a claim is made. In its case 
studies the Financial Services Ombudsman has noted 
that: “Unfortunately, once non-disclosure takes place, 
for whatever reason, the legal effect of that can operate 
harshly.” Innocent failure to disclose something an 
average consumer would not consider relevant should 
not be a get-out-of-jail clause for insurers.
The Bill is detailed and complex but at its core is a 
simple function: to empower consumers so that no 
longer will farmers, pub owners, residents and other 

Good Faith and The Consumer 
Insurance Contract Act
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of  itself,  interesting and it  will 
continue to have an impact on 
Brokers, Insurers,  Policyholders and 
Policyholder Representatives for 
years to come. 
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consumers be denied what morally should be theirs 
because of outdated technicalities that can be exploited 
by insurers. Laws in force at the time of the American 
War of Independence - insurance laws based on the 
days of merchants trading across oceans rather than 
the modern needs of society - must be updated. The 
consumer alone loses when laws become archaic. The 
consumer, the victim, must get the benefit of the doubt 
when it comes to arguing the technicalities of insurance 
claims.”

The Bill did indeed garner support throughout the Dáil and, 
crucially, it was not opposed by the Government. When 
the Bill overcame the different Stages in the Houses of the 
Oireachtas and was passed as legislation, Deputy Pearse 
Doherty concluded:

“Our Consumer Insurance Contracts Bill will shift the 
balance in favour of policyholders, by increasing 
transparency and strengthening the hand of the 
policyholder during their insurance contract. It is the 
only legislation that has been passed since 2016 that 
focusses on policyholders, increasing their protections.
This legislation has been described as the most radical 
change in consumer law in centuries, and as a game-
changer by the Alliance for Insurance Reform.”

It was interesting that Deputy Doherty signed off by 
reiterating that ‘Sinn Féin will continue to stand up for 
workers and families.’ Doubtless, this is what every Politician 
would/does say. Speaking as a Policyholder Representative, 
the concept is a familiar one: standing up for the little guy 
is what attracted me to Loss Assessing in the first instance. 

Law Reform Commission Report
The bones of the proposed legislation were derived from an 
earlier report by the Law Reform Commission [LRC] report – 
‘Consumer Insurance Contracts’ – published in July 2015. 
The topic was itself part of a larger body of work carried out 
by the LRC, Third Programme of Law Reform, that ran from 
2008 to 2014. Issues with Consumer Insurance Contracts 
had been identified well in advance of the CICA.

Following on from its Consultation Paper on Insurance 
Contracts the Irish Law Reform Commission had made 105 
recommendations in their report, summarised as follows: 
legislation to consolidate and reform law on insurance 
contracts for individual consumers and SMEs, including: 
to replace pre-contractual duty of disclosure with duty to 
answer specific questions; proportionate remedies for 
breach; replacement of insurance warranties with provisions 
that identify actual risks insured; to abolish requirement for 
insurable interest; and to allow third parties to claim directly 
against insurer in specified cases.

It appears, based upon the LRC’s Report that they (the 
LRC) had provisionally recommended that the concept of 
utmost good faith in insurance contracts be retained. Upon 
reflection however, the LRC ultimately took a contrary 
view – suggesting that the foundations of the principle 
had been altered in favour of Insurers and to the detriment 
of policyholders because of innovations in the fields 
of communications, technology, information gathering, 
statutory corporate governance and risk management 
requirements. The Commission took the view that the 
certainty provided by legislative reform – of the principle of 
utmost good faith – was preferrable than ever-developing 
judicial rules. Such reform, defining the respective duties of 
the Insurer and the Policyholder, would benefit Policyholders 
as a whole in the context of a modern insurance market 
where the product is largely commodified. 

Section 8 of the Consumer Insurance Contracts Act
This then is how a wide-ranging topic - resolutely and 
expertly researched by the Law Reform Commission - found 
its way into the Dáil as a Bill and ultimately became new law. 
Although the CICA is worthy of serious analysis and scrutiny, 
in the context of this inquiry, we are merely concerned with 

one section, specifically Section 8.

In simple terms, Section 8, abolishes the principle of 
utmost good faith and replaces it with a statutory duty 
on consumers to answer questions honestly and with 
reasonable care. An insurer shall be deemed to have waived 
any further duty of disclosure of the consumer where it fails 
to investigate an absent or obviously incomplete answer to 
a question.

Under the 2019 Act, consumers are required to answer 
specific questions on a durable medium that are in plain and 
clear language. The onus of proving that such questions are 
in plain and clear language rests with the insurer. Where 
there is an ambiguity or doubt about the meaning of any 
question posed, the interpretation most favourable for the 
consumer will prevail.

Consumers are not required to volunteer information over 
and above the questions asked of them.

Conclusion 
It is not yet clear how Insurers, Agents and indeed Brokers 
will react with regard to their respective positions at the 
pre-contractual stage and clearly this will be an ongoing 
discussion for all of us, representing a body of work that 
the industry will need to come to terms with over the 
coming months. Will we see pages upon pages of question 
sets designed to cover every possibility or angle? Will the 
Insurers back-away from direct selling and better engage 
with the Broker market? After all, the Act acknowledges 
that when contemplating whether a Policyholder has used 
‘reasonable care’ one of the key factors to be considered is 
whether they were represented in their dealings (with the 
Insurer) by a Broker. 
We look forward to the impact the Act must have on decisions 
taken by the Financial Services and Pensions Ombudsman 
and, indeed, we can think of complaints previously rejected 
by the FSPO that would have been upheld had Section 8 of 
the CICA been current at the time. 
Issues such as good faith and non-disclosure typically arise 
on foot of a claim. It is the fact of a loss that brings the manner 
in which the contract was brought about into sharp focus. 
It is the point at which underwriting, broking and claims all 
interact with one another. As Policyholder Advocates, we 
have witnessed the inequitable and sometimes devasting 
effects of alleged breaches of the duty of good faith. We 
hope, for example, never again to see an Insurer cancel a 
policy (for their elderly clients) where the Insured innocently 
(and correctly) answered an open-ended and subjective 
proposal form question as to the standard of maintenance 
of a property. 
Some will be sad to see Utmost Good Faith confined to 
history or given the designation of ‘interpretive principle’ 
- as is the case in the United Kingdom. On balance, the 
reforms contained within Section 8 of the CICA were 
probably overdue and it will be interesting to see where 
the sweeping changes to the application of the principle 
of utmost good faith will lead us to. We acknowledge that 
this, and other provisions of the CICA, are likely to have an 
overall benefit for Policyholders and we look forward to the 
interesting challenges that are bound to arise in 2021 and 
thereafter. 

“The Act acknowledges that when 
contemplating whether a Policyholder 
has used ‘reasonable care’ one of the key 
factors to be considered is  whether they 
were represented in their  dealings (with 
the Insurer) by a Broker. 



When it 
means more 
than anything
You need a specialist insurer
A different kind of Insurer, with a reputation for expertise, 
stability and service and with all dispersible profits given 
back to the specialist communities we serve. Offering a 
broader range of specialisms than you may have thought, 
it’s time to take another look.

Our specialists make us who we are.
Visit us at ecclesiastical.ie/brokers

Ecclesiastical Insurance Office plc is regulated by the Central Bank of Ireland.

Ecclesiastical Insurance Office plc Reg. No. 24869. Registered in England at Benefact House, 2000 Pioneer Avenue, Gloucester Business Park, Brockworth, Gloucester, 
GL3 4AW, United Kingdom. Registered Branch in Dublin, Ireland. Reg No. 902180. 2nd Floor, Block F2, EastPoint, Dublin 3. Authorised by the Prudential Regulation 
Authority and regulated by the Financial Conduct Authority and the Prudential Regulation Authority in the United Kingdom (Firm Reference Number 113848).



047

IS it now time to act and advise your clients to maximum 
fund their pensions or are we no closer to seeing 
changes to the tax reliefs available to pension savers?

For years now we have heard murmurings about a 
change to the pension tax relief system in Ireland with 
nothing coming to fruition. The latest report in a long 
list of reports on pension reform and simplification was 
published in November 2020 by the Interdepartmental 
Pensions Reform and Taxation Group. Chapter 4 of the 
report reviews the current tax reliefs provided by the 
State that apply to supplementary pension savers in 
Ireland.

There is an interesting table in the report that I want to 
share with you that charts the numerous papers and 
reports spanning back to 2007 that have commented 
on pension tax reform.

The table shown below is taken from the Report of 
the Interdepartmental Pensions Reform and Taxation 
Group 2020

The arguments both for and against changes to the 
current tax relief system have been considered in the 
report but no changes to the current system have 

been proposed. That doesn’t mean to say though 
change isn’t on the horizon. We would have to think 
that one of the key drivers will be the introduction of 
Auto Enrolment pensions in Ireland as government 
is more than likely going to standardise the pension 
tax relief at that point. Another possibility is that the 
current pandemic and the impact it is having on State 
finances will force government to reduce tax reliefs 
available or cap large employer contributions.    
The best advice is to act now.

Maximum Funding. 
Is it now time to act?

Brian Macdonald, Operations Director, Newcourt Pensioneer Trustees Ltd

“Another possibility is that the 
current pandemic and the impact 
it is having on State finances 
will force government to reduce 
tax reliefs available or cap large 
employer contributions. The best 
advice is to act now.
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Report Comment

Green Paper on Pensions (Department 
of Social and Family Affairs, 2007, 
p. viii) 

1. Can tax incentives be better targeted to encourage improved coverage in a cost-
effective way? 
2. Should the over-riding principle be coverage or equity and should incentives be 
offered at the marginal, standard or a hybrid rate?

Renewed Programme for Government 
(Government of Ireland, 2009, p. 4) 

[We will] introduce a single 33% rate for tax relief on private pension provision in the 
context of the national pensions framework.

Commission on Taxation Report 
(2009, p. 30) 

The current tax relief for personal retirement provision should in the medium to 
long-term be replaced by a matching Exchequer contribution of €1 for each €1.60 
contributed by the taxpayer. 

National Pensions Framework 
(Department of Social and Family 
Affairs, 2010, p. iii) 

There will be a matching State contribution equal to 33% tax relief (delivery mechanism 
to be decided). 

Ireland Memorandum of Understanding 
on Specific Economic Policy 
Conditionality. (Government of Ireland, 
2010, p. 1-2) 

Revenue measures […] will be introduced, including: […] A reduction in private pension 
tax reliefs. 

The National Recovery Plan 2011-2014 
(Government of Ireland, 2011, p. 94) 

Phased standard rating of income tax relief over 2012, 2013 and 2014. 

Programme for Government 2011-2016 
(Government of Ireland, 2011, p. 21) 

We will cap taxpayers’ subsidies for all future pension schemes for politicians (and 
indeed for everybody) that deliver income in retirement of more than €60,000. 

>>> overleaf 
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Maximum Funding

I want now to look at the concept of maximum funding. 
If someone asked you to explain the concept to them 
would you be able to?

In simple terms you are looking to get the cost of the 
Revenue maximum pension at normal retirement age 
by applying a factor to the pension to turn it into the 
estimated fund to buy that pension, next take into 
account all existing pension funds and lastly work out 
how much needs to be contributed on an annual basis 
so as to reach that maximum fund at normal retirement 
age. This amount is the maximum annual contribution 
allowable to the occupational pension scheme.

The maximum pension is typically a pension of two-
thirds of salary on the basis the individual has 10 years 
or more service with the employer at normal retirement 
age.

There are numerous online funding calculators you 
can use that will tell you the maximum allowable 
pension contribution but it is important you don’t rely 
on them as they don’t tell the full story. It is widely 
accepted industry practice that within 5 years of normal 
retirement age you can use current annuity rates and 
this is where the funding picture really changes. The 
reason for the 5 year timeframe is that this is in line 
with the guidance from the Society of Actuaries in 
Ireland where you use current annuity rates in pension 
projections where the term to retirement is less than 
5 years.

I’ve set out some examples in the table below to show 
you how the funding position changes dramatically if 
you use current annuity rates instead of the Revenue 
capitalisation factors. It is based on a married individual 
earning a salary of €75,000 a year, so a pension of 
€50,000 a year (two-thirds of salary as greater than 10 
years service at normal retirement age):
The annuity rates are based on a pension with a 10 
year guarantee period, increasing at 3% per annum 
and a 100% spouse’s pension where the spouse is the 
same age as the main life. The current lifetime pension 
fund limit or Standard Fund Threshold (SFT) for an 
individual is €2 million.
You can see for yourself the huge difference when you 
use current annuity rates, the funding levels double. 
You will see from the table that some amounts exceed 
the SFT but that said it is still possible to fund to that 
level if you wanted to.
When looking at the pension funding position with 
a client you should also remember that sometimes 
the strict 60ths basis (N/60ths) can produce a better 
outcome. This is more than likely to apply where 
the client has large pension benefits from previous 
employments.
It just shows you the importance of questioning the 
funding position under a client’s pension as there may 
well be plenty of scope to fund where on first look that 
isn’t obvious.
Take action now as it’s only a matter of time before we 
see change.

Age Gender Revenue 
Capitalisation Factor

Revenue Maximum Fund Current Annuity Rate Revenue Maximum Fund

60 Female 30.0 €1,500,000 1.492% €3,350,000

60 Male 32.4 €1,620,000 1.492% €3,350,000

65 Female 25.9 €1,295,000 1.895% €2,630,000

65 Male 28.4 €1,420,000 1.895% €2,630,000

State Street to provide range of middle office services 
for M&G Corporate Services via Aladdin
STATE Street Corporation has announced that it has 
been appointed by M&G Corporate Services Limited, 
part of M&G plc, (M&G) to provide outsourced middle 
office services. The agreement builds on a 10-year 
strategic partnership with M&G that will see State Street 
extend its current fund accounting and custody services 
for the wholesale fund ranges to provide middle office 
services, including portfolio services, reference data, 
cash reporting, transaction management, asset servicing 
and recordkeeping. State Street will perform these 
services largely relying upon BlackRock’s Aladdin® 
platform licensed by M&G. 
State Street was one of the founding partners of Aladdin 
Provider and is a leader in the adoption of Aladdin data 
exchange (PDX) and the Aladdin middle office model. By 
leveraging the Aladdin experience and knowledge from 
M&G, State Street will administer middle office services 
on Aladdin, exemplifying how State Street offers clients 
the benefit of choice regarding their front and middle-
office systems. The service model incorporates the use 
of Aladdin Accounting and Aladdin PDX messaging.

“We are delighted to expand our strong relationship with 
M&G,” said Joerg Ambrosius, chief executive officer, 
Europe, Middle East and Africa at State Street. “We are 
committed to providing solutions for a wide range of 
our clients’ needs including our State Street AlphaSM 
clients who can utilize both Aladdin and State Street 
product and services. This marks another important 
step in helping asset managers to stay focused on their 
investment process, lower their costs, improve efficiency 
and deliver desired investment outcomes.”
“This agreement is part of our five-year transformation 
programme to position M&G for sustainable long-term 
growth,” said Roddy Thomson, M&G’s chief operating 
officer. “It will enable us to focus on what we do best 
as investment managers, while developing a truly global 
and scalable investment operation in partnership with 
State Street.”
As part of the agreement, it is proposed that a number 
of M&G employees will transfer to State Street in London 
under a TUPE arrangement by 1 July 2021.
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IN last month’s Irish Broker magazine, we highlighted 
that Aviva has committed to become Net Zero in 
carbon emissions by 2040, ten years ahead of the 
global targets set out in the Paris Agreement, which has 
been ratified by 190 states and the European Union.  
Since then, we have been discussing our climate goals 
and propositions with brokers and in doing so, learned 
how you are keen to understand more about carbon 
reduction and how we will measure our progress in 
achieving these ambitious targets. This will include 
continuing to reduce carbon emissions in our offices, 
through promoting sustainable investing and through 
the general insurance products and services we offer 
to brokers and customers. 

In Ireland, we have also committed our support for local 
business initiatives aimed at reducing carbon usage 
here and to play our part in helping Ireland on its path 
to become net zero by 2050. We recently re-committed 
to the Business in the Community Low Carbon Pledge 
which initially committed signatories to reduce their 
carbon emissions significantly by 2030.  The 60 major 
corporations in Ireland, of which Aviva is one of a few 
insurers to do so, have recommitted to this pledge, 
having also committed to setting science-based 
targets by 2024. Business in the Community Ireland is 
a movement for sustainable change in business whose 
purpose is to inspire and enable businesses to bring 
about a sustainable, low carbon economy and a more 
inclusive society where everyone thrives. 

To enable the measurement of our ambition to become 
net zero by 2040, we have begun calculating our 
targets in line with the Science Based Targets Initiative 
(SBTi) methodology and must submit our proposed 
targets to the SBTi for validation by March 2023 or 
sooner.

But what does that mean and what does that mean 
for brokers and customers? 
Science Based Targets (SBTs) have now become 
the objective mechanism and international business 
standard for organisations and companies to measure 

the reduction of carbon and other greenhouse gas 
(GHG) emissions. Aviva has formally committed to the 
Science Based Targets Initiative (SBTi), an organisation 
which defines best practice in science-based target 
setting and independently assesses and validates 
companies’ targets, and the Business ambition for 1.5 
degrees.  Targets are considered ‘science-based’ by 
climate experts if they are aligned to meeting the net 
zero goals of the Paris Agreement. This agreement 
seeks to limit global warming to 1.5oC in order to manage 
the incidence and scale of catastrophic weather events. 
Target setting with the SBTi is intended to provide 
specific, shorter-term components of the high-level 
commitments and build on understanding emissions 
from investments and scenario analysis. The SBTi 
seeks to harmonize with action and reporting–focused 
initiatives to facilitate implementation, accountability, 
and compilation of evidence.

The Science Based Targets initiative (SBTi) for the 
financial sector is focused on delivering a common 
framework which enables all stakeholders including 
insurers, brokers and customers to understand how 
we will both reduce and remove carbon. Aviva is 
committed to the SBTi but this is one of a number of 
international initiatives aimed at supporting Net Zero. 
Aviva has also joined the UN-convened Net-Zero Asset 
Owners Alliance and has made a commitment to the 
Task Force on Climate-related Financial Disclosures 
(TCFD) reporting. As a result, Aviva Group recently 
published a detailed report outlining its Climate-related 
Financial Disclosures for 2020.

How will committing to Science-Based Targets 
impact Aviva?
Insurance companies and asset managers are 
uniquely positioned to influence companies and 
providers through their investment, underwriting and 
sourcing activities. To drive Paris-aligned systemic 
decarbonization, it is critical to leverage shared 
influence and responsibility for aligning incentives as 
well as eliminating barriers to emissions reductions.

This commitment, along with the strategy and actions 
that will be taken to achieve the targets not only 
contribute to the transition to a net-zero economy but 
also bring substantial benefits to all stakeholders. Key 
benefits include the following:

 z With clear frameworks for measurement, 
companies can clearly see when something is 
working or when something needs to change, 
leading to faster actions. The pandemic has 
heightened the realisation that ESG risks can have 
a material impact on companies and investors in 
unexpected ways, so by integrating non-financial 
decisions into their strategies, this helps to make 
them more resilient to future shocks.

 z Customers can be confident that the business with 
which they chose to spend their money acts in a 
responsible way and is transparent about actions 
they are taking in the area of climate but also in 
their overall disclosures. This makes it easier for 
consumers to benchmark companies against 

Understanding the Journey 
to Net Zero by 2040

Brian O’Neill, 
Head of 
Communications, 
Brand and 
Sponsorship, 
Aviva Ireland

“Insurance companies and asset managers are 
uniquely positioned to influence companies and 
providers through their  investment, underwriting 
and sourcing activities. 
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standardised frameworks. With growing appetite 
for sustainable investment products this could be 
a differentiator in a competitive market and help to 
build credibility and reputation.

 z Prepare for shifts in public policy: By setting SBTs 
companies are much better positioned to respond 
to future regulatory developments.  This includes 
the Irish government’s Climate bill, approved in 
March, setting Ireland on the net-zero pathway 
and which will see the government significantly 
escalate their climate action. 

 z Demonstrate leadership: While metrics and 
methods to set SBTs targets for financial institutions 
are new and best practice is still evolving, this is no 
reason to delay action. Companies that undertake 
the target setting process lead the way and push 
the market towards the most credible and practical 
solutions.

How does this impact our brokers and customers? 
A number of funds managed within our portfolio provide 
binding ESG objectives and Aviva Investors expanded 
its team of ESG analysts to 25 in 2020 meaning that 
our brokers can advise their customers secure in the 
knowledge that Aviva has integrated responsible 
investing into its investment decision process. 

Financial institutions including insurance companies 
that are committing to setting science based targets 
must include scope 1, 2 and 3 emissions which, as I 
described in last month’s net-zero article, covers all 
of the direct and indirect carbon emissions including 
those where shareholders and policyholders monies 
are invested. For Aviva Investors, for example, part 
of this action means taking an active approach and 
engaging with companies in which they invest, 
encouraging positive ESG actions but divesting when 
necessary or when insufficient commitment to net-
zero is demonstrated. A commitment to science-based 
targets helps to give an easily comparable commitment 
and a better aligned approach.

With a standardised framework, it will help to cut 
through the complexities for customers in better 
understanding where their money is being invested, 

so that they can feel confident in investing for the 
future. The SBTi ensures an alignment in transparency 
and disclosure across businesses which will hold 
companies to account. Targets will be aligned to the 
latest Climate Science and a collective and aligned 
approach from businesses will help to deliver on the 
transition to net-zero. In summary this can appear 
a complex and somewhat technical journey, but 
delivering something as important as halting global 
warning needs to be supported by a full proof set of 
goals and measurement processes. 

“The Science Based Targets 
initiative (SBTi)  for the financial 
sector is  focused on delivering 
a common framework which 
enables all  stakeholders 
including insurers,  brokers and 
customers to understand how 
we will  both reduce and remove 
carbon.
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AT Allianz we want to assist our broker 
partners in advancing their professional 
capabilities by sharing the expertise 
of our training partners, underwriters, 
risk surveyors and sales teams writes 
Rhonda Cribben CIP, BBS, BSc, 
Enterprise Sales Manager at Allianz 
Ireland. 
We understand that all businesses are individual, 
requiring a tailored business insurance proposition to 
meet their needs. With close on 248,000 (per CSO) 
small & medium enterprises operating across Ireland, 
their contribution to the economy is immense. To 
protect these businesses, it is essential for both 
brokers and Insurers to understand the key risks that 
exist and how best to manage them.

With over 100 years combined experience in our 
risk survey and underwriting team, we plan to run 
a series of webinars on some of the more complex 
manufacturing SMEs in Ireland, during 2021.   
Some of the upcoming webinars include  plastics 
manufacturing and engineering.  Touching on all 
things from fire hazards to risk management, they 
will also give an insight into our risk appetite and our 
ambitions to grow in these areas.

In March, we ran our first event in this series focused 
on Warehousing, hosted by Risk Surveyor Ciaran 

Kavanagh ACII, and Underwriter Jonathan Casey, B.A 
(Hons.) Dip. CIP, C. OHS. Tech.IOSH. Warehouses are 
a key element in the supply chain of the Irish economy 
and we provided insight into this industry along with 
risk considerations such as fire hazards, building 
design, safety and more. With over 200 attendees, 
the virtual event was a huge success with an engaged 
Q&A session as well as extremely positive feedback. 
The session afforded us the opportunity to highlight 
our broad appetite within warehousing, such as 
importers, exporters, distributors, manufacturers 
warehousing, wholesalers and bonded warehouses, 
where we continue to grow. 

As well as our upcoming CPD sessions, we are 
delighted to continue the MyAllianz ACII (Advanced 
Diploma in Insurance) programme, again this year. 
Completion of the ACII helps to demonstrate the 
highest level of performance in your job and will 
enhance any long term career prospects and we 
want to help achieve it. The  interactive scenario-
based workshops that we at Allianz have developed, 
are designed to prepare students for the completion 
of their ACII coursework. Given the complexity of 
these particular sessions, spaces for the programme 
are limited but please get in touch to register your 
interest. 

For more information, please contact your Allianz 
Customer Relationship Executive.

Allianz continue to share SME technical 
insights with Brokers

Rhonda Cribben, 
Enterprise Sales 
Manager, Allianz 
Ireland
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HAVING spent 46 years working in the world of insurance, 
one of my most notable realisations over the past 10 years 
was that a growing cohort of people, including myself, had 
greying hair and were getting older.  While this should not 
come as a surprise to anyone, it is a bit of a shock when it 
does dawn on you.  For the principles of a small to medium 
sized brokerage, the issues created by this realisation are 
formidable, and not all financial.  The accountants and the 
lawyers would claim it is all about the money and eventually 
it may become that way, but before that there is a very long 
and sometimes lonely road to travel, with many hurdles to 
cross along the way. 
Among those hurdles on that road, in no particular order 
are: 

 z Family 
 z Pension
 z Staff 
 z Client 
 z Future role 
 z Name/Brand 
 z Emotion 

This list is far from exhaustive and each of these issues merits 
an article of its own, as all need careful consideration and 
are deeply personal, unique, and complex, with clarification 
and clear thinking required long before the accountants or 
the lawyers are ever approached.  I shall endeavor to cover 
some of the more personal ones in this article. 

Brokers have deep roots in their own communities, with 
long-standing relationships with staff and clients.  Family 
businesses are just that, family, and there is nothing more 
complex.  In my time as a Broker, I bought 14 different 
Brokers and sold 5, so I have more experience than most in 
this area.  Only three of these transactions were what could 
be classed as corporate or commercial.  All the others were 
very personal, and the emotion I witnessed in all, could or 
should never be underestimated.  Michael Smurfit is often 
quoted for his phrase that “equity is blood”, and this is 
even more true for the small to medium family enterprise. A 
Broker selling his business is not just engaging in a financial 
transaction, he is selling a lifetime’s work.  In most instances 
this work is how he defines himself and believes it is how 
others in his community define him also.  So, what does he 
become, when its gone? 

Most Broker principals will have worked 10-to-12-hour days 
for the past 20/30/40 years.  The first basic question, if a 
person retires, is how is he going to occupy his time for the 
rest of his life?  There are only so many days of the week that 
golf can be played or, as in my case, hills and mountains that 
can be hiked.  So, what is the plan?  I confess to spending at 
least three years contemplating these issues before I made 
the break.  In many ways and on many days, it would have 
been easier just to stay working, but after 46 years I felt it 
was time.  However, I do know from my many interactions 
with Broker principals over the past ten years, that many are 
hiding from the question.  I am also now totally assured and 
confident that I made the correct decision and at the correct 

time, and the principal reason for my confidence is that I 
faced up to the question, analyzed the issues and finalized 
a plan.  These very initial, but fundamental questions cannot 
be asked in self isolation.  Most people have life partners, 
husbands or wives, and their opinion must be factored in.   
Quite simply, there is more than one life involved.  Finally, 
on this issue, if a spouse works in the business, is he/she 
ready to leave as well?  If not, what are their plans?  If a 
full-time housewife or indeed house husband, how will he 
or she take to their partner being around the house all day?  
They will have spent their time creating their own life, so is 
there room for another on a full-time basis, or worse will this 
latter entrant try becoming the boss of this new “business”?  
Two years ago, I remember a Broker telling me that some 
months previous, he had been home from work with a badly 
broken leg, following an accident.  With not enough to 
occupy him, he studied and researched the work processes 
in this new environment, and during the third week of his 
confinement, sought to advise his wife how she could 
improve her efficacy by some alterations in these processes 
and in her time management.  It did not end well, and he 
found himself and his leg back in his office the following day.

In the past year I have advised two Brokers wishing to exit 
and I am currently advising two others.  I am not saying I 
have all the answers, by any means, but what I am saying 
is that at the very least any principal aged in their 60’s 
must begin to ask themselves questions and make a plan.  
Very often it is easier to use a third party to talk all these 
things through and act as a sounding board. They can 
take most of the emotion out of it by asking the awkward 
questions that most people might seek to avoid.  And do 
all this long before engaging the accountant or the lawyer 
or one can find oneself on this less traveled road, without 
a map or compass. Yes, of course the money is important 
and likewise the terms and conditions but if it were all about 
money, it is unlikely that any of us would have become 
insurance Brokers in the first place.  Also do remember that 
all this takes time.  The fermentation period from “I’m getting 
out of this business” to actually deciding, “I AM getting out 
of this business”, can take at least a year and probably more.

Having decided to leave the business, a Principal is faced 
with further questions.  Is there family directly involved?   Or 
do you just sell it to the highest bidder?  Both solutions raise 
their own issues.  If family is involved, do they want to take 
over the running of the Firm, or are they happy just working 
within it.  Perhaps more pertinently, are they capable 
enough to manage the firm.  Have they the necessary skill 
set to survive and prosper in the current world?  These 
are awkward questions and all too often the most terrible 
assumptions are made.  Viewed from afar, we have all 
witnessed horrible family succession plans implemented 
in businesses we had advised as Insurance Brokers.  Ones 
we knew were just bound to fail and duly did.  But, not 
so simple when the same issue comes to visit our own 
table.  So, a serious and very honest conversation needs 
to be had.  Again, a mediator can help enormously here.  
Also, it is no harm to seek out friendly advice and opinions 
at this stage.  Ask other friends/clients/businesspeople 
their opinion.  Market research never hurts, and while the 
answers received might not be those wanted or expected, 
they will provide some clarity.  A great deal of honesty is 
required from both the Principal/Parent and the Staff/Family.   
As not only must the next generation be good enough, but 
the Principal must also be prepared to walk away and let 
them at it.  Will he as owner/ parent be able to stop giving 
advice, and will he be able to get out of the way?  

If it is decided to keep it simple and sell the business to 

Fail to prepare, prepare to fail!

Ciaran Culleton, 
Culleton & 
Partners, 
Business 
Counsellors

“A Broker selling his business is  not just 
engaging in a financial  transaction, he is 
selling a l ifetime’s work.
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the highest bidder, it is normal that the new owner may require 
the principal to stay within the firm for a specified period and 
conduct an amicable handover.  How will the old boss adapt to 
this role in the new business?   Can he take instruction from a 
new owner or boss?  Will he be able to forget he is no longer the 
boss?  Will he allow the changes that may be required within the 
firm to happen, or will he become the confessor to his former 
staff and become the cuckoo in the nest?  Remember most 
of us became Brokers, owners, principals because we were 
independent and bloody-minded, refusing to take instructions 
from others in the first place.  So, what has happened to 
teach any of us this new talent, especially if this new boss is 
30 years younger than us.  Do leopards change their spots?  
Identifying possible purchasers is paramount.  Ability to pay is 

vital, but also the culture and morality of the buyer is important.  
All Brokers will want their clients taken care of, or at least be 
content that he did his best to ensure they were.

“Fail to prepare, prepare to fail”, is a phrase I would use to sum 
up this article.  Most of us ended up in Insurance by accident.  
In my whole career, I only ever met one person, who says he 
deliberately picked insurance as a career.  Personally, I was not 
convinced.  Do not let the next stage of your career, happen 
by accident as well.   Remember, this is not a dress rehearsal.  

Ciaran Culleton is Principal of Culleton & Partners, Business 
Counsellors and can be contacted at Ciaran.culleton@
culleton.com  or  087/9484510

“Viewed from afar,  we have all  witnessed horrible 
family succession plans implemented in businesses we 
had advised as Insurance Brokers.
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AVIVA has reported that the company paid out almost 
€109 million to customers with protection policies in 
2020, an increase of 9% over the previous year when 
customers received €100 million. The company paid 
the €109 million to 2,585 customers (2019: 2,168) 
across its death benefit, specified illness and income 
protection policies last year. The average age of 
those customers claiming on their income protection 
policy was 48 years, with 56% of them under the age 
of 50 at the time of the claim.  An income protection 
policy will pay up to 75% of a person’s income if they 
are unable to work due to illness or injury, potentially 
up to retirement age.

Death benefit claims:  
The company paid out €51 million in total (2019: €45 
million) to 453 (2019: 430) death benefit claims, with 
the largest single claim pay-out of €1 million.  The 
leading causes of claims continues to be cancer, 
cardiac and respiratory issues.  

Specified Illness claims:
Some 132 customers who were diagnosed with a 
serious illness (2019:138) were paid €12.8 million 
(2019: €12.4m.) during the year.  The average age 
of female customers claiming on their policies was 
51 years, with breast cancer accounting for 50% of 
those claims (+5%), other cancers represented 27% 
(-4%) and multiple sclerosis accounting for 10% (+8%) 
of claims.  Some 60% of claims from men were cancer 
related, while 27% of them had suffered cardiac 
issues (+2%) and 4% of them suffered strokes (-4%).  
The average age of male customers claiming on their 
specified illness policy was slightly older than female 
claimants at 54 years of age.  

Income protection claims:
Aviva paid out €45 million to 2,000 income 
protection customers during 2020, which was in line 
with the previous year. These payments were made 
to customers who had income protection policies 
with Aviva but who have been unable to work as a 
result of injury or illness over the period. Of the new 
customers who claimed on their income protection 
policy last year, the majority were female at 59% 
while 41% were male, a trend that has been evident 
for some time now. The average age of customers 
claiming was 48 years and the youngest claimant last 
year was only 23 years old.
The company reported that psychological issues are 
now the number one medical reason for claiming 
at 25% of all claims (up 1%), having surpassed 
orthopaedic issues at 24% (-7%), the latter of which 
held that number one slot for many years. Some 21% 
of those who claimed suffered some form of cancer 
(+5%), while 9% recorded neurological issues (+2%). 
The number of claimants with cardiac issues also 
increased by 3% last year to 6%.  Of those first-time 
claimants in 2020, 56% were under 50 years of age 
at the time of the claim.
Commenting Richard Jones, Aviva Life & Pensions 
Ireland said: “The toll that the outbreak of Covid-19 
continues to have on peoples’ mental health has 
been widely acknowledged for some time now.  
We carried out some research over six-months ago 

that highlighted the significant increase in anxiety 
levels which had almost doubled since the start of 
the pandemic last March, with 4 in 10 people (42%) 
admitting suffering from anxiety and stress.  These 
startling figures highlight the increasing importance 
of ensuring that our income is protected.  Few people 
will manage to pay their mortgage, look after their 
children and other outgoings if they have to depend 
on the State Disability benefit of €203 per week.  This 
amount is in stark contrast to our average weekly pay-
out of €700 to our customers with income protection 
claims, with most claims lasting an average of five 
years. In addition, income protection premiums 
qualify for tax relief at the individuals marginal tax 
rate when they take out a policy.

“Aviva provides a range of additional benefits to 
customers paying into an income protection policy 
with us and we would encourage them to make full 
use of these, particularly as we have all been impacted 
to some degree by the outbreak of Covid-19 and the 
disruption it has had on our lives.  The benefits are 
available free of charge to most Aviva customers who 
have an income protection, life insurance or specified 
illness policy with us”, concluded Richard Jones.
These benefits include a mental health support 
service, where customers can access up to five free 
counselling sessions per eligible person, per year for 
each issue that could arise, e.g. stress related, issues 
in the workplace, a bereavement or relationship 
breakdown etc.  The sessions are provided by highly 
experienced clinical psychologists and the service is 
extended to include the customer’s spouse/partner 
and children up to 18 years of age, or 23 if in full time 
education.  
Best Doctors offers customers a second medical 
opinion, providing access to over 50,000 of the 
world’s top physicians that will support their Irish 
treating doctor at no extra cost.  This is available 
to our income protection customer, their spouse/
partner, and their parents/spouse’s/partner’s parents.  
Best Doctors can: double-check the diagnosis they 
have been given or the treatment being proposed. 
It allows the customer to investigate if there are any 
alternative treatment options and allows them to 
review their options if the symptoms do not improve.  
Of those Aviva customers who used this service in 
2020, 12% had their diagnosis changed and 33% had 
their treatment changed as a result.
Terms and conditions apply to income protection products.  Contact 
your Account Manager for further information or refer to www.
avivabroker.ie

“

Aviva Life Claims increase by 9% to €109 million in 2020 

Few people will  manage to pay 
their  mortgage, look after their 
children and other outgoings if 
they have to depend on the State 
Disability benefit  of  €203 per week.
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ASIA was the first region into the pandemic, and the first 
to come out in any form from the Covid related problems, 
with China the country which saw a strengthening of its 
global economic position rather ironically due to Covid-19.  
Asian markets had outperformed from the summer and 
expectations of positive vaccine news and a weakening of 
the US currency saw the broader emerging market region 
outperform in the fourth quarter of 2020 with the November 
vaccine announcements accelerating this trend.  January of 
this year saw further strength in emerging markets aided by 
US$ weakness, but with the election of Biden and now clean 
sweep in Congress by the Democrats, a robust programme 
of fiscal expansion with a $1.9tn package to immediately 
support the economy, a proposal for $3tn of infrastructure 
spending, and a rapid vaccine roll out, expected US growth 
rates have edged up to the 7-8-9% level with a knock on 
effect on US Treasury yields.  

As a result of the general move upwards in global bond 
yields emerging market debt has also de-rated, increasing 
borrowing costs for a region of the world already heavily 
indebted.  While the major move in currency markets 
year to date has been Euro and Yen weakness, if this was 
followed by significant strength for the US currency, the 
liquidity conditions in the emerging world would suffer and 
this could impact on the economies of the more vulnerable 
countries in the region with current account deficits.  

The attraction of emerging markets remains faster growth 
and for some countries this is an attainable goal with the 
world in recovery mode.  Covid has tilted the economic 
balance away from services towards manufacturing, and 
North Asia in particular continues to be the region the West 
relies on for manufactured goods.  China has become the 
factory of the world, and other Asian countries including 
Frontier markets such as Vietnam and Bangladesh have 
also seen a significant industrialisation of their economies.  
Whilst China, due to its size, is suffering from the law of big 
numbers, other countries have taken up the baton.  China 
itself continues to focus on the ‘Dual Circulation Strategy’ 
where it will lower its reliance on overseas demand and 
continue to grow its consumer space.  China has seen 
significant growth in wages, which of course has benefitted 
domestic consumption, but its competitive advantage 
on cost has begun to disappear, hence the leadership is 
pursuing different economic goals.  

China has delivered a record growth rate for the first quarter 
with output leaping 18.3% in the first three months of the 
year compared to 2020, the fastest rate since records 
began in the early 1990’s. However on a quarter by quarter 
basis growth was a more subdued 0.6%. Growth has been 
driven by industrial production and booming exports, 
although retail sales also saw a strong recovery in March. 

The Post Financial Crisis period has to some extent been a 
lost decade for the non-Asian parts of the emerging world 
and many investors may not realise that today two thirds 
of the MSCI Emerging Markets Index is in three countries: 

China (40%), South Korea (13%), and Taiwan (13%).  Economic 
output per head in these countries is respectively $11,000, 
$31,000, and $27,000 which compares with $1,800 of India 
which is 9% of the Index, and $6,400 in Brazil which is 4% of 
the Index.  The emerging market indices themselves have 
now become dominated, as has been the trend globally, 
by a small number of very large companies connected to 
the technology and e-commerce sectors such as TSMC in 
Taiwan the global leader in semiconductors, and Tencent in 
China both around 6% respectively of the Index. 

China remains the country globally that has recovered 
the best from the pandemic and even last year it grew by 
over 2% with growth of 8% plus expected this year.  The 
country has now successfully navigated its way through two 
crises, the GFC and Covid and has emerged stronger on the 
world stage from each of these.  The whole Asian region 
is arguably the manufacturer for the world and is therefore 
benefitting from a global recovery led by manufacturing 
with Western consumers diverting service sector spending 
towards manufactured goods.  

Since the vaccine announcements in November last year 
there have also been rising commodity prices in oil, hard, 
and soft commodities, with in particular ‘green economy’ 
areas such as copper, nickel and rare earths performing 
particularly well.  Whilst it would normally benefit the non-
Asian part of the emerging world, the poor handling of 
Covid in many Latin American countries, combined with 
higher debt levels, has hampered progress.  Brazil, the 
dominant market in Latin America has highlighted another 
key risk: politics and poor governance.  Brazil’s strong 
man President Bolsonaro has replaced the head of state 
oil company Petrobras with an army General after refusing 
the company price rises.  As a result Petrobras investors 
have lost around 20% of their money in local currency terms 
despite the rise in oil prices.  This highlights the importance 
of governance and risks in investing in State controlled 
or influenced entities in the emerging world which may at 
times be required to do “national service”.  The replacement 
of a number of ministerial posts including new Foreign and 
Defence Ministers by Bolsonaro highlights the political 
pressures on the leader after the poor handling of the 
Covid-19 crisis.  Brazil has been forced to raise interest rates 
this year.

In 2018 Mexicans sickened by worsening corruption elected 
Manuel Obrador with the hope this left leaning President 
would bring radical economic change.  However, Mexico 
has seen a far bigger excess death toll during the pandemic 
than any large country.  Vaccinations will eventually get the 
virus under control and the strength of the US economy 
should be a medium term positive for the country, although 
high levels of debt remain a problem.  

While Russia has been a beneficiary of a higher oil price, 
rising inflation has forced the central bank there to raise 
interest rates and this will further hold back any domestic 
economic recovery.  Under Putin there has been a focus on 
making the economy resilient to a crisis even if consumer 
demand has remained depressed for many years. This is 
due to how the Kremlin manages the budget and the rouble. 
Russia now has little risk from overseas creditors with little 
foreign ownership of debt. The recent imposition of further 
US sanctions will further dampen economic growth.

Countries such as South Africa and Indonesia are vulnerable 
to rising US Treasury yields with their reliance on overseas 
funding of their domestic bond markets.  In contrast, India 
is able to finance its deficits internally and this remains 

Asia & Emerging Markets Update

Graham O’Neill

“The poor handling of Covid in many Latin American 
countries,  combined with higher debt levels,  has 
hampered progress.  Brazil,  the dominant market 
in Latin America has highlighted another key risk: 
politics and poor governance. 
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OWENS MCCARTHY Claims Specialists (OMC), Ireland’s 
leading Commercial and Domestic Loss Assessors, is 
delighted to announce that Stephen Nolan has joined their 
team of Claims Specialists.
Having qualified as a building surveyor and gained 
experience in the construction industry for a number of 
years, Stephen entered Loss Adjusting in 1995 and worked 
for some of the leading players in that sector culminating 
in his role as a Director, Major and Complex Loss, with 
Thornton Group/Davies Group, up to March 2021.
On that journey, Stephen continued his academic studies 
gaining success in Insurance, Loss Adjusting and Dispute 
Resolution Examinations.However, it was at the coalface that 
Stephen learned the skills and gained the experience that 
resulted in his recognition as a phenomenally successful 
and respected Major and Complex Loss Specialist.

Stephen has managed high value and complex claims, in 
Ireland and internationally, including property, construction, 
business interruption, financial and liability cases, where his 
experience and expertise were of immense value.
John O’Donoghue, Managing Director of OMC said ‘We 
are thrilled to add Stephen to our team and know that he 
will bring significant expertise to our broking supporters 
and major clients, in Ireland, the UK and internationally. 
People of Stephen’s calibre and professionalism are almost 
impossible to find, and we warmly welcome him to the OMC 
team of professionals.’
Stephen commented ‘I am very happy to be joining a 
company of the calibre of Owens McCarthy, who lead the 
market in Ireland and who share my focus on professionalism 
as the route to providing a top class claims service. I 
have worked with many of their team over the years and 
appreciate their approach to acknowledging the interests 
of policyholders, brokers, underwriters and loss adjusters in 
the claims solution.’
Stephen will be based in the OMC North Dublin office, 
working alongside Declan Feely, Head of Major and 
Complex Loss for the group.
For further information on OMC visit www.owensmccarthy.
com

the major market outside of North Asia with strong growth 
prospects and as a leader in generic drug manufacturing 
should be able to deliver a successful vaccine roll out over the 
remainder of the year. India had shown a strong recovery from 
the late summer of 2020 and this was reflected in its stock 
market. Unfortunately the country has been set by a further 
wave of infection and this will dampen recovery prospects in 
the short term.

Prospects for emerging markets are more nuanced than was 
the case six months ago, with many markets having already 
seen a strong recovery and those with current account 

deficits vulnerable to US$ strength if it occurs. Vaccine rollout 
unsurprisingly remains far slower than in the developed world. 
Thus, whilst a stronger US economic recovery is a positive 
for global growth prospects, it is likely to raise the financing 
costs of the emerging world which has recently seen overseas 
selling of financial assets especially bonds.  Overall, North Asia 
together with Vietnam and India (over the longer term) seem 
the economies best placed to enjoy a sustained recovery and 
Asia as the manufacturing centre of the world remain better 
placed than Latin America, Africa and Eastern Europe. 
Graham O’Neill can be contacted at: 086 8122484.

“Overall,  North Asia together with Vietnam and India (over the longer term) seem the 
economies best placed to enjoy a sustained recovery and Asia as the manufacturing 
centre of  the world remain better placed than Latin America, Africa and Eastern Europe. 

Stephen Nolan to join Owens McCarthy Claims Specialists

Stephen Nolan,
Owens McCarthy 

Claims Specialists
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HERMANN Ebbinghaus, a German psychologist, originally 
coined a term “serial position effect” after conducting a 
number of memory studies on himself. The serial position 
effect (SPE) concept implies that when people are asked to 
recall a list of items that are presented to them, they tend to 
be able to recall best, those at the beginning of the list (the 
primacy effect) and those at the end of the list (the recency 
effect) better than those in the middle of the list. Why is this 
the case? Well, it seems that the reason is at those times our 
emotions are at their height and most intense and that is 
why we remember the start and the end more readily.

For example, think back to a boyfriend/girlfriend relationship 
that you had growing up. I would bet  that you are most likely 
to remember the beginning of the relationship (butterflies in 
your stomach and the excitement of falling in love) and the 
end of the relationship (the break up, the arguments, the 
heartache). If you went to school or college you probably 
vividly remember your first day and last day best. SPE has 
implications for memory, preference, behaviour, and of 
course in designing and optimising any presentation, be 
that a factfind interaction or a sales presentation.  In this 
month’s article I will concentrate on factfinding and how 
primacy and recency factors effect it.  Next month I will 
cover sales presentations and how primacy and recency 
impacts on them.

So as I’ve pointed out, the tendency to recall earlier words 
is called the primacy effect while the tendency to recall 
the later words is called the recency effect.  If you like, the 
opening up stage and the completion stage. If this is the 
case, it begs the question, what factors should you ideally 
include at the start (the primacy stage) of your factfind 
and what at the end (the recency stage) to maximise 
effectiveness?  Let’s examine. If you are factfinding I’d 
suggest the following:

Primacy factors that could be worth including when 
factfinding:

 z Firstly, smile and thank them for the opportunity to 
meet up. (Gratitude is impactful) 

 z Deliver an attention grabbing statement of intent (e.g. 
“As I said on the phone yesterday Michelle, I’d like 
to show you how you can increase (your investment 
returns / protection cover / financial choices and 
options) … and/or reduce… (things like your tax bill or 
exposures to risk?)”.

 z Explain what will happen today and the process after 
that.

 z Major point: Outline what you will not be doing 
today (like getting them to commit to anything or 
sign anything unless they want to. (This reduces risk, 
tension and relaxes them)

 z Ask what they feel would be an ideal outcome of your 
meeting today?  They may not know but if they do, it 
will give you a track to follow.

 z Ask detailed, factfinding questions (covering the 4 
“F’s” - family, finance, future and fun – reviewing past, 
present and future in each case)?

 z Perhaps ask what criteria they would intend using to 
decide if they feel opportunity is worth embracing? 
Check will it be their decision alone?

 
I feel that would be an excellent factfind opening  / scene-
set… primacy at its best. While they may not be stimulated 
by a number of these points, the key ones will resonate with 
them and pique their interest, curiosity and attention.

Recency factors that could be worth including when 
concluding your factfinding (at the end):

 z Ask if you have explained everything clearly for them.  
This puts the pressure on you to explain, not them to 
understand!

 z Clarify any misunderstandings or confusion, avoiding 
non-technical / jargon words

 z Remind them of your opening attention grabbing 
statement of intent (e..g my purpose was to show 
you how you can increase… (your investment returns 
/ protection cover / financial choices and options) … 
and/or reduce… (things like your tax bill or exposures 
to risk?)”.

 z Identify and agree priority wants and needs from the 4 
“F’s” ie family, finance, future and fun areas.

 z Confirm that they would like you to return and present 
how they could avail of the opportunity outlined by 
you?

 z Announce next step/s (agree a time and date) and get 
commitment (if they are satisfied then) that they will 
proceed if happy.

 z Diary the follow up meeting
 z Thank them for their interaction and time.
 z Maybe send a thank you card a few days later.

These factors / points demonstrate your professionalism. 
You are helping people to buy by using approaches like 
this.  Primacy and recency will also help you progress your 
relationships in the process.

We’ve all heard you only get one chance to make a great first 
impression.  Primacy is involved in that.  We instantly decide 
when we meet someone for the first time, whether we like 
them or not.  It seems unfair to make such a judgement so 
what makes us do that?  It could be the atmosphere of the 
occasion – wrong place, wrong time?   Their dress sense  - 
too casual, too formal? Their presentation – too technical, 
too boring? Always remember too: your lasting impression 
is just as important. 

Many things effect our emotional response to dealing with 
people and we need to think of as many factors as possible 
that could influence a prospect or client when we present 
to them, particularly at the start and finish. People will forget 
what you say. They’ll forget what you do.  But they’ll never 
forget how you made them feel.  Primacy and recency play 
a big part in that.

Part 2 of this article will appear in our June Issue.

Primacy & Recency: The Sale Clinchers

Dermot 
McConkey 
Development 
& Training 
Limited

“The tendency to recall  earlier words 
is  called the primacy effect while the 
tendency to recall  the later words is 
called the recency effect.

Part 1
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How long have you worked as a Broker – how did you 
come into the industry? 
I started in the Insurance Corporation of Ireland in 1970, 
I did a training course there for three years and then 
joined Consolidated Insurance Brokers which was set up 
by my father in 1963. From 1973 to 1987 I stayed there 
and became an account executive, moved on to Coyle 
Hamilton where I became a New Business Executive, I left 
there in 1992 and started Sheeran Insurances Ltd where I 
have remained until today.  

What’s your favourite and least favourite thing about 
being a Broker? 
My favourite thing about being a Broker is helping people 
with their insurance inquiries and making a difference 
for them.  My least favourite thing is the paper work and 
compliance, the way it’s going in this day and age.

What differentiates your brokerage and services from 
others? 
I have always felt that personal attention to our clients is 
the most essential part of our business. Getting to know 
our clients, helping them solve their insurance problems 
and that is the way we are today in Sheeran Insurances. 
We like to give professional advice and service to our 
customers at all times.

Top tip to someone who’s interested in becoming a 
Broker? 
Be happy to be the go between your client and the 
insurance company and always tell the truth. 

From your experience, what’s been the biggest industry 
advancement since you started as a Broker? 
I have to say computers/emails. When I started, there were 
huge computers doing small jobs. Now it’s the reverse. 
The technology has become easier, more complicated 
and is essential to this industry. We seem to be led by 
computers –‘the computer says no’, which is not always 
the correct answer by the way! A lot of our clients are my 
age and some aren’t too technology savvy, so it can also 
create its own difficulties too.   

Tell us something that we don’t know about you? 
My latest story is my knee replacement but back in the 
60’s I was a TV personality!  I did an advert for a margarine 
brand, which could be compared to Flora Margarine now. 
It was Summer County Margarine and I was on the TV for 
three years as a schoolboy.  Michael O’Shea, Summer 
County Margarine. That was me! 

How do you switch off in your spare time?
In my spare time before Covid-19 was, a little bit of golf, 
a bit of gardening which I still do. We have a number of 
pets at home which all need care and walks. We recently 

acquired a new puppy, a chow chow who is going to be 
a handful. He will grow to 32 kg and he will need a lot of 
walking, it will keep the knee going.

What’s your best bit of business advice to your younger 
self?
My father was in the business since 1939, when he started 
in Insurance Corporation of Ireland now Allianz and set 
up his own brokerage which became a big player and is 
now JLT. He always said ‘my word is my bond’ and when 
you give your word and say yes, you mean yes, you 
don’t mean maybe.  Its upmost good faith and my word 
is my bond. If you tell me a lie, you’re fired. It’s as short 
and sweet as that. I believe I have always lived by those 
standards. 

What difficulties presented themselves during these 
challenging times and how did you overcome them?
We were very fortunate to have excellent staff in the 
office, who have adapted to working from home and we 
now work in teams.  Our clients have been very loyal 
and luckily enough our clients who have been affected 
by Covid-19 are still in business, one or two of them have 
closed and I hope that they can reopen again. Not being a 
real techie, I found it difficult to master the computer from 
home, but we are getting there. Us old ‘fuddy-duddies’ will 
always manage. As long as they don’t close the telephone 
lines, we’re ok. 

Moving forward, what direction do you see your 
brokerage developing over the next five years?
The old crystal ball question - you just never know what’s 
around the corner. We have grown significantly over the 
last three years, brought on new staff and increased our 
business which thankfully is ahead of last year’s levels 
which is fantastic in these challenging times. I hope for 
five years continued growth, but your guess is as good 
as mine!  I would love to dream, think big and say we will 
have doubled our size. 

Who do you most admire and why?
I followed in the footsteps of a great man who has since 
passed away and taught me most of what I know. In fact 
he used to say, ‘I have forgotten more about insurance 
then you have learned’ and that was my father, Edmond 
Sheeran. 

In conversation with Alan Sheeran, 
Sheeran Insurance Brokers 
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IN the pre-COVID world there was a lot of talk about remote 
and flexible working, however while this was a reality in 
some industries and organisations for most people in office-
based jobs the 5 day week at the office was the norm. 

Without more than a few days warning in March 2020 
most office-based workers throughout Europe set up their 
home offices and replaced the morning commute with a trip 
upstairs, a trip downstairs, a move to a different location in 
the same room or for the lucky few a purpose-built home 
office on the same plot of land but in a different premises to 
their residence. What was likely to take decades to achieve 
if it had been planned quite literally happened overnight. 

Almost 12 months later much has been said about the pros 
and cons of working from home. Whatever our personal 
views on the matter, remote and flexible working is here 
to stay with the Government’s plan to give workers the 
legal right to request remote working. The Department of 
Enterprise, Trade and Employment published the National 
Remote Work Strategy (“the Strategy”) on 15 January 2021; 
what are the Government’s aims and what does it mean for 
you as an employer? 

The Strategy aims to ensure that “remote working is a 
permanent feature in the Irish workplace in a way that 
maximises economic, social and environmental benefits” 
and is built on three fundamental pillars:-
Pillar 1 Create a conducive environment 
Pillar 2 Develop and leverage remote work infrastructure 
Pillar 3 Build a remote work policy and guidance 

framework

Pillars 2 and 3 involve investing in remote working hubs 
and infrastructure such as the national broadband plan; 
developing data on incidence and frequency of working 
from home; mandates around remote working for public 
sector employees; putting in place appropriate tax 
arrangements for remote working, these issues will be 
undertaken by government at national level. 

Pillar 1 involves putting in place legislation to give 
employees the legal right to request to remote work in 
addition to putting in place a Code of Practice setting out 
best practice around the Right to Disconnect. This pillar is 
the area that will most affect you as an employer, you will 
need to be familiar with the legislation and the code of 
practice to ensure compliance with same as failure to do so 
means that the potential for employment law claims is even 
greater than before. 

Until the legislation and code are in place, it is impossible 
to provide specific and detailed advice on the documents, 
however in anticipation of this new era employers should 
be working towards ensuring that they are adhering to best 
practice when it comes to remote and flexible working. The 
parameters of the right to request to work remotely remain 
to be seen however it is anticipated that the EU Directive 
on “Work Life Balance for Parents and Carers” will be taken 
into consideration. It is anticipated that the legislation 
will not provide an unfettered right to work remotely or 
to avail of flexible working conditions, employers can 
reasonably decline certain requests in line with the needs 
of the business. However, as an employer if you have not 
already done so you need to acknowledge that the working 
landscape has changed and will not return to the way it was 
pre-COVID.

It is essential that you identify and assess the challenges 
that remote working presents for both you and your 
employees. While these will be specific to your busines / 
organisation there are certain common trends emerging in 

the last 12 months such as:-

Employee Issues: negative effect on mental health; 
isolation; stress; difficulty switching off; feel obliged to work 
longer hours.

Employer Issues: dampens creativity; less opportunity 
for group engagement on projects to stimulate ideas and 
enthusiasm; innovation deficit; lack of shared ownership 
and collegiality.

Analysis of the specific issues facing you and your 
employees will enable you to put in place a remote / flexible 
working policy that works best for you. 

In addition to developing a policy that works for you 
the Strategy identifies the role of enhanced Health & 
Safety legislation in the creation of an environment that is 
supportive of long-term remote working. It is essential that 
employers are aware of their obligations under the Health 
& Safety legislation and their duty to ensure a safe working 
environment when an employee is working remotely. This 
area comes with clear challenges given that it is more 
difficult for employers to assess and mitigate any risks when 
they lack control over the environment. 

In anticipation of the changes already faced by employers 
and of the changes ahead, the Department of Enterprise, 
Trade and Employments have developed a webpage 
https://enterprise.gov.ie/en/What-We-Do/Workplace-and-
Skills/Remote-Working/ which provides specific guidance 
and information for those looking to anticipate the changes 
ahead.  

While we hope that many of the consequences of COVID 
will not still be here this time next year, remote and flexible 
working is something that will remain with us long into 
the future and for the most part it is being welcomed by 
both employers and employees. It would also appear that 
many of the issues encountered by both employers and 
employees identified in this article will not be as stark once 
we are able to operate a more hybrid model of working from 
home and working in the office.

For any additional information on the issues raised in 
this article or any related issues please do not hesitate 
to contact Claire O’Sullivan at claire.osullivan@kmj.ie or 
Anne Marie James at annemarie.james@kmj,ie 

The Right to Remote and Flexible Working 
A positive or negative consequence of COVID-19?

Claire 
O’Sullivan,
(top) and
Anne Marie 
James,
both Kirwan 
McKeown 
James, 
Solicitors “Remote working 

is  a permanent 
feature in the Irish 
workplace in a way 
that maximises 
economic, social 
and environmental 
benefits.
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MORTGAGE ISSUES
“I have a concern about mortgages for people with 
underlying conditions. because it has been reported, and 
denied by banks, that applicants for mortgages have 
been either refused a mortgage or have been unable to 
draw down their mortgages because their employers are 
participating in the EWSS.” Neale Richmond TD (FG, Dublin 
Rathdown)
“I know we can have a discussion about mortgage prices 
in Ireland but we have not reduced or changed our pricing. 
We have increased our market share because we have 
worked with brokers and improved our turnaround times.” 
Francesca McDonagh, CEO, Bank of Ireland at the 
Oireachtas Finance Committee
“Almost 89% of PDH mortgage borrowers returned to full 
repayments at the end of the payment break and the vast 
majority of them have done so within the existing loan term. 
Many borrowers are still impacted by the Pandemic and will 
continue to need help, which we expect to be provided.” 
Minister of State, Department of Finance
SME HELP 
“I welcome the announcement by AIB that it intends to 
establish a SME Equity Fund, which will be of assistance to 
companies wishing to access finance.” Minister for Finance
“The key question with banking at present is who will step 
into the breach in relation to SME lending and lending to 
homeowners? Be it called public banking, community 
banking, a third banking force or whatever one wishes, 
unless we move quickly to establish some sort of realistic 
competition in this country, a number of consequences are 
inevitable, none of which is particularly palatable for the 
people.” Willie O’Dea TD (FF, Limerick City)
“Before the pandemic, 250,000 SMEs accounted for 99.8% 
of the total enterprises in the country and 65% of total 
employment. As we know, SMEs have been the backbone 
of the economy, especially outside our cities, and have 
been key employers outside the urban areas of our major 
cities and conurbations. They need to have access to vital 
capital. It is also important that we provide cheap green 
finance to homeowners and landlords to upgrade housing 
stock.” Denis Naughten TD (Independent, Roscommon /
Galway)
“There are no likely retail entrants into the Irish banking 
sector in the immediate future; none. It may change as 
the banking sector overall regains a degree of profitability 
but there are no large European or global retail banks 
considering moving into Ireland in the immediate future.”  
Minister for Finance
“BPFI reported, that as of 31 December 2021, approximately 
49% of SMEs returned to repaying on the existing term whilst 
46% returned to repaying on extended term basis and just 
over 5% returned on reduced repayments.” Minister for 
Finance
“Credit Review, https://www.creditreview.ie, was established 
to assist those SMEs and farm borrowers that have had 
credit applications of up to €3 million refused or indeed 
an existing credit facility withdrawn or amended by the 
participating bank. SMEs can apply to Credit Review after 
exhausting the internal appeals process in the participating 
institution, which are currently AIB, BOI, Ulster Bank and 
PTSB.” Minister for Finance
LOAN SALES
“I have heard a lot of talk about the possibility of PTSB or 
AIB purchasing Ulster Bank’s loan book. Ensuring the book 
stays within the remit of the pillar banks is of paramount 

importance, but any such acquisition cannot result in 
less favourable circumstances for SMEs and family-run 
businesses.” Louise O’Reilly TD (SF, Dublin Fingal)
INSOLVENCY
“The scheme of the Personal Insolvency (Amendment) (No. 
2) Bill will be published at the end of this year but before 
that, in Q2, a full and extensive review will be undertaken of 
all of the different provisions within the insolvency regime.”  
Minister of State, Department of Justice
CREDIT UNIONS
“The Programme for Government commits to a review of 
the policy framework in which credit unions operate. The 
Department has held extensive engagement with the 
credit union representative bodies since September 2020 
to seek feedback on their key priorities for the sector. In 
addition, the Department is taking into account work 
already completed by the Credit Union Advisory Committee 
(CUAC). The review is now at an advanced stage.” Minister 
for Finance
EQUITY RELEASE
“The equity release product is causing a lot of concern 
among those who were involved in the purchase of that 
product. It is causing quite a lot of difficulties in families 
because the owner of the house, who may be the parents, 
may have entered into this arrangement without knowing 
the full financial consequences or exposure they would 
have. Families are now finding this out and it is causing 
significant distress.” John McGuinness TD (FF, Carlow 
Kilkenny)
STATE PENSIONS 
“Under means testing rules for the State Pension (Non-
Contributory), the first €20,000 of capital is fully disregarded; 
the next €10,000 is assessed at €1 per thousand, the 
next €10,000 is assessed at €2 per thousand, with the 
remainder assessed at €4 per thousand. It also disregards 
the first €30 of weekly means from any source. This 
means that a recipient of the SPNC with no other means 
can inherit up to €40,000 (which would result in a weekly 
means assessment from capital of €30) and still qualify for 
the maximum weekly rate of payment.” Minister for Social 
Protection
“The new Benefit Payment may be paid from the date of a 
person’s 65th birthday until the date of their 66th birthday 
as long as they continue to satisfy the conditions for the 
payment, one of which is that a person must have 13 paid 
contributions in 2021, 2020, 2019, 2018 or 2017” Minister 
for Social Protection
“In accordance with its Terms of Reference, the Pensions 
Commission will submit a report on its work, findings, 
options and recommendations to me by 30 June 2021. The 
Government intends to take action having regard to the 
recommendations within 6 months of receipt of the report.”  
Minister for Social Protection
INSURANCE
“The new personal injuries guidelines do not take effect 
immediately. They do not apply to claims which have 
already been assessed by PIAB, or to cases which are 
already before the courts. No Government can change the 
rules or guidelines retrospectively. We can only change 
them for new claims or at least for claims which have not 
yet been assessed.” Tánaiste
“Insurance Ireland stated that while most customers are 
still able to get life, critical illness, or mortgage protection 
insurance at this challenging time, it is aware of a small 
number of individual cases where a final decision on some 
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applications is being postponed for a period where applicants 
have a COVID-19-related health condition. However, it stated 
that while unaware of any cases where life cover has been 
denied, such policies are assessed on a case-by-case basis 
and that underlying health conditions are taken into account 
by the underwriters, as was the case pre-COVID-19.” Minister 
for Finance
“NCID data shows that for motor insurance, the average legal 
costs of settling a case through PIAB are around 20 times lower 
than through court. In addition, the process of finalising cases, 
from accident to resolution, through PIAB takes on average 
2.5 years as against 4.5 years through the legal route. This is 
despite the fact that the award levels between the 2 channels, 
for cases under €100,000, are almost the same. As both the 
courts and PIAB will shortly be required to base assessments 
on the new Personal Injuries Guidelines, there should be less 
incentive for either side to reject PIAB settlements and proceed 
to more costly litigation.” Minister for Finance
“My Department is reviewing the challenges of property 
insurance and flooding as part of the action points for my 
Department under the Climate Action Plan. The key themes 
that arose from the consultation related to the lack of data on 
flood insurance coverage and the challenges of obtaining flood 
cover in areas with demountable defences. My Department 
has met with key stakeholders such as CBI, OPW, Irish Public 

Bodies, and the State Claims Agency to further review the 
issues raised and assess a feasible way forward. This review 
is in progress.” Minister for Finance
INVESTMENT TAXES
“My Department has undertaken research, examining the 
differential in savings and investments products subject to DIRT 
and those subject to Life Assurance Exit Tax. The Tax Strategy 
Group identified a number of non-tax reasons, including age, 
as to why investors may prefer to invest in financial products 
subject to DIRT rather than Life Assurance products subject 
to Exit Tax, including investor fees/costs; level of risk attached 
to the investment; the motivation for saving/investing (and the 
ability to do so); the lower level of complexity associated with 
such products.” Minister for Finance. 
NEGATIVE INTEREST RATES
“The application of negative deposit rates by the ECB has 
resulted in European banks incurring a consequent cost 
on deposit accounts, and Irish banks are no different in this 
regard. It is important to note that in passing on some of 
these costs, banks cannot differentiate between customers in 
different sectors and, therefore, the approach is taken to apply 
charges based on the size of the deposit balance.” Minister 
for Finance.

Dooley Insurance Group at Punchestown Festival
NAAS based Dooley Insurance Group continued its 
sponsorship at the Punchestown Festival on 27th April 
by sponsoring the Grade 1 Dooley Insurance Group 
Champion Novice Chase.  The €100,000 race is one of 
the highlights of the festival and it did not disappoint. 
Despite the anticipated battle between Monkfish and 
Envoi Allen taking place, it was in fact the mare, Colreevy 
who led the charge from the off and the ensuing contest 
led to Colreevy winning with Monkfish taking second 
place.  The Willie Mullins trained Colreevy was the 
charge of jockey, Danny Mullins who rode her to victory 
in the colours of Mrs. N. Flynn. The 7/1 winner showed 
great class and bravery and together with Monkfish 
were the only two horses to finish the race.

“She’s a tough mare. She was sticky early on but got into 
a nice rhythm and ran out a nice winner of a hot race,” 
said Danny. “I said to Willie beforehand that I wanted 
to bounce out and flow and he said, ‘Yeah, just keep 
jumping and travelling away.’ And once she warmed into 
it, she was very good.”

“I thought going down the back straight they were on my 
tail. I got a nice jump at the third last and once I was able 
to get up around the bend still with a little bit of petrol, I 
was happy enough it would take a fair one to beat me. 
But that said, I had Monkfish and Envoi Allen behind me. 
They were going to be coming at me.  Fair play to her. 
That’s my second Grade 1 on her this year. Cheltenham 
Festival winner. She’s a proper mare.”

The winner, who was recently covered by leading sire 
Walk in the Park, is now set to retire at the age of eight.

Tim Dooley, Managing Director of the Dooley Insurance 
Group said, “We are delighted to sponsor racing 
during the Punchestown Festival, it has allowed us to 
communicate our brand to a huge audience at home 
and abroad. We are embracing our local track and see 
our involvement with Punchestown as a partnership 
which has grown and strengthened since we first got 
involved in 2017. During the term of our sponsorship our 

race, The Dooley Insurance Group Novice Chase has 
grown in importance and stature and is Grade 1 status 
since 2019. The calibre of racing and the strength of the 
field today is testament to the great work of all the team 
at Punchestown and the standard of the track.  Huge 
congratulations to the winning connections of Colreevy.”

Established over sixty years ago the Dooley Insurance 
Group is now one of Ireland’s largest insurance brokers 
with over 8,500 clients throughout the country. Dooley 
Insurance Group are also an official insurance partner 
of Punchestown racecourse and now ‘top and tail’ 
the festival as the opening race on the final day also 
carries the Dooley Insurance Group banner.  For more 
information on the Dooley Insurance Group see www.
dooleyinsurances.ie or call (045) 431642.

Colreevy leads the charge ahead of Monkfish 
in the Dooley Insurance Group Novice Chase 
at Punchestown.


