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ICNZ e | perceptions

»Value
»Understanding
» Apathy

» Claims

» Complexity

»Jargon



ICNZ s | The fundamental problem

How we think How we feel

arounc

What we know Who we are

FINANCIAL

CAPABILITY




ICNZ s | Raising the Bar — plain English

WriteMark

Plain Language Standard

Fair Insurance
Code 2020

Effective April 2020

I ‘ Z Insurance Council i
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Raising the Bar —education programmes
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ICNZ 5z | Raising the Bar - claims

63% 1%

Agree insurers Report having
pay out on valid a claim
claims declined

(UMR Feb 2020) (UMR Feb 2020)

78% 90+%

Report having a Insurers
claim accepted report claims
without any pald (excluding
problems withdrawn claims,

(UMR Feb 2020) under excess)



ICNZ:zss | Raising the Bar — complaints

1,175,715 6,592 283

No. of claims No. of complaints to No. of complaints to
internal DR external DR

33 11 24

No. of complaints _
to external DR No. of complaints to No. of complaints to
external DR settled external DR partially

ith
withdrawn upheld
No. of complaints to No. of significant No. of unresolved

external DR upheld breaches significant breaches
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ICNZ s | Raising the Bar

» Price Transparency

» Intermediated and

Brokered Distribution
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Insurance Council

Thank you
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