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"Change is coming to the general insurance market, driven
by the impact of new technology and innovative new

businesses entering the sector, as well as by pressure from
consumer groups and the FCA, unhappy at the way the
market operates, particularly with regards to how long-

standing customers are treated."
- Thomas Slide, Senior Financial Services Analyst

This report looks at the following areas:

• Open finance regulation could transform the sector
• Shifting focus to consumers in a bid to rebuild trust
• Flexibility and speed of claims to target younger people

54% of people think insurance companies will always try to get out of paying a claim and more than
half of under-35s feel unfairly penalised by the sector. There is clearly a long way to go to convince
consumers that this is an industry that truly works in their best interests.
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Almost a third haven’t reviewed their policies in the past year
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Loyalty over introductory discounts
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Figure 41: “It's preferable to have the majority of policies with a single insurer”, by age, September 2019

Abbreviations

Consumer research methodology

Appendix – Data Sources, Abbreviations and Supporting Information
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