Issue 2

Your L&G magazine,
designed for Intermediaries
Welcome & contents
Introduction from Craig Brown
and contents at a glance
Extra support for you
Answering your questions
quickly in these evolving times

The Link Q1 2020
The rental protection gapThe Link Q1 2021

Contents

Welcome

Take a look at the expert views and news
we’ve brought together for you in this issue
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Keeping you informed about the latest service updates to support your business

Deadline to breadline
Welcome to issue two of The Link your new magazine, tailor-made for
advisers.
Thank you for your positive feedback about
issue one. We’ve designed this magazine
to support the great work you do. Our aim
is to bring you product information you
need, helpful tips and more, every time. If
there’s something you’d like to see included
in future, please do let us know.
When producing issue one in early 2020,
we could not have predicted the COVID-19
pandemic. It affects us all and continues
to change how we live and work. That's
why, among our informative features and
articles, we’re including updates relating to
our service and the industry at this time.
Also included in this edition, we bring
you a contribution from Legal & General
specialist Rob Betts, who discusses
the opportunities in 2021 for mortgage
The Link Q1 2020
The Link Issue 2 Q1 2021
The rental protection
Welcome
gap

reviews. You’ll find a ‘Six Ways to Lose
Your Home’ feature, focusing on the need
to put every home-owner and renter in an
informed position regarding risk.
You’ll also be able to read Covid claims
figures, a breakdown of our 2020 Deadline
to Breadline research and details of our
latest online workshops - among a host of
other practical insights you can use in your
day to day. Thank you for your continued
excellent work - particularly during this
unparalleled time.
Stay safe, and we hope you enjoy The Link.

Craig Brown
Director of Intermediary, Protection

Changing perceptions around financial resilience with our 2020 report

Is this a golden year for mortgage brokers?
An article by Rob Betts, Marketing Development Manager in Specialist Protection
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Interviews with advisers for industry insight and opinion

Six ways you could lose your home
Meaningful conversations and highlighting risk

Webinars and Virtual Workshops 2021
High quality online training and professional development

Stepping up our support

Stepping up
our support
Following lots of changes to
working practicesacross the UK,
many of us are getting to grips
with a new normal. While we are
here for you in all the familiar
ways, we have also made the
following resources available,
to get your questions answered
quickly in these evolving times.

Tracking and submitting
business online
8 ways we’re making it easier to do business
view our quick guide to see how we’ve streamlined our application
process – from beginning a policy to amending one.

We know the pandemic is presenting lots of challenges. In these
uncertain times it might be more important than ever to keep in touch
with your clients, offer speedy answers or check their case progress.
Did you know that our Virtual Assistant is available 24/7 on OLPC
to help you submit applications and answer your questions?
Receiving over 20,000 questions a month, it’s
currently able to resolve 96% of all queries.
While we are of course still here for you, our virtual assistant
is another excellent tool at your disposal. Pop your question
into the text box and it will automatically answer you, or
provide guidance in how to find what you need.

Helping you to retain customers
Our Existing Business Agent Hub keeps you informed when your clients
miss payments or ask to cancel their policy. By quickly receiving this
information, you have the opportunity to get in touch with them. You
can understand the reasons behind the missed payment, remind them
of the importance of cover, discuss any potential changes in their
circumstances and reassure your clients.
To make the most of this retention tool, please make sure the details
we hold for you are correct by checking and updating your contact
preferences in Agent Hub, and ensuring the Lapse Notification is
ticked.
• You will receive up to 3 emails a week, only when there are new
policies at risk
• You can quote, apply and service your clients’ policies all in one place
• Any warnings we’ve issued will stay on the system for 12 months
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24/7 help from our virtual assistant

• You can access your clients’ policy information 24/7

Case Study: How our retention
tool has helped you
In 2020 this system helped save 40,646 policies and £14,822,273 in
commission. We hope the tool will help support your business in 2021,
a time when clients may be experiencing a variety of difficulties.
An example of how powerful this tool can be, occurred in 2018
when our Hero in the Middle winner - Neil Bohen - contacted his
client who had decided to cancel her policy. Just months after
taking it, her reason for cancelling was because, “at the time money
was tight”. Neil’s actions opened up a conversation, allowing
them to work together to find the right policy within budget. This
ended up being a very valuable and helpful action for the client’s
future, as she was later diagnosed with cancer. She shared
that the pay out on her policy made a big difference for her.

D2B

Deadline to
Breadline
2020

Covid-19 is changing consumer
attitudes
Some good news is that Covid-19 has encouraged
consumers to address their debt - 57% of
respondents stated that paying off debt
has become more important to them since
lockdown, rising to 65% among 25-40 yearolds. However, two-thirds (66%) of households
have at least some level of debt, with over 1
in 10 (11%) households currently managing
more than £10k worth of debt. Excluding
student loans, 35-44 year-olds have the highest
amount of debt, 1 in 8 (13%) managing over
£10k worth. And at this unparalleled time, It is
clear that the Covid-19 pandemic is set to test
many people’s financial resilience even further.

Now's the time to change
perceptions around financial
resilience
57% of respondents stated that
paying off debt has become more
important to them since lockdown.

Nearly 2 in 5 households have
less than £1,000 in savings

1 in 10 households currently
manage more than £10k
worth of debt.

Nearly 1 in 5 households
have no savings at all.

These are just some of the findings revealed in
last year’s Deadline to Breadline report, which we
have produced annually since 2013. The report
assesses the financial stability of people across
the UK, by analysing how long people believe
they could survive financially if they lost their
income. In short, their deadline to breadline.
Those surveyed believed the average household
is 90 days from the breadline if faced with a loss
of income. But, in reality, the average household
could only last for 24 days. This is a difference
of 66 days between perception and reality.
This is the kind of perception gap our
research is trying to 'expose', along
with some of the biggest myths and
misconceptions which can have a real impact
on financial planning effectiveness.

People said they would need
£12,207 to feel financially secure

Only 1 in 10 people believe that
they’re their own biggest asset.

The reality of savings
One of the main ways people cope
with losing their income is to rely on
their savings – this applies to one
in three. Yet one in five households
have no savings at all, while two
in five households have less than
£1,000 in savings. According to report
findings, people said they would need
£12,207 to feel financially secure.
But, based on what they currently

save each month, it would take the
average household four years to save
this. Worryingly, it would take 14
years to save a full year’s earnings.
All of this means financial planning
has never been so important, and it
demonstrates the crucial role financial
advisers play in helping their clients see
through the myths and misconceptions
to help build financial resilience.

The importance of Protection and financial planning
This report also clearly shows that
protection, and especially income
protection, is an increasingly important
part of financial advice and planning.
If clients were unable to work due to
illness or injury resulting in a loss of
income, it wouldn’t take them very
long to reach their breadline - and
certainly not as long as some people
may think. Only 1 in 10 people believe
that they’re their own biggest asset.
Yet, their ability to earn an income
is far more valuable than more
commonly favoured assets such as
a house, car or indeed their savings.

In times of hardship people look to
protect what they have - a consumer
need that advisers are well-placed to
meet. While protection may sometimes
be seen as a less glamorous sector of
financial services, it can be one of the
most important. This means having
conversations around protection
to ensure clients are aware of their
needs, helping them to secure a
more financially sound future.

The average household believes
they can last 90 days if they lose
their income and rely solely on
savings. The reality is just 24 days.

You can read the latest Deadline to Breadline research, here

Golden Year for Mortgahes

Is this a golden year for
mortgage brokers?
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The Mortgage review is a great opportunity to identify a client’s needs
and continue to build a long-term relationship. Experts expect to see
intense activity in the re-mortgage and product transfer markets
during 2021. Transfers are expected to be big news, but worryingly, it is
estimated that mortgage advisers could lose up to 60% of their clients
direct to the lender when these deals come to an end. This is according
to a 2020 analysis by Mortgage Solutions of the FCA report: When
discounted rates end: The cost of taking action in the mortgage market.

Rob Betts
Market Development Manager,
Specialist Protection

Continue reading

Considerations for
engaging with clients
Understanding how your clients have been affected, we
can remind them of the policies they have bought through
us and more importantly why. It’s also an ideal time to
remind them of the additional benefits on their plans and
let’s not forget, how you can support them, their family and
friends, as their financial adviser. We need to demonstrate
our duty of care and add value - such as signposting key
information from their policies or related government
information. Being sold to is the last thing a client may
want at this time. Instead, your call could aim to offer
support and useful information. This will reaffirm why they
bought into your services when you helped them with a
house purchase, insurance policy or property rental.
As your client’s mortgage adviser and protection
specialist, are you making early contact with them?
Are you providing details of what’s available, and
demonstrating the added value that you provide? Are
you building a contact strategy into your business plans
that will help to re-engage with your existing clients?
Legal & General’s new re-mortgage webinar looks at
The
Link opportunity
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tools, tips and ideas to help advisers plan their strategy
for maximising both the mortgage and protection
opportunities with their hard-won clients.
One thing that is certain – as a result of the Covid
Pandemic, how you use technology with these clients will
be fundamental. By having a business strategy and plan
in place that engages your clients, you’ll help to make
things as simple and enjoyable as possible for them,
helping you to build added value into your service.

Making your mark as an adviser
It’s at times when people feel uncertain and vulnerable,
that they naturally look for help and guidance - this is
where advisers can set themselves apart and make their
mark. Awareness of our own mortality may be higher
than ever, while our shortcomings in health, wealth and
lifestyle are discussed in the media on a daily basis. In turn,
our curiosity to learn and plan our way through troubled
times has resulted in more people becoming receptive
to new ideas, advice and putting safeguards in place.
Can we tap into these feelings and thoughts to help
your clients identify their own needs to protect their
homes, families and future financial goals? At L&G We
have developed a suite of market leading workshops

and webinars specifically for advisers to help them
highlight their client’s plans and financial resilience.
Many advisers tell us that the increased client accessibility
provided by technology, has really helped to strengthen
their relationships, instigate more engagement, and
build greater trust. They also report that clients are
increasingly willing to discuss and explore the benefits of
the Mortgage and Protection options available to them.

Introducing the idea of protection
With this current willingness to talk about and understand
protection insurance, surely now is a good time to make
a call. But what are we going to say? How and when
do we introduce the idea of protection? We don’t want
to appear mercenary by using the pandemic to scare
people into taking out cover - but is there a way that we
can use the pandemic as a point of reference, to help us
understand their experiences, fears and thoughts?
How many of your clients feel secure in the knowledge that
should a breadwinner die or become too sick to work, that
they have a financial plan B? Do they have the means to stay in
their home, pay the bills and continue to live their lives if their
money dries up? Our latest ‘Deadline to Breadline’ research
looks at our preparedness for loss of income and the plans

people have to cope if their income stops. The conclusion of
this shows the average number of days before money runs
out is, on average, just 24 in the UK. As well as highlighting
common concerns, it gives advisers useful insight to help
them overcome the myths and misconceptions people have
around protecting their incomes. In support of this, Legal &
General are hosting regular webinars delivering the findings.

Workshops and webinars for advisers
Legal & General’s programme of protection workshops
and webinars are designed to give advisers the knowledge,
tools and skills to confidently talk to their clients about all
their protection needs, be it mortgage, family or business.
2021 is a year of opportunity for advisers to add value to
their clients’ lives by helping them choose the right mortgage
and importantly providing valuable protection advice in order
for them to have financial confidence in their futures.

Join Legal & General's 'Mortgage reviews - 'Missing
the re-mortgage opportunity' webinar next month for
tips on how to make the most of this opportunity

Source: mortgagesolutions.co.uk

Q&A

Questions & Advisers:
Interviews with advisers for industry
insight and opinions
Adviser

Reason for becoming an IFA

Kevin

I am not an IFA but a mortgage adviser,
as I don’t sell investment products or
pensions. When I was made redundant
by Lloyds 6 years ago, I had the option of
becoming a mortgage adviser rather than
IFA. I chose to be a mortgage adviser as I
enjoy helping people get on the property
ladder or re-mortgaging to fund home
improvements. The role gives me more job
satisfaction than pension or investment
advice.

Job Title
Mortgage & Protection Adviser

Specialisms
Residential Mortgages,
Right to Buy and Bad Credit lending

Most frequent product
DTA and FIB

Time in this role
6 years being a self-employed mortgage
adviser

Background
I started in 1996 at Co-op Bank and then
moved to RBS. Most recently, I’ve worked
with Lloyds Bank in various roles all
offering financial advice whether as an IFA
or mortgage adviser.
*Please note, full names of
interviewees are withheld to
prevent the appearance of bias
towards any one firm.
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How I approach protection
If you build up trust during the mortgage
process, then the customer is going
to be more receptive to discussing
protection. You have what the industry
calls, ‘obligation to buy’. You have earned
a client’s respect and trust by getting the
mortgage sorted, so why would they then
not listen you your advice on protection?
I think to sell anything, you have to believe
in it yourself.

A good example is ‘Family Income Benefit’.
The biggest challenge
If you have a couple on the phone and
you ask them what they earn per month
I think the biggest issues for most
after tax, and then what their mortgage
mortgage advisers when it comes to
selling protection, is they want “guaranteed payment is, then it’s pretty obvious that
income,” and having a 48-month clawback protecting the mortgage on its own is not
sufficient. If a husband takes home £2300
on protection policies make them focus

"The final thing I do is ask the clients to repeat back to me what
protection policies do for them. This confirms I know they understand
exactly the benefit and means they’re less likely to cancel."
on mortgage alone. Any commission I get
paid on protection goes in a separate bank
account. I have not touched this in 6 years,
and the pot runs at over £100k now. If I
ever get a clawback of commission, then
it does not affect me as I don’t live on the
income. In addition, I can count on the one
hand the amount of cancellation I have
had in 6 years.

after tax, and the mortgage is £700, his
wife will still be £1600 worse off
if he dies - even if the mortgage repaid in
full. Once you present that basic scenario
to people, the penny drops and there really
is no need to sell anything.
The final thing I do is ask the clients
to repeat back to me what protection
policies do for them. This confirms I
know they understand exactly the benefit
and means they’re less likely to cancel.

How have providers supported you
over the past 12 months, and what
value have you gained from this?

Have your clients been more
receptive to discussions
around unforeseen risk?

Having my Legal & General Business
Development Manager, Nolan, available on
cases that got stuck requiring medicals during
the first six month of lockdown was helpful.
Many nurse screenings were cancelled by
medical direct and surgeries were really busy,
so he helped me to keep things moving.

If I am being totally honest, I have not noticed a
change in people’s attitudes toward protection
since COVID. I still feel people see protection
as something that applies to older people. The
majority of people I deal with are below 40 or
50 and don’t view COVID as a risk to them.

How do you approach the mortgage
review meeting - including protection?
When I have my mortgage interview before
submitting application, I cover off that we will
discuss protection at a later date. I have found
trying to do everything at the one time does not
work for me. When a client gets the mortgage
agreed and a mortgage offer produced, I find
this is the best time and people are much more
receptive to discussing protection. At this point,
it now feels real and happening, whereas at
application stage they still do not even know
if their mortgage will be agreed by lender.

Have the last 12 months had
a good or bad impact on your
business and productivity?
The first three months of lockdown were
difficult while estate agents closed but since
they re-opened in June, the market has been
buoyant. I think we really need to extend
the stamp duty holiday as this will keep the
housing market going over the next 6 months.

Six ways

Six ways you
could lose
your home
The aim of the ‘Six Ways to Lose your
Home’ sales aid is to have meaningful
conversations with each and every
home owner or renter. We’re highlighting
the need to put in plans against
unforeseen risk that could affect them
paying their mortgage/rent, leading to
eviction and having nowhere to live.
The main purpose of the ‘Six Ways to Lose your Home’ message, is to
place each and every home owner/renter in an informed position. This
will enable them to make a decision based on unforeseen risk that could
affect them or their family. Not every home owner/renter will consider
Protection. But as long as they are informed verbally and in writing about
the possibilities, then the adviser has fulfilled their responsibilities.
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Unemployment

Sickness

Accident

Unemployment is perhaps more of a
risk than ever during changeable times.
And If a homeowner/renter loses their
job, this is a clear risk to their income
and their ability to pay their rent.

If a renter is off work sick for a week, this
may not have any impact on their ability to
pay the rent. But what if it was 3 months, 6
months? Could they potentially survive on
£95.85 statutory sick pay if they do not have
any company sick pay benefits? And the selfemployed renter would have no sick pay at all.

An accident can occur at any time at work,
while driving, at home, playing sport, the list
goes on. But what are the consequences if
a renter suffers an accident that keeps them
off work for weeks if not months? How would
they manage, pay the bills and rent? And again,
would this seriously impact the self-employed,
as they do not qualify for any sick pay support?

Critical Illness

Death

Fire, storm, flood

If a critical illness such as a cancer, heart
attack or a stroke happens to strike – as
they can at any time - how would renters
continue to pay for their accommodation
and ALL other associated bills?

In situations of a dual rental contract
where two people are liable, what would
happen if one of them passed away?
Could the other person still maintain
their rental amount as well as paying the
remainder for the deceased person?

Buildings insurance is the ONLY
mandatory policy you must have in
place when putting a mortgage in place,
it is there to protect your property.

One thing is absolutely clear - their
bills will need to be maintained as
there is no pause button, or debts
being written off. They will continue
to arrive in the client’s bank account
and must be paid. If not, there will be
consequences for renters - with eviction
being the biggest potential issue.

These considerations are important,
because the surviving person may
have to move out and relocate to a
cheaper area, or even try to secure social
housing. Discussions need to take place
between renters, so that both are secure
in their futures, whatever happens.

With the climate changing on a frequent
basis it is a must have policy and protects
the property against fire, storm and flood
as well as providing support, repairs and
accommodation in the worst case scenarios.
It offers peace of mind in case the worst
should happen as the bills can run into tens of
thousands of pounds and mean the house is
not habitable for many months if not years.

Webinars & Workshops

Webinars
and virtual
workshops
2021
CII Accredited
Did you know that the Insurance
Distribution Directive has highlighted a
duty of care for advisers and champions
the benefits that training will bring to
help with your roles and business?
Our training workshops and presentations
are accredited for structured learning by the Chartered Institute
of Insurance and help thousands of advisers every year. Our aim
is to help you explore new markets and opportunities, and also
meet your annual CPD requirements under current legislation.
All from the ease and comfort of your computer screen.
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So, while Covid-19 might be changing where we work
- our training can go on. What’s more, our training is
market leading and has won multiple awards.
In the next section, we’re summarising our off-the-shelf training
that’s currently available - and we can build almost anything
that you need. Want something bespoke? Get in touch!

New virtual training
in more detail
Ready to refresh your knowledge or learn something new?
We have a number of protection and business protectionbased webinars available for you to view right away, most of
which run for around 30 minutes.
Also available, are three interactive workshops designed to
last up to 90 minutes. Two are geared around selling skills
and questioning techniques, while one focuses on business
protection.
The workshops and webinars are:

Be curious
A shorter version of our
interactive face to face
workshop, focusing
on asking the right
questions, use of sales
techniques and how
to handle common
objections (60 mins)

Putting life into
protection
Here we take a close look
at selling skills, based on
our acclaimed face to
face workshop, examining
angles and ideas to help
you sell (up to 90 mins

An introduction
to Business
Protection
An overview of the
market, products that fit
and ways of targeting
clients (90-105mins)

"Very interactive and useful - digital seminars
are the way forward!"
If you’re interested in our adviser workshops or webinars
– please contact your Business Development Manager or
register via the Legal & General adviser website

Contact

Here to help,
if you need us
Thank you once again for your
continued support during Covid-19.
If you have any thoughts or
suggestions on anything mentioned,
or would like more information, please
contact your account manager.
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Act as if what
you do makes a
difference. It does."

– William James

