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Welcome to issue three of The Link your magazine, tailor-made for advisers
Since the first edition of
this magazine in early
2020, we’ve all experienced
challenging times as a result
of COVID-19 pandemic,
which continues to influence aspects of life and work. As
I write this during August, the summer is looking a little
different for many of us. Perhaps more of us are having
staycations and trips closer to home – yet we’ve been
surprised by the sunniest of weather we’ve seen in a while
thanks to a heatwave. And there’s more light at the end
of the tunnel, with restrictions gradually lifting across the
UK. We’re grateful for your continued support, and if you
have suggestions for additional ways we can help, as ever
please do get in touch.In this edition, we bring you articles
about Wellbeing Support and Umbrella Benefits, including
a contribution from RedArc’s MD Christine Husbands.
We share news of our support of an exciting campaign

#GettingZiggyWithIt which targets the gap in financial
advice for 18-35 year olds. You’ll also find a feature about
helping clients avoid misrepresentation so that we pay
more claims, and further developments within our medical
underwriting advice line. All this among many other
practical insights you can use in your protection business.
Thank you for your continued excellent work particularly during this unparalleled time.
We hope you enjoy The Link.
Craig Brown,
Director of Intermediary, Protection
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Wellbeing Support
timelier than ever

Help available

Christine Husbands, Managing Director of RedArc, shares her thoughts about the
360-degree provision provided by her nurse support service. Access to Wellbeing Support
provided by Red Arc Assured Limited is now available to your clients as standard with
most Legal & General policies, as part of our Umbrella Benefits offering.
Health has been in the spotlight more than ever
in recent times. Not only for those unwell with
Coronavirus or for those with relatives who
have sadly died, but also for those affected by
restrictions and severely impacted NHS services.
Millions of people in the UK have suffered other health
problems as a result of the pandemic such as mental
ill health, the impact of delayed surgery or treatment,
plus disrupted routine screenings and diagnostics.

Your Personal Nurse
At the heart of the service are experienced Registered
Nurses dedicated to your clients - their Personal Nurse.
In these days of a very stretched NHS, finding
someone to speak to about their questions or
concerns can be extremely difficult. Even if they’re
able, it’s highly unlikely that they’ll be able to speak
to the same person regularly at a time to suit them.
Wellbeing Support provided by RedArc
can deliver the help they need.
There are Registered General Nurses and Mental
Health Nurses with experience across all health
conditions, so your client will speak to a nurse who is
knowledgeable about their symptoms or situation.
Each person has different circumstances and
worries, your client’s Personal Nurse tailors
support to their specific needs, including:

All this adds up to a significant backlog. In July ‘21, the
British Medical Association reported a growing backlog
of people needing care, with 304,803 patients waiting
over one year for treatment in June ‘21. This is 280fold the 1,089 patients that were doing so in June 2019,
adding to a growing waiting list of 5.45 million people.
Wellbeing Support is available to your clients and
their family at any time, not just if they need to
make a claim. And there has never been a better
time to make the most of these services.

1.
2.
3.
4.
5.

Understanding their diagnosis and
its potential consequences

Discussing options for surgery,
treatment or medication

Navigating the NHS and signposting
to all services available

Emotional support for you and your family

Adjusting to life after serious illness

www.bma.org.uk/advice-and-support/nhs-deliveryand-workforce/pressures/pressure-points-in-the-nhs
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As well as the invaluable benefit of having their
Personal Nurse to support and guide them through
their illness, they can help in many other ways:

Research
A Personal Nurse can research for your client
when they are feeling least able to do so, applying
their experience to share the most reliable
information. This could include availability
of clinical trials, alternative diagnostics and
medical appliances, plus local and national
charities or support groups to help them.

Resources
Your client’s Personal Nurse will identify and send
resources relevant for them at their stage of illness
and circumstance. This could be books, leaflets,
subscriptions to apps, weblinks, all suitable for adults
or children as appropriate.

Therapies / Other services
When it would be beneficial to them, your
client’s Personal Nurse can source and
organise additional services from a wide
range of over 30 different types, such as:
• Counselling, CBT, psychotherapy, EMDR
• Complementary therapies
• Physical therapy e.g. physiotherapy,
speech and language therapy
• A UK Second Medical Opinion
• Practical help at home
• Dietician/Nutrition consultation
• Return to work coaching
• Eldercare specialist information
Your Personal Nurse will identify a service and
provider specifically for you based on your
specific circumstances as an integral part
of their overall personal support for you.

Tailor-made
Everyone has a unique experience of illness
and Wellbeing Support is anything but onesize fits-all. The service is tailor-made for
every single customer and their families.
100% of L&G customers who use this service
rated the service excellent in RedArc’s 2020 patient
survey, so the results speak for themselves.

It was so supportive to have the nurse
to talk to as I was coming to terms
with what happened and that the
support carried on for a year as I had
to make drastic changes in my life.

Introducing
Umbrella Benefts
Additional cover your clients can count
In today’s competitive market, the more clients can see the value of protection, the more likely they are to take out cover.
That’s why Legal & General have created Umbrella Benefits. An attractive, clear cut value-added package, it compromises
of two new optional benefits – Fracture Cover and Private Diagnostics – that can be purchased with our personal
protection products. Plus, Wellbeing Support and Rehabilitation Support Services are included as standard with our
income and personal protection products.
Ultimately, it’s a win, win for everyone. It gives you a suite of benefits and services that allow you to meet your clients’
needs, delivering the choice they want.

Listening
to clients

Going further
for your clients

Before we introduced our new Umbrella Benefits offering,
we spoke to the people that mattered to advisers – your
clients.

We’ve included practical and emotional support with our
protection products, to focus on physical and mental health.
Plus, two new optional benefits could add financial security
and peace of mind. In a nutshell, Umbrella Benefits give you
and your clients more choice, more cover and more support.

We discovered that many clients didn’t know the level of
support that was available to them with their protection
products. And they talked about the importance of access
to specialists that could offer personalised support and
guidance in difficult times.
Customers also said they wanted to ‘pick and mix’ their
level of protection – which is why we’ve introduced two
new paid products.

You can read about the four offerings in more detail overleaf
In addition, if you’d like to find out more about Legal &
General’s Umbrella benefits, including what is and isn’t
covered, and how we can support you and your clients’
needs, please click here.

Fracture Cover and Private Diagnostics are Insured by AXIS Speciality
Europe SE. The support and services are provided by Trustedoctor,
a sister company of Further Underwriting International SLU

Why
Umbrella
Benefts?
Like the reassurance of carrying a brolly in case of
rain, Umbrella Benefits delivers additional cover and
services that keeps on working for your clients behind
the scenes, ready to help with the unexpected. And
because we know everyone’s lives and needs are
different, personalisation is key to the package.
Practical and emotional support is included as
standard with two services that focus on physical
and mental health. Plus, we’ve introduced two new
optional benefits that can be purchased with a policy
for added financial security and peace of mind.
In a nutshell, Umbrella Benefits give you and your
clients more choice, more cover and more support.
This is additional cover you can count on.

To read more about Umbrella Benefits, click here.

Wellbeing Support
Personalised emotional and practical support from
a dedicated registered nurse. Access included
as standard on our personal protection policies

Rehabilitation Support Service
Tailored return to work support for physical
and mental health, from our in-house team
of healthcare professionals. Included
as standard with our income protection
policies when making a valid claim.

Private Diagnostics
Gives access to the UK’s top consultants
for diagnostic testing, with results
provided in just a few weeks. Available
for an additional £4.50 a month.

Fracture cover
Protects against the cost of injury for an additional
£5.90 per month. Covers multiple claims up
to a maximum benefit of £7,500 per year.

Private Diagnostics and Fracture Cover are insured by AXIS Speciality London. The support and services
are provided by Trustedoctor, a sister company of Further Underwriting International SLU.

1.
Questions & Advisers:
Interviews with advisers for industry
insight and opinions
Adviser

Background

Shaun

Weirdly, while at school, I always wanted to work
in financial services. I always had a fascination
with the bank and thought it would be very
prestigious to one day to work there, maybe as a
bank manager. I’ve no idea where this aspiration
came from. After writing to literally every
financial institution in the yellow pages (showing
my advancing years once again), I received an
invitation from The Woolwich. This led to me
joining them in January 1999 as a customer
service representative. In 2002 Legal & General
had moved to Cardiff, I jumped at the chance
to join such an illustrious firm. I remained with
L&G as a dedicated administrator for some of
their largest accounts until June 2003, when I
had the opportunity to actually join one of the
UK’s leading broker firms. Surrounded by some
of the best protection advisers in the country,
this is where I worked as a manager supporting
advisers with the processing of their protection
business and handling business retention. I
also began to advise for myself at this point. In
Feb 2013, I decided that I needed to branch out
and put everything I had learnt into practice for
myself and set up my own firm specialising in
protection advice, Wills and estate planning.

Job Title
Protection Specialist

Specialisms
All forms of personal protection and Business
protection insurances. Life Insurance,
Critical Illness, Income Protection.

Most frequent product sold
Term with Critical Illness Cover

Time in this role
I set up my own firm in February 2012. However,
I started my journey into financial services back
in January 1999, so over 21 years ago. I’m 43
now, so I’ve been involved in and around world
of protection for the majority of my working life.

Why do you think
protection is important?

We don’t have a crystal ball; we cannot
see the future. Our lives can change
in the blink of an eye for better and
for worse and I’ve seen both sides
of the coin. Unfortunately I’ve seen
it far too many times, where a loved
one, even a child has been taken ill
or has passed away and the family
has had no protection in place. The
consequences have been devastating.
I’ve seen communities rallying together
to raise much needed funds for the
family, it’s not just the emotional but
financial hardship that it has caused.
On the flipside I’ve seen the difference
protection has made to peoples’ lives,
when tragedy has struck and thankfully
they have had the right cover in place.
Over the many years I’ve been working
in protection, I’ve seen and helped
many claims be successfully paid.
I’ve seen the enormous relief this has
on the family immediately, knowing
their home is secure, knowing they
don’t have to struggle to work to
maintain bills. It’s incredibly rewarding
and is a firm reminder of why it is so
important and why I do the job.

2.

How do you position
protection to someone
who doesn’t think they need it?

Rebuttals are common. I try not to
overload clients with stats, facts and
figures. I try instead to relate it to
themselves. Many times protection isn’t
for themselves, it’s for their loved ones. I
put them into scenarios. How would Mrs
X cope if Mr X died? How would Mrs
X pay the £800 mortgage each month,
when she only currently earns £500.
She couldn’t? So, she’s selling the house.
losing that family home you’ve worked
so hard to purchase and make so many
memories in together. So I just put them
into a scenario that they may have never

experienced or considered before. It just
gets them thinking. I also use relatable
stories. Life can be cruel sometimes
and the news and social media are full
of stories of someone passing away in
an accident or becoming ill. I let them
know about my own experiences and
the clients I have helped. Plus, they
may not need it today, but it is in place
for when they may need it. Again, we
do not see what the future holds.

3.

Do you think there
is more providers
could do other than the core
products in the industry?
More work needs to be done in the
area of Income Protection. Simpler
products, the whole income protection
sector seems overcrowded with
over-complicated policies at the
moment. Advisers and clients like
things simple. Other than that, I
think there’s plenty of choice and
continuous innovation out there.

4.

Have you seen a
perception changes
in the understanding the
importance of value added
services and income protection
over the past couple of years?

I think from an adviser’s point of view,
value-added services are becoming more
and more important. For the client too,
the more that they get for their monthly
premium the better. While the main
purpose of any policy is the benefits
being paid at claim, I think people are
looking for more these days. The fact is,
the vast majority of policyholders won’t
claim, so if there’ something attached
to the policy that they could potentially
benefit and get use from, then that’s a
welcome addition. Whether that’s partner
discounts, rewards, or 24-hour access
to a GP. It all adds to the value of the

policy and I’m sure the clients feel they
are benefiting somewhat. Protecting your
income has never been so important
and highlighted as much as it has
through the global pandemic. Has the
penny now dropped and do we finally
realise that we aren’t invincible? There
are some really great advisers out there
emphatically pushing the importance
of income protection, however I still feel
there is much more work to do by others.
It’s our job as advisers to make clients
aware of the consequences of not having
this important benefit in place. In saying
that, providers need to work with us, to
ensure the policies remain innovative,
accessible and uncomplicated. There is
absolutely no doubt Income Protection
is a major player in the protection field,
and it should be a conversation that
advisers are having with all of their
clients. I can only see continued growth
in this area, not only for me personally
but for the industry as a whole.

5.

What advise would you
give other financial
advisers looking to increase
their protection portfolio?
Referrals are everything. Most of my
new clients are referrals from existing
clients. Don’t be afraid to ask. Make
sure you keep in touch with all of
your clients; perform annual reviews,
keep up with the changes in their
lives and the protection will need to
change accordingly. A new child is
an opportunity for family protection.
A change in job, maybe an adverse
change in sick pay entitlement.
Opportunities galore. Also, treat every

client like they are worth their weight
in gold. My most lucrative client
came from a referral from someone,
who due to their circumstances, I
couldn’t actually help at the time.

Supporting the
Income Protection
Task Force –
Increasing awareness of IP

IP for the 18 - 35s
– new campaign
to help raise awareness
The Income Protection Taskforce (IPTF) has
launched a new campaign aimed at helping the 1835s better manage their money, raise awareness
of income protection and help grow sales.
A recent IPTF adviser survey found the age group most
targeted by advisers for an IP conversation was the 36-45
age group, while none of them speak with clients in the
18-35 age bracket. Legal & General’s Deadline to Breadline
research found that the average household is just 24
days from the breadline, far shorter than the 90 days they
believe. It also shows that many of us do not have a plan
in place should the worst happen, with a huge 9 in 10
that don’t see themselves as their most valuable asset.

#GettingZiggyWithIt
To recognise this challenge, IPTF launched a new
campaign and a dedicated consumer website
ziggysmoneymoves.com and Instagram;
@ziggysmoneymoves. Launched on 5th July 2021,
it’s packed full of relatable, real, light-hearted blogs and
content. Ziggy gives advisers the tools to have new
conversations with this younger generation, connecting
with the attitude of the Gen Z and Millennial generations.
We’d love to see advisers, providers and networks
using and sharing Ziggy content. Support us to get the
industry excited and engaged by following Ziggy on
Instagram, and sharing content via Twitter and LinkedIn.

Helping good
conversations
Recognising the need to tailor products for different
clients, we now have a comprehensive range of income
protection products, with options for renters, the
budget conscious, and businesses. When it comes
to protecting what’s important, you can tailor the
right cover for your clients’ needs. Now with more
benefits and more choice, you could reach a wider
variety of clients. Our Adviser Toolkits are designed to
support intermediaries, to help clients understand the
need and benefit of income protection. They include
features such as benefit calculators, guides, sales
aids, links to workshops and our latest webinars.
Take a look at your adviser toolkit here.

IP Awareness
Week
The IPTF, an independent specialist for IP, will also launch
a new Income Protection Awareness Week later this year.
The objective is to support advisers in enabling
more income protection conversations with new
and existing clients, and to ultimately increase sales
of the product. The awareness week, which will run
from 20th - 24th September, will include a series
of live online events, delivering a range of content
in the form of live panel discussions, case studies,
useful tools and tips and shareable materials.
Find out more about IPTF here.

Find out more at: ziggysmoneymoves.com

To find out more about our range of
income protection products, click here.

Gathering information
To help ensure our staff are able to provide you with
accurate answers in a timely manner, we recommend
that you gather the following answers before
contacting us:
Date:

Diagnosis:

When did the incident or
diagnosis happen?

Our Medical Underwriting
Technical Advice Line
Legal & General’s Medical Underwriting Technical
Advice Line (MUTAL) for individual protection sales,
is well-established and highly regarded in the market.
Operating to assist and help educate protection sellers
and advisers, our contact centre operates a highly
focused, specialised service. We do one thing and do
it exceptionally well. Our team will provide you with
an accurate indication of terms that can be offered
to your clients – before the application is made.
Advisers calling into MUTAL go through to an expert
pre-sale underwriter who will offer a decision based
on the medical, financial, occupational and hazardous
activity information that you are able to provide

What is the medical issue?

Drugs:
What medication has been
prescribed? Provide names,
amount and strength of each
one.

Duration:
How long did the
medical issue last?

based on your clients’ circumstances. Callers are
given a unique reference that can be used to ring
us back with further information, if required.
Alternatively, via Agent Hub you can find online
‘indication of terms’ for single conditions including
BMI and Diabetes: Mutal Tools Tutorial (3 mins).
Due to increasing demand for our expert support, we
have increased our staffing levels. Now, we have 13 fulltime pre-sales underwriters providing you with accurate
indication of terms based on your clients’ needs.

Our team will also
provide you with any
specific additional
application questions
that OLPC will ask
while you’re online,
to help you prepare
for and manage your
clients’ expectations.

Contact us on:
0370 3333699
mutal@landg.com
Open Monday – Friday
09:00 – 17:00
We may record and
monitor calls, call
charges may vary.

Help us
pay more
claims
The following areas
commonly cause
problems at the point
of claim because of
inaccurate information
or nondisclosures at
the application stage.
Remind your client
to take extra care to
provide the correct
health and lifestyle.

Common reasons for
misrepresentation
Alcohol
Inaccurate information around alcohol is the
most common cause of misrepresentation
resulting in a claim not being paid.

Weight
If your client is uncertain of their current
weight or height, please ask them to
measure themselves and advise them
to be as accurate as possible.

Smoking and vaping
It’s important your client doesn’t think this
question refers to regular smoking only.

The importance
of Confrm Your
Details (CYD)
CYD can make a big difference – that’s why
it’s important to make sure your clients
register for ‘My Account’ to confirm their
details following the initial application –
and for you to follow up to check they’ve
done this. Encourage them to look out
for the registration email to confirm all
their information is accurate or to let us
know if anything has changed. Accuracy
at this stage is vital and it provides you
and your clients with peace of mind
that the correct cover is in place.

Pre-existing conditions
We need to know about any conditions
your client has already been diagnosed
with, and any treatment or related
ongoing symptoms they have.

Symptoms not yet diagnosed
Remind your client to disclose
any current symptoms.

For more information on the number
of the claims paid out and which
customers claimed, click here.

Here to help,
if you need us
Thank you once again for
your continued support.
If you have any thoughts or
suggestions on anything mentioned,
or would like more information, please
contact your account manager.

Legal & General Assurance Society Limited. Registered in England and Wales
No. 00166055. Registered office: One Coleman Street, London EC2R 5AA.
We are authorised by the Prudential Regulation Authority and regulated by
the Financial Conduct Authority and the Prudential Regulation Authority

Your talent determines what you can
do. Your motivation determines how
much you’re willing to do. Your attitude
determines how well you do it.”

– Lou Holtz

Former American Football Player

