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| think it fair to say that we ve seen quite a lot of change since our last
report, not just at Friends Provident but across the whole nancial
services industry. Over the last year we ve made signi cant changes
to the FRIENDS strategy, but what hasn t changed is our unwavering
commitment to our customers.

Providing the right products and service that helps to make our customers
lives easier is what we re all about. Our core mission is To help our
customers protect and enhance their quality of life , so it s vitally
important that we know whether we re achieving this or not.

Getting feedback from our customers is the best way of learning whether
we re getting it right and the Customer Impact Scheme helps us with
this. As part of the scheme, an annual independent survey is carried out
with around 700 of our customers, asking them to comment on a range
of statements based on their general perceptions, the service they have
received and the products we offer. The survey results provide us with

an excellent source of information that tells us what our customers think
about Friends Provident.

In the last year we ve also stepped up our own customer feedback

activity by running customer focus groups, in depth interviews and surveys
on speci ¢ customer interactions such as making claims and complaints.
This work is set to continue into 2009 and wiill help us understand what
we do well and, more importantly, where we need to get better.

Your feedback is very important to us and if you haven t yet had the
opportunity to tell us what you think, but would like to, please email
customer.feedback@friendsprovident.co.uk

This report provides you with a summary of the results from the
latest Customer Impact survey that was conducted in September
2008. It includes commentary around the action we ve taken since
the previous survey and what we Il be doing this year to enhance the
experience of our customers.

Trevor Matthews, Chief Executive, Friends Provident Plc.




About the Customer Customer Impact Survey 2009 results
I m paCt SCh e m e To help make it clear where we have improved and where

work still needs to be done, we ve provided a summary of

] The customer commitments

I | /Our products
The Customer Impact Scheme is run by our results under these four headings: ) -
the Association of British Insurers (ABI) [/.Our customer service
and its purpose is to help us keep our IOur communication

customers at the heart of our business.

Companies that take part in the scheme sign up to
three core customer commitments:

[1] To develop and promote products and services
which meet the needs of customers.

[] To provide customers with clear information and
good service when they buy products.

[/] To maintain appropriate and effective
relationships with customers, providing them
with a good service after they have bought a
product.

Every year the ABI run an in-depth survey that

asks customers to comment on all aspects of their
providers performance as well as the three customer
commitments.

Our survey was conducted in September 2008 and
covered a cross section of customers who have

recently taken a policy out with us, made a claim or
have held a policy with us for longer than one year.

If youd like to know more about this initiative, you can
nd further details about the Customer Impact scheme
at the ABI website www.customerimpact.org
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The customer commitments

We ve worked hard in 2008 to make
improvements to our service and
products and as a result we re starting to
see some small but positive changes in
our scores.

We re hoping to see more signi cant improvements in

our next survey as the changes we ve made over the

last year and those that we re planning in 2009 start to
Iter through to more of our customers.

This year our report focuses on our aspirational scores
where our customers have rated us as excellent or
very good .

In this report we compare our scores to the results
achieved by the industry as a whole. A total of 33
companies took part in the scheme last year and you
can nd out who signed up to it at the ABI website
Wwww.customerimpact.org

Commitment One

Our products and services meet the needs of our
customers

100% Friends Provident Industry

50%

0% L

2008 2009
The scores show the percentage of customers saying
‘excellent’ or 'very good’

Commitment Two

We provide customers with clear information and good
service when they buy our products

100% Friends Provident Industry

50%

0% .

2008 2009
The scores show the percentage of customers saying
‘excellent’ or "very good’

Commitment Three

We maintain effective relationships with customers and
continue to provide them with a good service
100% Friends Provident Industry

50%

0% .

2008 2009
The scores show the percentage of customers saying
‘excellent’ or "very good’

Customer perception

7 O 0/ of you feel that we really care about our
Ocustomers (Industry result 76%)

8 6 0/ of you think we are easy to do business
Owith (Industry result 86%)

8 5 %of you believe that we treat our customers

fairly (Industry result 85%)

Although our results are broadly in line with industry
scores, we will continue to look for ways to improve. By
taking part in the scheme, we know which areas you want
us to focus on and we have included actions to address
these in our plans for 2009.

Treating Customers Fairly

Treating our customers fairly (TCF) is central to the Friends
Provident culture and during the last year we have focused
heavily on raising our standards in this area.

During 2008 we carried out a major training exercise to
increase knowledge of TCF across Friends Provident and
provided dedicated resource to help all areas understand
what they needed to do to ensure customers were being
treated fairly.

As a result, we have made a number of changes to our
internal processes, customer communication and our
management systems which means our customers not
only receive a better service, but can feel con dent that
they will be treated fairly by Friends Provident.

In the following sections you can read about the
improvements we ve made and what we Il be doing in
2009 to keep TCF high on the agenda.
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