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Customer Led - CRM

Dairy… 18 cows….

9 Children… oldest 11

2 sets of twins 

At one stage 5 in nappies



Customer Led - CRM

Would like to have P.A. but 

has a slipped disc.

(I told him it did not affect 

his love making!)



Customer Led - CRM

Would like a pint or two 

but cant afford it!

Wife has not been out, 

only to mass since last 

child was born in Oct.



Customer Led



Culture



Culture - FBD

• Passion

• Creativity

• Speed and Agility

• Fanatical about Customers

• “Can do”

• Always striving for better



Culture – Speed and Agility



Channel Strategy

Personal Lines

Support Centre

Sales Office

Accounts Underwriting

200620072008

Claims



Culture – Speed and Agility



Communicate



Communicate

•Critical to success
•Stages…

–Articulate the challenge

–Outline the actions and timetable

–Communicate the benefits for all

–Keep staff updated on progress



Communicate

•Critical to success
•Stages…

–Articulate the challenge

–Outline the actions and timetable

–Communicate the benefits for all

–Keep staff updated on progress

•Our re-alignment programme

–Reduce Local Office network from 49 offices to 34

–Seek 120 Voluntary redundancies out of 335 staff

–Retain customer base in the process

–Retain staff motivation

–Retrain staff for new environment
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Summary  - The “New” Business Environment

GDP Growth

- 2009 (F) -7%

- 2011 (F) 2% to 3%

Unemployment

- 12.5%

- 1.7M employed

Credit Environment

- 2009 Credit Growth  -7%

Fiscal Position 

- 2009 (F) -12% of GNP

- 2011 (F) - 9% of GNP

- National Debt  - 70% of GDP



Summary  - The “New” Business Environment

GDP Growth

- 2009 (F) -7%

- 2011 (F) 2% to 3%

Unemployment

- 12.5%

- 1.7M employed

Credit Environment

- 2009 Credit Growth  -7%

Fiscal Position 

- 2009 (F) -12% of GNP

- 2011 (F) - 9% of GNP

- National Debt  - 70% of GDP

Mid 1970’s  - <1%

Entire 1980’s – averages 1.3%

1980’s  - 16%

1969 - 1M employed 

(1969 Population < 3m….2009 = 4.4m)

(83 – 84)  (90 – 91)  (93 – 95)  ( 99 – 02)

1981 -15%

Lower Interest Rates 

1980’s    > 110% of GDP



Summary  - The “New” Business Environment

• The business environment for the next 2-3 years will be very 

challenging.

BUT……..

• We have overcome many of these challenges before.



Summary  - The “New” Business Environment

• The business environment for the next 2-3 years will be very 

challenging.

BUT……..

• We have overcome many of these challenges before.

• If we understand our customers we will know what to do to 

grow profitability

• The keys to success lie in the core values and strengths of 

the organisation

• Good communications are critical in adapting to each new 

challenge




