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Learning Objectives

◆ Understanding how VAB’s influence retention rates

◆ Understanding how VAB's impact customers perception of 
value for money

◆ Understanding the impact of VAB’s on overall customer 
experience
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◆ Lack of knowledge -  Client thinks cover is unnecessary

◆ Bad experience - Client has had a claim declined in the 
past or knows someone that has

◆ Changes in financial circumstance

◆ Client does not perceive the policy to offer value for 
money 

Why do clients cancel?
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◆ Improve retention by focusing on Communication & 
After-sales care

◆ Ensure that you are familiar with insurer early warning 
processes and reporting – ask for training - BDM’s will be 
more than happy to provide this.

◆ Have a designated department or individual within your 
organisation that is an SME on retention

◆ Ensure that your customer is fully aware of all of the 
benefits associated with their plan AND how to access 
the services  

Top Tips on how to increase client retention 
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What percentage do you think cancellations are reduced by when 
customers engage in insurer wellbeing programmes? (If any)

What impact do VAB’s have on retention?

The lapse rate at HSBC Life shows that customers who engage in our 
Square Health wellbeing programme are 39% lower than those that 

don’t! 
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What does that look like in terms of income?

A 15% lapse rate with a 39% improvement from customers that register in a wellbeing programme 
would mean an improvement of 15% to 9% lapse

For illustrative purposes: A book of 5000 polices would normally see a drop off of 750 (15%), that 
would be reduced by 300 cases so using an average commission of £500 this would mean £150,000 less 

in clawback!!
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◆ The Advisers get opportunity to have meaningful interactions with 
their customers rather than transactional, this builds trust & long 
term relationships

◆ The customer gets real tangible value from day one of their plan 
rather than merely at the point of claim

What does that mean for you and your customer?
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51% are unaware!

What percentage of customers do you think are unaware they 
have VAB’s? 



The role of the insurer

◆ Ask your BDM for training or join a Webinar

◆ Use client facing sales aids provided by insurers such as this one 
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Client Reminders
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All-in-one app All pre-existing 

conditions covered
Instant access

Value Added Benefits
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