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A New Conduct Regulator

 Fines
 Foreseeable
« Focused

« Fundamentals
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OP1: Applying behavioural economics at the FCA

TR14/20: Annuities sales practice

OP2: Redress letters 1o customers

PS15/22: General Insurance Add-on products
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A brief history of Nudges

‘Hot stuff’

‘Hugely influential’

u

Improving decisions
about health,
wealth and happiness
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And someone noticed...

THE

BEHAVIOURAL
INSIGHTS TEAM.
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The underlying principle

"It's about retaining people's ability to make a free choice,

but helping them not make a terrible one "
- Elspeth Kirkman

Director, Behaviour Insights Team
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Nudge Unit Successes

OF SOUTH AFRICA
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Nudge Unit Successes
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And the regulators noticed too...

Financial Conduct Authority

Occasional Paper No.1

Applying behavioural economics
at the Financial Conduct Authority
April 2013
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Annuity Selling Thematic Review

The previous review concluded that, in part, consumers miss
out on the benefits available from shopping around and
switching.

The impact of behavioural biases that make it difficult for
consumers to make the right choices and that may result in

them not shopping around effectively
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Annuity Selling Thematic Review

POOR PRACTICE

Despite the firm being aware of the customer’s serious
medical condition, the retirement options are framed to the
customer in such a way that exploits the customer’s

behavioural biases.

- TR 14/20; Page 35
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DECISIONS
They Don’'t Come Easy
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Redress Letters to Customers
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Redress Letters to Customers
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General Insurance Add-Ons
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General Insurance Add-Ons

- Ban opt-out selling

« Consulting on publishing claims ratios
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Where to from here?

Acknowledge the uncertainty

Recruit the Appropriate Skills

Investigate our Sales Practices

Prepare for the Response
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IT'S NOT PENIAL ~

I'M JUST VERY
SELECTIVE
ABOUT THE

REALITY
| ACCEPT
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MY CUSTOMERS
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THANK YOU

Peter Carswell
peter.carswell@miliman.com

0838870667

Actuarial Society 2015 Convention 17 — 18 November 2015


mailto:peter.carswell@milliman.com

