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NFU Mutual – Written Evidence (CIM0022)
About NFU Mutual 
NFU Mutual is the UK's leading rural insurer, offering a range of personal, farming and commercial insurance products, alongside pensions, investments, protection and financial advice.
Founded more than a century ago by seven farmers, NFU Mutual now serves nearly 940,000 members through a network of over 280 agency offices and regional service centres around the UK, delivering a highly personalised and tailored service to both farming and non-farming customers.
As a mutual insurer run for and owned by our members, our profits are reinvested in the business for the benefit of our members or returned to them in the form of lower premiums as part of our Mutual Bonus loyalty scheme. 
In 2025 we provided £236million in Mutual Bonus savings and over the last ten years have provided more than £2.2billion in Mutual Bonus savings to help reduce premiums for renewing General Insurance customers.
Our commitment to our members has been recognised through numerous awards, including being named as a Which? Recommended Provider for home insurance and a Which? Best Buy Provider for car insurance.
NFU Mutual welcomes the opportunity to support the House of Lords Financial Services Regulation Committee's inquiry into the regulation of the consumer insurance market and contribute its experience of serving insurance customers across the UK. 
1. What are the key areas of concern for consumers in the regulation of home and travel insurance
a) Are there any other types of insurance where consumers are facing similar challenges?
1. One of the biggest challenges for the insurance industry is ensuring customers properly understand the product they are purchasing. 
2. Given the differing levels of confidence and familiarity customers have when engaging with financial products, our highly personal service, delivered through our Agency network and UK-based call centre, plays an important role in supporting customer understanding. Customers can purchase insurance directly from their local agent or by contacting Mutual Direct, allowing them to ask questions, discuss their individual circumstances and receive additional information and clarification if needed, helping them make informed decisions about their insurance cover.
3. We believe this focus on consumer understanding, supported by our local, personal service, contributes to positive consumer outcomes, including strong customer retention, as reflected in our 2025 persistency rate of 94.1%.

2. What impact has the Financial Conduct Authority’s (FCA) Consumer Duty had on the consumer insurance market?

4. NFU Mutual supports strong consumer protection regulation. We believe the FCA's Consumer Duty has been a positive development for the consumer insurance market, helping to raise standards across the sector by reinforcing a clear focus on delivering good customer outcomes. Effective regulation helps to ensure consumers can have confidence in the insurance market, which in turn supports a healthy and competitive sector.
5. From our perspective as a mutual insurer, Consumer Duty has represented more of an evolution than a fundamental shift. Delivering good outcomes for customers has always been central to our business model, however the Duty has provided a clearer and more consistent framework to assess and evidence this across the customer journey.
6. Looking ahead, it is important the FCA continues to maintain a flexible, outcomes-based approach for meeting regulatory expectations. We also welcome the FCA's intention to embed Consumer Duty through supervision and clarification of requirements, rather than introducing additional layers of regulation at this stage, as it is important the framework is given sufficient time to bed in and demonstrate its impact.

3. Does the current regulation of insurance distribution and sales ensure that consumers purchase appropriate home and travel insurance? Are there any changes that should be made to the regulatory requirements?
a) How well do consumers understand the terms of insurance cover that they purchase, and how could this be improved? 

7. As set out in response to Question 1, consumer understanding remains one of the key challenges in the insurance market. NFU Mutual's focus on delivering a highly personalised service, alongside clear and accessible product information, helps to address this by enabling customers to ask questions and receive additional clarification where needed, whether through their local agency or our UK-based call centre.

b) Do price comparison websites help consumers purchase appropriate insurance? 

8. NFU Mutual does not currently distribute its products via price comparison websites. In their current form, these platforms focus primarily on price, rather than enabling comparison of the quality of cover and service provided, which can limit how effectively consumers assess overall value.
4. Are there any groups of consumers that face challenges in accessing suitable insurance?
a) Do the current regulations effectively protect these groups of consumers?

9. Some groups of consumers may face challenges in accessing suitable insurance if standardised and mass-market products do not adequately reflect their specific needs or circumstances. 
10. As a mutual insurer, NFU Mutual is focused on meeting the needs of its members, rather than maximising short‑term profitability. This enables us to develop tailored insurance solutions that reflect the needs of our customers, including agricultural and other rural businesses, even when those needs are more complex or not well served by standard products.
11. This tailored approach is supported by our Agency network located in rural towns and villages across the UK. Through these agencies, customers can access personalised support when purchasing and managing their insurance arrangements, including face-to-face assistance where needed. This is particularly valuable for customers with more complex insurance needs, but also for those seeking more standard products, such as home insurance, who may prefer or benefit from access to a local, personal service.
12. We can also offer customers a dedicated customer support service through our Loss Adjusters, typically accessed where people suffer the most traumatic claims, or have particular needs that are further impacted by their new circumstances. This is in addition to our normal level of care that we offer.
13. Taken together, our products and distribution model help to ensure that customers in rural areas can access and manage insurance that meets their needs, in a way that reflects their individual circumstances and preferences.

5. Are consumers’ insurance claims handled fairly?

a) Do the current regulatory requirements provide sufficient protection for consumers when making insurance claims?

14. NFU Mutual is committed to delivering strong consumer outcomes and being there for customers when they need us most. In 2025, we paid more than £1.4billion in claims to our members, helping individuals, families and businesses recover from unexpected events and get back on their feet.
15. [bookmark: _Int_YMPr8mDL]Our longstanding claims philosophy is to support customers and pay claims whenever possible, considering each claim on its individual circumstances and working with customers to achieve fair outcomes. We place a strong emphasis on clear communication throughout the claims process and regularly review our claims handling practices to ensure they continue to meet customers' needs. This customer-focused approach is reflected in our status as a Which? Recommended Provider for home insurance and Best Buy Provider for car insurance.
16. To support more consistent reporting across the market, one area where the regulatory framework could be refined is through a clearer definition of what constitutes a claim and a claim declinature. 

b.) What impact does the outsourcing of claims handling have on consumers’ insurance claims? Do insurance firms have appropriate oversight of outsourced claims handlers?

17. [bookmark: _Int_HdrRR8we]At NFU Mutual, we do not outsource our core claims service. We do utilise third-party suppliers to provide specialist services to support the resolution of claims, such as property restoration and loss adjusting. This is distinct from the outsourcing of claims handling itself. While insurers may take different approaches to both, we believe there is significant value in claims being managed by teams that are fully engaged with an insurer’s values and claims philosophy.  
18. NFU Mutual retains robust oversight of third-party suppliers through dedicated supplier management processes. Relationships with external claims suppliers are managed by specialist Claims Supply teams, with performance, service delivery and customer outcomes closely monitored through governance, audit, and management information processes. Supplier relationships are regularly reviewed to ensure partners continue to deliver the standards of service and customer outcomes expected by NFU Mutual.

c.) Do cash settlements deliver good outcomes for consumers?

19. Cash settlements are a hugely valuable tool for a variety of claim situations and are often the preference of the customer. While insurers should not use them to avoid responsibilities under the policy, offering a range of options from which the customer can choose, and making clear the consequences of the different approaches, can lead to better customer outcomes. At NFU Mutual, we recognise the importance of ensuring cash settlements are fair and accurately reflect the customer’s circumstances and remain open to working with customers where challenges arise that may impact their ability to fully resolve their loss. We offer high quality and guaranteed repairs for homes, business premises and vehicles.
6. How effectively are the current regulatory requirements enforced by the FCA?
20. The FCA has a broad range of supervisory and enforcement tools at its disposal, enabling it to effectively take action where poor practice is identified. Going forward, we would like to see a more targeted, data-led approach to supervision and enforcement, with regulatory intervention focused on those firms and activities most likely to cause customer harm, rather than relying on broad-brush approaches that may disproportionately burden responsible firms.
7. What is the role of the Financial Ombudsman Service (FOS) in protecting consumers in the insurance market, and how effectively does it resolve disputes?
21. For the FOS to function effectively, its decisions must be predictable and consistent. While every case should be assessed on its individual merits, consumers and firms should be able to have confidence that similar cases will be treated in a similar way. This consistency is particularly important in an outcomes-based regulatory environment, where there is greater scope for interpretation. As the FCA is responsible for setting the regulatory framework, it is important that the FOS interprets and applies those requirements consistently and in line with their intended purpose.
22. It is also essential that decisions are based on the rules and expectations in place at the time of the events being considered. While regulatory requirements and customer expectations will continue to evolve, firms and consumers should have confidence that standards will not be applied retrospectively.

8. Are there any gaps in the current legislation or regulatory framework for the consumer insurance market?
23. As outlined in our response to Question 2, the introduction of the Consumer Duty has provided a clear outcomes-based framework for delivering good consumer outcomes, and it is important that this is given time to bed in before further regulatory requirements are considered. The priority should be to make effective use of existing regulatory frameworks and supervisory tools, rather than introducing additional requirements.
a) Is the current regulatory regime well adapted to respond to the adoption of AI in the insurance industry?
24. The regulatory framework is technology-neutral and focused on the outcomes delivered to consumers, regardless of the tools used by firms. This ensures firms can be held accountable where those outcomes are not being achieved. Firms should maintain appropriate oversight and controls around the use of AI. At NFU Mutual, the use of AI is underpinned by strong internal governance and an Acceptable Use Policy. 
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