Flood Forum slates Insurance Industry

Insurance companies often give customers a kick in the teeth after they have been flooded, says flood victim charity the National Flood Forum.  The pain and stress of flooding is only made worse by the unfairness and inconsistency flood victims often face with their insurers.
Chief Executive, Mary Dhonau, OBE said “We receive a constant stream of calls from flood victims who have had dramatic hikes in their premiums and Excess after a flood.  But when they flood-proof  their property, the premiums and excess don’t come down.  And house sales fall through because the buyer can’t get insurance, even though the ABI’s own rules say that insurance should carry forward to a new owner” 
“Then there is the inconsistency of the premiums and excess people pay for similar houses that were all flooded at the same time.  And often they are insured by the same company!”

“Insurance is supposed to be competitive.  But our evidence shows - not where flood insurance is concerned!”
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NOTE TO EDITOR

Mary Dhonau addressed the ABI Property Committee earlier this month and has written an article in the Autumn Newsletter of the NFF.  The text is reproduced below.

To see the whole Newsletter (which goes to over 150 flood groups throughout the country) see our website www.floodforum,org.
The NFF is a charity and company limited by guarantee

The Good, the Bad

and the downright Ugly

Is the insurance industry good, bad or downright ugly when it comes to flood cover? You’d want me to say ‘good’. That’s reasonable. But, how do companies measure up when push comes to shove?  Well, too often it’s more of a kick really. Often in the teeth.

It’s true that at the NFF we only hear the ‘bad stories’ when people come to us desperate for help. I acknowledge There must be a lot of ‘good practise’ happening – only we don’t hear

about it!

At the National Flood Forum we have a kaleidoscope of contacts. Families, individuals, community groups and businesses that we have spoken with or have spoken to us; letters, e-mail and many telephone conversations.  Each has a story to tell. The trauma of flooding is difficult to empathise with, unless you have been a victim. So, when you are in a state of shock, you need sound support from your insurer. Now and in the future.

I was invited to speak to the Association of British Insurers property committee at the start of the month [November]. I decided to share with them the problems being experienced by people who have flooded. Then I asked that they take away many examples of individual cases we have received at the NFF, leaving in the name of the company, but removing

identity of the victim. To see how they would handle them. I hope in the spirit of competition some of these issues will be addressed, as each company will know the complaints we’ve had about them.

Some might say it was no surprise but in terms of bad practice, one insurer was head and shoulders above the competition.

The facts are that the ABI’s own rules are being broken. Forgive the pun, but the level of failure is akin to a deluge.  

Rule. You want to sell your property. ABI says you can carry over your insurance cover to the buyer. No, all too often this isn’t happening. This despite the ABI revising their ‘statement of

principles’ only last year.

Significant investment to flood proof properties is also having little effect on annual premiums and excess charges.  Have you heard the one about the woman who spent £47K flood proofing a block of five flats. She naturally thought this would ease premiums and excess charges. The punch line is she is still facing a £20K excess.

And, the woman who had her home tanked. She spent £30K and then tried to sell her house. The buyer pulled out when they couldn’t get insurance.

So, how does the ABI react to these facts? Well, there may be hope. They are to review this area of activity. I await this with some sense that change will happen.

We know insurance is about risk. It ought to be about managing risk. Well, if removing risk is the solution, too many insurance companies opt for this.

Many people are having insurance cover removed when it comes to renewal. Go elsewhere? Well, you’d need to think how to answer ‘Have you ever been refused insurance cover?’

A small community I know was flooded in 2007 all to a very similar depth. It turned out many of them were insured with the same company. But, they were all treated differently by that company, despite living next door to each other, in similar houses. Differing premiums,

differing excesses.

Lots of people have reported being penalized by huge policy and excess increases.  Some I know were flooded by surface water in 2007, despite not being in any official flood zone. And, with the local authority having completed remedial work to significantly reduce the chance

of it happening again. And, the fact that the flood was considered to be a 1:169 return period by the Met office. A kick in the teeth, or what?

In Upton Upon Severn I was told that neighbours living next door to each other and flooded to the same depth have very different excesses. One is £50 and the other £14.500. This, I was

told, was because the market was competitive. Competitive? Not where flood insurance is concerned.

The ABI and insurance companies need to go back to basics.  We need better communication from them.  Information needs to be straightforward and up-front honest.

Those in call centres are trained to be sympathetic, to listen, but that’s not always being mirrored at claim handling level.

We need transparency from the ABI.  They need to be more robust. They need to lead.

Cynically, I’m not holding my breath.  I’m not sure my words have made a

difference. But, if they have I’m certain you will keep me posted. One way or

the other.

Mary Dhonau Chief Executive NFF
