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 Question Answer 

1 
Is Zurich pulling out of the Regional Broker 

market? 

No, Zurich remains committed to the Regional 
Broker market and is continuing investment in 
new capability to grow in this channel. 

2 Will I receive a renewal invitation? 

After the 1st April 2019, we will not be sending 
any renewal invites. We will send you regular 
communications, with details of the upcoming 
renewal, so that you have sufficient time to 
find alternative cover for the customer. 

3 
Will you automatically send a copy of the 
customers No Claims Bonus entitlement? 

Yes this will be issued with the Motor lapsed 
notification. If the entitlement does not match 
your records, please contact Helpdesk. 

4 
What do I do if I have not got access to the 

Solutions 2 product? 

Speak to Zurich Helpdesk on 0800 026 1771, 
they will validate whether you have an active 
agency that supports Solutions 2 products. 
Note – average software activation timescales 
can vary from instant activation – 10 days.  

5 What if I have a question regarding a claim? 

If the question is in relation to a closed claim 
and there is a change to the no claims bonus, 
contact 0800 092 0806. 
 
If the question relates to the actual claim, 
contact:  
0800 026 1790 for home claims 
0800 400 641 for motor claims 
 
Please note, the Helpdesk will have no claims 
data to be able to assist you with your legacy 
policy or quotation. 
 
If the question is in relation to a closed claim 
and there is a change to the no claims bonus, 
contact 0800 092 0806. 

6 
What do I do if I have not got access to a SWH 

or alternative insurers? 

You will need to tell the customer to arrange 
alternative cover, ensuring any product meets 
their individual needs. 



 

7 
I currently transmit my policies via full cycle 

EDI, will this continue up to the renewal date? 

You will be able to transmit adjustments up to 
the renewal invite date. During the renewal 
invite window, we will amend your policy to be 
dealt with on a manual bases, we suggest you 
downgrade the policy on your own system to 
ensure no further adjustments are sent via the 
EDI gateway. For any adjustments during this 
period, please contact our service centre on , 
contact 0800 092 0806 who will process the 
adjustment, this way you can be sure adequate 
cover is in place. 

8 
Will the existing Solutions Policy data 

automatically transfer to the new Solutions 2 
policy if selected? 

No, this is a new business proposition and data 
will not be transferred. 

9 
What do I do if a legacy customer is declined 

for a Solutions 2 quote? 

Ensure the previous insurer question Zurich 
Insurance is selected and the policy number 
entered is in the format of 
XX/XXXXXX/XXXXXXXX for Motor, and Home 
the last 8 digits XXXXXXXX, this will help us 
identify that this is an existing policy. 
 
If a risk ‘Refers’, please follow the normal 
referral process, noting that in some instances 
we will not be able to offer cover to these 
customer, due to difference in Underwriting 
Acceptance.  
 
Examples of circumstances where we may 
consider cover include: 

 Flood: where we have previously been 
aware and accepted 

 Subsidence: where we have previously 
been aware and accepted 

 Drivers age: motor customers older 
than 75 

 Where you are unable to offer 
customers a quote from any other 
insurers 

10 
What do I do if the price of the new Solutions 

2 is significantly higher than the price the 
customer has paid previously? 

In this circumstance, and on referral, we can 
review the previous price paid by the customer, 
and providing that the risks is the same, we 
may be able to offer a lower Solutions 2 new 
business price. 

11 
The ‘Solutions 2’ quote includes endorsements, 

can these be removed? 

No, any endorsements that apply to our 
‘Solutions 2’ and ‘Car Insurance 2’ products 
cannot be removed. 



 

12 
Can endorsements the customer had on their 
previous legacy product be transferred to a 

policy on Solutions 2? 

No, endorsements that may have been part of 
the legacy product cannot be added to 
Solutions and Car Insurance 2 products. If the 
old endorsement provided additional cover you 
will need to check the endorsement wording 
to determine whether the same cover can be 
continued on the new product. However, if a 
policy has an existing endorsement which 
amends the terms of the policy, i.e. applying 
an additional or increased excess or excluding 
certain covers, you will need to enter that the 
customer has had special terms imposed into 
your SWH question set and the policy will have 
to be referred. 

13 
Can endorsements the customer had on their 
previous legacy product be transferred to a 

policy on Solutions 2? 

No, endorsements that may have been part of 
the legacy product cannot be added to 
Solutions and Car Insurance 2 products. If the 
old endorsement provided additional cover you 
will need to check the endorsement wording 
to determine whether the same cover can be 
continued on the new product.  
 
However, if a policy has an existing 
endorsement which amends the terms of the 
policy, i.e. applying an additional or increased 
excess or excluding certain covers, you will 
need to enter that the customer has had 
special terms imposed into your SWH question 
set and the policy will have to be referred. 

14 
How will customers previously paying by Direct 

Debit be handled? 

If the customer pays by direct debit, this will 
cease from the renewal date. The broker can 
arrange this preferred method of payment 
with Solutions and Car Insurance 2 products if 
this option is available. 

 


