
T
here are any number of
reasons why an IFA can feel
confident that his or her
business is being well-looked
after by Norwich Union
Healthcare, but among the

most important of these must be the
presence of the Healthcare Bureau. The
Bureau has been plying its trade to
intermediaries since 1998, providing them
with immediate and expert assistance and
advice on all their technical, marketing and
administrative queries. For the IFA, perhaps
the main attraction of the Bureau, in
addition to the enormous range of services
it offers, is that it is never more than just a
phone call away.

The Bureau is staffed by a 40-strong
team of consultants who have a
background in healthcare, and in many
cases, have previously worked or studied
other areas of financial services and so are
able to relate to healthcare specialists and
IFAs alike. The Bureau can therefore,
effectively provide intermediaries with a
one-stop shop for more or less all their
dealings with Norwich Union Healthcare’s
PMI and GIP products, from helping to
identify new business opportunities to
solving regulatory issues as well as
providing details about the facilities and
procedures available at local hospitals.

This breadth of the Bureau’s work is a
factor that many intermediaries have come
to appreciate and benefit from. The fact
that the Bureau has close ties to so many
other departments at Norwich Union
Healthcare means that it really can provide
a ‘hands on’ service which is genuinely
focussed on the individual needs of the
intermediary. For example, its proximity to
the dedicated New Business On-boarding
Team, the  Claims Team and the Mid-term
Change Administration Team means it has
established a very good working
relationship with each of those teams. Ties

such as these inevitably work back into the
relationship that the Bureau’s consultants
have with intermediaries, meaning those
consultants can effectively ‘oversee’ the
various processing stages of the IFAs
business. What’s more, the nature of this
arrangement leads to a situation where
intermediaries can call on their own
dedicated sales consultant on a dedicated
contact number – in effect, a person at the
Bureau who has intimate knowledge of the
intermediary’s business and the needs of his
or her clients. 

Facilities and support
Along with this personalised service, the
Bureau can offer the intermediary an
impressive array of facilities and support. Its
consultants have specialist knowledge of all
Norwich Union Healthcare’s individual and
group products, right down to the tiniest
detail. The same consultants can offer a
wealth of marketing advice and tips, all
designed to help the intermediary to identify
potential new clients and to ensure he or she
approaches and sells to those clients in the
most effective manner. As part of this, the
Bureau can also provide access to a range of
market analysis tools, such as the Aequos
services found at Defaqto. The analysis
doesn’t stop there, either, for consultants
can perform a detailed diagnosis of the
needs of each individual client, so arming
IFAs with valuable information in their efforts
to write business.

Naturally, all this work is achieved with
strict adherence to the regulatory regime,
and the Bureau remains alert to any
changes or shifts in attitude within that
structure. “Clearly the market has changed
since the introduction of the new
compliance regime under the FSA,” says
Brian Gilfillan, the Healthcare Bureau
Manager. “Clients now feel more protected
and intermediaries are selling to a higher
standard than ever before. The service

offered by the Healthcare Bureau is entirely
consistent with the selling practices
promoted by the FSA and, given that a
number of staff here have worked in the
life and pensions environment before, we
have a strong understanding of the needs
of the intermediary today.”

These are not just fine words, either, for
the actual achievements of the Healthcare
Bureau speak even louder. Following a
hugely successful 2005, 2006 has started
extremely well for the Bureau – total new
business transacted in the Bureau during Q1
is currently up 60 per cent on the same
period last year. What’s more, new business
quote volumes have increased in
combination with improved conversion
ratios of quote to sale. The new Solutions
range, from the individual contract to
groups of up to 99, has been a key driver in
this success, allowing Norwich Union
Healthcare to compete more effectively. The
sales teams have worked hard to maximise
the potential of Solutions, and as a result
can boast significant new business increases
across all categories. 

Looking ahead
“We look forward to the rest of 2006 with
real enthusiasm,” says Brian Gilfillan. “The
market appears to be strengthening,
products and services are improving all the
time, and real opportunities exist for
Norwich Union Healthcare and the
intermediary market to work in partnership
to cater for the real needs of the customer
within a strong commercial framework.”
The Healthcare Bureau is perfectly placed to
make sure those opportunities are firmly
grasped – and should help the intermediary
feel more confident and comfortable with
Norwich Union Healthcare than ever before.
As one of its happy intermediaries testifies:
“while you have an excellent product, it is
the service that wins you a high percentage
of my business.”
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Heading the Healthcare Bureau
Brian Gilfillan (right) joined Norwich Union in 1994, working in Glasgow, Edinburgh and Norwich. He is
now based in Sheffield, where he originally set up the Healthcare Bureau in 1998. The Bureau started
small, with just four staff servicing IFAs in respect of their healthcare new business requirements. But it
proved to be a popular success and in just a few years it has grown significantly. It now has more than 60
people working in Sheffield in sales and support. Brian Gilfillan is responsible for all Intermediary Sales’
PMI and Income Protection new business as well as retention business in the individual and small group
area. He says that he has been delighted with the growth over a short space of time: “the real key to our
success has come from meeting the needs of our customer. We will continue to develop and grow the
Bureau by continually working with intermediaries to ensure a first class service is maintained and that
we continue to help them maximise the returns on the opportunities put to us.”

At a glance: The Healthcare Bureau
• The Bureau is a team of dedicated and experienced consultants

who can help IFAs with all aspects of their group business. 

• The Bureau looks after group business that has 2 to 99 employees.

• It provides help and support for developing intermediaries’ PMI
and IP business. 

• The consultants have specialist knowledge of all Norwich Union
Healthcare products.

• They also offer marketing help and advice on PMI and other
products, from helping to identify potential clients to providing
tips on effective presentations.

• The Bureau can provide market analysis via facilities such as those 
at Defaqto

• Client need analysis

• Its consultants have an excellent knowledge of local hospitals.

• They also have a close working relationship with other internal
departments at Norwich Union Healthcare.

• Consultants can guide IFAs through the renewal process.

You contact the Healthcare Bureau on 0845 3000 649, by fax
on 0845 3000 058 or via email at hcsb@norwich-union.co.uk

The Healthcare Bureau has
started 2006 on a high and

is now reaching out with
more support to more

intermediaries than ever

Glad to
be of

service


