
Insurance Servicing / BIBA Templates
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Enquiry Handling

All staff within EIG are trained to 

handle enquiries according to 

company instructions
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Estate Insurance

GroupResponsibilities:

The Managing Director of EIG is responsible for this process

Proposal forms

Logging of Enquiries

Enquiries are logged within 

proposal forms. EIG must 

observe HMT Sanctions List

Evaluation of Sales Enquiries

The Broker handling the enquiry

Will evaluate the client needs 

regarding insurance 

requirements. Insurance 

valuations are required in order 

to  prepare a costing

Premium Calculation

The Broker will calculate 

premium to be paid

See rate sheets

See quote book

Preparation of Quotation

Sales staff are trained to 

prepare basic quotations. Policy 

documents must be emailed 

with ‘Read Receipt’. Or sent 

recorded delivery.

On a quarterly

Basis, the Managing 

Director performs 

Contract Certainty. The 

Accounts Manager will 

perform a complete 

scan of the Company’s 

database with the ‘in-

house’ scan system to 

verify against HMT 

Sanctions list. A report 

is prepared & is 

communicated to the 

Managing Director. This 

is done MONTHLY to 

align with updates from 

HM Treasury

All new enquiries 

must be checked by 

in-putting Postcode 

into the ‘on-line’ 

database to verify 

areas of insurance 

concern

Quotation templates 

are held on the server

HMT Sanctions

Form 74

See Personal Lines 

Procedure – Form 75

TOBA Client

Form 78

BIBA

TCF Template

Client Introducer 

Agreements

Form EIG 79

TOBA Broker

Form 77

http://www.estateinsurancegroup.com/iso/79 - Client Introducer Agreement-Commission share.pdf
http://www.estateinsurancegroup.com/iso/75 - Personal Lines Procedure.pdf
http://www.estateinsurancegroup.com/iso/74 - EIG HMT Sanctions Work Instruction.pdf
http://www.estateinsurancegroup.com/iso/78 - Terms of Business.pdf
http://www.estateinsurancegroup.com/iso/77 - Broker Terms of Business.pdf
http://www.estateinsurancegroup.com/iso/Treating Customers Fairly.pdf
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Estate Insurance

GroupResponsibilities:

The Quality Manager is responsible for this function

See panel of insurers

Cover Acceptance

The quotation must be 

authorised by the client & 

returned with premium. 

Note all policies must be 

sent to customers with 

‘Read Receipt’

Premiums are updated in 

cheques received book.

Non Standard Enquiries

The Insurance Technician 

records enquiries into the 

enquiry book. No firm prices 

are quoted

Client Update

The Sales Technician will 

update the client of 

premium. If client declines 

this may be to other 

members of the panel

Variations of Order

EIG accepts variations to 

order. The Sales Technician 

will consult database. Detail 

the new requirements

Instructions

The Sales Technician will 

match received cheque with 

Firm Orders awaiting 

payment

Payments In

Payments received are 

recorded into Co’s Paying 

In Book.

Certificate is issued

See certificate issued
Emails with

‘Read Receipt’

Compliant Sales 

Aide Memoire Form 

71

Compliance Monitoring

The MD will deploy the checklist below

http://www.estateinsurancegroup.com/iso/71 - Compliant sales - aide memoire.pdf
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Estate

Insurance GroupResponsibilities:

The Managing Director is responsible for this function

Chase Payment

The Accounts Manager prints out 

the Bordereaux on a monthly 

basis. This highlights the status of 

accounts.

Dead Accounts

Cover is ceased when a letter is 

sent to a client advising that no 

payment has been received. A 

copy is held on file.

Bordereaux Management

The Bordereaux is reviewed by 

the Managing Director prior to 

submission to the underwriter.

Claim Handling

The Sales Technician is trained to 

handle claims. On receipt of a 

claim the Technician will verify 

that the premium is up to date.

Update IT System

The Sales Technician will update: 

landlord details, landlord surname, 

reference & postcode.

Print out

Bordereaux

Monitoring & Measurement 

1) Contract Certainty Indicators – See Business Plan

2) Audit

See letter to client

Bordereaux is reviewed by 

the Managing Director.

Verify premium

Is up to date

Client Code 

Checklist Form 69

Compliance Monitoring

The MD will deploy the checklist below

http://www.estateinsurancegroup.com/iso/69 - EIG Client Code Detail Checklist.pdf
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Estate

Insurance GroupResponsibilities:

The Managing Director is responsible for this function

Provide Insurance Co. Details

The Insurance Technician will 

provide the customer with the 

relevant insurance details and 

contact numbers, in order to 

make a claim. 

Advise Clients of Process.

The Sales Technician will 

advise the client on the ‘claims 

process’.

Certificate Request

The Insurance Co. will request 

the certificate copy from EIG.

Insurance Handling

The relevant insurance 

company will update the 

Company on the claim in 

progress.

Insurance company

Details are provided

Monitoring & Measurement 

1) Contract Certainty Indicators – See Business Plan

2) Audit

Copy of certificate requested 

for insurance company

Update IT system as requiredBIBA

Contract Certainty

Compliance Monitoring

The MD will deploy the checklist below

BIBA

Consumer Insurance 

Disclosure Act Form 

72

http://www.estateinsurancegroup.com/iso/72 - Consumer Insurance (Disclosure and Transparency) Act 2012 Actions.pdf
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Estate

Insurance Group

Renewal Schedule

A renewal schedule is 

maintained. This is held on the 

IT system

Generation of Renewals

Renewals are generated from 

the Access Database

Chasing Premiums

EIG will chase premiums after 

inception of policy. Cover is not 

held for more than 1 month. If 

client does not renew policy this 

is voided.

Premium Return

Once the premium is returned 

the Managing Director will 

update the database with a firm 

order. This is transferred to 

Bordereaux.

Renewal schedule

Chase premiums

Update database

Renewal

Access Database

Certificate Issue

EIG will issue a certificate which 

is forwarded to the client.

Certificate Issued

E

N

D

EIG will collect client perception of 

Service via phone or e-mail
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