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Satisfied customers hold more policies

SMEs with longer adviser relationships are less satisfied

SMEs are going DIY with their insurance
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55% of satisfied SMEs say 
they have a collaborative 
broker relationship. Building 
collaborative relationships with 
your SME customers will help 
to increase their satisfaction, 
and our research shows that 
as satisfaction increases, so do 
sales opportunities.

Be aware of the “honeymoon period” and 
think about how you can remain engaged and 
relevant for your longer-term clients. 

Expertise will always be a reason to use an adviser, but the importance of this to 
SMEs has been declining. When attracting new clients, you could also focus on your 
time-saving, convenience and great personal service.
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In this edition of the Asteron Life SME Insurance Index, we look at customer satisfaction, the increase in DIY 
attitudes to insurance, and how a customer’s age could indicate opportunities for advisers.

SME satisfaction rates are steadily increasing year-on-year from 40% in 2019 
to 45% in 2021. That’s good news for advisers, as satisfied customers tend 
to hold more policies.

So, how can advisers break SMEs out of the DIY mindset? 
Here are the top five reasons to work with an adviser:

Satisfied with current adviser Satisfaction rates by amount of life 
insurance cover
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When SMEs decide on their life  
insurance cover, they have been 
increasingly working it out themselves:



Visit asteronlife.co.nz/sme-index to access the full report for more insights.
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Communication is key, so what style do SMEs prefer?

Younger SMEs represent a good opportunity for advisers

How can advisers attract 
younger SMEs? This 
group is usually time poor, 
so focus on how your 
expertise and personal 
service saves time, and 
claims can be resolved 
with less hassle than 
going it alone.

Interestingly, speaking face-to-face is preferred for life insurance tasks more than general insurance 
– perhaps because the nature of life insurance is more personal.
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COVID-19 has changed the way we communicate, both personally and in business. In this year’s survey we asked 
SMEs how they’d prefer advisers to make contact for different tasks:

Life insurance relates to a person’s stage in life, so it makes sense that the younger SMEs are most likely to have 
some form of life insurance. They’re the fastest growing age group – 77% now say they have life insurance, up from 
61% in 2019. They are also more likely to have multiple covers.

Everyone has their own preferences, so it’s important to ask your clients how they prefer to be contacted.

Incidence of insurance by age groups

Disclaimer: The information displayed is based on commissioned research involving 900 business owners and decision makers from around 
New Zealand. The research was conducted during December 2020. Asteron Life Limited (Asteron Life) has prepared this material for general 
information purposes only and it should not be used as the basis for decisions in relation to the acquisition or disposal of insurance products. 
Asteron Life and its related companies do not assume or accept any liability whatsoever arising out of or relating to the information.
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