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Conduct pricing
Key messages
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We first 
implemented our 
conduct pricing 
framework in 2014 

We worked closely 
with the ABI to 
develop industry 

principles and action 
points (GPAPs) 

We are actively 
engaged with the 
FCA on proposed 
remedies and  
support a level 
playing field 



Conduct pricing
Timeline
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Dec 2018 
CMA response to 
Citizen’s Advice 
super-complaint

Oct 2018 
FCA publishes:
Thematic Report
Dear CEO letter
Market Study ToR
Discussion Paper

Oct 2019 
FCA Market Study 

interim report  detailing 
provisional findings & 

potential remedy options

15 Nov 2019
Deadline for 

responding to FCA 
interim report

Q1 2020
FCA Market Study final 

report and  
consultation on 

proposed remedies

H2 2020
FCA to publish Policy 
Statement confirming 
final remedies and 

implementation period

DLG conduct 
pricing agreement 
implemented



We care about our customers and welcome a level playing field
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Preventing prices 
increasing for customers 

who don’t switch 

– All customers with 5 yrs + tenure have their prices reviewed

– Margin pricing is constrained with many customers on inflation only, frozen or discounted prices

– We have governance in place including a named Executive responsible for Customer Conduct

– Pricing governance includes maximum margins and acceptable distributions

– Our ambition is for all offers to be transparent to customers 

– Our tech upgrade is designed to give us the capability to do this 

Our progress

Strengthening 
product governance

Be clearer 
and more transparent

– Auto-renewal is an important safeguard for customers

– We believe customers should be able to opt out easily of auto renewal

– Not all insurance products are the same

– All our products’ features are reviewed and updated to be appropriate in the current market

Tackle practices that 
discourage switching

Help customers find 
better deals

Proposed 
remedy



Disclaimer
ForwardForwardForwardForward----looking statementslooking statementslooking statementslooking statements
Certain information contained in this document, including any information as to the Group’s strategy, plans or future financial or operating performance, constitutes 
“forward-looking statements”. These forward-looking statements may be identified by the use of forward-looking terminology, including the terms “aims”, “ambition”, 
“anticipates”, “aspire”, “believes”, “continue”, “could”, “estimates”, “expects”, “guidance”, “intends”, “may”, “mission”, “outlook”, “over the medium term”, “plans”, “predicts”, 
“projects”, “propositions”, “seeks”, “should”, “strategy”, “targets” or “will” or, in each case, their negative or other variations or comparable terminology, or by discussions of or 
references to strategy, plans, objectives, goals, future years, future events or intentions. These forward-looking statements include all matters that are not historical facts. 
They appear in several places throughout this document and include statements regarding the intentions, beliefs or current expectations of the Directors concerning, 
among other things: the Group’s results of operations, financial condition, prospects, growth, strategies and the industry in which the Group operates. Examples of forward-
looking statements include financial targets and guidance which are contained in this document specifically with respect to the return on tangible equity, solvency capital 
ratio, the Group’s combined operating ratio, prior-year reserve releases, cost reduction, reductions in expense and commission ratios, investment income yield, net realised 
and unrealised gains and risk appetite range. By their nature, all forward-looking statements involve risk and uncertainties because they relate to events and depend on 
circumstances that may or may not occur in the future or are beyond the Group’s control. 

Forward-looking statements are not guaranteeing future performance. The Group’s actual results of operations, financial condition and the development of the business 
sector in which the Group operates may differ materially from those suggested by the forward-looking statements contained in this document, for example directly or 
indirectly as a result of, but not limited to, United Kingdom (“UK”) domestic and global economic business conditions, the outcome of the UK general election on 12 
December 2019 and the views and policies of any government following such election, the outcome of discussions within the UK parliament and discussions between the 
UK and the European Union (“EU”) regarding a withdrawal agreement and/or the manner and terms on which, if any, the UK leaves the EU (usually called “Brexit”) and the 
terms in due course of any future trading relationship between the UK and the EU, market-related risks such as fluctuations in interest rates and exchange rates, the policies 
and actions of and changes to the approaches by regulatory authorities (including (without limitation) changes arising out of the FCA market study on general insurance 
pricing practices and/or changes related to capital and solvency requirements or the Ogden discount rate or rates), the impact of competition, currency changes, inflation 
and deflation, the timing impact and other uncertainties of future acquisitions, disposals, joint ventures or combinations within relevant industries, as well as the impact of 
tax and other legislation and other regulation in the jurisdictions in which the Group and its affiliates operate. In addition, even if the Group’s actual results of operations, 
financial condition and the development of the business sector in which the Group operates are consistent with the forward-looking statements contained in this 
document, those results or developments may not be indicative of results or developments in subsequent periods.

The forward-looking statements contained in this document reflect knowledge and information available as of the date of preparation of this document. The Group and the 
Directors expressly disclaim any obligations or undertaking to update or revise publicly any forward-looking statements, whether because of new information, future events 
or otherwise, unless required to do so by applicable law or regulation. Nothing in this document should be construed as a profit forecast.

Neither the content of Direct Line Group’s website nor the content of any other website accessible from hyperlinks on the Group’s website is incorporated into, or forms part 
of, this document.


