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Is the product providing Fair Value? Yes
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Product Information

Target market

Guaranteed Replacement Vehicle is designed for

owners of cars or vans (up to 3500kg) who are based

in the United Kingdom.

Eligibility:

*  Cover must be sold alongside a motor liability
insurance policy.

e Customers must be a resident for tax purposes in
the United Kingdom.

*  Moaximum period of insurances bound will be 12
months.

¢ Customers must hold a valid full driver’s licence.

Types of customers for whom the product would be unsuitable

* Non-UK-based risks.

*  Commercial vehicle owners with exception of taxi
drivers depending on individual circumstances.

Distributor Product Information

ARAG provides Distributor Product Information on:

* Who can buy this product
* Roles and Responsibilities
* Target market

* Types of customers for whom the product would be
unsuitable

* Any notable exclusions where the product will not
respond

* Other information which may be relevant to
distributors.

As a distributor we remind you of your responsibility in

Product oversight and
annual reviews assure us
of good customer outcomes.

relation to the Fair Value of the ARAG products that you
distribute. Examples of distributor influences on Fair Value
include but are not limited to;

*  Remuneration — high commission levels or fees
may reduce the value of this product for the
customer.

*  Duplicate product sales — sales where the
customer may have cover elsewhere and are
therefore unable to fully utilise the ARAG product
would negatively impact value.

*  Sales toineligible customers and sales to
customers outside of the product target market
would lead to poor value for those customers.

*  Ensuring accurate product information and
promotion will aid customers’ understanding of
the product benefits and lead to better
awareness and in turn more customers utilising
the product. This should be considered both
through the sales journey and in any marketing
literature and “How to claim” online pages and
guides. ARAG provides both training and
marketing support material to enable distributors
to maximise customer understanding.

Product Approval Process

Products will be reviewed at least every 12 months or
more frequently if any concerns are highlighted. We
have the following areas of accountability:

The Product Governance Team provide product
oversight and are responsible for Product Reviews
and Fair Value Assessments.

Technical and Trading Underwriting conduct
technical performance reviews which form part of
the ARAG Product level review.

The Product Governance Forum provides approval
and oversight for new products, product
development and ongoing approval of existing
products via the Product Review Process.
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Fair Value Assessment and Customer
Outcome Monitoring

In accordance with the FCA PROD 4.2 a customer Fair
Value Assessment has been undertaken for
Guaranteed Replacement Vehicle (GRV). The intended
product value of GRV is to provide the customer

with a temporary replacement vehicle in the event

of their vehicle rendered unusable.

Our Fair Value Assessment and Product Review are
then designed to ensure that this value statement
remains true. The FVA and Product Review ensure
both qualitative and quantitative analysis form part
of our value assessment with data thresholds reviewed
annually.

The following data items were assessed:
* Sales outside of eligibility

* Claims accepted, claims declined and gross claims
frequency

* RAverage cost, percentage of premium paid out in
claims and commission

* Legal Advice

* Servicing, call quality, customer satisfaction and
complaints.

Products & Services Outcome

We checked that the product is designed to meet the
demands and needs of the target market in
accordance with our target market statements.

* The review concluded that the distribution strategy
remains appropriate.

* Product utilisation is consistent with expectations,
with high acceptance rates observed.

Price & Value Outcome

We checked that the price the customer pays is
proportionate to the value they receive.

* QOur analysis confirmed the product provides fair
value for customers.

Ensuring fair value and customer
satisfaction through reviews, data analysis,
and continuous improvement efforts.

Customer Understanding Outcome

We checked that we communicate with customers in
a way that allows them to understand their product,
next steps and make informed decisions at suitable
points throughout the lifecycle of the product.

* Claims declinatures are within tolerance,
indicating that customers understand the features

and benefits of the product.

Customer Support Outcome

We checked that we provide accessible and timely
support appropriate to individual needs (including
customers with characteristics of vulnerability)
enabling them to achieve closure or resolution of
their dispute and meet their financial objectives.

* Low complaint volumes indicate that
customers are satisfied with the support
provided.

It’s important to note that due to the size and scale of
our business and product range our FVAs have

been completed at a product level; this has involved a
review of the performance of all distribution within the
product class, which is bound by our Target Market
definition.

Does our GRV
product provide fair
value? Yes
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