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Overview 

Aviva is the UK’s largest insurer with a 18%1 share of the UK life and 
savings market, a 10%2 share of the UK General Insurance and 

Health market. We offer a market leading range of propositions to 
individual and corporate customers covering their savings, 

retirement, insurance and health needs. We also have one of the 
largest legacy books in the UK life and pensions market. 

We look after over £260 billion of assets for our customers, 
helping people save for their long-term goals, in particular their 

retirement. A key focus is on helping our customers provide for a 
more comfortable retirement. We support them with secure income 

from annuities, paying out over £2.6 billion each year. And we are a 
leading supplier of equity release (lifetime mortgages), lending over 

£700 million in 20173. 
Market leading service is at the heart of our business and we 

insure 2.6 million motor customers and 2.8 million home 
customers. Customers publicly review their claims experiences with 

Defaqto ratings of 5.0 for our Motor policies and 4.6 for Home 
policies. Over 4.5 million people rely on us to protect them and their 

families financially against death or illness and we keep those 
promises paying over £900 million in individual protection claims. 

We are also a leading supplier of services to the corporate 
marketplace, servicing 5 million customers, including 21%4 of the 

workplace pensions market. We offer pensions, protection, and bulk 
annuity propositions to both large and small companies, as well as 

health and general insurance. Our relationship management teams 
work hard to ensure they understand our clients’ needs so we can 

bring the best of what we have to offer so our corporate customers 
can fulfil more of their requirements with Aviva.  

We continue to support our corporate clients and the health of 
their employees with the launch of our low cost ‘Health Essentials’ 

products and the Aviva Wellbeing app. Health Essentials enables 
employers to offer simple top-up cancer and physiotherapy cover to 

their employees, intended to complement care customers receive 
through NHS health services. The Wellbeing app helps employees 

track and improve their overall wellbeing and better manage 
specific conditions and fitness priorities. 

We have access to customers across the UK through our 
unparalleled distribution network, with a growing Digital Direct 

offering for sales and service, strong relationships with independent 
financial advisers, brokers, employee benefit consultants, banks 

and we have single-tie agreements with three of the largest estate 
agencies. 

Among our many awards, we have won the Insurance Times 
‘Insurer of the Year’ award four years running, ‘Health insurer of the 

year’ at the Health Insurance Awards for the eighth year running in 
2017, and ‘Platform of the year’ in 2017 from the LangCat. 

Financial performance 
£m 2017 2016 

Adjusted operating profit5,7 2,201 1,946 
Cash remittances6 1,800 1,187 
Operating expenses6 1,493 1,408 
Solvency II Value of New Business (VNB)6 527 429 
Combined Operating Ratio (COR)6,8 93.9% 93.9% 

UK Insurance was created in 2017 by bringing our UK life, health and 
general insurance businesses together under a common leadership 

team to unlock the potential of our unique position as a large scale 
composite. The business delivered an increase of 13% in adjusted 

operating profit5,7 to £2,201 million (2016: £1,946 million), including a 
6% increase from our legacy and core product segments. 

demonstrating the value of our market leading franchise. Dealing 
with the main components of UK Insurance in turn:  

• UK life adjusted operating profit5,7 increased by 15% to £1,758 
million (2016: £1,523 million) driven by an improvement in new 

business profit, continued growth of the long-term savings 
franchise, further optimisation of the annuity asset mix and an 

additional £139 million year on year benefit arising from the 
annual assumptions review, including longevity. Profit before tax 

attributable to shareholders’ profits7 is broadly unchanged at 
£1,619 million (2016: £1,616 million), with the increase in adjusted 

operating profit5,7 primarily offset by more favourable life 
investment variances and economic assumption changes9. 

• UK general insurance adjusted operating profit5,7 increased by 4% 
to £408 million (2016: £392 million) owing to an improvement in 

the underwriting result, reflecting broad-based organic premium 
growth of 4% and a continued focus on our core underwriting 

competencies. Adjusted operating profit5,7 in the prior year 
excludes an exceptional charge of £475 million associated with 

the change in the Odgen discount rate. As the impact of Odgen on 
our current year results is not material, this has resulted in a profit 

before tax attributable to shareholders’ profits7 of £336 million 
(2016: loss before tax attributable to shareholders’ profits7 of £246 

million). 

The Friends Life Part VII transfer was completed on 1 October 2017, 
delivering further capital benefits, with the final payment towards 

the £1 billion target to follow in 2018. Special cash remittances6 of 
£500 million (2016: £250 million) were made to Group during 2017 

due to the Friends Life integration, taking the total paid to date to 
£750 million. These remittances were a key driver behind an overall 

increase in the cash remitted to Group to £1,800 million (2016: 
£1,187 million). UK general insurance cash remitted increased to 

£434 million (2016: £91 million), due to cash being used to fund an 
increase in the internal reinsurance arrangement in 2016. 

Operating expenses6 increased by 6% to £1,493 million (2016: 
£1,408 million) as we invested in growth and simplification initiatives 

in the second half of 2017, and incurred the cost of increased 
general insurance levies. Excluding these initiatives and levies, UK 

Insurance operating expenses were broadly flat, reflecting tight 
control of the direct expense base as we absorb growth. 

Solvency II VNB6 increased by 23% to £527 million (2016: £429 
million) with growth across all segments. Annuities were impacted 

by a change in product and asset mix, offset by a £96 million benefit 
to VNB following a clarification to Solvency II transitional rules.  

  

 

 

1 Association of British Insurers (ABI ) 9 months to end Q3 2017. 

2 GlobalData plc online database. 

3 Equity Release Council and ABI. 

4 PRA returns and Aviva analysis. 

5 Adjusted operating profit is an Alternative Performance Measure (APM) which is used by the Group to supplement the required disclosures under IFRS. Please refer to note B in the ‘Accounting Policies’ section, note 4 

‘Segmental Information’ and ‘Other Information’ within the Annual report and accounts for further information. 

6 This is an Alternative Performance Measure (APM) which provides useful information to enhance the understanding of financial performance. Further information on APM’s, including a reconciliation to the financial statements 

(where possible), can be found in the ‘Other Information’ section of the Annual report and accounts. 

7 The amounts shown above in respect of adjusted operating profit and profit before tax attributable to shareholders’ profits do not reconcile to the corresponding amounts in note 4 ‘Segmental information’ within the Annual 

report and accounts due to i) the inclusion of our Health business within UK general insurance and ii) the reclassification of non-insurance business to Other Group activities. 

8     The 2016 Combined Operating Ratio above excludes the impact of Ogden. 
9     Further information in respect of life investment variances is included within the APM section in the Annual report and accounts. 
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https://www.aviva.com/newsroom/news-releases/2017/11/Aviva-launches-interactive-wellbeing-app/
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UK general insurance COR of 93.9% was stable year on year 

(excluding the one-off 2016 impact of the change in the Ogden 
discount rate), reflecting further improvement in the underlying 

underwriting performance and premium growth, offset by lower 
levels of prior year reserve releases, with weather experience 

broadly flat. 

Operational highlights  

• Combining our life, general insurance and health operations in 

the UK to form a single UK Insurance division. This is helping us to 
build deeper relationships with our customers, clients and 

partners. 
• Transferring the Friends Life customers’ policies to the Aviva 

brand and welcoming them to the wide range of Aviva services 
and products. 

• All UK customers who are registered on MyAviva are able to 
manage their policies online, and we have 5.7 million active 

registered customers by the end of 2017. 
• To support business customers wishing to reduce defined benefit 

(DB) pension risk from their balance sheets, we have built up our 
DB de-risking and bulk annuity capabilities from focussing on 

smaller, sub-£100 million schemes, to winning large schemes, for 
example the £600 million deal with Pearson covering around 

2,400 members. 
• We have secured a ten year distribution deal with HSBC to provide 

home and travel insurance to their customers through HSBC’s 
extensive digital channels, the branch network and over the 

telephone. This partnership is one of the UK’s largest general 
insurance bancassurance deals and presents us with significant 

growth opportunities.  
• We continued to defend our customers against claims fraud, 

cancelling over 9,000 fraudulent policies and detecting more than 
£89 million of suspect and fraudulent claims in 2017. 

• We’ve implemented our ‘Ask It Never’ technology to some of our 
products. Ask it Never uses advanced analytics, deep data and 

customer value to make smarter decisions. We ask fewer 
underwriting questions, making it as simple as possible for our 

customers to find the best solution to suit their needs. 
• ‘Aviva Plus’ is an initiative to reward loyal customers and tackle 

industry wrongs. Customers often get a low first year premium, 
but see a much higher renewal quote in the second year. We are 

piloting a project with 50,000 customers to benefit from our 
industry-first renewal price promise, which means that customers 

who sign up will pay less than new customers for their home or 
motor insurance at renewal. 

Market context and challenges 

Brexit continues to drive uncertainty, but we are well placed to 

manage with the implications. 
We are continuing to prepare for regulatory change in our UK 

markets, with the Markets in Financial Instruments Directive (MiFID), 
the Insurance Distribution Directive (IDD) and the General Data 

Protection Regulation (GDPR ) coming into force in 2018. 
We continue to support our customers through the wide range 

of choices they have as they approach and move through their 
retirement with market leading propositions (investment, 

drawdown, annuity, equity release), information through our Aviva 
Retirement Centre, online guides and tools and our in-house advice 

service, Aviva Financial Advice. 
We look forward to further improvements in the market over the 

next two to three years. We would like to see a fairer pension 
taxation system and a simpler regulatory environment which allows 

us to better serve the needs of our customers.  
2018 will also see Auto-Enrolment minimum contributions start 

to increase from the current base of 1% employee contributions to 
3% in April 2018, and then to 5% in April 2019. This is a key period in 

establishing better retirement prospects for all UK workers. 

In general insurance, market conditions have remained 

competitive across our entire product range, and we expect that to 
continue. In 2017, the UK Government changed the Ogden discount 

rate, which is used by the courts to calculate awards for cases 
involving bodily injury. This increased the cost of bodily injury 

compensation claims significantly. However, the Government has 
agreed to review the way the rate is calculated. We believe injured 

claimants should be fully compensated for the injuries they receive, 
but it is also vital that individuals are not over-compensated to a 

level which increases the cost of insurance premiums for individuals 
and businesses, large and small. 

We have supported the need for motor insurance reform 
through our Road to Reform campaign. We will continue to 

champion Road to Reform until it becomes law and Aviva has 
promised to pass on 100% of the savings to its customers when it 

does. 
To keep things simple, we’re reviewing the number of variations 

of our products and intend to materially reduce them. We’re also 
publishing guides to explain how an insurance premium is 

calculated and offering specialist training programmes to help our 
customer-facing teams recognise the needs of vulnerable 

customers. 
We strongly believe in harnessing Digital capabilities to benefit 

customers and will continue to be at the forefront of using 
technology; we have made a strategic investment in start-up 

Wealthify – a robo-investment platform that allows customers to 
save from as little as £1 with transparent fees. Our chatbots help 

customers in seconds or provide an insurance quote in minutes. 
Customers can make most claims online and we settle simple 

claims within seconds. And we help people plan for the life they 
want in retirement with our Shape my Future tool. 

Priorities for 2018 

• We will deliver growth by leveraging the power of Aviva’s breadth 
of offering within the UK to deliver compelling propositions to 

meet our customer needs. 
• Driving digitisation of the Insurance business through customer 

services, propositions and ensuring we are easy for customers to 
do business with us, however they choose. 

• Grow our business and deepen customer relationships by 
expanding our propositions in targeted markets such as 

corporate multinational, bulk purchase annuities, home, digital 
SME and wellbeing. 

• We will drive simplicity across our operating model for example 
moving all savings products to a single platform to enable us to 

serve our customers simply through whichever channel they 
choose, whether they are employees of a group pension scheme, 

advised clients or direct customers. 
• We will continue to lead the industry on the big customer issues 

by implementing what they’ve told us: simplifying our products 
and customer experience, increasing transparency and launching 

disruptive solutions to market. We will meet our customers’ needs 
in ways that are easier and more convenient for them.  
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https://www.aviva.co.uk/myaviva-app/
https://www.aviva.com/newsroom/news-releases/2017/08/uk-aviva-announce-ten-year-general-insurance-agreement-with-hsbc-17810/
https://www.aviva.co.uk/news-and-guides/road-reform/
https://www.aviva.com/newsroom/news-releases/latest-news/investment-in-wealthify/
https://www.aviva.co.uk/retirement/shape-my-future/
https://www.aviva.com/newsroom/news-releases/2018/01/aviva-simplifies-and-speeds-up-home-insurance-buying-to-help-customers/
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