
Signal Failures
What are insurers telling us with their pricing?
Key highlights

1. Consumers 
are in the dark
71% don't 
understand why 
their premium 
increased and 
73% believe the 
increase is unfair.

3. Transparency is missing at 
every stage
None of the 
27 insurers 
reviewed fully 
explained 
premium 
pricing on their 
websites.

5. Make premiums a useful 
risk signal
Consumers should receive:
•	Key drivers of their premium
•	Key drivers of any increase
•	Actions that could lower 

future costs

2. Insurers aren't explaining 
price rises
100% of 
renewal notices 
reviewed failed 
to explain why 
an individual's 
premium 
increased.

4. Premiums reward 
negotiation, not resilience
Consumers are often offered 
discounts for calling, complaining 
or threatening to leave, but not for 
reducing household risk.

6. Recognise and reward 
resilience
Verified household 
resilience 
improvements 
should be reflected in 
insurance pricing and 
supported through 
a national resilience 
ratings system.
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