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Working together 

Flooding and resilience 
building for the future 



 Aviva’s response 
 The risk and severity of flooding 
 The scale and devastation 
 The emotional impact it brings 
 Flood defences 
 Local flood protection 
 Flood resilience 
 10 key changes 
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How severe was Storm Desmond? 
Enough to fill 
Wembley Stadium 
almost  

New UK record of 
highest rainfall in 24 

hours 

847 billion 
litres of rainfall over 

Cumbria 

How extreme was December 2015 for Cumbria? 

Enough to 
cover  
all of 
Cumbria 
with 12cm  
of water 
 

212 
times 
over 
 

More than 

200%  
of average  
December  
rainfall  
for NW 

Warmest UK 
December  
since 1910 
8̊ average is 
more typical for 
April or May 
 

The scale of the floods 



Aviva response 
Insight into  



First insurer on 
the ground, at 
flood relief centres 
across Cumbria 
from day -1 

Presenter
Presentation Notes
The broader question is, how do we utilize technology to add value for our customers? In 2010, we adopted the ST methodology. Fundamentally, it’s about listening to the customer, clearly understanding their needs, then acting in the right way. With that in mind we are always looking to make sure our solutions add genuine value and eliminate waste, and that should always be what our focus is.
•	Using a claims example. If a customers, laptop  or ipad is knocked off the table by the dog, then what the customer REALLY wants is their device back and functioning as quickly as possible
•	Our advisors are trained to ask themselves ‘Can I do this now?”  In this example, they have the ability to use FaceTime to validate the claim
•	After doing that, our Super 6 digital fulfilment service means that we can agree to send an Amazon voucher our arrange an apple swap-out there and then
•	At present, 41% of claims are settled on the very first call
•	Online reviews. Aviva were the first insurance company in the UK to give our customers uncensored access to review our service online. We understand how important it is for today’s consumers to have the ability to make informed decisions and to do so simply. As of November 2015, our rating is 4.6/5 across 3309
•	So for us, self service is something that is important, however we feel its far more powerful to provide solutions that mean that self service isn’t necessary. Todays customers want things done quickly, simply and properly so they can get on with their lives – and as we’ll see, that expectation will only continue to grow….
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Command 
centres created 
to direct 
operations 



Drones used to overlay our 
claims data with policy 
exposure, so that we could 
get to our customers quickly 
and take care of them 
 
 
 
 

#Digitalfirst 



Where are these 
floods? 
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Risk and severity 
is increasing… 

2014 
2015 



The  emotional  impact 

Flood re is hugely helpful but it doesn’t cover everyone and doesn’t stop the 
massive emotional, physical, cultural, environmental and economic damage 



Flood defences 

Even where major flood defences have been implemented they 
can still be breached and individuals are not clear on their 
residual risk. 



Local 
flood protection 

During an event, its essential that the key players are well 
coordinated - BERG do a fabulous job in this but need more 
support. Sand bags are not the answer! 



Flood resilience 

Lastly, current rectification is including products that will not withstand future flooding.  
Our housing and business stock is left no more resilient than it was before the flood. 



1. Continued investment in hard and soft infrastructural programmes 

2. Insurers & local authorities to reward individual businesses & 
communities for risk prevention activity 

4. Services/Products need to be available to help people take individual 
action 

3. Building regulations need to support the resilience agenda 

5. Weather forecasting needs to be more specific and advisory 
6. During an event there needs to be clear coordination 

7. Insurers need to be on the ground urgently and work to minimise 
unnecessary strip-outs 

8. Insurers always aiming for resilient rectification within the indemnity 
spend 
9. Instant & easy access to resilient improvements should be available and 
grants reclaimable by insurers 
10. Social and emotional support should be available for families and 
individuals 

10 key changes 
We need 



Thank you 
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