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PRISM Newsletter

THE speed of digital change was 
momentarily overtaken this summer 
by the pace of political change. We 
said farewell to the EU and David 
Cameron in short order, and while 
Brexit has moved over to a slower 
lane, the events of June underline 
Harold Wilson’s famous contention 
that a week is a long time in politics.   

The effects of Brexit on the insurance 
industry and the technology sector remain 
to be seen but there has been no letup in 
the growth of digital business. In fact, it’s 
become so much a part of our industry that 
we’ve named it insurtech. And like fi ntech 
before it, it’s reshaping the insurance 
industry in the same way that fi ntech 

transformed banking.  
You can read about the growth of 
insurtech, and how it presents both an 
opportunity and a challenge, in ‘Fuelling 
the future’ (page 10). A challenge because 
it allows technology startups to move into 
the insurance space, but an opportunity if 
insurers collaborate closely with technology 
specialists such as RDT. 

As always, reliable data is the bedrock of 
profi table underwriting. We are continually 
fi nding new ways to give insurers detailed 
information, when they need it and how 
they need it. An example of this is Quick 
Risk Score (QRS), our cover story, which 
is a fast and effi cient way of gathering very 
granular data about selective risks.

Insurers have vast and growing banks of 
information to draw on. To stay ahead 
they need data enrichment combined with 
powerful analytics that can separate the 
wheat from the chaff. This is what RDT 
provides – a infrastructure, data gathering 
and intelligent reporting – backed by a 
partnership style that brings the benefi ts 
of insurtech to traditional insurers and 
protects their businesses from fast-moving 
challenger brands. 

As a data specialist and industry expert, 
RDT contributed to the FCA’s request for 
information on how big data is affecting 

general insurance and consumers. 
The aim is to understand how insurance 
companies are using data today and how 
data usage might evolve in the future. 

The FCA’s call for input was an 
acknowledgment that there are risks as 
well as benefi ts, and that regulation must 
keep up with technological progress. RDT 
submitted its fi ndings earlier this year (see 
opposite), and looks forward to continued 
involvement in this initiative. 

Fraud prevention is an area where 
accurate and timely data can make a 
substantial difference to an insurer’s 
bottom line, while also benefi ting honest 
consumers (see page xx). We’re taking 
a keen interest in the fi ndings of the 
Insurance Fraud Taskforce, which will be 
covered during the ABI Motor Conference 
on 18 October. I will be speaking at the 
conference and RDT is sponsoring a 
session entitled ‘Digital and data innovation 
in motor insurance’. I look forward to 
seeing you there and discussing the latest 
developments in insurtech. 
 
And if you would like more information 
about anything in this issue of Prism, 
please contact me directly.

Mark Bates, RDT CEO 

AT RDT we pride ourselves on 
staying ahead of the curve, 
and the rise of big data was 

no exception. We recognised its 
importance four years ago and worked 
quickly to create a product – Equator 
– that would give insurers the ability to 
contain it and make best use of it. But 
it’s only now that most businesses are 
realising how key a resource big data 
is. Here we outline our predictions, 
made by members of our executive 
team, for the future of big data 

The sources and types of data that are 
useful to insurers have risen signifi cantly 
in the past fi ve years, and it’s happened in 
line with the rise of aggregators. There are 
more companies than ever offering extra 
data to insurers for enrichment purposes, 
and their numbers are set to grow as they 
realise how valuable their data is. 

Meanwhile insurers themselves are 
waking up to the high value of the data 
they hold. They’ll react to this realisation 
by doing two things – fi rstly they’ll replace 
their legacy systems with technology that 
can leverage all this data at point of quote. 
And secondly they’ll begin sharing their 
data. 

How, where and when data is used 
The correct use of data allows insurers 

to rate more accurately, and the clearer the 
picture the more tailored the product and 
service that can be offered. Better use of 
data also allows for greater proactivity in 
terms of the customer relationship and risk 
management, at both quote and claim time. 
This is so signifi cant that we believe a huge 
gulf will appear between insurers who do 
enrich at point of quote and those who do 
not.

Making the situation worse for smaller or 
niche insurers will be the rise in regulatory 
control, because technology will have 
to keep up. A market hierarchy could 
develop, with larger insurers able to invest 
in technology that allows them to comply, 
rising to the top. 

There are only a handful of insurance 
groups that have working big data solutions 
today. One of them is our customer 
Markertudy, which uses Equator. But as 
more and more insurers start to centralise 
their rates, the data stores they build up 
will become increasingly valuable. Their 
ability to run actuarial models against 
previous years’ books will yield ever more 
sophisticated results, leading to a move 
away from traditional rating engines and 

towards quoting directly from modelling 
software.

The impact for customers
The results of the use of big data is likely 

to affect everyone’s premium but it’s hard 
to predict how and to what degree. Some 
consumers may start to fi nd products that 
are highly suited to their needs, and some 
very low risk customers may save a few 
pounds. 

However the changes will be bad news 
for those who represent higher risks. They 
will probably see their premiums rise and 
some could eventually fi nd cover diffi cult 
to fi nd. This won’t happen straight away 
as they’ll still be able to go to insurers 
who don’t enrich – but those insurers will 
eventually be bought or go out of business. 
This could mean that some people will end 
up uninsured. 

On the other side of that coin, the volume 
of data will enable insurers to treat risks in 
a far more granular way. So an entity once 
considered high risk may not appear that 
way once big data has shed more light on 
the situation. 

There may be groups of consumers who 
are hit more, both positively and negatively, 
by the rise of big data, but again, predicting 
which groups is diffi cult. One issue is ‘risk 
shift’ – for example last year somebody 
was insured easily but this year their 
premium has risen sevenfold. Bad news 
for them, but elsewhere this will increase 
the quality of the insurance written and 
improve relationships between the majority 
of consumers and their insurers. 

Relationships between businesses

We know of many instances where 
Equator has led to relationships being 
formed or altered. The marketplace is 
changing and while some companies 
are reacting positively with investment 
programmes, others are behaving in way 
that suggests they’re concerned about 
the future but haven’t decided what to do 
about it.

Considering the increased use 
of personal data and related digital 
technologies and initiatives, some new 
entrants in the insurance market could 
well be technology companies such as 
Google or Apple. And the potential threat 
to traditional insurance groups from such 
entrants, and others from major global 
retail groups, cannot be underestimated. 
They have the data and they also have the 
big data. And as they’re not insurers, they 
are less risk averse, and many are under 
tremendous competitive and fi nancial 

What is big data?
So-called big data, i.e. data 
that’s too vast and complex 
to be managed or analysed 

using traditional methods, can 
potentially allow insurers to 

learn highly detailed information 
about their customers to 

improve risk assessment and 
pricing. This data comes from 
hundreds of sources and can 
reveal very fi ne details about 
an individual’s circumstances 

that could allow for highly 
personalised customer profi les. 

Big Data: 
COMING, READY OR NOT
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One in four applications   will have false information.

IT MAY not seem terribly serious to 
manipulate the truth a little to get a lower 
quote for an insurance premium, but a 
study has revealed the price we all pay 
for this type of dishonesty. It turns out 
that every policyholder in the UK pays 
up to £50 extra a year to cover losses 
caused by such dishonesty. 
     Figures from consumer agencies 
and research and risk-management 
specialists LexisNexis revealed that 
almost one in four insurance applications 
will contain false information. And, 
according to the latest study by 
Insurance Fraud Taskforce, only 22 per 
cent of insurers feel they are dealing with 
application fraud successfully. 
     Methods of application fraud include 
not disclosing previous claims or 

unspent motoring convictions, lying 
about addresses and other variables, 
removing convictions from a driving 
licence and using an alias to purchase 
cover. 
Making better use of data 
The Fraud Taskforce report says that 
insurers could access a huge amount 
of data that would help them expose 
fraud, but that they need to take a more 
rigorous and joined-up approach to 
doing it. Clearly, the industry must make 
better use of available data and improve 
the ability of aggregators and insurers to 
share data and work together. 
     All the relevant information about 
policyholders is out there, waiting to be 
used to either verify or discount what 
they’ve said in an application. The real 

challenge is to use that data at the point 
of quote, which is exactly what RDT’s 
data orchestration platform Equator 
does. Equator accesses third-party 
data enrichment and combines it with 
information submitted by the customer 
to provide an accurate picture of a risk. 
Equator does this sub-second, more 
than 20 million times a day.
     Equator client Markerstudy has seen 
a 60 per cent reduction in fraudulent 
applications. Gary Humphreys, 
Markstudy’s group underwriting director, 
said: “Equator plays a pivotal role in 
supporting our growth by putting data 
to work and delivering accurate pricing 
at point of quote as well as supporting 
market segmentation and fraud 
prevention.”

Limiting fraud with Landscape
Like Equator, RDT’s administration 
platform Landscape is designed to 
help prevent fraud and it’s continually 
evolving to keep up with the latest 
fraud prevention best practice. A recent 
example is an upgrade to support 
MyLicence (see issue one of Prism), 
which enables insurers to see all the key 
risk data about a driver. 
     It is far better to expose and tackle 
application fraud at point of quote than 
at any other time. Underwriters can 
examine a new policy and cancel it if 
necessary but there is a cost to that, 
and it may take a week to sort out – a 
week when the insurer is liable for what 
is in effect an unknown risk. It’s clearly 
better for insurers to spot a dishonest 

application at the moment it’s made 
and then either reject it or price it out. 
Insurers who fail to adopt the latest 
anti-fraud tools will be left dealing with 
risks rejected by more sophisicated and 
discriminating competitors. 
Sharing the benefi ts
Systems such as Equator have an 
immediate benefi t in an industry where 
fraud is an occupational hazard, since 
the essence of any successful insurance 
business is its ability to calculate 
risks accurately and then set prices 
accordingly. And let’s not forget that 
the benefi t is passed on to honest 
consumers, whose premiums will go 
down if fraudsters are stopped in their 
tracks. 

Application fraud may be seen as harmless by those 
who perpetrate it – but it hurts insurers and consumers 
alike. RDT is helping to separate fact from fi ction.Telling tales...

“Only 22 per 
cent of insurers 
feel they are 
dealing with 
application fraud 
successfully.”

XXXX
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LANDSCAPE

PRODUCT ADMINISTRATION
• Landscape rules and rating 
engine 

MARKETING
• branding
• zoning
• campaign management
• CRM – MS Dynamics (POC)

DISTRIBUTION
• direct via call centre
• scripted quote
• brokers 
• policy bordereaux 
• broker administration
• broker edi 
• broker portal 
• web quote and buy
• web customer portal

CLIENT
• client profi les
• membership
• group policies
• portfolio 
• address enrichment
• client loss ratio
• enquiries
• delegated authority
• client alerts and barring

QUOTE AND BUY
• quote
• quote scripting
• speedy quote (POC)
POLICY PAYMENT
• client payment wallet
• payment gateways
• web payment options
• direct debit
• payments – refunds

POLICY ADMINISTRATION
• policy administration
• data capture
• enrichment
• block policy
• shell policy 
• multi insured policy
• premium views
• authorisable referrals
• endorsement & excess 
management
• transaction history
• clone policy
• loss ratio by policy
• equator integration

RENEWALS
• invites and confi rmations
• EDI renewals

REINSURANCE
• facultative RI
• excess of loss (XOL)
• catastrophe codes

COMPLAINTS
• complaints management

ENRICHMENT
• claims underwriting 
exchange (CUE)
• Experian
• Glass’s Guide (Australia)
• DVLA - MyLicence
• address cleaning
• electronic cash receipting 
(Australia)
• global red

HPI
• Lexis Nexis
• pulse integration
• Australian perils
• Mapfl ow and OS fl ood
• Mid1 and Mid2

QAS/PAF/UPRN
• Synectics
• telematics
• vehicle list lookup

CLAIMS FNOL
• primary claims validation
• rules based scripted fl ow
• claim scripting Silverlight

CLAIMS ADMINISTRATION
• fast path claims
• claim administration
• data capture
• payment types
• catastrophe management
• interested parties
• service providers

CLAIMS ADMINISTRATION
• claims maintenance
• negotiator groups
• telematics
• total loss management
• GST (Australia)

CREDIT HIRE
• task and case manager
• risk analyser and profi ler
• data capture

LITIGATION 
litigation data capture

FRAUD
• fraud rules and scores
• fraud threshold lock

ACCOUNTS
• account sets
• cashbook processing
• general ledger extract
• cheque and direct credit
• cleared cheque matching
• statements, commission 
 and calculated aged debt 
• automatic receipt and 
allocation  
 (including tolerance and 
write off) 

USER MAINTENANCE
• user profi le
• user groups 
• permissions

WORKFLOW
• event/task workfl ow
• graphical workfl ow
• work list views
• set manual tasks

HELP
• Landscape help fi le
• hover help text 

ON-LINE ELEARNING 
• overview
• client and policy
• policy adjustments
• claims
• claims maintenance
• graphical workfl ow
• standard workfl ow
• accounts
• account maintenance

EDI
• broker
• auto allocation and 
reconciliation 
• direct debit
• DVLA – MyLicence
• document management
• RDT mapper

COMMUNICATION
• print – KOFAX integration
• print – Thunderhead 
integration
• document management/
scanning – 
 Invu and Doc Logistix (DLX)
• emailing documents
• SMS texts (POC) 
INTERFACE MANAGEMENT
• HMT sanctions export
• GL extract
• market segmentation
• direct debit collections
• direct debit rejections
• BPAY import (Australia)
• IVR receipts (Australia)
• Global Red import
• vehicle import
• CUE lookup
• CUE upload
• Hunter 
• MID1 and MID2

MANAGEMENT 
INFORMATION
• standard reports
• reporting cube
• dashboards
• interface – Qlikview

PERFORMANCE
• 24/7 batch processing
• performance monitoring 
system interface
• connection pooling

SYSTEM MAINTENANCE
• audit log
• locks
• code list maintenance

Landscape is one of the most reliable 
and trusted administration platforms in 
general insurance. Its growing range of 
components and modules can support 
every part of the insurance cycle, which 
is why it’s one of the UK’s most widely 
used packaged insurance solutions.  

Landscape is licensed to 18 insurers and 
is continually evolving. The latest version 
has a brand new, highly intuitive user 
interface and a wealth of user-friendly 
components. 

The table below shows how Landscape 
provides breadth and depth across the 
insurance cycle. It enables insurers to 
grow in every direction,  by providing 
a wide choice of distribution and 
enrichment solutions, and by offering 
modules for areas such a credit hire, 
marketing and management information. 

This pick-and-mix approach gives 
insurers the power and fl exibility to 
expand their business the way they 
want. It’s possible for insurers to build 
a platform that best meets their goals and 
their customers’ needs fully confi dent 
that it will be highly confi gurable and 
scalable. 

LANDSCAPE VIEW
RDT’s administration platform has 
been upgraded and provides an even 
wider and more versatile base for 
insurers to build their businesses 
and serve their customers



98

QUICK ON 
THE SCORE

Looking for swift and accurate risk assessment? 
RDT’s Quick Risk Score provides underwriters 
and brokers with speed, simplicity and precision.

XXXXX
PRISM Newsletter

QRS is 
enhancing 
the value we 
are already 
gaining from 
Equator.

“

“

AS most gamblers will attest, there is 
no such thing as a safe bet. But in the 
world of underwriting there are ways to 
improve the odds signifi cantly. Profi table 
underwriting depends on shrewd risk 
assessment and there’s now so much 
data available that it’s possible to draw 
some very accurate conclusions.  

     With Equator, RDT’s award-winning 
data enrichment platform, the insurance 
community has a highly sophisticated 
way to make sense of a huge range of 
information. And now, thanks to the 
creation of a new Equator module, RDT 
has an even stronger role to play in 
processing data.   

QRS means high-quality data 
The new enhancement, Quick Risk 
Score (QRS), is a software-as-a-service 
enquiry tool that enables insurers 
to make rapid decisions about the 
acceptability of specifi c risks. Using data 
enrichment platforms such as Experian 

and MyLicence to augment self-declared 
information, it provides a clear picture 
of an applicant and their vehicle. The 
data is analysed by the insurer and a risk 
score is sent to the broker.

      QRS, which was developed for motor 
insurance specialist Markerstudy and 
builds on its successful partnership with 
RDT, is a data enrichment GUI for niche 
motor risks and drivers with particular 
endorsements or restrictions.   
    
QRS is cloud-based and has a bold, 
simple graphical user interface. A risk’s 
score is displayed as colour-coded 
rings of red, amber or green, with red 
being the highest risk. Once calculated, 
underwriters see the full score and all 
the supporting enrichment data, while 
brokers see only the fi nal score – either a 
green, amber or red ring.  

Cooperation and clarity 
QRS is an intelligent link between 

brokers and insurers, with the colours 
serving as a starting point for wider 
discussions that help insurer and broker 
make informed decisions about specifi c 
risks. Although an amber score means 
extreme caution, it is not necessarily 
prohibitive. Instead it provides a baseline 
for further analysis that may lead to a risk 
being placed at the most sensible and 
realistic price. 

     The functionality was delivered to 
Markerstudy using Agile methodology 
and the QRS module has been 
operational within Equator since 
November 2015. It is currently being 
used by eight brokers and will be rolled 
out to many more in the coming months. 
Wide application for bespoke risks
RDT’s  Mark Bates of RDT said: ‘QRS 
offers a highly focused view of niche 
risks, and is a logical extension of 
Equator and our strong partnership 
with Markerstudy. It’s had a successful 
rollout and is helping to strengthen 

the underwriter-broker relationship by 
providing quick assessments in specialist 
areas. Bespoke motor insurance is a 
natural fi t for QRS but it would be of 
equal benefi t in other sectors where 
relevant enrichment data can be isolated 
for the benefi t of brokers and insurers. 
We see QRS as a strong advantage for 
any Equator customers.’ 

     Markerstudy’s Group Product 
Manager Chris Staples said: ‘QRS is a 
very useful decision support system for 
our business. It enhances the value that 
we are already gaining from Equator and 
is mutually benefi cial for our underwriters 
and broker partners. The colour-code 
score system combines speed, simplicity 
and precision, making it a highly effective 
tool for profi table underwriting.’ 

To fi nd out how QRS and Equator 
can help your business, speak to an 
RDT specialist. Contact info@rdt.co.uk 
or call 01732 220010. 
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A NEW breed of technology startup is 
beginning to pose a serious threat to 
traditional insurers. These startups rely 
on the very latest technology and they’re 
being launched with the sole purpose of 
creating new and exciting ways to package 
and sell insurance. Their growing success 
isn’t just bad news for established 
companies, but also for the outdated 
administration systems they use.  
    It’s a familiar story across fi nancial 
services, where digital technology has 
created new business models that are 
disrupting the old order. We’ve seen it in 
the banking and investment community 
for many years, with fi ntech spawning a 
wide range of new players and innovative 
brands. And now insurtech has arrived – 
and it’s reshaping the insurance industry. 
    According to a study by 
PricewaterhouseCoopers, 43 per cent 
of insurers say that technology is at 
the heart of their corporate strategies 
– however only 28 per cent of them 
are actively working with technology 
companies to strengthen and future-
proof their businesses. 

    These fi gures are echoed in a survey 
by Accenture which reveals that only 
18 per cent of insurers feel prepared for 
change, with 94 per cent agreeing that 
new technologies will have a profound 
effect on their businesses in the coming 
fi ve years. 
   If further proof were needed that 
insurtech is a growth industry, a glance 
at the latest Pulse of Fintech report 
will confi rm it. KPMG International and 
CB Insight’s quarterly blog analysing 
global venture capital trends states that 
more than £1bn in venture capital was 
invested in insurtech in the fi rst half of 
2016. The report also notes that the 
UK is pioneering insurtech for motor 
insurance and data management – areas 
where RDT is a leading innovator in the 
general insurance market. 
    Insurtech is either friend or a foe, 
depending on whether it’s embraced or 
rejected. It’s enabling new companies to 
gain footholds in formerly hard to crack 
markets in the same way that fi ntech 
has allowed non-banks to challenge 
established fi nancial brands. 

    But by the same token it will allow 
traditional insurers to evolve and defend 
their businesses from newcomers. So 
the message is clear: keep up with 
technology, or you could be overtaken by 
more agile and ambitious competitors.  
    While new technology and data 
sources are readily available to all, and 
can be combined with an insurer’s 
existing customer information to provide 
better decision-making and more 
accurate pricing, integration is easier 
said than done. That’s why insurers 
need a trusted and reliable technology 
partner to underpin the business and 
support the insurance cycle. The partner 
must continually look to the future, 
using research and development to help 
insurers evolve their businesses.
    This is what RDT has been doing for 
more than 20 years. In 1995 it created 
the world’s fi rst website for customers 
to buy insurance online. In 2014 it built 
the fi rst platform for truly centralised data 
enrichment and pricing, which returns 
more than 25 million quotes per day; and 
now it is bringing the benefi ts of insurtch 

to partner companies who need big data, 
greater connectivity, and sophisticated 
analytics to get closer to their customers.  
     There are fewer barriers to entry and 
startups have the tools to outmanoeuvre 
traditional businesses, making speed to 
market, versatility and adaptability more 
important than ever. RDT provides these, 
with a focus is on technology that works 
in real-time, is powerful but lightweight, 
easy to customise, and allows insurers 
to select which elements best suit their 
requirements.   
    RDT’s core products, Equator and 
Landscape, provide a modular and 
constantly evolving insurtech platform 
– see the range of Landscape modules 
and components on pages X-X. And, 
with software-as-a-service increasingly 
in demand, RDT is creating a cloud-
based model that enables insurers to 
move quickly and selectively, turning 
services on or off as required. No 
monolithic structure, no inertia, no heavy 
IT investment.  Just powerful insurtech 
to fuel the business and keep it moving 
ahead of competitors.   

FRAUD

Insurtech is the driving force behind a growing number 
of startups. To stay ahead, traditional insurers need to 
work closely with technology specialists such as RDT.

Insurtech 
upstarts

“Insurtech enables new 
companies to gain footholds 
in formerly hard-to-crack 
markets in the same way that 
fi ntech allowed non-banks 
to challenge established 
brands”
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FROM BEAM

Intro copy here Intro 

copy here Intro copy 

here Intro copy here 

Intro copy here Intro 

copy here Intro copy 

here Intro copy here

What did you do before working in HR? 

After uni I worked for the temp agency 
Manpower for six or seven years. In the 
middle of working there I went to work 
in an American summer camp to see if I 
wanted to be a gymnastics coach – turns 
out I didn’t. So I went back to Manpower 
and ended up at head office training temp 
controllers. After that I went to Bank of 
America. I was there for 12 years, first in 
recruitment, then operations, and my final 
job there was managing all the HR people 
in EMEA in operations. It was a dream job 
but it involved a lot of travel to Europe and 
I had two children under two and I just 
couldn’t do it. So I left the bank, which was 
sad because I loved it there. I learned so 
much, I go to conferences still and hear 
people talk about some amazing thing and I 
think, ‘we did that at BOA ten years ago…!’ 
I left eight years ago and I continually use 
what I learned there. 

So… how come you didn’t you want to be 
a gymnastics teacher? 

It wasn’t intellectually challenging enough. 
It was very samey, lots of little girls doing 
cartwheels and lots of walking children 
along a bench. I’m glad I tried it and I do 
it now as a hobby, but I can pick it up and 
drop it. I did gymnastics as a child, I was 
reasonably good, I did it until I was 17 and 
competed for London at county level. But 
in those days there wasn’t much money 
or equipment. Yes I can still do a good 
cartwheel and I can still do the splits!

You’ve worked for RDT for five years… 
how much has it changed, from an HR 
perspective?

Massively. When I first got here we had 
48 people. The first thing I did was make 
the policies compliant, it then became 
clear that recruitment wasn’t working. 
There was a black hole in the middle of 
the office where all the CVs went. From 

an HR perspective it’s changed a lot, we 
are compliant and we are much more 
able to attract the good developers.  Now 
we need to work on communication and 
engagement. When it was three blokes 
above a chip shop, everybody knew what 
was going on, but now the issue is, ‘what is 
Pathfinder doing cos I’m in Trailblazer and I 
have no idea what they’re up to…’  

You’re not technically employed by RDT 
are you?

No, I’m employed by an HR consultancy 
and employment law firm called Outset. 
My real job is head of HR solutions there. 
I went in as a consultant and picked up 
various clients, including RDT. I’ve got 
about 13 people who report to me. So 
some strange things happen. Outset has 
a time recording system, I have to enter 
the hours I work at RDT. So I do that, then 
I go to a billing meeting and we work out 
what to charge RDT. I sign off the invoice 
for RDT, the invoice then arrives at RDT, 
Alan [RDT’s accountant] checks it – and 
then he gets me to check it! So it is a little 
bit bizarre, but I’m very ethical and would 
never overcharge. And I’ve picked up 
things here where Outset have charged 
wrongly and I’ve credited it. So I wear two 
hats, and they are both really important.

How different is RDT’s office culture to 
other places you’ve worked? 

RDT isn’t hugely dissimilar to BOA. It’s 
forward thinking, it recognises and values 
the people who work here, it wants people 
who want challenge and it embraces 
innovation and diversity. In terms of my 
other clients, RDT’s the place I want to 
come to. I feel very integrated here and the 
culture is very relaxed. It’s ok to say what 
you think, and I have conversations with 
the exec and it’s clear that they respect 
what I say. It’s the kind of company that 
I could talk about at an HR conference. I 
couldn’t be as positive about any of my 

other clients. Mark’s always had a really 
interesting approach. If somebody’s ill, or 
we need to do something outside of policy 
for somebody, he is very open minded 
about it.  Once when we were struggling 
to find developers I suggested outsourcing 
to India and he said: ‘but I wouldn’t know 
them. It wouldn’t be much fun.’ And I 
remember that so clearly because he does 
value his people and he sees them as the 
resource.  

Is there anything that makes RDT 
employees different and special?  

We need our people to collaborate, so 
in the main they’re not your classic IT 
nerds. Obviously we do have some very 
introverted people but you have to mix it 
up. I think a certain type is becoming easier 
to find now.  Back in the 90s everybody 
wanted to be an emerging markets trader, 
then a derivatives trader, so all the clever 
kids would go to university and come 
out and do that. Now those clever kids 
want to be developers – that’s my theory 
anyway! It’s why we are looking at interns 
and graduates because we have to grow 
organically. 

As well as good stuff like hiring people, HR 
people also have some pretty unenviable 
tasks… 

I remember the first time I had to make 
someone redundant. I didn’t sleep for two 
days. While I was talking to him he put his 
hand on my knee and said, ‘I think you’re 
finding this harder than I am, I’m happy to 
go!’ But it’s a horrible thing. Now whenever 
I have to do something like that I rationalise 
it in my mind that it’s the right thing for 
that person. And then I make it as good as 
I can for them. Obviously it’s something I 
need to achieve for the company but at the 
same time I’m there to help that person. A 
disciplinary, say for somebody who’s stolen 
money, is easier. But it is hard when the 
employee hasn’t done anything wrong. 

TO BOOM...
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A lot is said about ‘employer brands’ these 
days, but what does that mean? Does RDT 
have one? 

It means what people see from the outside 
regarding how we look after our people. 
How do we do things, how do we think, 
how do we treat our people. From the 
inside, it’s ‘how does this company make 
me feel?’ It’s about loyalty. RDT defi nitely 
has an employer brand. Obviously we’ve 
got games in the breakout area, but a 
really big part of RDT’s brand is that the 
three founders are still here. They’re still 
involved, they’re here every day – they 
work here. Mark is integral to the employer 
brand. RDT’s brand is about innovation and 
enjoying being here. It’s also about being 
local. Quite often people want to work here 
because they’re fed up of commuting. They 
can get that Hoxton Square feeling without 
a two hour journey. 

Is it diffi cult to hire people for insurance 
and IT? 

It’s a tricky combination. We want 
experienced people but they’re rare, which 
is why we look for graduates we can train. 

Even people with experience still take 
about six months to become productive 
because they have to learn Landscape. 
So the techie people need to understand 
insurance and Landscape. The way we 
work is also a challenge. A lot of people 
like to be told what to do, but here it’s 
often a case of working that bit out for 
yourself... a lot of testers have found that 
quite hard. With the people who come from 
the insurance side, well it’s a big industry. 
It’s full of big, monolithic organisations and 
people can hide in them, so we need to 
weed out passengers. It’s much easier to 
perform well in a two hour interview than it 
is in a six month probation period, and we 
do use our probation period.

I’m guessing you’ve witnessed a lot of 
workplace dramas..?  

It’s a funny job, HR, you have to have lots 
of hats. You have to be a detective, a social 
worker, a mother. Sometimes you have to 
be a stern mother and tell people they’re 
making a fuss out of nothing. There are 
a lot of delicate fl owers out there and it’s 
no good complaining to HR if you think 
your boss has been harsh, when the fact 

is you’ve been underperforming. I worked 
out quite early on in my career that when 
people say harsh things about your work, 
it isn’t personal and it isn’t usually serious. 
Very often the person who said the terrible 
thing to you has forgotten all about it the 
next day. Those kind of lessons toughen 
you up and the younger you are when you 
learn it the better, but some people get to 
RDT and they still haven’t fi gured it out. 

How do you see your future at RDT

As we get bigger we’re going to need 
more structure in HR but I’d also love to 
drive some more of the engagement and 
feedback stuff like we did this summer. And 
I’d love to see the company grow and thrive 
even more. On a personal level, I really like 
the people here, and I’ve got an awful lot of 
time and respect for Mark, and I’d love to 
continue being involved.

I had to drive a woman to 
her home and help her pack 
her stuff so she could leave 

her husband – who worked for 
the same company we did .
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I had to drive a woman to 
her home and help her pack 
her stuff so she could leave 

her husband – who worked for 
the same company we did .

FIONA’S ADVENTURES IN HR...

I once recruited a back 

offi ce clerical person who was 

excellent in interview but once 

hired appeared to have no relevant 

knowledge at all. We thought they 

perhaps had a memory issue, 

but it turned out they were the 

interviewee’s identical twin. 

While investigating somebody’s unusual credit card expenditure I spent a whole afternoon talking to accounts people at strip clubs and pole dancing establishments.

I once had to deal with an 

employee who kept taking 

compassionate leave thanks 

to their unfeasible number 

of recently deceased 

grandparents.

I was involved in an 
absence case that turned 

out to be someone 
appearing in and getting 
through to the last round 

on a reality TV show.

EQUATOR DOWN UNDER 
RDT is strengthening its relationship with 
its longstanding customer, the Royal 
Automobile Association of South Australia 
(RAA), by providing the insurer with a huge 
uplift in its technology. 
       RAA is undergoing a programme of 
improvements to its digital capability and 
the enhancements will include RDT’s new 
ecommerce API, a platform for insurers to 
create phone apps and websites for their 
customers.  
    The company will also be using RDT’s 
data enrichment and centralised rating 
platform, Equator, to make the best use of 
all the data it holds about its members. This 
will help RAA to deliver innovative products 
and services directly to them.
     RAA’s partnership with RDT began 
in 2012, when it made the switchover 
to RDT’s general insurance platform 
Landscape. Two months after going live, 
RAA marked the biggest GWP month in its 
history. The implementation of Landscape 
was so successful for RAA that it won the 
2014 Celent Model Insurer Asia Award for 
policy administration technology initiative. 

2020 VISION 
Creating a more positive customer 
experience is high on the list of issues 
facing insurers. Research shows that 
customers are becoming increasingly 
demanding and expect insurers to provide 
the similar levels of connectivity, speed 
of response and overall customer care 
that’s been pioneered by retailers such as 
Amazon. 

     Claims is the main area where insurers 
can build a stronger service culture 
and strengthen their relationship with 
customers. This was underlined at The 
Insurance Network’s Strategic Claims 2016 
conference at the beginning of March, 
where RDT sponsored the workshop 
Claims Service for 2020. 

ELDON CONNECTS TO MYLICENCE
Motor claims and insurance specialist 
Eldon Insurance Services has become one 
of the fi rst businesses to take advantage 
of industry initiative MyLicence, thanks to 
insurance software provider RDT’s upgrade 
of its administration platform Landscape.
     MyLicence was created jointly by the 
DVLA, the Department for Transport, the 
Association of British Insurers and the 
Motor Insurers’ Bureau. One of its main 
purposes was to improve the customer 
experience by lowering premiums and 
making applying for insurance quicker and 
easier. 
     The initial task for insurers was having 
the technology required to connect to 
the MyLicence hub. RDT upgraded its 
Landscape solution last August and all its 
customers now have this capability. Eldon 
is the second of RDT’s customers to make 
use of the connection following motor 
insurer Markerstudy, which connected last 
year.
     RDT’s CEO Mark Bates said: “We 
are pleased that the latest version of 
Landscape is enabling our clients to 
connect swiftly and easily to MyLicence, a 
transformative project for our industry and 
one that has gained good momentum since 
going live.”
    Ashton West OBE, chief executive at 
the Motor Insurers’ Bureau, added: “Eldon 
joins a growing number of insurers using 
MyLicence as part of the application 
process for their customers buying 

insurance. This means that through the 
provision of quality data at the point of 
quote, sale and claim, these insurers are 
benefi ting from more accurate pricing, are 
providing a better customer experience and 
combatting insurance fraud.” 

FAIR’S FAIR
The increases in the Insurance Premium 
Tax, fi rst in November 2015 and now in 
the 2016 Budget, have underlined the 
need for fairness as well as accuracy when 
setting rates. Those who pay the highest 
premiums, such as older and younger 
drivers and households in fl ood-risk areas 
and inner cities, are disproportionately 
affected. According to the Association 
of British Insurers (ABI), 26.5 million car 
policies and 20 million household policies 
will rise, with consumers paying an 
additional 10 per cent on their premiums.  

JOIN THE CUE
RDT has become a subscriber to the 
Claims and Underwriting Exchange (CUE), 
a central database that records incidents 
that have led to a claim being made.  
     CUE is managed by Insurance Database 
Services Limited (IDSL) on behalf of its 
member organisations, which include 
all major insurers and many self-insured 
organisations. Established in 1994, CUE 
helps to keep down premiums for honest 
policyholders by preventing fraudulent 
claims and multiple claims. As a subscriber, 
RDT has access to more than 32 million 
claims records.  
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