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1. What is a pricing promise?



What is a pricing promise?

Pricing promises 
are representations 

made by insurers 
to help customers 
save money when 

purchasing 
insurance policies, 

provided they meet 
certain eligibility 

requirements. 
Examples of 

commonly used 
pricing promises 

are:

‘STICKER PRICE’ 
PROMISES

The premium, coverage and excess promised matched what was implemented

OTHER
• Interaction of above with pricing practices of capping and cupping.

• Early payment discounts

• Adjustments/payments following remediation activity/complaints

DISCOUNTS

• Sign-up discounts / renewal 
discounts

• Customer trait discounts (e.g., age, 
employer, membership)

COMPETITIVE 
PRICING 
COMMITMENTS

• Best price guarantee

• Competitive pricing guarantee

NON-
DISCOUNT 
BENEFITS

• Cash-back offers

• Gifts

• No premium periods

• Bundled/multi-policy discounts
• Referral discounts
• Loyalty discounts
• No-claim discounts



2. How these pricing promise 
developments initially began



Many insurers overseas failed to deliver on their 
pricing promises

Source:
FCA confirms measures to protect customers from the loyalty penalty in home and motor insurance markets | FCA
https://www.fca.org.uk/news/press-releases/fca-fines-lbgi-90-million-failures-communications-home-insurance-renewals-2009-2017
https://www.theguardian.com/business/2023/sep/01/direct-line-to-pay-30m-to-overcharged-car-and-home-insurance-customers

https://www.fca.org.uk/news/press-releases/fca-confirms-measures-protect-customers-loyalty-penalty-home-motor-insurance-markets
https://www.fca.org.uk/news/press-releases/fca-fines-lbgi-90-million-failures-communications-home-insurance-renewals-2009-2017
https://www.theguardian.com/business/2023/sep/01/direct-line-to-pay-30m-to-overcharged-car-and-home-insurance-customers


Events leading to the ASIC Pricing Review

2018 –

2021

JUN 

2013

FEB 

2015

Legislation / guidance / consultation

Regulatory action / enforcement
Legend

ASIC announced that a major 

insurer’s general insurance 

business was implementing 

changes following a failure to 

provide promoted discounts in 

some cases. (ASIC 13-155MR)

ASIC issued Report 

424 Review of no-

claims discount 

schemes

FEB 

2017

ASIC reiterates that 

insurers should review no-

claims discount schemes 

through speech to general 

insurance industry 

(source: speech by Greg 

Medcraft, Chairman, ASIC, 

ICA Annual Forum)

General insurers report a 

‘significant’ number of 

breaches or potential 

breaches to ASIC relating to 

pricing promises and 

discounts (source: ASIC 21-

270MR)

OCT 

2021

ASIC commenced civil 

penalty proceedings against 

another major insurer and 

called on general insurers to 

review their pricing practices 

to ensure that customers 

receive promised discounts 

(source: ASIC 21-270MR). 

OCT

2021

ASIC wrote to 11 insurers in 

Australia requiring that they 

review and rectify 

inconsistencies between what 

was promised through the sales 

process and what was delivered 

(source: ASIC Report 765).

JUN 

2023

ASIC released Report 

765 When the price is 

not right: Making good 

on pricing promises
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Insurers in the industry 

are in different stages 

of pricing remediation



3. Launch of the ASIC pricing 
promises review



Launch of the ASIC pricing review

Source: 
https://www.deloitte.com/au/en/Industries/insurance/perspectives/asic-general-insurance-pricing-practices-reviews.html

https://www.deloitte.com/au/en/Industries/insurance/perspectives/asic-general-insurance-pricing-practices-reviews.html


What ASIC expected insurers to do

Source: Deloitte report “ASIC General Insurance Pricing Practices Reviews Efficient Transition - from FIND to FIX and REPAY”, 
https://www.deloitte.com/au/en/Industries/insurance/perspectives/asic-general-insurance-pricing-practices-reviews.html

https://www.deloitte.com/au/en/Industries/insurance/perspectives/asic-general-insurance-pricing-practices-reviews.html


General Insurers in the news

Source:
https://7news.com.au/news/qld/racq-to-refund-up-to-500000-customers-a-share-of-220m-after-insurers-significant-error-c-7971130
https://www.insurancenews.com.au/daily/qbe-admits-pricing-promises-not-fully-delivered 

https://7news.com.au/news/qld/racq-to-refund-up-to-500000-customers-a-share-of-220m-after-insurers-significant-error-c-7971130
https://www.insurancenews.com.au/daily/qbe-admits-pricing-promises-not-fully-delivered


4. Current state of the industry 
from a pricing promises 
perspective



Current State of the Industry

Source: Deloitte report “ASIC General Insurance Pricing Practices Reviews Efficient Transition - from FIND to FIX and REPAY”, 
https://www.deloitte.com/au/en/Industries/insurance/perspectives/asic-general-insurance-pricing-practices-reviews.html

Insurers in the industry are in different stages of the review, with most major insurers currently in the 
Repay, Report and Oversight phase.

https://www.deloitte.com/au/en/Industries/insurance/perspectives/asic-general-insurance-pricing-practices-reviews.html


Updating PDS, marketing materials, renewal 
schedules, call scripts etc. to align pricing

Customer 
Communication 

Updating systems to address any pricing 
limitations or issues

Systems 

Updating algorithms to ensure discounts are 
applied correctly and are not unintendedly 
eroded (e.g. via price floors)

Pricing Algorithms 

Updating customer data and rating tables to 
ensure systems and algorithms are using 
accurate data for pricing

Customer Data / 
Rating tables 

Perform calculations in line with an agreed 
methodology to determine impacted customers 
and customer detriment

Identify Impacted 
Customers / Refunds

Infrastructure set up (e.g. email, SMS, letters) to 
communicate to customers on what happened 
and what will be done to address the issues

Infrastructure 

Issuing payments to impacted customers through 
cheque and electronic transfer

Issuing Payments

Processes set up for handling remediation 
complaints, tailor-made communications and 
special circumstances to manage customer 
relations 

Post-Remediation 
Communication

Executing Fix and Repay

FIX REPAY

The following are examples of activities conducted by various insurers for Fix and Repay 



Similar themes in New Zealand

According to the watchdog, AAI failed to apply multi-policy 
discounts, NZAA membership discounts, and guaranteed no-
claims bonuses due to errors in the insurer’s sales and fulfilment 
systems, incorrect data entry by employees, and deficiencies in 
policy administration systems.

FMA seeks penalty against AA Insurance over overcharges

In invoices and certificates of insurance issued by Tower, the 
multipolicy discount customers were entitled to as advertised was 
not applied, it says.

“These failures were due to fundamental flaws in Tower’s IT 
systems and a lack of adequate controls,” the FMA says.

‘Inadequate controls’: regulator acts on Tower policy discounts

Source: https://www.insurancebusinessmag.com/nz/news/breaking-news/fma-seeks-penalty-against-aa-insurance-over-overcharges-448597.aspx

Source: https://www.insurancenews.com.au/corporate/inadequate-controls-regulator-acts-on-tower-policy-discounts



5. Strategies for enhancing 
pricing practices in the future



1
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Uplifts required across the value chain

P R O D U C T  D E S I G N P R I C I N G

• Siloed decision making

• Inadvertent promises being 

made (PDS)

• Product and process reviews

RISKS

PROCESS & 

CONTROLS

• Pricing algorithm inconsistency 

with representations

• Appropriate checks when 

developing algorithm

• Automate FIND tests

• Periodic independent reviews of 

algorithms

• Regularly reviewed pricing 

emulators/calculators

RISKS

PROCESS & 

CONTROLS



Uplifts required across the value chain

• Customer complaints 

relating to pricing promises 

issues

• Voice analytics, NLP to 

proactively identify and address 

pricing promise issues

RISKS

PROCESS & 

CONTROLS

• No ongoing monitoring

• Exception reporting process

• Ongoing monitoring process 

with dedicated team/resources 

and governance structure

RISKS

PROCESS & 

CONTROLS

C U S T O M E R  

S E R V I C E

O N G O I N G  

M O N I T O R I N G
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Q&A

sakanniappan@deloitte.com.au welhan@deloitte.com.au

Sathish Kumar Kanniappan Welly Han

mailto:sakanniappan@deloitte.com.au
mailto:sakanniappan@deloitte.com.au
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