








\Voice Recording
at Reich
goes live

Following on from our decision to
adopt a new, revolutionary scanning
system (see Newsletter 7) we have
improved our IT further by recently
installing state of the art call
recording software into our offices.

The call recording system was manufactured and
installed by a company called Activa Solutions,
one of the market leaders in this field. The new
software has been loaded up on a new
networked PC and now records every single call
received into and made out of our offices.

The PC has an incredible 28,000 hours’ recording
capacity and when this limit is reached calls are
automatically archived onto DVD disks which hold
2,000 hours of recording time each.

Accessing and playing back calls is simple as all
the records are accessible via a secure website
and calls can be listened to via headphones
plugged into a user’s own PC. The quality of

Environmental Liabilities

— are you aware
of the risks?

In May 2003 Bartoline, a company
that manufactures adhesives and
packs hydrocarbons suffered a

fire at its premises in East Yorkshire.
Unfortunately, during
extinguishment, foam and
chemicals seeped into the

the recording is usually perfect, however the
speed can be adjusted up or down to assist

in deciphering previously unintelligible words

or phrases. This can be extremely useful, for
example, when speaking with a caller whose first
language is not English or whose mobile phone
signal is breaking up, ensuring we can verify
exactly what was said during a conversation in
order to establish what action we need to take.

All calls to and from insurers are obviously also
recorded enabling us to quickly prove/verify what
was said in a conversation between ourselves and
the insurer. This is extremely beneficial where we
are trying to state the case of a client, for instance
attempting to obtain adequate cover for a client’s
needs or trying to negotiate a satisfactory claims
settlement on their behalf.

To assist us in locating specific calls the system
incorporates a very powerful search tool which
enables calls to be searched for and filtered by
date/time, telephone number dialled/received,
internal extension number of the member of
staff involved or call duration. This means that
all calls are quickly and easily located.

Calls can also be bookmarked and comments
inserted for training purposes. We can then
search for such calls and ensure that any staff
training and development needs identified are
actioned.

environment polluting the water,
beds and banks of two water
courses. The Environment Agency
which owns the water courses
billed Bartoline £600,000 for the
emergency clean up operation.

Bartoline in turn made a claim on its insurance
policy with Royal Sun Alliance who refused to pay
out. In the legal case that followed the courts
ruled in favour of Royal Sun Alliance whose policy
provided that they would indemnify Bartoline
against legal liability for ‘damages’ in respect of
accidental loss of or damage to property. The
word ‘damages’ did not include clean up costs.

On the same basis, the Property Owners Liability
section of a Property Investor policy would not
cover this exposure to the costs of cleaning up
the Environment. However, cover is available to
protect you against these potential liabilities.

As damage to the environment becomes less
socially acceptable, legislation is changing both
in terms of criminal and civil liability. Duties of
care are becoming more onerous by making
sure that there is somebody responsible to pay
for the cost of repair.

The system also incorporates functionality to
allow our Heads of Departments to ‘listen in” on
live calls and provide coaching and advice to less
experienced members of staff.

The records of all telephone conversations are
encrypted and cannot be altered or edited in

any way - in other words, they are 100% ‘tamper
proof’. This is highly important as this means that
we can use the system to verify our compliance
with Financial Services Authority regulations and
additional legislation. Additionally, all calls can

be converted into a ‘.wav’ file format and emailed
out to clients or other third parties - they are
even admissible as evidence in a court of law!

The new call recording system is further evidence
of our ongoing commitment to staying at the
forefront of technological development and
should improve the level of service we offer to
you, our clients, still further.

Important points to note are as follows:-

* Any damage to natural habitats and water
housing protected species must be returned
to its baseline or pre-damaged condition.

* Where it is only possible for partial recovery,
say 80%, the law now requires that the
estimated costs of the other 20% are spent
in improving the environment elsewhere.

* In the event of a ‘missing’ polluter e.g. a
bankrupt tenant, the law now makes the
landlord responsible for these costs.

« Similarly where a property has been sold,
liabilities can attach for damage to the
environment, even if the ownership was
some time ago.

We believe it is important that you are fully
covered against all eventualities. If you are a
Property Investor, unless you have Environmental
Liability insurance you are not fully protected.

To obtain a quote for environmental liability
insurance, please contact Nick Symes on
0161 830 5426 or by email at
nick.symes@reichinsurance.co.uk.
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Fire Safety
Regulations:
Approved
Document B

Despite its rather strange title,
Approved Document B (commonly
known as ‘ADB’) is likely to be of
particular interest to many of

our Property Investor readers.

Basically, ADB is designed to ensure the safety
of occupants both in buildings and during
evacuation of buildings. Building regulation
approval must be obtained for both new
build properties and those undergoing
refurbishment/reinstatement and ADB is the
principle method of gaining such approval.

Blocks of flats

* Sprinkler protection is required for blocks of
flats in excess of 30 metres (approx. 10 storeys)
in height. However, sprinklers are only required
within the individual flats - they are not
required in the common areas such as stairs,
corridors or landings.

* Every floor must be constructed as a
compartment floor unless it is within a flat
i.e. a duplex apartment.

* Compartment walls must be constructed for
every wall separating a flat from another part
of the building (excluding external balcony/deck
access) and every wall enclosing a refuse
storage chamber.

Non-residential buildings

 Unsprinklered storage and other non-residential
buildings (such as warehouses) must contain
maximum compartment sizes of 20,000m?>.
If the building is over 18 storeys high then
maximum compartment size above this height
is restricted to 4000m?.

Sprinklered storage and other non-residential
buildings (such as warehouses) must contain
maximum compartment sizes of 40,000m?.
If the building is over 18 storeys high then
maximum compartment size above this
height is restricted to 8000m?.

Unsprinklered industrial premises must contain
maximum floor areas of 7000m?.

Sprinklered industrial premises must contain
maximum floor areas of 14000m>.

General

« For other types of buildings there are maximum
sizes of compartments and floor areas for
sprinklered and unsprinklered buildings.

* Fire Safety Information — a new regulation (16b)
ensures that the eventual owner/occupier/

employer of a building has sufficient
information about the building to ensure they
comply fully with the duties of the Regulatory
Reform (Fire Safety) Order 2005. Additionally,
the person carrying out any building work
must provide sufficient information for others
to operate in and maintain the building in
reasonable safety.

Compartment walls must consider the
predicted deflection or movement of
a floor in the event of a fire.

Extensive cavities in floor voids require
subdivision with cavity barriers.

The implications

Where a building floor or compartment that is
not sprinklered suffers a fire and the size of the
floor or compartment exceeds the maximum,
then to obtain building regulation approval to
complete the reinstatement, either sprinklers

will need to be installed or the size of the
compartment reduced to within the limit allowed.

When calculating the reinstatement value of the
building for insurance purposes and valuations,
the additional cost of installing sprinklers or
creating smaller compartment spaces needs

to be taken into consideration.

These regulations only apply in England and
Wiales. Separate regulations in Scotland and
Northern Ireland remain unchanged.

If you need to know how to obtain a copy
of Approved Document B please get in touch
with your usual Reich contact.



Did you omit to
arrange insurance
on your building?

We know that most of our clients
are extremely diligent when it
comes to arranging insurance to
protect their assets; indeed, on
new purchases where financing

is involved it is not possible to
complete the deal without it.
Nevertheless, insurance can still
get overlooked. Let’s face it, when
you are negotiating a ‘new deal’,
insurance isn’t always your first
thought!

Why you should place
your personal home
and motor insurance
with Reich

If you are one of our clients who benefits from
the cover provided by our unique and exclusive
branded wording, you are protected in this
scenario by one of the many enhancements we
have included which is not normally available in
a standard policy. The enhancement is the
‘Inadvertent Omission to Insure’ clause which
provides cover in two areas:-

1. Where there has been a failure to insure, or

2. Where insurance has been arranged by
another party which does not provide the
scope of cover available under our policy

Under item 2, above, our policy will respond only
in respect of those additional covers provided by
our policy wording.

Our cover is subject to a limit of £1 million for
unoccupied premises (or country mansions) and
£5 million for all other buildings.

We believe that our branded wording provides
amongst the widest cover available for Property
Investors and represents a significant advantage
for our clients.

Should you require any further information about

our branded wording please contact Simon Taylor

or Nick Symes.

1. Genuine unbiased advice - our staff do

not have sales targets for new business, nor do

they receive a commission. Therefore, advice is
provided completely impartially and not in an
attempt to sell a specific new policy. We will
offer what is best for you, the client.

2. Not just one insurer — most direct or internet
based insurers only have one product to offer.
We can source numerous contracts with many
insurers to find the one that best meets your
insurance requirements.

3. Unrivalled experience - our Personal Lines
staff have been broking home and motor
insurances for an average of over 15 years
each. That level of experience is rarely found
in the personal broking market.

4. Consistent points of contact - why deal with
an insurer where you speak to a different
person, sometimes in a different office
(or even country), every time you phone.

At Reich the same member of our team can
deal with all your insurance needs. For a closer
look at our Personal Lines staff please see the
article on page 7 of this newsletter.

. No need to deal with call centres - again,
whether it be a claim or change to your policy,
Reich will contact the call centres used by
insurers, many of which are now located
outside the UK. There is no need

for you to get involved.

. \We deal with your claims - no need to deal

with your claim yourself. Once the loss has
been reported to us we will deal with every
aspect of the claim on your behalf.

. Bespoke schemes and access to specialist

markets — however particular the covers that
are required we have access to markets which
can cope with specific needs. We have also
negotiated facilities for niche clients such as
the ‘high net worth’ scheme for residents

of the Ringley Road area of Whitefield,
Manchester.

. Bespoke finance facility - a specific instalment

facility has been negotiated that betters the
interest rates charged by most insurers for
direct debit payments. Furthermore, the
scheme has the flexibility to move to a new
insurer if an alternative quotation is accepted
at renewal.



Focus on our
Personal Lines
Department

Dave Fitton - Joint Head of Department

Dave started work in the insurance industry
aged 18 when he joined Eagle Star Insurance.

He stayed there for four years before progressing
to a motor and household underwriting role,
joining Reich in 1992. He initially worked across
both Personal Lines and Commercial but now
specialises in household and residential property
covers. He is a joint Personal Lines Head of
Department dealing primarily with our ‘High Net
Worth’ household clientele along with several
residential property schemes. He has particular
responsibility for the Ringley Road Scheme.

John Owens - Joint Head of Department
Our second joint Personal Lines Head of
Department, John worked for Prudential from

STOP PRESS!!

1975 to 1977 before joining W Cartwright
Insurance Brokers in Bolton. He worked his way
up to Office Manager dealing with all types of
insurance before joining Reich in 2001 when the
W Cartwright business was taken over. He now
specialises in all aspects of private motor covers.
John has a wealth of experience and knowledge.

Lisa Garton - Assistant Personal Lines Manager
Lisa has been working in insurance broking since
the age of 16 and was initially involved in all
aspects of insurance business. She joined Reich
in 1993 and since then has concentrated on
Personal Lines insurances, primarily motor.

She now provides great support to Dave

and John in the role of Assistant Personal

Lines Manager.

Helen Golding

Helen entered the insurance industry with Capita
MclLarens Loss Adjusters in 1999 before switching
to insurance broking at Reich in August 2003.
Helen’s expertise is on general home insurance
but she now deals with all types of Personal

Lines cover.

Insurances for residents of the Ringley Road
area of Whitefield, Manchester

Since the launch of our unique and innovative
Ringley Road scheme towards the end of last
year, many new clients have taken advantage
of the premium rate savings available and the
unrivalled cover provided by our policy.

We identified a need in the Ringley Road area
for top quality unique cover at very competitive
premiums. In partnership with Zurich Private
Clients, we are now able to provide both.

Most clients have been impressed with the
personalised approach we offer and when they
contact us for a quotation they realise what a
fantastic product we have available. Our aim is
simple; we want to be the market of first choice

for all residents of the Ringley Road area,

whom we believe were crying out for a branded,
personalised insurance product. We take it
personally if we cannot beat the rate the client is
currently paying whilst also improving the cover
dramatically. The facility really is unique. Never
before has a broker arranged an exclusive scheme
focused specifically upon what is, in essence, part
of a suburb of a city such as Ringley Road.

If you live in the Ringley Road area and have
not yet spoken to us for a quotation we
recommend that you contact Dave Fitton,
John Owens or Jay Ahmed on 0161 834 8877.
You won'’t be disappointed.

Left to right: John Owens, Lisa Garton, Dave Fitton, Janette Hampson. Jay Ahmed, Helen Golding

Janette Hampson

A recent addition to the Reich Personal Lines
team Janette has over 30 years’ experience of
Personal Lines insurance broking dealing with
motor and home covers.

Jay Ahmed

The newest member of the team, Jay recently
joined our busy Personal Lines Department with
the intention of concentrating on our primary
‘High Net Worth’ insurance facilities, including
the Ringley Road Initiative. We are sure Jay has
a bright future with us and he is already making
his mark.

Sharon Winder

Sharon has worked in
insurance broking for
many years and joined
Reich in 1998. She has
always worked in a
Personal Lines
environment and deals
primarily with motor
insurances.

For Property Investors
in Europe

We are delighted to announce that we have
negotiated a special deal with our Premium
Finance specialists, Kaupthing Singer and
Friedlander for European investment properties.
Where you want to spread the payment of
premiums over 10 months, we can now arrange
for the instalments to be paid in €uros!! No
more currency fluctuation risk for Reich clients!!

New Client Service
Manager

John Capel has joined the
team at Reich in the newly
created role of Client
Service Manager. John
previously worked for a
national broker and brings
with him a wealth of
experience in advising clients on various
insurance and risk management solutions.

He is a Fellow of both the Chartered Insurance
Institute and the Institute of Risk Management
and also holds a Masters degree in Risk
Management. His appointment strengthens
our business still further and demonstrates
again that nothing is more important to us
than servicing the needs of our clients.




Every forward thinking financial services company needs a ‘mission statement’. We did not
want to come up with one of the usual wordings which mean so little. We wanted to develop
something unique to us, which we believe encapsulates everything we are about at Reich.

It sums up our ‘can do’ attitude to client service.

“Impossible!” An excuse often used by
people who are happier to accept the
word “no” rather than explore the possible.

Impossible is a concept which will never
feature in our philosophy. At Reich, we thrive
on possibility. We believe that anything is
possible and will do everything in our power
to deliver exactly what you need. Don't settle
for less. Explore the world of possibility and
obtain the ultimate customer experience.
Entrust your insurances to Reich.

Our promise is that we will always do our utmost to ensure that your
requirements are met wherever possible, in the often difficult, and always
competitive, insurance marketplace in which we operate.

We have certainly set our sights high, but we feel we are up to the
challenge - we hope you do too.

Reich
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