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‘Our visionis to
‘be the best and
i blggest digital

‘insurance prowder |

Hastmgs the technology

driven insurance provider,

delivers Stra|ghtf-orvvard

products’and services |
to 2.85 million car, bike,

van and home insurance
customers, and employs
over 3,300 colleagues across
sites in Bexhill; Leicester,
London and Gibraltar.

Read more on pages 10-11

Corporaté responsibility
We approach all stakeholders

“openly, transparently and with

a strong sense of commitment
and use the 4Cs to measure

‘performance and success as

individuals and as a Group.

Read more on page 37




Hastings 4Cs

Our ambitious plans will be delivered
through digital leadership, embracing -
new technology, and investing in-our
“4Cs way of working - which drives our
decision making and continues'to
. guide us as we grow. -
Our 4Cs principles are simple: we believe by creating
the right culture for our Colleagues, and giving them
the right tools to do their job, they will do more for
our Customers, enabling us to grow the Company

profitably and sustainably and allowing us to invest
in the Communities we serve. :

I

‘Helping our

communities

We take our 4Cs full circle .

by investing in and playing

an active partin our local

.communities, read more
on pages 08-09

Driving our vision
and generating value
Our data, technology and digital capability

supports our future growth and continued
. success, read more on pages 06-07

000 -

i

Investing in

our colleagues

We continually invest in supporting our
colleagues and act on-their feedback,

read more on pages 02-03

&

; Improving our service
and digital proposition
Our digitally focused business
is built for the way customers

- want to buy and manage their
insurance, read more on
pages 04-05
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Co"éagues
I ARSEIONIN

We believe that engaged colleagues lead -

to happy customers so we are committed -

to investing in, developing and listening

to our colleagues so they continue to
contribute, thrive and be who they are.

Our priorities for 2020/2021
* Continue to maintain a culture . : ¢
where every colleague can contribute
to the success of Hastings
* Coritinue efforts to increase the
proportion of female senior leaders = .
from the current level of 31%

» Even more training, personal
development and apprenticeships

02 Hastings Group Holdings plc Annual Report 2019



Development

We actively encourage personal
development by offering a range of
options to build the capabilities of
our teams for the future. In 2019
we launched our digital learning tool,
CareerBuilder, with our colleagues having
accessed nearly 16,000 online.courses
and we increased our apprenticeship

- schemes too.

&) Read more on page 40

Reward - B .. Wellbeing -

We believe every colleague can Wellbeing is a key part of our-role

- contribute to the success of the as a responsible employer and we
business. Accordingly, we recognisethe  believe it has a positive impact on
Hard work and dedication of our team both our individual colleagues and
by linking remuneration to personal . the productivity and efficiency of our .
performance and objectives aligned business. Our programme, supported °

to our 4Cs way of working,. : by 77 wellbeing champions, offers an
. : : extensive programme to help colteagues
feel healthier, happier and stronger.

Read moré on page 39 Read more on page 42 ’
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Customers
i 8 1O 1O

We're transformlng our proposmon
~ for a digital future, the channel of
choice for our customers to buy
and manage their insurance.

Our prlorltles for 2020/2021 a L | B )

* Build upon our digital capability
to provide customers with . -
more choice and increase '
digital engagement

¢ Continue to maintain a culture
where customer service and |
‘customer experience is a priority

-+ Continue to provide straightforward ] a T e 2
products at the best price . 5% : 1 8%

Improvement in ' 2019 reduction in customer
customer retention rates service calls per LCP

04 Ha_stihgs Group Holdings plc Annual Report 2019



J= =
Digital B
_Record levels of customers using digital
channels to contact us in 2019, with
the use of MyAccount, Mobile app
and webchat outweighing traditional
channels, such as telephony. Our mobile
app remains one of the highest rated
UK insurance apps and we have seen.
customer service calls per policy reduce
by 18% during 2019.

=] Read more on page 16

(LN

- Customer experience

We aim to continually improve our
customer service and experience
and have seen an improvement in
our Net Promoter Scores (NPS’)

in 2019. Those customers using our
digital propositions have an NPS 11
points higher than the overall score,
increasingly the channel of choice
for customers.

B Read more on page 47

i

Anti-fraud

Fraud remains prevalent in the UK motor
insurance market, with an estimated
£1.2 billion* of fraud committed last year.
We invest in technology to tackle fraud
enabling us to pass on the savings to
customers and keep our prices low.

Our next.generation anti-fraud platform
has enabled us to identify 96% more

-fraud cases in 2019.

Read more on page 32

. *Source: Association of British insurers

yodals 218aie0S
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Company
@310 \@

-,Pricing discipline remains a priority,
‘and we have increased premiums
in challenging market conditions,
whilst continuing to invest in our -
data and digital capability.

ompany

Our prlor|t|es for 2020/2021

¢ Continue investment in technology,
data and modelling techniques

« Diversify by growing multicar, home,
bike and van. Build on the 27%
current year growth in home
customers-and test new products

* Focus on cost management and
delivering on our claims initiatives

* Maintain our dlsmplmed
pricing strategy

"See page 18 for definitions of our KPIs and page 183 for reconciliation to appropriate GAAP measures.
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ACh_aIIenging market conditions

Claims inflation has exceeded premium
inflation-across the industry, and Hastings
has continued to increase prices ahead

of the market. As a result of the elevated
claims inflation, the loss ratio, before the
-impact of the Ogden rate change, is 81.6%,
or 82.6% after the impact of the Ogden
rate change, (page 19), and adjusted
operating profit has fallen to £109.7m.

, Read more on page 23

L
l

Investment.in future
Investment during the year has focused

_on renewals, digital capabilities and

claims'management transformation.
Our new repair services are live,
providing repairs to a much wider
range of vehicles from a choice of more-
repair locations, including mobile repair

. locations, and customers are now able -

to manage their repair services online.
Read more on pages 14-15

‘S§trong capital position
The Group's Underwriting business has

maintained a Solvency |l coverage ratio
of 151% in the middle of our target range
of 140%-160%, and our Retail business

has generated Retail free cash of £76.0m

(2018: £127.7m), allowing the Board
to recommend a final dividend of

5.5p per share.

.Read more on page 28

Annual Report 2019_Hasting§ Group Holdingsplc . 07

3i0daJ 213318438

SJU3WILIS |edueuly JcueuIaA08 2)el0dl0) ’

uonew.oul 13YI0



Communify'
il & O | @

We have a straightforward
approach to community, focusmg
‘our efforts locally so we cansee
the difference we make today and

- for the future. | .

Communi

Our priorities for 2020/2021

» .Continue to focus on the broad
environmental agenda

"+ Continue our ‘Be the Change’ -
mentor programme and.work
with our<harity partners to provide
. meaningful positive contribution
to our local area .
* Build on our 30% Club achievements
- and continue ‘Women in business .
mentoring’

08 Hastings Group Holdings plc Annual Report 2019



Local sponsoréhip '

We have continued our spgnsotship of -

‘Be the Change’, an education initiative
in Bexhill and Leicester, which aims to
" raise the aspirations of local 13 to 14-
year olds. The programme is designed
to provide them with life skills to help
shape their future and give them the
opportunity to make a difference.

Read r.norevon page 58

" Pink Ribbon I;'oundation‘

Our insurePink offering donates £10

" for every insurance policy purchased

to Pink Ribbon Foundation, a breast-
cancer charity. We are pleased that our

" customers have now helped us reach

the milestone of raising over £1 million
for this'good cause. C K

Read more on page 58

Environment©
We have drastically reduced
the amount of single use plastics

available throughout our premises,'
and instead provided compostable

- replacements, cutting down the use
“of nearly one million single use

plastic items per year.

i

Read more on péges 60-62
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Our business modelk

Our vision: Best and biggest
- digital i insurance provider

Inputs

Our 4Cs .
We believe by creating the right culture
for our Colleagues, and giving them the
right tools to do their job, they will do
more for our Customers, enabling us

to growthe Company profitably and

- sustainably and allowing us to invest

in the Communities we serve.

: Read more on page 37

Our brand

.We have an established, well known and

trusted brand. We invest a modest and
targeted amount on TV brand advertising,
to ensure we are the brand of choice
when customers see our price on the

" price comparison websites (PCW’).

Discipline, and strong
capital position
The Group is underpinned by a strong

. capital position, with a disciplined -

approach at the heart of what we do.

Read more on page 22 -

A differentiated business model

Strategically focused on large markets:

4— UK Home market
21 million homes

0.2 million

UK Car market
32 million cars

2.5 million

Customers .Customers
7.7% 1.0%
Share Share '

Built for the way the majority of consumers now

- buy their insurance

We have embraced digital capabilities in order to fully optimise our business
to take advantage of the continued growth in price comparison websites.

UK Car market PCW penetration
2009:45% | 2014. 66% | 2019:75% .

UK Home market PCW penetration
2009: 16% | 2014: 43% | 2019: 59%

Underwriting discipline and separation from Retail .

Our business structure is designed to separate Retail and Underwriting activities
and decision making, with Retail focused on optimising value, and Underwriting
focused on sophisticated risk selection. .-

_ Calendar Year loss ratio”

2015:75.4% | 2016:73.7% | 2617: 73.0% | 2018:75.0% | 2019: 81.6%

Small team, colleague centric culture
We have a small leadership team with committed colleagues, with a focus
on de‘livery, which means we are agile and can move quickly on execution.

Low cost, efficient operating model
We have a volume variable and low operating cost base'with efficiencies to
be delivered through the Guidewire platform and digital processes.

Expense ratio
2015: 15.9% | 2016 13.6% | 2017: 14.0% | 2018: 14 4% | 2019: 15 4%

*Before the impact of changes in the'Ogden rate, see page 19.

“10

Hastings Group Holdings plc Annual Report 2019



We have set out ambitious plans to become the ’best d|g|ta|

insurance provider, which will in turn lead to us becoming one
of the ‘biggest”and a market leader in the UK insurance sector.
Our business model and key differentiators are at theheart of

our ability to deliver on our strategy:.

' élear on where we want to be the best

Our strategic pillars of investment for 2019:;

Drive longer and deeper 0=
customer relationships,
by investing in pricing,
processes and making
things straightforward

for our customers.

[e1—}

Deliver the'most
complete digital
experience to make
things straightforward for
our customers, and easier
for our colleagues.

PR

Remain focuséd on
the impact of vehicle
technology within UK
motor insurance.

=

Read more on page 15

Use new technology to
transform claims handiing,
enabling a faster and more
efficient experience for
our customers, whilst also
reducing claims costs.

Diversify by growing
multicar, home, bike-

- and van and testing
_new products.

Home LCP - 2017: 173k,
2018: 164k, 2019: 209k.

Enhance data, pricing and
anti-fraud systems so we
continue to select the best

customers and offer them -

a better price.

Delivering value

Q00

Colleagues -

3,300

coIIeagues in Bexhill, Leicester, Glbraltar
London and homeworking

&

Customérs

2.’85 million

live customer policies

9

Company

£89.3m

dividents paid during 31 December 2019

&

Commumty

commumty hours completed by our colleagues

1i0das 218a3ens |
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Chair’s statement

Colleague engagement

We have continued to strengthen Board engagement

with our colleagues to ensure that things that matter to
them are well understood and taken into consideration
when decisions are made. |

Engagement with our colleagues has
long been part of the Group's 4Cs
ways of working which underpins
everything we do. Strong two-way
interaction between colleagues and
senior management has long been a
feature of our way of working; this was
. further endorsed in 2017, during my
' time as Chief Executive Officer, when the

Hastings Colleague Forum (HCF') was
formally re-constituted, having been in
place since December 2008. The HCF
comprises elected colleagues from
across the business, proportionately
‘representative of function and location,
and is chaired by a duly elected
colleague. it enables communication
and consultation with colleagues via
an informed representative group and
forms part of the wider approach to
colleague communications, both formal
and informal, which support our open
and transparent culture. Mindful of
its obligations under the revised UK
Corporate Governance Code, and taking

-into‘account my previous role in the
business, the Board has designated
‘me to represent colleagues’ views.

The HCF regularly meets with senior
executive management, including
Toby van der Meer, Chief Executive
Officer, and Carole Jones, Group HR
Director. This year Tom Colraine, Senior
Independent Director and Chair of

- the Remuneration and Nomination
Committee, joined me at a number of
meetings with the HCF; it was helpful for
Tom to hear first-hand comments from
colleagues. The HCF's jnaugural Annual’
General Meeting was held in London this
summer; an all-day event attended by
over 40 colleague representatives. .

12 Hastings Group Holdings pic Annuat Report 2019 o



~ “Strong two-way interaction between
colleagues and senior management has
long been a feature of our way of working”

The meeting provided an opportunity
for all colleague representatives to meet
their counterparts across the business
and to discuss matters with myself, Tom,
Toby and Carole. The meeting covered

a number of topics relating to business
performance, operational matters,
benefits, pensions, colleague wellbeing,
childcare, diversity and gender
based pay. A number of actions were
agreed and these will be considered

by management and the Board over

the coming months: | keep the Board
updated on matters discussed and
ensure that they are aware of issues and
concerns that affect our colleagues.

In addition to interactions with the HCF,
the Board is also provided with updates
from the Group's annual colleague
engagement survey YourVoice and
visits the Group’s operating sites to
“enable all Board members to meet with
colleagues directly. Toby, in his role as
Chief Executive Officer, also provides

regular updates on colleague matters at '

meetings of the Board. Colleagues are
also encouraged to contact me directly
should they have any matters that they
would like to raise with me outside of
formal meetings.

" Qur colleagues are fundamental to the
Group’s success, being the primary
point of contact with our customers.
Itis very important for the Board to
hear directly from colleagues, either
on any issues and concerns they may
have or on the positive things that
make Hastings a great place to work.
On behalf of the Board | would like
to express my thanks to all of our
colleagues - it is their knowledge,
skills and professionalism that make a
difference to our customers and other
stakeholders and enables us to continue
to grow and enhance the Hastings
brand and reputation.

Board Composition and UK
Corporate Governance Code 2018
(‘the Code’) Compliance

Richard Hoskins joined the Board as
Chief Financial Officer in April 2015

and played a significant role guiding

the Group through its IPO in October
that year. Over the past four years he
helped it deliver sustained profitable
growth underpinned by disciplined

cost management. After over four

years, having made the decision to
retire, Richard stepped down in May
2019; | would like to thank him for his
contribution to the Group during his
time. John Worth joined us on 10 May
2019 from MS Amlin where he was Chief
Financial Officer; on behalf of the Board
| welcome John.

Due to.external commitments, lan
Cormack left the Board on 23 May 2019
having served since September 2015.
On behalf of the Board | thank him

for his contribution as Non-Executive '
Director and wish him well for the
future. The Nomination Committee
reviewed the composition of the Board
and made a recommendation that no
further Director appointments would
be made at this time as it considers
the composition of the Board remains
appropriate in terms of its size,
independence, and diversity. The
Board continues to have a majority of
independent Non-Executive Directors

~as.well as meeting gender diversity

targets with at least 33% of the Board
being female. | am pleased to say that
the Board has significantly increased its
gender diversity since its IPO in 2015,

. when there were no female Directors;

the Board now has four female
members: 36% of the-Board.

The Company recently responded to
the Sir John Parker Review survey on-
the composition of the Board in relation
to the number of Directors with Black,
Asian and Minority Ethnic (‘BAME")
origins. The proportion of Directors
who identify themselves as BAME is
18%. Whilst this figure is slightly lower
than the overali composition of our
colleague population as a whole, in line
with the Company'’s stated policy, the
Nomination Committee continues to
consider director and senior leadership
candidates from diverse ethnic and
social backgrounds.

| am pleased to report that we are fully

compliant with the Code, which came
into force from 1 January 2019, with the
continued exception of one provision
in relation to me not being considered
independent upon appointment as
Chair of the Board. Further information
on Code compliance is contained later
in this Report. -

Shareholder value - dividends
The Board remains confident in the -
Group's long term prospects and is
pleased to propose a final dividend of
5.5p per share. This dividend will be
paid on 29 May 2020 to shareholders
on the register on 17 April 2020 with .
an ex-dividend date of 16 April 2020.
Following the interim dividend of 4.5p
per share paid in November 2019, this
brings the total dividend for the year to
10.0p per share. This final dividend is
subject to shareholder approval at the
Annual General Meeting to be held on
21 May 2020.

Gary Hoffman
Chair
26 February 2020.

1J0das di18a1e.435
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‘Chief Executive Officér's statement o

Towards a digital future

Continued investment to build the best
and biggest digital insurance provider.

. Looking back over 2019, | am immensely
proud of the progress that the Hastings
team has made in delivery towards our
vision and strategy. It's not been an
easy market environment, with lower

- . pricés and rising claims.costs impacting
. ' our financial results for 2019. Through
' : * acombination of pricing discipline and
strategic investments, we remain well

* positioned for 2020 and beyond, taking
advantage of the evolving market,
consumer and technology changes.

We also continue to monitor and
support the regulatory reforms which
are likely to conctude during 2020,

“including the FCA market pricing study
and the whiplash reforms.

Throughout the year, we have continued
to invest in our digital capabilities to
ensure that we become the best and
biggest digital insurance provider in

the UK. In addition to the launch of

new online functionality, our mobile

app remains the number one rated UK
insurance app, providing customers with
an easy way to manage their insurance,
“as well as keeping us low cost. 38% of
customers now make policy adjustments
online and via the app and we've seen

an 18% reduction in customer service
calls per policy, and happier customers!
‘This continued focus on digital will allow
us to remain sustainably low cost-and
give customers the best prices, with
great service. )

As a result of some great work from our -
colleagues, new renewal pricing models
and the launch of our new custom built
technology loyalty tool, our already
strong customer retention rates have
improved further. This has supported
ongoing growth-in our customer base
and we finished the year with around

* 140,000 additional customers;
a good result in a competitive

“market environment.

14 Hastings Group Holdings p!c Annual Report 2019



“Our continued focus on digital will
allow us to remain sustainably low cost
and give customers the.best prices,

with great service”

I am also pleased with our progress.
on claims transformation. During the
year we transitioned to our new claims
service providers which will enable us
to provide an even better customer .
experience as well as reducing our
claims costs through a higher quality
and larger network of repair centres,
with new mobile repair capability also
saving our customers’ time and hassle.

There is more to come and we have
ambitious plans for 2020.and beyond.
Our initiatives aim to further strengthen
our existing technology and people
capabilities, setting us up to be market -
leaders in pricing, anti-fraud and digital.
. This will continue to be underpinned
by our focus on remaining low cost
.and delivering strong returns for
shareholders. Consumer switching is
set to continue and digital channels,

including price comparison websites

in particular, continue to grow at the
expense of more traditional distribution
models. All of this plays to our core
strategy of proving good value products’
in an accessible way for customers,
enabled by digital technology.

Fundamental to our success are our
colleagues and culture, as framed

by our 4Cs approach. Our colleague
engagement scores remain high. In

fact, in 2019 we achieved the second
highest score in the company’s history,
which is also in the upper quartile when
compared to other companies with over
3,000 employees. We have achieved
this through further investing in training
and career development and actively
managing the diversity agenda, including
ensuring the progression of women into

- senior roles. I'm really pleased we hit our

30% Club target a year early and
will now focus on this to drive even more
leadership diversity in 2020 and beyond.
We are also doing more for local

charities and the environment, including

the removal of single use plastics. . still
can't believe the amount of single use
plastic we have been able to remove
and am proud of how colleagues have

* embraced this.

Overall, | am very pleased with what our

3,300 colleagues have achieved and.itis

.an honour and privilege to lead such a
_great team.

Toby van der Meer
Chief Executive Officer
26 February 2020

Our transformational initiatives - our focus for 202072021

Customer retention

Through further testing and léarning
of new renewal pricing. approaches and
investment in operational processes

we aim to further enhance our customer

retention rates.

Diversify

We will continue to diversify by growing
multicar, home, bike and van and also
“testing new products, supporting our
vision to be more diversified by 2023.

QOc—
Oc—
Oc—

Claims transformation

"Using technology, including automation
and increased sophistication in data/
analytical tools we will enable further
optimisation of our claims processes
enabling us to better control -

claims costs.

&7

AR
Vehicle technology

Continued focus on understanding
the impact of vehicle technology on
claims costs, therefore influencing
our underwriting and‘pricing, and
exploring data opportunities.

Digital

Enhancements to our online capability
through "MyAccount’ and mobile

app will step change the self-serve
functionality for our customers, further, |
improving the customer experience. .

(A

Market leading pricing
and anti-fraud

Continued investment in technology, " -
data and modelling techniques

to further increase the volume of .
targeted price changes and enhanced
fraud detection capability so we
continue to select the best customers
and offer them a better price.

Annual Report 2019 Hastings Group Holdingsplc . 15
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Market overview

‘What's shaping our market?

We review thé trends and dynamics of our market on
an ongoing basis to stay ahead of the curve in terms of
competitive positioning. Our industry expertise informs.
how we develop products, approach mdustry issues and

~drive Iong term growth.

47 s_tar :

i0S rated mobile app

higitalisation and technology

. Bemg at the forefront of digital and technologlcal

advancements provides opportunities

The opportunity

* Digital processes continue to
change the way our customers
want to interact with us

Technology enables automation
and enhanced sophistication,
including in advanced modelhng
techmques

Our approach -
.* Striving to deliver the most

complete digital experience
for our customers

Utilisation of digital channels
continues to increase through
our MyAccount portal, mobile app
and digital claims notification ’

Continuing our programme of
investment in technology, across
pricing, underwriting and, on claims
including the introduction of our
next generation anti-fraud platform

Market motor premium and claims trends

Market average premiums have started to increase

to reflect rising claims costs

" The opportunity _
* Increasing sophistication in vehicle

Our approach
* During 2019 we have contmued

- 10%

average annual increase

in the cost of accidental .

damage claims over the
last three years'(ABI)

technology continues to drive up
repair costs, whilst third party
property damage and credit hire
costs also continue to increase

out during 2018 and 2019, and the
longer term downward trend is likely
to continue due to improved vehicle
technology and road safety

* Average premiums have shown signs

of improvement since-Q2 2019, with
" increases becoming more sustained
towards the end of 2019

The frequency of claims has levelled -

to increase our prices ahead of

the market

We are transforming our claims
management processes, including
the integration of our new repair

- service provision, which will

enable us to further control

repair cost inflation

We continue to invest in capability,
including risk selection, pr:cmg and’

_ anti-fraud

16 Hastings Group Holdings plc Annual Réport 2019



25,000

serious accidents expected

to be prevented by connected
and semi-autonomous
vehicles by 2030*

£35

per policy - the amount
the-Government expects
to be saved through
whiplash reforms

£1.2 billion
the expected »

- amount of fraud in
the UK motor ;ector"*

<

Vehicle technology

Changes in vehicle technology gives rise to risks,

The opportunity

» Theincreased prevalence of electric

and hybrid vehicles, in place of

petrol and diesel powered vehicles,
is changing the insurance industry .

* Automatic braking and vehicle
sensors are making new vehicles

- safer and resulting in fewer accidents
Fully automated vehicles are many
- years away, but could change the
nature of»in,s'urance inthelongterm

* We are investing in data, including
the impact of vehicle technology
on claims costs, to influence our
pricing and risk selection

*source: Society of Motor Manufacturers & Traders

Regulation

‘but also opportunities for the insurance industry
-Our approach ’

We have an internal working
group researching all elements
of vehicle technology

A number of regulatory reviews are likely

to conclude during 2020

The opportunity

* Whiplash reforms aiming to -
reduce the cost of soft tissue
claims pfanned to be effective
from April 2020 C

¢ The FCA interim report on the
review of pricing practices was
released in October 2019, with a
final report, including proposed
remedies expected in the first
quarter of 2020

* Fraud

- our approach '

We are supportive of any
regulation which reduces
fraudulent claims and
encourages treating

_customers fairly

We maintain an open and
transparent relationship
with all regulators

We will continue to monitor

developments during 2020, but we
“consider the Group's agile business
model to be well placed to deal with

the potential outcomes

Fraud continues to become more sophisticated and

The opportunity -

* Application fraud is widespread

¢ Serious organ'ised fraud, such as
claims fraud and ghost broking is

becoming more sophisticated

**source: Association of British Insurers

-remains prevalent, to the detriment of honest customers,
and continues to drive up claims costs in the industry

Our approach

A blended approach using

advanced technology combined

with specialist field agents

A dedicated team of over
250 colleagues tackling fraud

Next generation platforms .

“including NetReveal from

BAE systems, utilising new data
sources and analytics tools

" - tofurther enhance fraud

detection capabilities
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Key performance indicatdrs. .

Our KPIs

Our key performance ihdicatdrs (’KAPIS’) outlined below are used

to monitor our overall strategic progress and shareholder value.

Financial KPIs

Measure . Data

Profit after tax

Profit after tax is an IFRS measure
representing the Group’s performance
including interest and taxation expense.

-Performance’

Profit after tax decreased by 47% to .
£69.7m as a result of the reduced
adjusted operating profit.

Adjusted operating profit

Adjusted operating profit is the Group's
primary profit measure used to assess
operating performance and reflects

the results of underlying trading. It is

a non-IFRS measure, defined as profit
before taxation expense, finance costs,
amortisation and depreciation and
non-trading costs. '

Adjusted operating profit is reconciled
to IFRS profit before tax on page 185.

'Adjusted operating profit of £109.7m, -
“which has reduced by 42%.

This is as a result of the 5.1% increase in
live customer policies being more than

~ . offset by claims inflation continuing

ahead of earned premium inflation, -
the recognition of a VAT refund in 2018,
the impact of the Ogden rate change
and increased underwriting levies and
higher expenses as the Group invests in

its strategic initiatives.

Adjusted operating
profit margin . _
Adjusted operating profit margin

" measures the Group's operational
efficiency. It is adjusted operating profit
as a percentage of net revenue and is a
non-IERS measure. '

Adjusted operatirig profitis fecpnciled
to IFRS profit before tax on page 185.

- The adjusted operating profit margin

has declined from 25.2% to 14.8%. "

. -Netincome has remained stable inthe
- . challenging market, whilst loss ratio

has increased due to claims inflation
being ahead of premium inflation, and
expenses have also incredsed due to

- the recognition of a VAT refund in 2018,

the impact of the Ogden rate change .

“and increased underwriting levies and

strategic initiatives.

.18
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Measure . Data

Calendar year loss ratio
Calendar year loss ratio is an
alternative.performance measure
of underwriting performance,
representing net claims incurred,’
including development of prior
years, as a percentage of net earned
premiums for the period.

The measure is quoted before and
after the impact of the Ogden rate
change to enhance comparability.
The Ogden rate is set by the UK
. Government’s Lord Chancellor and is
used by the Courts to calculate lump
sum personal injury compensation
-payments. The Ministry of Justice
undertook a review of the Ogden rate
and announced on 15 July 2019 that
the conclusion of the review was to -
increase the Ogden rate from minus
0.75% to minus 0.25% with effect from
"5 August 2019. The announced rate”
is lower than both the rate at which .
large bodily injury claims have been
settling and the original guidance
provided by Ministry of Justice of
between 0% and 1%. Since the date
of the announceément, the Group has
reflected the rate change to minus

Performance

The calendar year loss ratio, after

© the impact of the Ogden rate change

is 82.6%. : ’

Before the imbact of the Ogden rate -

change, the loss ratio is 81.6%..

The Group's increased caléndar year
loss ratio is due to elevated claims =~
inflation experienced in the year, at an
underlying rate of 7%-8%, with inflation

" experienced across third party credit

hire costs, repair costs and larger

bodily injury costs. ’

The Group's calendar year loss ratio

is outside the full year target range

of 75%-79% as claims costs continue

to be elevated. The Group continues to
monitor claims trends and maintain its
pricing discipline to apply price increases.

0.25% in estimating claims liabilities.

Expense ratio

Expense ratio is a measure of
underwriting operational efficiency,
represented as net Underwriting
expenses relative to net earned
premiums. ‘

Underwriting expenses include the
costs of acquiring and operating
insurance contracts and are included
net of reinsurance cost contributions
in this ratio. Reinsurance cost
contributions are received through
reinsurance commissions, direct

cost contributions and other profit
share arrangements.

The Group's expense ratio increased
over the prior year predominantly

as the Group incurred an increase in
underwriting levies and investment in

-Strategic initiatives.

-
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Key performance indicators continued

Financial KPIs continued

Measure . . ’ Data ) Performance

Combined operating ratio - ’ The Group's combined operating ratio
. Combined operating ratio.is a measure : ) after the impact of the Ogden rate

of the Group's overall underwriting. ot change is 98.0%.

performance. It is the sum of the .. ’ ) :

calendar year loss ratio and the A ' _ The Group delivered a combined

éxpen;e ratio, as.defined above. ) . operating ratio of 97.0%, before the

See page 183 for reconciliation . o C - ‘ . impact of the Ogden rate change,

to expenses. ) ’ . : reflecting higher claims experienced

. during the year along with increased
underwriting levies.’ .

- Solvency Il coverage ratio AICL is well capitalised and its Solvency

" The Group’s Undeririting business, . C : : . licoverage ratio continues to track the
Advantage Insurance Company Limited target range of 140%-160%. '
{(AICL), is subject to the Solvency Il , ‘ ‘
(‘SI") capital adequacy regime. : - The Solvency Il coverage ratio before
The unaudited Slt coverage ratioisa - ) deducting the anticipated intercompany
calculation representing AICUs own 4 ' dividend from AICL to Hastings Group -
funds, as measured under SlI, against ' ) ’ . Holdings plc for the year ended
its capital threshold, in accordance - . 31 December 2019 was 156%

" with the Solvency Capital Requirement ' o -(2018: 194%).

('SCR’). This is calculated in accordance
with the EIOPA Solvency !l Directive .
and as required by its regulator,

the Gibraltar Financial Services

Commission (‘GFSC').
Net debt leverage multiple . . . The net debt leverage multiple increased
The net debt leverage multiple ' ) 10 2.1x as at 31 December 2019, driven

- measures the Group's net debt relative : : ) by the decline in adjusted operating
to its profit generation and reflects the. ' ’ .~ profit, during the year.
Group's cash generation, level of debt - . .
and growth in profitability. ) - The Group’s net debt has remained

LS o .- _ stable with closing net debt for the year

Itis calculated as the Group's net debt o o _— at £232.4m (2018: £230.9m). The Group's
divided by adjusted operating profit. . debt is provided through £250m of fixed
Net debt is calculated as gross debt R : : . rate Bonds repayable in 2025 and is
less Retail free cash and corporate free . R ‘expected to remain at this amount
cash. See page 184 for reconciliation to over thelongterm. = - .

cash and cash equivalents.
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Non-financial KPIs

Measure.

Live customer policies (LCP).

- Live customer policies is a key )
performance indicator for the Group
and represents the tota! number of
policies currently in force.

Data

Performance

The Group achieved a5.1% yearon . '

year growth.in policies, to 2.85 million
customers as at 31 December 2019,
due to the improvement in the Group's
strong retention rates. The Group
continues to prioritise pricing discipline
overvolume. -

Share of total stock
~ (private car)

Share of total stock (private car)is a

measure of the Group's share of the

total UK private car population as

at the end of each year.,

The Group's prviv'ate car market share ha

S

continued to increase, reaching 7.7% as at

31 December 2019.

110das 21833808
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Chief Financial Officer's statement

‘Disciplined approach
to achieving growth

We've maintained our focus on pricing d|SC|p||ne and have
increased. premiums in a competitive market environment,
whilst continuing to invest in our strateglc |n|t|at|ves

and d|g|ta| proposmon

] Financial highlights
* » Gross written premiums stable at
£961.6m for the year (2018: £958.3m).
The Group's underlying average
premiums were up 5% with the increase
in-prices being offset by a change in the
risk mix of business.
* Growth in live customer policies
('LCP’) to 2.85 million, up 5% from
last year driven by continued strong
retention rates. .
* Further growth in home to 209,000
policies, a 27% increase year on
year, as we continued to enhance the
capabilities of the Group's in-house
underwriting team and work with third -
‘party panel members.
Adjusted operating profit' of £109.7m
(2018: £190.6m) or £118.1m before
the impact of the Ogden rate change
(2018: £176.0m before the one off
VAT recovery).
Profit after tax for the year of £69 7m
(2018: £130.6m).
«- Calendar year loss ratio? before the
" .impact of the Ogden rate change of
81.6% (2018: 75.0%), or 82.6% after
the impact of the Ogden rate change.
This has been driven by elevated market -
claims inflation, with increases in
repair and third party credit hire.costs,
N : : . and a small number of larger bodily
’ : injury losses.
Free cash generation® of £141.0m
for the year ended 31 December 2019 -
(2018: £167.7m)., :
Strong solvency position, with our
) underwriting subsidiary achieving
- . Solvency Il coverage ratio of 151%
(2018:161%), or 156% before deducting
the anticipated dividend due to be paid -
to the Group entity in the first half
of 2020.
Final d|v1dend proposed for 2019
of 5.5p per share (2018: 9.0p per
share) which, together with the interim
dividend of 4.5p per share, equates to a
total dividend payout ratio of 88.0% of
adjusted profit after tax* (2018; 58.9%).
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" "We will maintain our pricing discipline
and continue to write business targeting

the 75%-79% loss ratio”

Conditions in the motor market have
remained competitive, with claims
inflation exceeding premium inflation
across the market. Whilst market
premiums started to improve over much
of 2019, the average across the year
remain lower than in 2018. Furthermore
the market is experiencing elevated
claims inflation, which is now estimated
to be running at 7%-8%, across the

- industry. This reflects increases in
repair and third party credit hire costs,
together with a small number of larger
bodily injury losses. As a result of the
heightened claims experience, the
full year loss ratio, before the impact
of the Ogden rate change, is 81.6%.
This is outside the Group’s full year
target range of 75%-79% and, as a
consequence, adjusted operating profit

_for the year has decreased to £109.7m.
We will maintain our pricing discipline
and continue-to write business targetlng
the 75%-79% loss ratio.

The Group has maintained its pricing
discipline, with average motor premium
prices increasing by 5% during 2019.
The impact of this increase on gross
written premiums has been offset

by a change in the risk mix of business
that is aimed at lower risk segments
and a reduction in younger drivers.
With premium prices increasing

ahead of the market, new business
competitiveness has reduced. However,
this has been more than offset by a -
sustained improvement in retention,
rates by 5 percentage points. Together,
this means that motor LCP has grown
by 3.7% to 2.64 million.

-

Our strategy with respect to growing our
home book has been progressing well
with home policies. growing 27% year on
year t0-209,000 thanks to the Group's
embedded in-house home underwriting
capability and the support of the third

" party panel members.

The regulatory environment continues
to evolve. We rémain supportive of the
Financial Conduct Authority’s Market
Pricing Study and have provided input
and insight throughout the process.
The Study is well progressed and
conclusions are expected to be
available during the first quarter of
2020. We remain well placed to respond
to ‘conclusions which aim to further

‘protect consumers.

Similarly, we are supportive of the
Whiplash Reforms outlined in the 2018
Civil Liability Act and are working with
the Motor Insurance Bureau, which is
currently still aiming to introduce the
Reforms on behalf of the Ministry of
Justice by April 2020.

Furthermore, we don't expect any
material impact on our business
following the UK's withdrawal from the
EU and, specifically, the UK Government-
and Government of Gibraltar have
committed to ensure the passporting
provisions for financial services firms
between Gibraltar and the UK remain

in place following the end of the
transition period.

The Group remains highly cash
generative and has generated retail
free cash of £76.0m-in the year,

the reduction since last year being

" in line with market pressures and
. expectations. Net debt has remained

stable in 2019 with funding secured by
the long term fixed rate Bonds issued
in 2018. The Group’s Underwriting
business, AICL, is well capitalised and
its Solvency Il capital ratio of 151%
continues to track the target range

of 140%-160%.

“We are proposing a final dividend of

5.5p per'share (2018: 9.0p per share),
which, together with the interim
dividend, represents an overall payout
ratio of 88.0%, ahead of the Group's
payout ratio target range of 65%-75%

: through the cycle.

John Worth
Chief Financial Off‘cer
26 February 2020

Adjusted operating profit is defined as profit before taxation expense, finance costs, amortisation and depreciation and non-trading costs.

2 Calendar year loss ratio is 8 measure of underwriting performance, representing net claims incurred as a percentage of net earned premiums.

- Expense ratio is a measure of underwriting operational efficiency, representing the Group's share of incurred operational and acquisition expenses
over net earned premiums. The combined operating ratio is a measure of the Group's overall underwriting performance and is the sum of the calendar
year loss ratio and the expense ratio. See page 183 for a reconciliation of the calendar year loss ratio, expense ratio and combined operating ratio.

3 Group free cash consists of Retail free cash and Corporate free cash. Retail free cash comprises cash held by the Retail business in excess of the regulatory
capital required, and excluding cash held on behalf of insurers. Corporate free cash comprises cash held-in Group entities which are not subject to FCA or
Solvency regulations. See page 184 for-reconciliation of cash and cash equivalents to free cash and Group free cash generated. .

4 "Adjusted profit after tax for the purposes of the dividend payout ratio is profit after tax adjusted to exclude the post-tax impact of non-irading items

and share scheme costs.
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Chief Financial Officer’s statement continued

Summary'consolidated statement of profit or loss

Year ended

" .31 December 2019 -

31 December 2018

s

Non- Non--
Underlying trading Underlying trading
trading? items? Total trading? items? Total
. £m £m © Em . £m £m £m
" Gross written premiums . 961.6 = - 961.6 958.3 - - 958.3
Net earned premiums. 439.3 - 4393 4407 - . 4407
Other revenue 291.6 - 291.6 308.7 = 308.7
Investment and interest income. 10.4 - 10.4 7.0 - 7.0
Net revenue ) 741.3 - 741.3 756.4 - 756.4
Net claims incurred (362.7) - (362.7) (330.6) - (330.6)
Acquisition costs . (76.4) - (76.4) (74.6) - (749)
Other expenses (192:5) - (192.5) (160.6) - (160:6)
| Adjusted operating profit" 109.7 190.6
Impact of Ogden rate change 8.4 -
VAT refund in respect of prior penods ) - (14.6)
Adjusted operating profit before specific items 118.1 176.0
Amortisation and depreciation ° (15.8) 20) . (17.8) (75 (215  (29.0)
Finance costs {9.6) (0.2) (9.8) (8.5) (0.2) (87)
Taxation " (12.8) 04 - (12.4). (26.1) - 3.8 (22.3)
Profit-after tax 71.5 (1.8) 69.7 - 148.5 (17.9) 130.6

Net revenue is down 2%, to £741.3m, reflecting the earn
through of lower average premiums, including the impact of
the change in risk mix, and lower reinsurance commission.
Thisis partially offset by the growth in customer numbers.
Adjusted operatmg proflt decreased by 42% to £109.7m,

due to an increase in thé calendar yéar loss ratio, the impact

refund in 2018.

T Adjusted operating profit is defined as profit before taxation expense, finance costs, amortisation and depreciation and non-trading costs.
2 Non-trading items are defined as expenses or earnings that are not represéntative of the operating activities of the Group and include Group reorganisation, *

refinancing and transaction costs and the impact of accounting for business combinations.

-of the Ogden rate change, increased underwriting levies and
-investment in strategic initiatives, and the recognition of a VAT -
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Gross written premiums

Net revenue

- Year ended - Year ended

31 December 31 December 31 December 31 December
2019 2018 "2019 12018
" Gross written premiums by product .. Em - Em  Netrevenue by type £m £m
Private car ] 924.7 919.5. Net earned premiums 439.3 - 440.7

van o .. 89 . 136 . _
Bike : ) 18.5 181  Fees and commission 99.8 1012
Home : 9.5 71 Ancillary product income 54.8 496
Total gross written premiums - 961.6 958.3  Premium finance interest 105.6 104.0
: ) - - Reinsurance commissions ) 77 353
Total gross earned premiums 965.0 949.9  Otherincome 23.7 . 18.6
) Other revenue 291.6 - 3087

_The Group increased gross written premiums by £3.3m, with :

the 5.1% growth in LCP partially offset by the 3.3% reduction Investment and interest income 10.4 70
in average motor written premiums. Underlying premium 741.3 756.4

_ prices increased 5% during the year, with this increase in
prices being offset by a change in the risk mix of business that
is aimed at lower risk segments and a reductionin younger
drivers, The'growth in policy numbers is supported by the

continued focus on retention rates. The Group's UK car
market share increased to 7.7% from 7.5%.

- Hastings is an establishéd brand in a market of 32 million cars

and 21 million homes. Customers in both of these markets are
increasingly using digital channels, primarily PCW, to purchase
their insurance. These market dynamics, coupled with the
continued programme of investment in digital capabilities,
means Hastings is well positioned to drive future growth.

Advantage Insurance Company Limited (AICL), the Group’s
Underwriting business, has continued underwriting home
policies and, with the support of the Group's third party home
panel insurers who joined in 2018, the Group has mcreased
home LCP for the year by 27%.

Net revenue

Net revenue decreased by 2% to £741.3m for the year

(31 December 2018: £756.4m) predominantly due to
reinsurance commissions having reduced by 78% as.a

result of a higher loss ratio. Retail income per policy,
including fees, ancillaries and premium finance interest,

was largely consistent year on year. Investment and interest
income increased by 49%.

‘ —0—0—

£

gross written premium for the
year ended 31 December 2019
(2018: £958.3m).

£061.6m 7.7%

private car market share
at 31 December 2019
(2018: 7.5%)
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Chief Financial Officer’s statement continued

Loss ratio, expense ratio and
combined operating ratio

-Summary consolidated

balance s__heet

Year ended

: 31 December 31 December
Combined operating ratio reconciliation | : 2019 2018

Accident year loss ratio before the

impact of change in Ogden rate 81.8% 76.1%
Prior year development before the - . .
impact of change in Ogden rate (0.2%) (1.1%)
Calendar year loss ratio before the
impact of change in Ogden rate 81.6% . 75.0%
Impact of change in Ogden rate o
. on accident year loss ratio 0.1% -
Impact of change in Ogden rate i ’
on prior year development 0.9% - -

Impact of change in Ogden rate

on calendar year loss ratio 1.0% -
- Calendar year loss ratio’ 82.6% 75.0%
‘Calendar year loss ratio' 82.6% 75.0%
Expense ratio? 15.4% 14.4%
Combined operating ratio? 98.0% 83.4%

The calendar year loss ratio excluding the impact of the
Ogden rate change is 81.6%: The year on year increase in loss
- ratio is due 1o market wide claims inftation and the Group's
lower earned premiums, as well as lower releases from prior
periods. Claims inflation remains elevated and ahead of
earned premium inflation, reflecting increases in repair and
third party credit hire costs, slightly higher winter frequencies
than the prior year, and a small number of larger bodily injury
losses, which has resulted in a higher calendar year loss ratio.

The calendar year loss ratio after the impact of the Ogden rate
change, which increased claims reserves for current period
and previous years, is 82.6%. .

The expense ratio increased to 15.4% mainly due to the rise in
the rate of Motor Insurers’ Bureau underwriting levies as well
as investment in strategic initiatives.

Taxation )

The tax charge for the yearwas £12.4m (2018: £22.3m),
representing an effective tax rate (ETR’) of 15.1% (2018:
14.6%). The tax charge has reduced as a result of a reduction
in-profit before tax. The ETR has increased due to lower

. taxable profits earned by Underwriting, which is taxed in
Gibraltar, and higher taxable profits earned by Retail, which
is taxed in the UK. The Group's future ETR will depend upon

* the mix of profits taxable in the UK and Gibraltar as well as -
the prevamng tax rates. .

Py

As at
31 December 31 December
: 2019 - 2018
£m £m
Assets ] . T
Goodwill - ‘ o 470.0 470.0
Intangible assets - 877 . 805
Property and equipment 226 227
Deferred income tax assets : 5.6 6.6
Reinsurance assets 1,365.0 . 1,212,
Deferred acquisition costs 343 345,
Insurance and other receivables © 450.5. 452.3
Financial assets at fair value’ 583.4 558.0
" Cash and cash equivalents 160.9 146.0
Total assets - 3,180.0 2,982.7
Liabitities .
Loans and borrowings 245.3 2443
insurance contract liabilities 2,023.7 1,820.8
Deferred income tax liabilities 8.0 8.5
Current tax liabilities : 3.2 147
Insurance and other payables 2577 2434
Total liabilities- 2,537.9 2,331.7 -
Net assets 642.1 651.0

The Group’s net assets decreased from £651.0m to £642.1m

as at 31 December 2019. Working capital, insurance contract

liabilities and related reinsurance assets have increased as a
result of the continued growth of the business and a higher.
level of claims costs.

Insurance contract liabilities

‘Total insurance contract liabilities of £2,023.7m at

31 December 2019 (31 December 2018: £1,820.8m)
comprise £477.4m (31 December 2018: £480.7m) of
unearned premiums, which are deferred and recognised in
the Statement of Profit or Loss in subsequent periods, and

outstanding claims liabilities of £1,546.3m (31 December 2018:

£1,340.1m). Gross outstanding claims liabilities have increased
due to the greater exposure from the increase in LCP and the

-impact ofcla|ms inflation.

‘The Group applies a consistent reserving }Tlethodology to

calculate an internal actuarial best estimate and an additional

-risk margin. The Group's reinsurance programme, described
. below, manages insurance risk and protects against volatile

movements typically caused by large bodily injury claims.

Calendar year loss ratio is a measure of underwriting performance, representing net claims incurred as a percentage of net earned premiums.

2 Expense-ratio is a measure of underwriting operational eifaency representing the Group's share of incurred operational and acquisition

expenses over net earned premiums.

'3 The combined operating ratio is a measure of the Group's overall underwriting performance and is the sum of the calendar year loss ratio and the
expense ratio. See page 183 for a reconciliation of the calendar year loss ratio, expense ratio and combined operating ratio.
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Reinsurance contracts

As at

31 December 31 December

: © 2019 2018

Reinsurance contract assets by credit rating £m £m
AA A 1,020.9 848.5
A _ 3441 362.4
BBB . - 1.2
Total relnsurance assets 1,365.0 1,212:%

-Reinsurance assets, comiprising reinsurers’ share of
outstanding claims liabilities and unearned premiums,
increased to £1,365.0m as at 31 December 2019

(31 December 2018: £1,212.1m).

The Group uses excess of loss and quota'share reinsurance
arrangements to limit its exposure to claims. The motor
excess of loss programme limits the Group’s exposure on any
individual event to £1.0m and the quota share arrangement

provides 50% cover on motor claims incurred, after the excess -

of loss recoveries. These arrangements reduce the volatility
that could otherwise be caused by individual large-claims.

The Group's reinsurance programme carefully manages

The following table shows the net debt movement
for the period:

110das 31831008 4

Year ended
31 December 31 December
2019 2018
£m £m
Opening net debt 230.9 2543
Retail free cash generated? (76.0) (127.7)
AICL dividend received (65.0) (40.0)
Group free cash generated (141.0) (167.7)
Retail and Corporate taxation paid 181 20.5
Capital expenditure 216 200
Dividends paid : 89.1 85.5
Interest, corporate and
refinancing cposts 13.7 161
Discount on issue of 3% Bonds . - 2.2
Closing net debt 232.4 .2309

. During the year, the Group generated £141.0m of free cash

(31 December 2018: £167.7m) comprising Retail free cash
geneérated of £76.0m and the £65.0m dividend declared
and paid by AICL. N

As at 31 December 2019 the net debt leverage multiple was
2.1x, after the payment of the interim dividend, an increase
from 1.2x last year as a result of a lower adjusted operating
profit. The Group's net debt remains stable and the Group
remains cash generative. The Group remains comfortable
with the level and structure of debt which is provided
through a long term fixed rate Bond repayable in 2025.

Investments
insurance risk by working with a range of high quality, highly
regarded and stable reinsurers. The Group has successfully Asat
placed its 2020 reinsurance arrangements on largely the same ) n Dece"z‘gfg" L Dece’;‘gfé
terms as 2019, with an increase in the cost of excess of loss e and £m £m
insurance. The Group believes this increase is at the lower AAA and AA 323.3 305.2
end of the range of market increases for 2020. A '254.3 2279
. BBB 142.5 147.4
Cash and net debt Less than BBB : 11.9 12.8
As at Not rated . 12.3 10.7
31 December 31 December  Total cash and cash '
2019 2018 equivalents and investments. 744.3 704.0
£m £m
Loans and borrowings . 245.3 2443 The Group's conservative investment strategy primarily
* Add back transaction costs 47 5.7 . focuses on capital preservation and seeks to align the
Gross debt 250.0 250.0  duration of the assets with the underlying insurance liabilitjes,
Deduct: As at 31 December 2019, the Group's percentage of the total
Retail free cash' (15.7) (15.7)  portfolio of investments rated A or equivalent and above was
Corporate free cash' -(1.9) (3.4) 78% (31 December 2018: 76%). The weighted average credit
Free cash' (17.6) (19.1)  rating of investments and cash and cash equivalents is
A+ (31 December 2018: A+). .
Net debt? 232.4 230.9 L )
Adjusted operating profit 109.7 1906 'heGroup'sinvestments and cash and cash equivalents
. primarily comprises investment grade fixed income debt
Net debt leverage multiple 77x T2x  Securities, money market funds and investment funds -

.managed by third parties.

1 Free cash consists of Retail free cash and Corporate free cash. Retail free cash compriseg cash held by the Retail business in excess of the regulatory
capital required, and excluding cash held on behalf of insurers. Corporate free cash comprisés cash held in Group entities which are not subject to
FCA or Solvency regulations. See page 184 for reconciliation of cash and cash equivalents to free cash and Group free cash generated.

2 Netdebt represents gross debt, before the deduction of arrangement fees, less Group free cash. Net debt leverage mulnple represents the Groups

net debt expressed relative 10 12 months trailing adjusted operating profit.
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Chiéf Financial Officer’s statement continued

. Return on capital employed

Year ended

-31 December 31 December

2019 2018

. ) £m £m
Average AICL deployed capital’ 288.4 293.6
Average HISL deployed capital’ 52.2 407
Average corporate free cash? 2.6 4.0
Average capital employed 343.2 338.3
Net income? 71.5 148.5 .
Return on capital employed 20.8% 43.9%

Return on capital employed measures the capital efficiency
of the Group and reflects net income over average capital
employed. The Group's capital position has increased
marginally whilst nét income has fallen 52% as a result

of the increase in calendar year loss ratio.

Dividends
Year ended
31 December 31 December
) C 2019 2018
Dividend payout ratio £m £m
Net income 71.5 148.5
Share' based payment expense ) . :
(including social security charges) 35 31
Tax on share based payment :
expense . 0.2 (0.4)
Adjusted profit after tax* 75.2 - 151.2
- Interim dividend paid 29.8 296
Final dividend proposed | 36.4 59.5
Total dividends in respect ) I
of financial year 66.2 89.1.
Dividend payout ratio 88.0% 58.9%

The proposed final dividend for the year ended 31 December
2019 is £36.4m (31 December 2018: £59.5m), a payout of 5.5p
per share (31 December 2018: 9.0p per share). The increased
dividend payout ratio of 88.0% is above the Group's current:
target payout ratio of 65% to 75% of adjusted profit after tax.

Dividends are satisfied by the Group’s free cash, which is
derived from cash generated by Retail, and dividends received
from AICL. During the year, the Group generated free cash of
£141.0m, representing a 16% decrease from £167.7m last year.

-

- New business volumes up 10%

olvency
The table below presents the unaudited Solvency Il
coverage ratio for AICL, the Group’s Underwriting business,
on a standard formuia basis with undertaking specific
parameters applied:

© Asat

" 31December 31 December
: 2019 2018
£m £m

Solvency Ii: .
Own funds 277.5 2704
- Solvency Capital Reqmrement 183.8 168.2
Solvency |l coverage ratio 151% 161%

The Solvency Il coverage ratio at 31 December 2019 is stated
after taking into account the anticipated dividend to be paid
by AICL, which is eéxpected to be paid to the Group in April
2020. The Solvency Il coverage ratio before deducting this
anticipated dividend would have been 156% (2018: 194%).

The Solvency Capital Requirement has increased, and
Solvency Il coverage ratio decreased, due to the increase in
exposures and the increase in the loss ratio, including the
impact of the Ogden change.

Solvency li sensitivity analysis

The table below shows the impact on the Group's Solvency Il
coverage ratio in the event of the following scenarios as

at 31 December 2019. These sensitivities cover the two
most material risk types, insurance risk and market risk,

to the Group.

Solvency Il Excess own

coverage ‘funds
. ratio % ©Em
Solvency If coverage ratio/excess
own funds (pre-dividend) as at ]
31 December 2019 156 103.6
Scenario .
Interest risk free rate up 1% 157 102.6
100bps increase in credit spreadss 150 92.2
Movement in all currencies by 20% 156 103.5
Accident year loss ratio up 3% 140 74.4
153 99.2

The deployed capital of HISL and AICL represents respectively the.average of HISUs net tangible assets and the average of AICLs net assets during each year.

2 Corporate free cash comprises cash held in Group entities which are not subject to FCA or Solvency regulations. Sée page 184 for reconciliation of cash and

* cash equivalents to free cash and Group free cash generated.

w

Net income is defined as profit aftertax excluding the post-tax impact of non-trading items.

4 Adjusted profit after tax for the purposes ofthe dividend payout ratio is profit after tax adjusted to exclude the post-tax |mpact of non- tradmg items and

share scheme costs.

5 Credit spread is defined as the difference between the interest paid on bonds that have a low level of riskand the i m(erest paid on those that have 3 high

level of risk.
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Ménaging our risks |

How we protect our busmess

The operational management of our busmess and executlon
of our strategy is subject to a number of risks. We have a risk
management and control framework in place to ensure that
we identify, plan for, and react approprlately to, a range

of eventualltles

Viability statement

The Directors have assessed the
prospects and viability of the Group
over a three year period. In accordance
with provision 31 of section 4 of the -
UK Corporate Governance Code, the

" Directors’ assessment has been made
with reference to the Group's current
financial position and prospects.
The period assessed of three years
aligns with the Group's medium term
strategic planning process (the ‘Three
Year Plan’) which is refreshed annually
and reviewed and approved by the -
Directors. The Three Year Plan is based
on the Board’s strategy, development
programmes, risk appetite,
expectations of insurance market
pricing cycles and assessment of the
principal risks as detailed on page 33,

_ aswell as how these are managed.
Three years is considered appropriate
for assessing the viability of the Group
as it strikes a good balance between
the need to forecast over a longer
period, whilst recognising the pace of
change within the industry, uncertainty
surrounding insurance market pricing
cycles and the risks and opportunities
that may emerge.

The Three Year Plan is constructed
based on the commercial activities of
the Group's Retail and Underwriting
businesses. This includes a detailed
analysis of income and expenditure,

including premium and claims inflation,

and the resulting cash generated,
supported by explanations of material
‘year on year movements, over the
term of the Three Year Plan. There
are regular briefings to the Board by
senior management, which include
the progress of new strategies being
implemented and how these are
incorporated into the plan. The Three

Year Plan assumes there will be no
change to the Group's borrowing
facilities, which primarily consist
of £250m fixed rate senior bonds

" repayable in 2025 and a £110m

committed Revolving Credit Facility
('RCF") which runs to May 2023; that
dividends will be paid in accordance

- with the target payout ratio; that a

consistent reserving policy is applied;
and that financial services firms in
Gibraltar will continué to be able

to access the UK market. The UK
Government has guaranteed this
access on the existing basis until 31
December 2020 and confirmed that it
will work closely with the Government
of Gibraltar to design a replacement
framework to endure beyond this.

The Three Year Plan was then robustly

stress tested by applying eight

challenging scenarios designed to

threaten the viability of the Group.

The stresses applied reflect the

crystallisation of the principal risks

identified, including;

* pricing and reserve risks that
arise from insurance activities;

+ ‘operational risk, including risk

- of cyber attack;

« commercial performance risk;

« liquidity, solvency and capital risk;

* 3 combination of these risks
crystallising concurrently; and-

* tax and regulatory risk.

The stresses applied were sufficiently
severe and targeted to include the
potential impacts to the Group of
likely Brexit scenarios, including no
trade deal at the end of the transition
period. The stresses were assessed
independently at the level of the

Retail and Underwriting businesses -
respectively before assessing the
aggregate impact at the Group level. -
The minimum requirements for the
Group to be considered viable were

to maintain throughout each
modelled period; .

¢ appropriate liquidity available with
sufficient headroom under the RCF
to maintain positive free cash held
whilst meeting liabilities as they
fall due; . )

* continued compliance with the
Revolving Credit Facility financial
covenants as required;

¢ asurplus over the minimum FCA
MIPRU resource requirements in
Retail; and’

* asurplus over the Solvency Il
solvency capital requirements
in Underwriting.

In certain of the mast severe scenarios,

achievable, short term mitigating
actions within the control of the Group
and its subsidiaries were required,
such as reducing dividend payout
ratio and applying cost reductions

in non-core spend that would not
significantly impact short term service
delivery. After the application of these
mitigations, the-Group maintained
positive free cash and surplus over the
minimum FCA MIPRU and Solvency il
capital requirements throughout the
period. On this basis, the Directors
confirm that they have a reasonable -
expectation that the Group will
continue to operate and meet its
liabilities, as they fall due, for the

next three years.
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Internal control framework

The Group has an internal control framework based on the three lines of defence approach, which can be illustrated as:

First line:
Functions whichown °*
and manage risk

Busmess Operations

has ownership, responsublhty and accountability for day to day risk |dennrcanon assessment

and management activity;

« - directly owns and operates risk mitigating policies and controls and remedial actions;

* seeks to ensure compliance with all regulatory obligations and internal policies; and

« provides management assurance by monitoring and reporting risk, control and compliance
matters for governance oversight. ’

Second line:
Functions that .
ovérsee or manage

compliance and risks

Oversight Functions
establishes boundaries by proposing Group policies and frameworks for Board approval and standards
to align Group wide practices to defined strategy;
facilitates guidance and direction on effective risk, control and compliance managemen( practices
to satisfy Group policies and standards as well as regulatory requirements; and
« applies Group wide best practice providing oversight, challenge, monitoring

and assurance reporting directly to Board Committees.

e

Third line:
“Functions that .
provide independent.  *
assurance

Independent Assurance
offers independent challenge and assurance by auditors, internal audit and external actuarles
provides independent challenge, objective assurance and consulting activities designed to add value
and improve the Group's operations; and
* bring a systematic, disciptined approach to evaluate and improve the effectiveness of risk management
control and governance processes. .

Ali three lines of defence have

specific roles within the internal
control framework and report via the
respective governance committees

of the trading-entities, to the Audit or
Risk Committee and, ultimately, to the
Board. The role of these committees is
to monitor and provide opinions and
recommendations on the effectiveness
of the Company's internal controls and
management of risk.

Risk identification

and assessment

Monitoring and quality control
“procedures within front line operations,

and clearly prescribed breach reporting

and escalation processes support

the first line of defence. Second line

oversight is provided by independent

Assurance, Risk, and Compliance

functions. Third line oversight is

provided by an internal audit function,

During the course of the year a full
review of the types of risks to which
the Group is exposed has been
undertaken, resulting in an expanded
risk taxonomy and associated Key
Risk Indicators (KRISs'), risk categories
"are shown on pages 33 to 36 with
associated key risks. The updated
risk taxonomy allows for greater
transparency of Group, trading entity
and aggregated risk and strengthens
and enhances our understanding

of the changing environment and

managed and resourced via a third
party relationship with Grant Thornton
UK LLP. The effectiveness of the Group's
control functions is overseen by the
Board and its Committees, and those
of each of the trading entities.

Internal audit -

The remit of the internal audit function
is covered in the Audit Committee
report on page 84.

dynamic nature of the Group's
business model; this enables effective
risk management decision making.

Ongoing investment in strengthening’
information security and data .
protection within the Group remains

a priority, executing core elements

of its information security road map

to reinforce existing measures, and
underpinning the Group's commitment
to best practice. |

The three lines of defence mode!
seeks to ensure that the standards and
appetites, as defined by Group policies,
function as planned and support
intended outcomes. Under the three
lines of defence model, independent
assurance testing and evidence
gathering on aspects of how the
business is managed is undertaken by
the internal audit function which reports
to the governing body of each trading
-entity and; ultimately, to the Board via
the Audit Committee.
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Managing our risks continued

Compliance
The Compliance function within each of
the trading entities provides regulatory
risk oversight and monitors compliance
with the various regulatory and legal
obligations of the Group, including -
those of the UK’s Financial Conduct
Authority (FCA) and the Gibraltar
Financial Services Commission (¢GFSC').
This monitoring, together with regular
interaction with business functions,
provides input into such areas as training,
marketing, and the way the trading
_entities deal with customers, as part of
the continuous improvement approach
to meeting regulatory obligations. .

Advisory guidance is provided to the
business including training and updates
on regulatory developments.

The execution of a risk based
compliance monitoring plan and
framework, delivers independent
assurance by monitoring and reporting
on whether regulatory adherence

and customer conduct obligations

are being met.

Fraud detection and prevention
Ongoing investment in fraud detection
and prevention initiatives, coupled with
Risk Committee focus on developing
risks and the ongoing effectiveness of
controls, ensures the Group's anti-
fraud capability.remains strong and
continues to protect the Group and its
customers against the threat of fraud.
The Group's anti-fraud team provides .
comprehensive profiling guidance to
_-allow Underwriting to more effectively
" select risk and loss validation services to
trading activities. Dedicated anti-fraud
experts, combined with market leading
fraud detection technology, provide
* adefence against application fraud,
claims fraud and interna! fraud. The
team comprises specialist investigators,
former senior police officers and data
scientists. The anti-fraud directoris a
member of the General Insurance Fraud
Committee, within the Insurance Fraud
Bureau, and is the Group representative
on an industry wide working group to
tackle ghost broking. :

Policies and procedures

An established Group-wide policy
framework provides key Policy
Statements which over arch all other

policies within the Group and trading

entities. Policy Statements are approved
by the Board and are adopted by the

respective trading entity Boards.

These Policy Statements are part of the
Group's overall control and governance

structure and cover legal and regulatory

requirements, culture and values.
They also help to communicate

and embed key principles and core
commitments of the Board to ensure
a consistent approach to governance
is effectively maintained throughout

" the Group. An annual review of Policy

Statements is undertaken and the
Board approves material changes.

Policy Statements are supported by
appropriate policies, procedures and
training material, to ensure compliance
with legislation and/or regulation
affecting the trading entities, support
the activities of each of the three lines -
of defence as part of the overall internal

. control structure, and to foster a risk

management culture.

Senior management is responsible
for implementing these supporting
policies and procedures, with the

. oversight functions ensuring operational
decisions take into account risk against

appetite, and how this can be managed
and controlled. :

Regulated Individuals Regime
(‘'RIR’) and Senior Managers and

. Certification Regime (*SMCR’)

Over the course of the year
Underwriting and Retail have
implemented, respectively, the

- enhanced requirements of the GFSC's

Regulated Individuals Regime (RIR’) .
and the FCA's Senior Managers and
Certification Regime (‘'SMCR') designed
to improve, culture, governance

and accountability within financial
services firms by enhancing individual
accountability and awareness for
senior managers.

Risk assessment

The Board undertakes a regular
assessment of the principal risks,
grouped by category, facing the

-Group, following reports from the Risk

Committee, including those that may .
threaten its business model, future
performance, solvency or liquidity. -

Following a comprehensive review of

risks over the course of the year the

Group considers its current key risk

categoriés to be as follows:

1. Insurance Risk: The risk that total
losses (paid and reserved) exceed
premiums charged.

2. Financial Risk: Various types of
risk associated with financing and
financial transactions, leading to
financial loss and uncertainty
as to its extent.

3. Strategic Risk: Medium to long term.
risks affecting the Group's ability to
meet strategic objectives and deliver
the Three Year Plan.

4. Conduct Risk: The risk that the

Group's operating model, culture,
products, practices or actions result
in unfair outcomes for customers.

5. Data Governance Risk: The risk that
the culture, organisational set up or
data management within the Group
breeds, incentivises or facilitates
data misuse or theft, including cyber
related risks. ’

6. Operational Risk: The risk of loss
resulting from inadequate or failed
policies or controls, people, poor

. culture and systems.

7. Légal & Regulation: The risk of loss
as a result of a breach in existing legal
or regulatory requirements.

Risk appetite -
- Risk appetite statements form part of

the planning process and express the
level of risk that the Group is prepared
10 accept to achieve strategic objectives.
Risk appetites are defined by a set

of both quantitative and qualitative
measures, which are regularly reviewed
and adjusted.
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Brexit risk

The UK Government agreed a Brexit
deal with the EU, with an exit date of
31 January 2020. Negotiations for new
arrangements are underway during an
implementation period, which is due’
to last until 31 December 2020. During
the implementation period, EU law will

continue to apply. The Government has A

confirmed that it will work closely with

the Government of Gibraltar to design a

replacement framework which will exist
beyond the implementation period.
Whilst considered of remote likelihood,
the Board has considered contingency
arrangements should financial services
firms in Gibraltar no longer be able to
‘access the UK market. -

Current key risks

The FCA has stated that it will work hard
to ensure thatit and the UK financial
services sector are prepared for the end
of the implementation period. In this
respect, it has said that it will continue to
engage with the UK Government, other
UK regulators, European Supervisory

" Authorities and national authorities

in member states, together with all
European policy makers, on shared
issues and priorities.

The Group continues to assess and,
prepare for all eventualities as trade
negotiations progress, and believes that,
whatever the outcome, it will not have

a material adverse impact on business
operations, which is focused on the *
UK market, or negate the need for

UK motorists and households to -

obtain insurance.

The stresses applied to the Three Year
Plan include the potential aggregated
impact, at the Group level, of severe
and targeted Brexit scenarios.

The Group is working closely with
regulators, Government agencies.and
industry bodies to better understand
and prepare for the outcome of Brexit
at the end of the transition period and

- minimise any potential disruption to our

customers, operations or delivery in
accordance with our Three Year Plan.

The Group has a Brexit working
group, which ensures that the Group-
is prepared for the changes and that
contingency plans contain an element
of flexibility.

1iodas 21833808

Category Risk Key monitors and mitigation
Insurance * Inability to manage reserving + Regular internal and external reserve reviews are reported to the board
risk and pricing risk of Underwriting combined with monthly management reports
* Ongoing modelling, including Brexit and Ogden discount rate changes,
allows for consideration of a number of possible mitigants to reduce financial
impacts identified,
» Adoption of pricing disciplines, including applying rates in line with clalms
inflation assumpuons seeking to price ahead of the market
Financial ¢ Market risk ¢ Constant assessment of market conditions and |mphcatlons for assets
risk under management
+ Counterparty risk + Regular reviews of reinsurance arrangements and the stability of external
’ . partners who provide reinsurance programmes
* Insufficient capital to service * Management of cash flow from trading entities, the free cash position
debt arrangements (Group). of the Group and sufficiency of the Group's borrowing facilities
* Insufficient capital to meet * Management of own funds in accordance with Solvency Il regulatory
Solvency Il (Underwriting) - requirements in Underwriting
* Monitoring and measurement of risk and capital implications through *
stress and scenario testing, as captured in Underwriting’s Own Risk
and Solvency Assessment
« Insufficient capital to meet + Annual viability and stress testing against the Group s Three Year Plan
regulatory requirements (Retail)
Strategic + Commercial performance does ¢ Trading results are monitored closely to ensure tactical changes are
risk not meet Group expectations or implemented as and when required

the Three Year Plan

Adverse impact of legal, tax or
regulatory changes/challenges

Uncertainties and potential for
developing risks as a result of
ongoing Brexit trade negotiations

Underwriting and pricing agility enables the Group to react to external
influences, ensuring that it is able to optimise commercial performance

The transformation of repair and mobility services leading to improved
commercial terms, better customer experience and new digital functionality
Ongoing monitoring of changes within the legal and regulatory landscapes
together with the maintenance of open and transparent communication with
the relevant authorities :

Close working relationships with regulators Government agencnes and mdustry
bodies and ongoing monitoring of developments between the UK and Gibraltar.
Supply chain management-and review

Establishéd working group to assess the Brexit risk Iandscape and actions

to mitigate
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Managing our risks continued

" Current key risks

Category Risk Key monitors and mitigation
Conduct * Practices or actions inadvertently ¢ .Ongoing monitoring of changes within regulatory landscapes together
risk - resultin poor outcomes for with the maintenance of open and transparent communication with
customers, including failing to the relevant authorities
protect or meet the diverse needs » Continued monitoring of the retail pricing strategy and monthly pricing
of our vulnerable.customers committee to ensure effective governance and controls to mitigate the
’ risk of customer harm )
» Oversight and challenge of first line practices and actions through various
governance committees, and second line reviews
Data * Information security breaches  Constant IT infrastructure monitoring, data assessment and perimeter testing.
governance . or cybercrime *+ Increased investment in information security and cybercrime defences
risk - and controls
* Ongoing tramlng and a culture of comphance bothin first and second hnes
to ensure the Group continues to protect itself from the various and changing
cyber threats
« Adherence to GOPR legislation * Established data protection team, ‘with technical expertise
and our ability to safeguard + Control and governance via policies and strategy
personal data- . * Formalised Data Privacy Impact Assessment process within business operations
Operational  + Business interruption eventsas Regulér review of resilience risks, contingent back up capability, system stability
risk - a result of systems, property or and supplier continuity plans
supplier failure co . o
* Increased exposure to claims + Dedicated anti-fraud operations team, “Insight”, operating an integrated,
fraud leading toincrease claims . comprehensive risk profiling review process and loss validation division
related expenditure. + Use of market leading anti-fraud detection technology driving benefits through
: . analytics and machine learning
* Reliance on third party suppliers  « Ongoing supplier relationship and performance management w1th regular
to provide: due diligence reviews °
i} customer facing services,
ii} technology capability, and
iii) other operational business
~ services . :
* ‘Failure to deliver large change * Programme discipline and process controls are supported by an over-arching
programmes control framework to underpin effective governance and quality .
* Insufficient resources to support » [nvestment in colleague wellbeing, benefits, career development and flexnble
a growing business working arrangements
Legal & * Failure to comply with + Effective regulatory horizon scanning capability to review the potential
regulation obligations under legal and implications to the Group and its trading entities

regulatory systems

» Continued review and oversight by all three lines of defence, including second
line compliance and assurance teams
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External factors affecting the Group'’s risk profile

Factor

Impact and mitigation

Qutlook

Economic stress
Failure to defiver
the Group's
strategy due

to unforeseen
economic changes

_The motor insurance market has remained

Uncertainties continue around the impact of Brexit
trade negotiations, which could increase the risk to
the Group’s strategic plans, such as increased repair
costs or reduced income from investments.

competitive this year with market premiums-lagging
claims inflation and the impact of the Ogden rate
change. The Group continues to apply pricing
discipline applying rates in line with claims

inflation assumptions.

Growth in the Group’s home product and
opportunities for diversification, could lead to more
of its products being subject to the negative effects
of a sustained economic downturn.

The Group and trading entity Boards regularly review
the investment portfolios managed in the respective
trading entities against the economic outlook and

" the Group's risk appetite.

The economic horizon is monitored and assessed
against the strategic plan.

The FCA intends to use the implementation period to work with
Government, the Bank of England, firms and other regulators
to ensure the financial services industry is ready for the end of
2020, advising that it will continue to keep firms and consumers
updated onany changes that will impact them.

The Government has confirmed that it will work closely
with the Government of Gibraltar to design a replacement
framework to endure beyond the implémentation period.
Whilst considered a remote likelihood, the Group has
contingency plans in place should financial services-firms
in Gibraltar no longer be able to access the UK market.

Uncertainties remain generally across the market as to
whether premium inflation will match claims inflation with
the risk of already competitive pricing being pushed down
further by new entrants and price comparison websites.

Regulatory
changes
Changes to
the regulatory
environment

- which inhibit
income generation
in the general
insurance
industry -
or capital |
requirements

A shiftin the regulatory landscape could
introduce constraints which could increase the
risk to income from general insurance and/or lead
to an increase in capital requirements. However,
changes to the regulatory landscape could also
present opportunities for increased income and
reduced capital.

The Group strategy is based on the current
regulatory horizon. Any negative shiftin the
rules and regulations that apply to general
insurance could increase the risk to the Group's
commercial plans.

The Group has an effective regulatory horizon
scanning capability to review the potential
implications for the Group, and more importantly,
its trading entities. In addition the trading entities
continue to foster good working relationships
with their respective regulators, and other local
authorities, and take the opportunity to embrace
change early and, where appropriate, adjust the

-strategic plans to accommodate that change.

Retail is often engaged in consultations with the FCA,
providing its views on regulatory reform which gives
the Group early insight and opportunity to contribute
towards the shape of future regulation. Underwriting
continues to work closely with the GFSC.

The Ministry of Justice (‘MOJ') has confirmed the
whiplash reform measures, which were due to come
into effect on 1st Aprit 2019, have been delayed
until April 2020. The Group continues to monitor
developments during 2020, and considers the
Group's business model to be effectively pIaced to
deal with potential outcomes.-

in their 2019/2020 business plan the FCA reiterated that
‘Protecting Consumers from harm is at the core of our work’
and holds fairness to markets and value at the forefront.
Key priorities being a continuation of existing activities:
fairness in pricing and product value, general insurance

pricing practices, governance and oversight in the distribution

chain and access and exclusion in insurance. *

The Group continues to support and engage in FCA reviews,
believing general insurance pricing practices to be the main
development. It is anticipated that the FCA will publish their

" policy conclusions in the first half of 2020 and there are a

range of possible options they may conclude on. The Group
considers itself to be well placed to deal with potential
options and continues to closely monitor and assess the
impacts of developments in this area.

Uncertainties continue on how the UK's regulatory regime will
evolve after Brexit. The UK has incorporated Solvency Il and
other EU directives into UK law but the extent to which the UK
adopts or aligns proposals after Brexit is unclear.

The European Commission has asked the European Insurance
& Occupational Pensions Authority (EIOPA’) to provide
technical advice for a comprehensive review of the Solvency

Il Directive in the form of an Opinion on key aspects of the
regime. The Group will closely monitor developments as they
evolve and assess potential impacts to the Group,
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Managing our risks continued

Exfernal factors affecfing the Group'’s risk profile continued

Factor

Impact and mitigation

Outlook

Environment,
Social and
Governance
('ESG’): Failure
to embed
responsible
business
practices
throughout the
organisation:
i} Climate change
Potential-for
increased
frequency and
severity of
claims due to
climate change
that reduces
the commercial
performance of
the Group

ii} Social &
~ Governance

The Group’s ability to meet its strategic plan, a key
risk, could be damaged by failing to achieve good
corporate citizenship or in the event of mcreased

_claims frequency and or severity.

Underwriting adopts a prudent approach to the risks
accepted and the pricing strategies used continue”
to reduce this risk. In addition the industry-wide
implications of increased claims as a result of climate
change is likely to.resultin premlum mflatlon across
the market.

The exposure to this risk increases as the Group’s
Home portfolio grows, as does the resulting

impact of extreme hot and cold weather conditions.
However, maintaining the conservative underwriting

‘approach continues to ensure that the Group

protectsits revenue generation whilst minimising
the cost implications for claims.”

The Group’s ongoing commitment to environmental
issues provides focus on green initiatives by.taking a
local stance to a global issue. Introducing programmes
to drastically reduce the amount of single use plastic
and paper across the Group and promoting greener,
commuting options for colleagues.

- Good corporate citizenship is achieved by having

effective policies and procésses in place and
promoting the right values and culture throughout

. the Group.

The Group's approach to ESGis based onits 4Cs
framework, ensuring ethical conduct and strong
governance is integral to meeting the needs of colleagues
and customers and running a successful business.

The Group continues to develop and enhance its
ESG strategy, to include specific metrics and targets
across those areas that most impact on the Group’s
sustainability in the long term.

Weather related risks are increasing directly from climate

change. These include the frequency, type and severity .
of extreme events such as: snow, freezmg temperatures

- storms, floods or wild fires.

The critical temperature goal highlighted in the Paris
Agreement limiting the global rise as close as possible

to 1.5°C and well below 2°C requires a combination of
climate action, disaster risk management and sustainable
development goals to achieve a net-zero emissions and
resilient society by mid-twenty first century.

Continued execution of the Group’s digital and technology
strategy sees an increasing uptake of digitally held policy
documentation and claims being settted digitally resulting
in a reduction in associated paper usage.

Increasing expectations from stakeholders and regulators
for firms to embed responsible business practices
throughout the organisation, strategy and culture.

Vehicle
technology

and innovation
Advancesin
vehicle technotogy,
such as electric
and autonomous
vehicles, which
may fundamentally
change the nature
of motor insurance

Accelerated advances or developments for which
the Group is not prepared could place the Group
at a competitive disadvantage.

The Group constantly monitors developments

to ensure that it remains informed, embraces
innovation and change, and is well positioned to
adapt its business modet as appropriate.

Interest in vehicle technology is increasing, as the UK
Government invests in future mobility solutions.

Improvements in technology have made it more expensive
torepair vehicle damage; this is expected to be balanced by
automatic braking and vehicle sensors making vehicles safer
and resulting in fewer accidents.

Adverse market
conditions
Increased
competition in the
insurance market
and changes

in consumer
behaviour impact
profitability

Increased risk that the Group's market share is
impaired resulting in commercial underperformance.

The Group constantly monitors the markets in which
it operates for pricing and other changes that could
impact its commercial objectives. The dynamic
nature of the Group’s ability to rapidly adjust pricing
strategies ensures the Group remains competitive

. by managing both income generation and

policy volumes.

During the year the Group undertook a
transformation of repair and mobility services,
which provide improved commercial terms, better
customer experience and new digital functionality,
with the appointment of Vizion Network, Enterprise
Rent-A-Car and Autoglass BodyRepair as its new
claims service partners.

Ongoing challenging market conditions continue with
competitive pricing and changing customer behaviour.

In addition to increasing customer expectations for instant

- results from digital platforms, personalisationand positive

experiences via well-defined customer journeys, there is
regulatory and customer pressure on insurers to provide
renewal price transparency ensuring fairnessin pricing
and product value.
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Cdrpofate.respon-sAibiIi_ty

Our 4Cs ways
of working

Our belief and approach is based on our 4Cs ways of working:
serve and invest in our colleagues, customers, company and
communities and be a good neighbour. We approach all
stakeholders openly, transparently and with a strong sense -
of commitment and use the 4Cs to measure performance

and success as individuals and as a Group, so we have.a clear, .
consistent and balanced approach to delivering our-objectives.

\ Annual Report 2019 Hastings Group Hold.ings plc
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Corporatelresponsibility continued

Colleagues

Our 4Cs ways of working starts with colleagues.
We believe that engaged colleagues lead to happy
customers so we are committed to investing in,
developing and listening to our colleagues so they
continue to contribute, thrive and be who they are.

Investing in-and developing
our colleagues
The ability to deliver straightforward
insurance comes from a high .
performing, dedicated and customer
N . focused team. We invest in our
- colleagues and provide them with an

environment in which they feel included,
valued, empowered and able to reach
their full potential. Attracting, recruiting
and retaining talent is vitally important
for us as we grow. Our agility, clear
identity and 4Cs ways of working is why
we stand out and what makes us who

- we are. Colleagues really like working
at Hastings and feel they can truly be
themselves and bring their personality
to work. They feel supported, that
there is a strong sense of team and a

. focus on getting it right for customers.
However, feedback from colleagues
tells us that there are always things we
could do better; for example, as a result
of colleague feedback we've introduced
significantly improved pensions, options
to buy or sell.up to 5 days holiday,
more apprenticeships, opportunities
to access Graduate programmes and a
digital career builder tool that enables
colleagues to be able to take ownership
of their development at Hastings.
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Reward )

We believe every colleague can

contribute to the success of the )

- business. Accordingly, we recognise the
hard work and dedication of our team
by linking remuneration to personal
performance in a way which does not
compromise the impact on customer
outcomes - we do not remunerate
colleagues through sales incentives.
Pay ratés for all colleagues across
the Group are in excess of statutory

. -minimum requirements and roles are
. benchmarked to similar roles within

financial services firms, using data from

an external service provider. This way,

~ we ensure that colleagues are fairly

remunerated for their contribution to

the success of the Group as a whole.

The Group does not operate any zero

hours or similar type of contracts for

any colleagues. It will also not tolerate
slavery and human trafficking within

its business and supply chain. The full

slavery statement can be found on

our website: www.hastingsplc.com/

corporate-responsibility/

slavery-statement.

Core health and lifestyle benefits for all
colleagues plan include annual leave,
pension, healthcare cash plan, income
‘protection and life cover. Other benefits
are available, either at no costorata -
colleague contribution relative to salary,
and include access to a digital general
practitioner, ability to buy or sell up to
five days holiday a year, enhanced
health insurance including dental
and eye care, health assessments,
childcare vouchers, Share Incentive
Plan, and discounts and cashback at a
large number of high street and online
retailers, including Hastings Direct car
" and home insurance. '

"My colleagues are of varying ages, backgrounds -
-and nationalities, which is what initially attracted
‘me to Hastings. | feel confident that | can be myself
and look forward to coming to work each day.” ‘

Audrey Young, .
Claims Advisor, Leicester .

“Thanks for massively improving
the company pension. It means a
huge amount to many colleagues
and is very much appreciated.”

Comment received via Sli.do polling

- platform at our recent Colleague Roadshows.
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«rw

. development by offering a range of

| Cotpdrate résponsibility continued

Development
We actively encourage personal

options to build the capabilities of our:
teams for the future and encourage the
behaviours needed to.deliver our digital
business strategy. In 2019 we conducted
an extensive review of our learning and
development offering to make sure

it is fit for purpose and reflects our

~colleagues’ needs and those of our digital
“business. Along with induction, upskilling

and on the job training requirements,

" the review also included looking at
other development opportunities’
'such as apprenticeships and digital

learning. Colleagues told us that they
would like to take ownership of their
own learning and career development .
at Hastings so we launched our digital
learning tool, CareerBuilder; giving all
our colleagues access to a wealth of

- learning and development opportunities,

anytime, anywhere. We increased our
apprenticeship schemes too.

Here are some of our-2019 highlights:
* 1,220 colleagues have logged into our
a new digital learning tool, CareerBuilder
" and have accessed nearly 16,000 D

pieces of eLearning material;

* Customer facing colieagues
completed over 37,000 hours h
of upskill training; rs

¢ QOver 134,000 hours of induction ofcolleague upskill training completed in.2019
training was delivered to new | - . .
customer facing colleagues;

* Inour annual engagement
survey when asked about |
careers at Hastings:

- 76% of our colleagues said that
they ‘know what skills they need .

to be successful; ' o
- 89% of colleagues agreed that o
they ‘understand how their role

contributes to Hastings' success of colleagues understand how their
as a business’; and © role contributes to Hastings success

- 70% of colleagues say they have
received the training neededto =
perform the job they are doing.

* 50 colleagues enrolled on
apprenticeship schemes in 2019
and we now have nearly 100
colleagues studying for professional
qualifications in a range of subject
areas across Finance, Underwriting
Services, Retail Operations, Insurer
Services, Human Resources, Actuarial
and Information Technology.

"Although starting training
in New Business, then
Customer Service and
lastly Renewals was scary,
we were taught all
the tools, skillsand. =
knowledge required and
overall | have never been.
SO prepared for starting
a job - can't thank you
enough for the solid start
.you gave me in my career
* with Hastings.”

Lynn Cloute
Customer Service, Bexhill
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Listening and acting upon feedback’

As we grow, it's important that colleagues share how they feel about life at Hastings. Regular conversations allow us to
listen and respond in the best possible way.

We encourage two way feedback through a number of channels, includi'ng:

YourVoice

Our annual engagement survey is designed to understand.how colleagues feel about life at Hastings and
what we do for our 4Cs. We then capture key themes raised by colleagues through company-wide and local
action plans that feed through to 4Cs objectives so we can make improvements where necessary and,
importantly, we can measure progress through the year. This gives us one view so we also regularly ask for
colleagues to share their thoughts, ideas and frustrations through all of our communication channels to make

sure we that we focus on things that are front of mind. We also run pulse surveys throughout the year to

check in with our colleagues about communication, how they're teeling or to get teedback on key initiatives.
Some of the key changes we have made as a result of colleague feedback include improved learning and
development tools, improved pension provnsmn benefits, career development, annual leave and removing
single use. plastic across our snes .

Hastings Colleague -

Forum (‘HCF’)

Our colleague elected representanves from across the busmess meet monthly to discuss and consider issues
impacting colleagues and the employment experience. They also regularly meet with senior management,
and Board representatives to discuss key changes.and to provide invaluable feedback and insight from

their teams. The Chief Executive Officer, the Chair of the Board, a nominated Non-Executive Director and

the Group HR Director make themselves available to attend meetings and enjoy a positive and constructive
relationship with the forum. The colleague representatives are free to express themselves and their opinions.
As a result of their input we have made some significant changes, ranging from improved beneflts to
simplified HR policies and processes.

In October 2019 the HCF held its first AGM attended by colleague representatives from our Bexhill and
Leicester sites. The agenda for the day included a range of topics including a business update, benefits
consultation and an open session with senior leaders. '

The Group does not officially recognise a trade union preferring to engage with colieagues directly, either
through their fine manager, the HR function or the HCF. Colleagues are however free to join a union and be
represented by a union member, as appropriate, should they choose to do so.

Examples of items discussed at the HCF:

+ Benefits consultation - including formal consultation around the significant improvements we made to
pension contributions for the majority of our colleagues .

* Salary and bonus review consultation

* Business reorganisation consultation

* Colleague policy consultation

"One of my key hlghhghts for 2019 as -
Chair of the'Hastings Colleague Forum
was our involvement in the recent formal
pension consultation with senior leaders.
With the HCF's input we have helped
shape a new and improved company
_pension provision that meets our
colleagues’ needs and expectations and
also makes us stand out as one of the
few FTSE companies to harmonise and
make pension improvements for
the majority of colleagues not just the
. minority. The feedback from colleagues
has beenreally positive.”

Matt Jackson

Hastings Colleague Forum

1i0da1 3131805
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Corporate responsibility continued

Our Wellbeing starts with
colleagues

Wellbeing is a key part of our role

as a responsible émployer and we
believe it has a positive impact on
both our individual colleagues and
the productivity and efficiency of our
business. That's why we created a
comprehensive Wellbeing programme
that is now in its third year providing

colleagues with free support, education,

information, courses, events and
practical advice to help them feel
healthier, happier and stronger, both
inside and outside of the workplace.

. We also have a fantastic group of
committed champions who are the
mainstay of our Wellbeing programme,
responsible for making sure that our
colleagues are up to date on ali things
wellbeing - including mental health,
physical health, environmental health
and resilience.

If you don’t ask...

- As well as advocating a healthy cuiture

at Hastings, our champions promote
mental health and wellbeing messages,

education and events across the Group.

They also support colleagues who may
need wellbeing help and advice, making
sure they have access to the right
services (o meet their needs.

Our aim for 2019 was to build on our
strong foundation with an applied focus

-on mental health so we introduced
mental health first aiders across our

Bexhill and Leicester sites with the aim
of normalising the conversations that
our colleagues have about mental
health in the workplace.

Our key highlights for 2019 include:

. * We provided training to 28 of our

Wellbeing champions who act as
~mental health first aiders at our
Bexhill and Leicester sites to support
with the Wellbeing programme’s
mental health strategy. We also had
the opportunity to invite various
organisations to come and talk with

our Wellbeing champions which have -

included Public Health England and
Gamcare, one of the UK's Iargest
gambling charities;

* We won the Acts of Kindness in -
the Workplace award from LAMP,

Leicestershire’s mental health charity;

* 39% of all colleagues attended
our annual ‘Wellfest 2019 event
where suppliers and champions
showcase what support, information .
- and guidance there is on offer to
colleagues. 100% of those who
attended said it was a valuable
use of their time; and- -

* In February 2019, we partnered with a
new Employee Assistance Programme
that colleagues and their dependents
can access 24/7 1o get advice on all
sorts of topics from health to home to
financial and legal. We've seen a 151%
increase versus the 2018 number
of colleagues using the service and
32% of all colleagues have utilised
the services since launch.

"At the Colleague Roadshows in January, | asked Toby, our Group CEQ and Carole Jones,
our Group HR Director about development and progression for. part-time Colleagues
as my availability didn’t fit with training schedules and | felt it stunted my development
opportunities. Carole met with me shortly after to discuss my thoughts and as a result
| was asked to look at the new CareerBuilder digital tool that was being created to help
colleagues develop when'it suited them. Fast forward six months, and not only did |
review the tool but | was invited to be part of the digital learning team presenting it at -
Wellfest to other colleagues. If | learned one thing from the experience it was to-take
responsibility and not be afraid to ask-about the things that affect you - they may be
affecting others as well and Iook what can be achieved as a result!” .

Mariaan Lawson
Customer Service, Bexhill
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The Hastings Wellbeing
programme includes:

+- Confidential support via external
service providers for a wide
_range of matters such as financial
advice (loans and credit cards),
initial legal advice, bereavement
etc. as well as contact details
for external charities and
other support networks
and organisations.

* Sleep awareness, physical,
environmental and mental health
awareness, migraine awareness,
flu jabs, blood pressure and other

" health checks including diabetes.

* Family friendly workshops -

_ designed to help colleagues
and leaders understand the
steps they both need to take

before, during and after a period -

of extended leave. These are
primarily aimed at colleagues
taking maternity leave but also
offer useful information for
those taking other types of
extended leave.

* Subsidised in-house restaurants
at our locations in Bexhill and
Leicester provide breakfast,
lunch and dinner with an
ethos of offering freshly made
food using local ingredients.
Colleague feedback has-resulted
in improvements to the healthier

.options on offer including a wider
range of salads, proteins and
more vegetarian options
and we've also significantly
reduced single use plastic to
introducing vegware cutlery
and takeaway boxes. .

My mental health matters

110das 2181808

“The openness around mental health, as well as
highlighting its seriousness is something that makes
Hastings stand out for me. Qur Wellbeing programme

‘and support offered to Colleagues is what Hastings is
about. | know that if 'm in a period of crisis, I'd get the
help or information | need from Hastings. I'd have no
reservations about speaking to a colleague, from frontline
up to senior leader level about any problems | might be

-facing in the workplace. The same carmot be said of other '

compannes I've worked for prewously

Phil Glew-Deval-

" Internal Assurance Manager, Bexhill

Annual Report 2019 Hastings Group Holdings plc 4§

\,

3cueusanog a1eso0diod)

Sjuawalels [edueuly

UoNEWIOJUI 13430



| Co’r'pqrat'e responsibility continued

Recognition

We regularly recognise and reward
the hard work and dedication of our
colleagues whether it's just by saying
thank you, awarding instant reward
vouchers or by celebrating with them
at our 4Cs Awards events and at other
social events. We also use the 4Cs
framework to recognise and thank
colleagues for going the extra mile on
a monthly and annual basis. Our 4Cs

. Awards programme offers colleagues-
the chance to nominate their team

members for their achievements and in .

2019 we had over 3,500 nominations.
From those nominations, 112 colleagues
made up the teams and individuals who
were chosen as our overall winners of
the seven categories, receiving their
coveted awards at our annual 4Cs
Awards black tie event.

Be who they are
Equal opportunities
and human rights
We are committed to ensuring that
everyone has equal opportunities at
all stages of recruitment, selection
and throughout their working careers.
Shortlisting, interviewing and selection
is carried out with neutral regard to
_disability, gender, gender reassignment,
_sexual orientation, marital or civil
_ partnership status, colour, race,
nationality, ethnic or national origin,
religion or belief or age. Our approach
to recruitment is to elicit candidates
from as many different backgrounds
~ as possible. '

The Group has a responsibility to
conduct its business in‘an ethical and
transparent way. Accordingly, we adhere
to a set of business principles which
include a commitment to human rights
principles. The Group has policies in
place to support these principles which
" include non-discrimination, health and
safety, anti-bribery, anti-human slavery
and trafficking and environmental
issues. We maintain a zero tolerance
approach to bribery, corruption and
anti-slavery. :

- To support and guide our coIIeagués in

the work place the Group has policies in
place ranging from discrimination and
anti-bullying, diversity and inclusion, to
stress management and flexible working
practices that drive the right behaviours
to recognise and develop all colleagues.
These policies are an effective way to
ensure that all colleagues understand

‘their rights and'to reinforce the

appropriate behaviours. Regular training
and awareness, not only on policies and
work practices, but also wellbeing and
health are provided throughout the year.

Mandatory training is required for all
colléagues to ensure that they are aware
of company policies, the company's
values and legislative requirements.
Our training courses cover data
protection, information security, -
anti-fraud, anti-money laundering,
anti-corruption and bribery, customer
experience, complaint handling and .
vulnerable customers, to name but a
few. Training outcomes are monitored
and remedial training is provided.

as appropriate.

Diversity and inclusion

We regularly monitor all aspects of
colleague diversity across the business.
We consider candidates from all
backgrounds as part of any recruitment
process and we are committed to
attracting and retaining the best

talent in the industry. We believe that
recruitment, retention and inclusion

of individuals with diverse skills,
perspectives and backgrounds will bring
real strength to Hastings and allow us to
deliver our strategic goals. To support
our approach we have delivered a digital
learning module and action learning
workshop on unconscious bias to

324 leaders this year.

The Group is committed to making sure

-that its workforce and the respective

company boards are representative in
terms of diversity. Candidates from a

- wide range of backgrounds, disciplines
and experience are considered and we -

abide by this policy by ensuring that

the best candidate is selected. We do
not intend to adopt a quota system

with prescriptive, quantitative targets.
However, it is acknowledged there was
animbalance in the humber of senior
females within the Group and we have
taken steps to address this and continue
to make improvements.

Over the past 12 months we've
continued to successfully recruit a
number of females to senior leadership
roles and we're very pleased that we
have already achieved the target set
by the 30% Club that asks companies
to commit to having females represent
30% of senior roles by 2020. We also
know there is more we can do so we
have signed up again to the 30% Club
and to Women in Data supporting

the progression of women into senior
roles in areas where they have been

historically under represented.
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To date:

31% of our senior leaders are female;

We continue to drive initiatives with
an applied focus on recruitment,

* induction, talent and other parts of -

our colleagues’ experience, such as
new and enhanced ways of working,
including increased support to
colleagues during and after maternity
and other extended periods of leave;

We have also recently introduced an
Inclusion Council that will be made
up.of 10-12 colleagues from across
Hastings led by a dedicated senior
leader. The purpose of the group is to
gain thoughts from colleagues abouf
things that are most important so that
we focus our efforts on setting and
delivering relevant objectives in

asimple and straightforward way; and

We have achieved 36% female
director representation on the
Board.during 2019 as part of our
commitment to the Hampton-
Alexander Review, which aims to
ensure that talented women at the
top of business are recognised, -
promoted and rewarded.

Hastings, where everyone counts

Gender diversity across the Group

as at 31 December 2019

All Colleagues (full and part time)

Senior leaders

Underwriting Board (‘AICL’)

Retail Board (‘HISL)

Company Board

At Hastings we aré committed-to creating a company that is at ease with itself

and encourages colleagues to be who they are. It’s our combined efforts,

personalities, cuiture and commitment to our 4Cs that makes us a success.

CoHeagues

3,372

Full and parttime colleagues
across our sites ’

Bexhillv 1,861
_Leicester _ ) 5.378
Homeworking - ' . 78
Gibraltar R ' . 26
London ‘ 29

Colleagues gender
§ Total male  48%
§ Total female 52%

92%

believe Hastings is a place
where people from different
backgrounds can work
together positively-
(YourVoice 2019)

Women make up

36%

of our Company Board and

31% ’

of our Senior Leadership Team

91%

feel treated with dignity
and respect by their
line manager - .
(YourVoice 2019)

&

Our busiﬁe'ss is made up of -

0.01% Traditionalists (born pre-1945)
6% Baby boomers (born 1946-64)

19% Generation X (bom 1965-80)
55% Millennials (born 1981-36)

20% Generation Z (born 1597-2000+)

25%

of colleagues identify
themselves as BAME

000
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Corporate responsibility continued

Customers

We have a Stra|ghtforward approach to prowde
car,van, bike and home insurance customers based
within the UK with stra|ghtforvvard productsat
competitive prices, however they choose to interact
with us supported by the delivery of service that
strives to exceed expectations. -

Our Customer Aims )
Treating customers fairly is at the heart
of what we do to deliver fair outcomes..
for all of our customers at any pointin
their journey, whether that is purchasing
or renewing their insurance or making

- aclaim. We listen to feedback and use .
this to make improvements across all
of our customer processes. We know

~ sometimes things can go wrong, and

-where this happens our priority iSto
resolve the matter as quickly as possible,
SO we aim to make it easy for our
customers to make a complaint and
act upon the feedback we receive.
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Achievements in 2019

‘Delivered growth in customer

policies by 5%

Delivered strong Customer
satisfaction, with-an improved
Net Promoter Score on 2018
('NPS) - ' .
Continued to use direct
customer feedback to drive
improvements

Created a dedicated customer
care team to support vuinerable
customers

Provided customers with more

opportunity to self-serve digitally,

leading to a 18% reduction in
calls per policy

Introduced three new claims
service providers, resulting in
an improved NPS in our claims
department by 6 points

Priorities for 2020

Build upon our digital capability

to provide customers with
more choice and increase
digital engagement _
Continue to invest in building
our capability and maintain a
culture where customer service

is a priority . :

Further improve customer
satisfaction, with a particular

- focus on reducing the overall

number-of complaints

Empower colleagues to -
deliver positive outcomes
for all customers

Continue to provide

. straightforward products

- Customer Feedback
1. Net Promoter Score (‘NPS’)
Strong and improving customer
satisfaction, with an improving
NPSin 2019.

We measure customer satisfaction using
the industry standard NPS. We also use
internal customér feedback and forums,
which provide monthly information
‘about customers’ experiences and
opinions relating to our products and

services. We aim to continually improve -

our customer service, experience
and advocacy.

2. Customer Complaints

The complaints we receive help us
identify areas in our business where

we need to improve, including policies, -
processes and services we déliver,
through to the underlying training given
to, and quality of service provided by
our colteagues. We ensure fair outcomes
for customers by monitoring complaints
volumes, the standard and quality of
complaints handling processes, analysis
of root cause of complaints, and other
relevant metrics.

We constantly work to improve:

our customer service, learning

from customer’s expressions of

dissatisfaction and analysing the

root cause of complaints. During’

2019 we have observed a reduction in
- complaints per live customer policy.

18%

Reduction in customer
service calls per policy.

3. Voice of the Customer .
Our customer-facing colleagues gain

invaluable insight from how customers

feel about our service and what we

- could do better. By monitoring and

using this immediate feedback through
the Voice of the Customer, we strive

to better understand the customer’s
journey, be it purchasing a new
policy, renewing an existing policy or
making a claim. Dissatisfaction raised
by customers, who do not formally
complain or wish to do so, is also
captured and analysed to help further

" enhance our service as appropriate.

5%

Improvement in customer
retention rates.
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Corporate respohsibility continued

‘Company

‘Hastings stands out because we foc:us on getting it nght for
our 4Cs. Itis our belief that ethical conduct is an integral
component of running a business successfully anditisan
expectation we have of both our colleagues and our suppliers.
We continually look at ways to make improvements so we'can
continue to serve our communities and be a good neighbour.

.Environment, Socual and
‘Governance (‘ESG') .
The Company's approach to ESG is
based onits 4Cs ways of working:
Colleagues, Customers, Company and
Community. The 4Cs principles are
simple: by creating the right culture for
colleagues, and giving them the right

. tools to do their job, they will do more
for customers, enabling the company
to grow profitably and sustainably, and

allowing it to invest in the communmes o

itserves.

Ethical conduct and strong governance
is integral to meeting the needs of
colleagues and customers and running -
a successful business,.and a broader
focus on the environmenital and social
impacts of the Company’s activities
underpins that philosophy. .

' The Company continues to develop

" and enhance its ESG strategy, to
include specific metrics and targets .
across those areas that most impact -
on the Company's sustainability for .
the long term, with full consideration
of the impacts of climate change on
and from the Company’'s operations. .
Certain factors are already well

. developed with relevant metrics and .
targets, for example gender diversity,
gender pay-gap reporting, and certam
environmental matters.
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All of our colleagues are responsible for

conducting themselves in a manner that

reflects our ESG principles, for example,

by embracing our initiatives to:

* invite our customers to receive al!
their documentation electronically;

support local businesses by
incentivising colleagues with a range
of unigue offers to encourage and
incentivise them to buy from local
retailers and suppliers;

¢ promote a Travel Green scheme that
supports our colleagues to make
greener journeys to work through’
car sharing, increased cycle use,
and discounted rail travel;

« "provide dedicated recycling and
confidential waste stations within
our offices;

« promote re-usable cups for coffee
and tea to reduce the ¢.20,000 plastic-
lined cups previously used every
month alongside the use of dedicated
coffee cup recycling stations;

protect the environment, and
contribute to measures to combat
the adverse effects of climate change,
by banning all single use plastic
cups from all of our sites in 2019,
removing ¢.350,000 disposable
plastic cups from the environment,
and introducing compostable
packaging and cutlery in our

. in-house restaurants;
use reduced energy electric light
bulbs-and motion sensitive lighting
where possible and practical; and

* recycle unwanted furniture and

computer equipment by donating

it to local charities and organisations.

Conduct

The Group's Conduct Policy provides
guidance on the appropriate and
responsible conduct of colleagues and
the ethical standards they are required
to uphold. The Group strives to maintain
the highest standards of governance,

“personal and corporate ethics, and

compliance with laws and regulations.
It values integrity and honesty in
dealings with all stakeholders to ensure
that financial and reputational damage

. is minimised. The.policy provides
~ guidance on the Group’s expectations

in relation to: conduct with customers,
anti-corruption and anti-bribery,
conflicts of interest, gifts and hospitality,
colleague engagement and wellbeing,

.and the community within which the
. Group operates. Regular training is

provided to colleagues on conduct
matters and is monitored through

“regular assessment and half yearly

personal development reviews.

Business ethics risks are reviewed

by management and.overseen by

the individual governance forums

on a regular basis. Retail's Conduct
Committee provides assurance to the
Retail Board that the fair treatment
of customers remains at the heart

of the business model and monitors

~ all aspects of Retail's operational

performance that reflect whether
the Company pays due regard to

the interests of its customers, treats
them fairly and is effectively mitigating
conduct risk.

Compliance

The Group has in place risk and
compliance functions that oversee and

‘monitor risk and regulatory matters at

a Company level and within Retail and
Underwriting. A Chief Risk Officer has
been appointed by the Group and he
is assisted by respective heads of risk
and compliance within the Company’s
trading subsidiaries who have

responsibility for risk and compliance

" matters. Compliance functions monitor

their respective company’s compliance
with local regulation and legislation and
provide advice and guidance on

all compliance matters.

‘Compliance assurance monitoring

is also undertaken across business
operations to ensure the Group’'s
operating subsidiaries comply with N
their regulatory obligations and that

_processes and procedures are in place

and are adhered to. This monitoring
complements the reviews undertaken .
by the independent internal auditor. .
Further information on internal controls
and risk management can be found
within the Managing Our Risks section
and the Risk and Audit Committee
reports within this report on pages 29,
94 and 84. . :

Governance

JInformation on the Board, the Group's

governance framework, and compliance
with the UK Corporate Governance
Code 2018 can be found later in this

. report on pages 68, 74 and 79.

As the ultimate parent entity, the
Company establishes the overarching
principles and approach to governance

- within the Group. As a listed company

the Company is required to comply, or’ '
explain any non-compliance, with the
Code as well as adhere to various other
requirements such as the Listing Rules

" and the Disclosure and Transparency

Rules. The Group's trading entities,
Retail and Underwriting, are private
companies and whilst they are not
obliged to apply the Code where
practical and appropriate; they adhere
to the spirit of the Code; Retail has
adopted the Wates Principles as its
primary governance code.

The Company and its subsidiaries have
unitary boards in common with best
practice within the UK. The respective

"boards of Retail and Underwriting each

has a majority of independent non-

.executive directors. To ensure effective

communication with, and oversight
by, the Company of the subsidiary
companies, each of the subsidiary
boards-has one independent non- -
executive director who also serves in
that capacity on the Company Board.
Retail and Underwriting also comply
with-other regulatory obligations that

- apply to financially regulated firms in the

UK and Gibraltar, for example the.FCA
Handbook and Solvency Il.
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Corporate 4res_pons'ibility continued

“Section 172 statement

Section 172 of the Companies Act
2006 requires a director of a company
to actin the way he or she considers,
in good faith, would most likely ’
promote the success of the company
for the benefit of its members as a
whole. Directors need to have regard,
amongst other matters, to the:
. » likely consequences of any decisions
in the long-term;
interests of the company's’
employees;
* need to foster the company’s
business relationships with
suppliers, customers and others;

impact of the company’s operations
on the community and environment;

desirability of the company
maintaining a reputation for high
standards of business conduct; and
need to act fairly as between
members of the company.

In discharging section 172 duties the
Directors consider the factors set out
above as well as other factors which-
they consider relevant to the decision
being made, for example, the interests
and views of regulators. The Directors
seek to ensure that their decision-
making process not only takes into
account the Company’s purpose, vision
and values, together with its strategic
priorities, but also reflects, as far as
practical and possible, the interests

of all stakeholders.

Thé purpose of the Strategic Report

is to guide and inform the Company’s
members as to how the Directors have
performed their duty under section
172, and stakeholders should read

this in its entirety to fully understand
how the Directors have discharged
these duties. Examples of how the
Board operates, and the way it reaches
decisions, including: the matters
discussed and débated during the year;
the key stakeholder considerations that
were central to those discussions; and
the way in which they have had regard
to the need to foster the company’s

business relationships with colleagues, -

customers, suppliers, the community,

shareholders and other stakeholders,

can be found within the Strategic

Report, as well as the Corporate

Governance Statement, as follows:

¢ Chair, CEO and CFO statements on
pages 12, 14 and 22;

_« Board activity schedule on page 77,

* Board Committee Reports on
pages 84-119; and

 4(s section starting on page 37.

Although not an exhaustive list, below
are some practical examples of how
the Directors have had regard to the
matters specifically set out in section
172 when discharging those duties
during the period under review, and
the effect of that on certain of the
decisions taken by them.

Three Year Plan

The Board reviews the Group's Three
Year Plan annually, which includes

the Group's strategy, commercial and
operational performance projections,
capital and cash management, and the
sensitivities and assumptions applied.
As part of the review and subsequent
approval of the new Three Year Plan,
the Board considered the 4Cs context
and the implications for all stakeholders
over the short and medium term,
including colleagues and their welfare,
supply partners, customer outcomes,
and the wider community. During the
year the Board received reports on
business performance in context of
the existing Three Year Plan, reflecting

‘commercial and operational matters;

strategic initiatives and investment;
Environment; Social, and Governance
strategy; colleague welfare and
engagement; diversity and inclusion;
and internal control, risk management,
and compliance matters.

Capital allocation - dividends
The Company’s dividend policy
seeks to distribute excess capital 10
shareholders, where such capital is

~surplus and not required for growth, or

to ensure subsidiaries satisfy regulatory
requirements, or reduce borrowing.
The Company routinely monitors the
capital position of its two regulated

trading subsidiaries, the respective
board of which independently manages
compliance with regulatory capital
requirements.

" Every six months, following the financial

half-year and year ends, the Board,
upon recommendation of the Audit
Committee, reviews the Company’s,
and the Group’s, balance sheet and
going concern status, taking into
account the risks and sensitivities

for future performance, the ongoing
need for strategic investment in the
Group, as well as the expectations of
shareholders and any impact to other
stakeholders; it then determines the
appropriate level of dividend payment.

Commercial contracts

During the year, the Board considered,
and approved, the engagement of new
providers of motor repair and credit
hire services. In accordance with the
Board's terms of reference, in light of
the significance and materiality of the
new engagements, Board approval was
required, in addition to that of the Retail
board. The Board presentations fully

~ considered all risks, opportunities, and

commercial and operational benefits
and fully considered the perspective of
all stakeholders. All material elements
of the new contracts were reviewed
and considered, including expected
improvements to customer outcomes

" and service. A thorough and robust

tender and procurement protocol -
was followed, taking into account
the impacts on the incumbent and
potential new suppliers, ensuring
fairness and transparency in the
decision-making process. .

In certain cases, or where required by
its terms of reference, the Board may
choose to directly engage with certain
stakeholder groups or in relation

to certain issues. However, given

that Company is a holding company
for the Group, with no operational
responsibilities, stakeholder
engagement generally takes.

place at an operational level

within its subsidiaries.
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Supplier.due diligence

Strong and productive supplier
relationships are key to the Group’s
continued success. We work closely
with our local and national suppliers to
communicate our standards, values,
principles and sustainability goals to
them and ensure they are aligned in
helping us offer the best price, product
and service solutions to benefit our
customers and colleagues.

Suppliers of key services to the Group
are subject to a robust due diligence
process under a Supplier Relationship

- Management Framework in order

to enhance relationship and risk
management. Critical suppliers are
subject to ongoing reviews throughout
the year at which service levels and .
adherence to processes and procedures
are discussed and improvements made
as appropriate.

’

Whistleblowing, fraud and
anti-bribery and corruption

A whistleblowing policy is in force across
the Group to enable colleagues to raise
potential or actual serious matters of
misconduct which they believe would

damage the performance or reputation

of the Group. A confidential, externally
serviced hotline and web reporting
tool that is open 24 hours-a-day, every
day, is provided for all colleagues to
raise matters of potential or actual

misconduct. Colleagues are encouraged -

to disclose, in good faith, the actual or
suspected activity where they believe
that at least one relevant failure is
currently occurring, has taken place in
the past, or is likely to happen in the
future. Colleéagués can make a report .
anonymously should they so choose.
Any colleague that makes'a report

will be accorded protection under
legislation and any colleague who makes

"a disclosure in good faith will not suffer

reprisals, victimisation or discrimination.

Aninternal framework is in'place to
process all reports received and
ensure that the details of the report
remain confidential at all times. .

The Group’s Company Secretary, Chief
Risk Officer and Group HR Director are
notified by the whistleblowing service

provider once a report has been made.

They decide if the matter warrants
investigation and will appoint an
investigator if warranted. No manager

_isinvolved in an investigation that

relates to his/her own department
or where they are the subject of that
report. The investigator is instructed
not to disseminate any further
information than is required to
undertake the investigation.

. All colleagues are expected to
. co-operate fully, openly and honestly

with all investigations during which
colleagues will be appropriately
accompanied or represented. Once
the investigator has completed his/her
report, then the details are reviewed
by the Comipany Secretary, Chief Risk
Officer and/or the HR Director who
will decide if action is to be taken or
the matter is deemed to be closed’
and no further action required. The
colleague who made the initial report
will be notified of the outcome.via the
whistleblowing portal and not contacted
directly. The details and outcome of
the investigation are saved within the
confidential reporting system.

1io0dau 21831808
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Corporate responsibility continued

Whistleblowing, fraud and"
anti-bribery and corruption
continued
Financial crime, for example money
laundering and/or terrorist financing is
a serious matter for all companies and
more so for those that operate within
the financial services sector:
The Group has policies in place
_inrelation to combatting money
laundering, terrorist funding, fraud,
bribery, corruption and tax evasion.
Colleagues are required to undertake
regular awareness training on all types
of financial crime and must follow
policies, procedures and guidelines
in relation to all financial operations.
Background checks on prospective
and existing colleagues are undertaken
throughout the year to help combat
internal fraud.

The Group also ensures that unethical -
practices do not take place relating

to bribery and/or corruption and it is -
committed to prohibiting such activities
within its operations and dealing with

- suppliers and service providers. This
prohibition also extends to facilitation
payments that may be used in certain
industries and/or countries where
‘payment of cash or gifts to an official
are used to enable transactions to

be accelerated, by-passing usual
bureaucratic processes. All colleagues

" are required to disclose gifts or

hospitality that may be offered by any
external party over £100, either as a
single or multiple gifts in a rolling year,
whether accepted or' declined. Routine
audits of expense claims and/or gifts
received are undertaken throughout
the year. Retail's Money Laundering

. Reporting Officer is responsible for the

application of anti-bribery and anti-
corruption measures and reporting,
ensuring the business undertakes
bribery and corruption risk assessments

and that regular training is provided to all

colleagues. The Group has zero appetite
for bribery and corruption whether
offered to, or given by, any colleague and
uses the definition of bribery contained
within the UK Bribery Act 2010,

Colleagues are made aware of the '
whistleblowing hotline, and the Group’s.

. anti-fraud, anti-bribery and anti-

corruption measures via the intranet,
mandatory training, and posters
displayed in prominent areas.

During the year no significant matters

* relating to financial crime, either

internally or externally, with the -
exception of external fraudulent claims
and ghost broking identified as part

" of normal business operations, were

reported. Also no matters of significant
misconduct were raised through the
whistleblowing hotline.

Grievance/disciplinary
procedures and colleague’s
freedom of association -

The Group promotes a safe, diverse

and inclusive environment, free from
bullying, harassment.and discrimination,
within which all colleagues should be -

" treated fairly and with respect. The

Group is committed to eradicating all
types of discrimination, whether based

-on disability, religious beliefs, gender, .

sexual orientation, age, or other factors.

“Itis hoped that no colleague will need

to raise a grievance against the
Company and/or one of its colleagues.

If 3 colleague wishes to raise a grievance
this is resolved informally and as quickly
as is possible. Where it is not possible to
resolve a grievance informally a formal
procedure is instigated.
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Disciplinary procedures against
colleagués are used as a last resort
where a breach of the standards and/or

performance expected from colleagues’

falls significantly short or where fraud or
other criminal activity is proven. Treating
colleagues fairly and consistently is

key to maintaining the correct level

of conduct. When a colleague fails to
meet the required standards expected
of them, other than in case of gross
misconduct, they are coached and

provided with development and.training -

to improve. Referral to counselling or
wellbeing services may also be offered.
In the event that standards of conduct
and/or performance do not improve

" over a period of time, then disciplinary
measures may be required. Acts of
gross misconduct by colleagues, such
a serious breach of the contractual
relationship between the colleague
and the company, will ysualy result in
dismissal with or without notice.

Colleagues are free to be appropriately
accompanied in relation to a grievance
or disciplinary matter. In the event
that a grievance is not upheld, or a
disciplinary matter is not dealt with to
the satisfaction of the colleague, they
have the right to appeal. In addition
should colleagues feel the need for
additional support, the Company
provides a colleague assistance
programme, free of charge, so that
colleagues can obtain free and
independent external advice.

The Company does not formally
recognise a trade union, preferring

to communicate and engage with
colleagues directly either through the-
HCF, the YourVoice colleague survey, via
email and intranet, and/or directly with

" individual colleagues as appropriate.

Trade union membership is not,
however, prohibited and the Company

does not restrict union representation .

at a grievance or disciplinary meeting
should any colleague request such.

Further information on colleagues and

colleague engagement and wellbeing

" can be found within Colleague section

of this Report on page 38.
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‘Corporate responsibility continued "

Data and cyber security

and privacy rights-

The Group takes the protection and
integrity of personal data very seriously.
Management continually works on
developing and enhancing the Group’s
information security framework which
is designed to identify and understand
potential threats as well as manage and
mitigate potential risks. By investing in IT
security and cyber resilience the Group
is introducing and refining controls to
protect data it retains as well as detect,
prevent and respond to cyber-attacks.

Management maintain a focus to ensure
customer statutory privacy rights
are upheld, inclugding a commitment
"to process personal data securely
by means of appropriate technical
and organisational measures. During
the year the Group attained Cyber
Essentials certification and successfully
* completed assessments for PCI DSS
compliance for both e-commerce and
mail order and telephone.

Information security, cyber security

.. and data protection and data privacy

policies are in place and sit alongside
the technical and procedural controls
to combat financial crime, bribery and

‘corruption. Mandatory training on these

matters is conducted across the Group
for all colleagues and supplementary
training is also provided where required.

The Group's cyber, data and privacy
governance links security and data -
activities to the Group’s goals and
strategy, engages and empowers
colleagues who are responsible for
making security and data decisions,
and-promotes effective management of

* cyber and data risks including building

an adequate response to cyber-security
threats. This governance framework
seeks to address process and human
vulnerabilities, reduce the complexity of |

. the Group's technology and data estate,

and embed cyber security consideration
in all business decision making. )
Operational measures are in place to

-monitor and respond to data breaches

and cyber-attacks. These measures are
routinely and independently validated
and tested, through vuinerability
assessments and penetration testing.

in May 2018 the General Data Protection
Reguiations {GDPR) came into force
replacing the Data Protection Act

1998. The Group has a dedicated

Data Protection Officer in line with .
the requirements of GDPR and a data
protection team that administers
colleague and customer subject access
requests. A breach management '
process has been established and
colleagues are encouraged to seek
advice if in any doubt in relation to

data protection. The Group’s data,
information and security framework

" is supported by a communications

strategy to enhance existing privacy
culture and awareness on all aspects
of colleaguie interaction with personal ’
information.:

The Group is committed to data subject
privacy and protecting all data that it

is responsible for and retains. It has
implemented a number of measures

o ensure that user data is obtained
through autherised, lawful and
transparent means with the explicit
consent of the data subject; that data

is collected and processed for limited
and stated purposes; and, if transferred
to third parties, that these parties

have robust policies in place to ensure
that data is protected at all times and
only processed for the intended and.

"stated purpose. The Group ensures

that its approach to the collection, use,
sharing and retention-of user data is
clearly stated and available to all data
subjects. A formal data protection
policy’is in place that applies to all of
the.Group’s operations, whether that
data relates to existing or potential
customers or colleagues. Should privacy
notices and other data policies that
apply to data subjects be amended, the
Group is committed to notifying those
data subjects affected in a.timely and
appropriate manner.

During the year no significant data,
cyber or information security matters

© were reported. ‘ -
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Good corporate citizen
Responsible'investing

The Group believes that sustainable,
medium to long term, investing extends
. beyond the evaluation of guantitative
factors and traditional fundamental
analysis of financial metrics, and )
should consider an entity's impact on
stakeholders, the environment and .
society. Furthermore, ESG factors can
affect investment performance, expose
" potential investment risks, and provide

an’indication of management excellence.

At the financial year end, Underwriting
" held assets of £698m in cash and within
its investment portfolio. During the
year, the Underwriting board agreed

to incorporate ESG considerations

into its investment strategy and
"decision making, seeking to achieve a
high average ESG investment rating,
while maintaining its conservative
investment strategy that focuses on
capital preservation and alignment

to underlying insurance liabilities.
Underwriting’s independent investment
advisor and asset manager, both
signatories to the' UN Principles

" of Responsible Investment
(www.unpri.org/), are providing
support and expertise-in this area.

/,‘
(&)

£698m

investment portfolio now .
managed to achieve high ESG rating

Underwriting's independent investment
advisor also undertakes evaluations of
our third party investment managers’
approach to ESG and compliance with
industry standards, for example the UK
Stewardship Code. The integration of
ESG criteria looks beyond the existence.
of policies and procedures and also
investigates underlying ownership

and holdings. In addition, a ‘comply or
explain’ approach is taken over a range
of ESG factors, when initially screening
managers, and on an ongoing basis,
providing a framework to evaluate
investment manager behaviour.

Our advisers continually develop their
research process, investment strategy
modelling tools and reporting by
incorporating innovative thinking on

. ESG matters.

‘“Tax Strategy

Our aim is to adopt a principled

and sustainable tax strategy that
underpins the Group's desireto |
balance the various interests of all its
stakeholders, including shareholders,
customers, governments, regulators,
colleagues, and the community interests
which it serves. The Group seeks to
ensure that it complies with all legal -
requirements both in the UK and in all
other jurisdictions where it operates,

" by making all appropriate returns and

payments in respect of its own tax
liabilities and by collecting taxes on
behalf of the relevant tax authorities
in accordance with prescribed rules
and deadlines. '

ESG reports

The following reports are available
on the Group's website:
» Tax Strategy; . -
* Statement on Slavery
and Human Trafficking; and
* 'Gender Pay Gap Report”.
* for Hastings Insurance Services Limited,

the main employer and only Group entity
with more than 250 employees

Annual Report 2019 Hastings Group Holdings plc

. SJUSWIL)S {eIdURUIS 3oueUIaA0S 23e10d107) ‘

uoeWIOUI J3YIO

1o0daJ 218a1ens




- Corporate responsnblllty contmued

Commumty

- With happy colleagues, satisfied customers and a proﬂtable
Group we are able to take the 4Cs full circle by taking an active
part in serving our communities. We focus our efforts locally SO
that we play an active role in the communities where we work
and live and do this by being a good neighbour, investing in local
educatlon |n|t|at|ves and Iookmg after our environment.

Being a good neighbour
Our Charity Events Committee is
made up entirely of colleagues who

- volunteer-to organise fundraising
events throughout the year for local -
charities nominated by Hastings
colleagues. The Hastings Community
Fund provides a helping hand to local

- individuals or groups by providing
advice, physical support or small grants
to help with fundraising. In 2019 we .
provided support of over £50,000 for

- local charities and organisations and
gave over 9,000 hours of practical or
professional advice or support through
our community days.
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' During 2019 our charity partners were
. Warming Up the Homeless and Edgar’s Gift

“From your kind support we have been able to pay

_ for another year of fees for our holiday caravan in
Mablethorpe which we offer to patients and their

-families for free. Other money raised has paid for
wishes for young adult cancer patients in the East
Midlands, such as iPads, cameras, theatre tickets and
holidays away. Thank you for your support and raising
awareness of our charity and what we do.”

Neil Bradman
Edgar's Gift

"The input from Hastings
Direct.both in financial

" terms.and practical

terms, has allowed the
charity to go onto the .
next level. We are now
one of the largest
homeless charities in
East Sussex, have over:

- 140 active volunteers and

many of them are first
aid trained. We have - -
grown in terms of
expanding into advocacy
and now boast a rapid
response team, we have
two vans, have moved
premises and are about
to open a shop in Bexhill.
We are all grateful to
Hastings Direct, it has -
been great working

with you!”

Trudy Hémpton '
- Warming Up the Homeless
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Corporate résponsibility continued

Pink Ribbon Foundation
_As part of our insurePink product
‘offering, where £10 for every insurance
- policy purchased is donated to a breast
cancer charity (Pink Ribbon Foundation),
we are pleased that our customers have
now helped us raise over £1 million for
the'good cause over the last 11 years.
Our colleagues support fundraising
* for the Pinik Ribbon Foundation across
the year too and in July they raised an
additional £4,000 from our company
- golf day. .

£1m-'v'

" raised for Pink Ribbon Foundation -
through InsurePink product-offering

“The golf day was a great

- day! It was nice to see
S0 many colleagues
come'together to

.support a great cause,
along with a bit of healthy

. competition! I'm very
proud to have been part
of a day that raised so
much and will very much
look forward to taking
part again next year."

~ Jamie Wicks _ . ’

Complaints Performance
Manager, Bexhill

Investing in local education
initiatives B

We have significant interaction with
schools, colleges and universities in and

around our communities to help develop,

attract and nurture home grown talent.
In 2019 we continued to sponsor a
programme called ‘Be the Change'in
Bexhill and Leicester which aims to raise

the aspirations of local 13 to 14 year olds.

The programme is designed to help
remove barriers that may make
students disengage from school and in
life and provide them with fife skills to.
help shape their future and give them
the opportunity to make a difference
to their education and career paths.
Our colleagues volunteer as business
mentors to help support the students
with anecdotal and professional advice:
and guidance. B .

“I wasn't sure what to expect. | went on ‘Be the Change’
because | had heard about it from friends. | thought it
was about bullying but it's actually about me. | am
looking forward to meeting my mentor again soon.”

Student
Bexhill Academy
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“This is my third year as a mentor,.and | am Iooking _ . "Thiswas a great start

forward to meeting this year's students. | really enjoy to the ‘Be the Change'

the energy of this programme and watching the children programme. We now

transform. They all work at difference paces, someare:  have students and

like sponges soaking everything up, others quietly parents requesting

reflective and for some this is about sowing the seeds - to be part of the

for when they are ready to ‘Be the Change"” ‘Be the Change’
programme based

Karen Taylor S - )
Risk Manager, Bexhill : upon its reputation

and testimonials from -
past students. It really
engages not just thinking

Thi . - about what they want
This vx'/asmy.ﬂrstA their future to be but
experience of ‘Be the how they can make

Change’ and | am very it happen:” :

impressed. It was great
; ; : Trudy Hillman
to see a different S.Ide Teacher, Bexhill Academy, Bexhill
of so many students. -
“You pushed them to be

~more confident, honest “I have worked in business
and thoughtful to one “for over 40 years and can
another. I'm sure they've honestly say that this
learned many valuable experience is amongst the
life skills from the day.” highlights-of my working -
Sam Askham life... Really glad that |

Teacher, Welland Park, Leicester volunteered to do this”

Neil Bradman
Team Leader, Leicester

“It amazes me to see the strength that the young children
have to stand up and speak about bullying and other
issues that they face. ‘Be the Change’ gives them a safe
environment to do this in. | feel very proud to be part
of somet