Focused on
customers

Our mission is to be brilliant
for customers every day.
It’s the driving force behind
everything we do.

We know the importance of providing an exceptional
insurance service and aim to deliver great outcomes
for our customers.

Over 2023, we have undertaken extensive work across

the organisation to further focus on how we meet our
customers'’ insurance needs, whether it's from the point of
sale through to resolving claims, we want to make it simple
for our customers and be there for them when they need
us, with the products that meet their needs both now

and in the future.

Adapting to customer needs

Direct Line Essentials

We launched a new Direct Line Essentials product this year,
expanding our product range to meet the needs of more
Motor customers.

Read more on page 52.

Consumer Duty

Across the business we have been embedding delivery

of our Consumer Duty obligations to ensure good customer
outcomes and meet our mission to be brilliant for
customers every day.

Read more on page 51.

Motor Claims Hub

Knowing that many of our customers prefer to register their
claims online, we have focused on enhancing our capability
to provide end-to-end digital claims journeys, launching

a new Motor Claims Hub in 2023.

Read more on page 53.
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