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EXECUT IVE  SUMMARY

Insurance Times has conducted its annual 
eTrading survey for the past six years, 
investigating brokers’ opinions, attitudes and 
satisfaction levels with the eTrading services 
they receive from insurance partners and 
software house providers. 

For the second successive year we have also given 
a star rating out of fi ve, linked to score performance. 
This approach aims to provide a more practical tool 
to help assess and benchmark yearly performance 
of insurer extranet platforms, broker management 
systems and the broker experience of trading with an 
insurer via a software house platform. 

Brokers trading with insurer extranets have 
awarded a maximum fi ve star rating to Aviva Fast 
Trade and NIG TheHub in this year’s survey. NIG 
was also awarded fi ve stars for trading via a software 
house platform. Acturis’s software house system 
secured fi rst place among brokers. 

The eTrading survey was open to UK brokers 
between November until the end of January 2020, 
with 854 brokers taking part. Brokers were asked to 
rate their eTrading experience over the last 12 months. 
Brokers trade in a variety of ways, a large proportion 
trading with insurers either directly via the insurer’s 
dedicated extranet platform or a software house 
platform (and sometimes both), expecting excellence 

in fi ve areas we explore in this survey. They are:

ō� %UHDGWK�RI�FRYHU�	�SURGXFW�UDQJH
ō� 4XDOLW\�	�QXPEHU�RI�TXHVWLRQV�DVNHG
ō� 4XDOLW\�RI�VXSSRUW
ō� 4XRWDELOLW\
ō� 8VDELOLW\�	�WUDGLQJ�HDVH�

Brokers using an integrated broker management 
system were asked to rate the system on the following 
fi ve areas:

ō� &OLHQW�PDQDJHPHQW�WRROV�	�VXSSRUW
ō� 5DQJH�	�EUHDGWK�RI�SURGXFWV
ō� 6\VWHP�VHFXULW\
ō� 6\VWHP�WHFKQRORJ\�	�LQQRYDWLRQ
ō� 8VDELOLW\�	�WUDGLQJ�HDVH

Insurers or software houses can purchase a licence 
WR�XVH�HLWKHU�WKH�)LYH�6WDU�UDWLQJV�RU�WKH�UDQNLQJV�
in their marketing communications. The data in the 
supplement is for internal, personal, private non-
commercial use only. Email fi vestar@insurancetimes.
co.uk for further details. For more information about 
the comprehensive eTrading Data Insight Book, 
offering further in-depth analysis and extensive broker 
feedback, email fi vestar@insurancetimes.co.uk.
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OVERALL STAR RAT INGS INSURER EXTRANET

INSURER 
EXTRANET 2020 STAR RATING 2019 STAR RATING RATING CHANGE

Aviva Fast 
Trade

NIG TheHub

Allianz 
QuoteSME

+RPH�	�/HJDF\�
Online

4%(�)DVWĠ�RZ   1

Markel Online

56$�2QOLQH

Zurich Online  2

$;$�&RQQHFW  1

&RYÒD�,QVXUDQFH�
Online  1

Ageas Extranet

Hiscox Trader  1

&KXEE�3RUWDO  1
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OVERALL RANKINGS INSURER EXTRANET

INSURER 
EXTRANET RANKING 2020 SCORE 2019 SCORE RANKING CHANGE

Aviva Fast Trade 1 4.25 4.19

NIG TheHub 2 4.02 4.12

Allianz QuoteSME 3 3.99 3.98

+RPH�	�/HJDF\�2QOLQH 4 3.89 3.97  -

4%(�)DVWĠ�RZ 5 3.85 3.66  4

Markel Online 6 3.83 3.81  1

56$�2QOLQH 7 3.82 3.80  1

Zurich Online 8 3.76 3.22  3

$;$�&RQQHFW 9 3.75 3.82  5

&RYÒD�,QVXUDQFH�2QOLQH 10 3.72 3.80  4

Ageas Extranet 11 3.69 3.66  3

Hiscox Trader 12 3.56 3.68  - 

&KXEE�3RUWDO 13 3.48 3.51  3

Aviva Fast Trade and NIG’s TheHub extranet platforms 
once again came out on top among insurer extranets. 
Their extranet platforms were awarded the maximum 
fi ve stars for overall e-trading services to brokers for 
a second consecutive year since introducing the fi ve-
star rating system. 

)RU�D�VHFRQG�FRQVHFXWLYH�\HDU�$OOLDQ]�4XRWH60(��
+RPH�	�/HJDF\�2QOLQH��0DUNHO�2QOLQH�DQG�56$�2QOLQH�
have been awarded four stars by brokers. 

4%(�)DVWĠ�RZ�JDLQHG�RQH�VWDU�LQ�������ZLWK�EURNHUV�
elevating the platform to four stars. Zurich vastly 
improved year on year, with brokers clearly seeing 
improvements since the transition from ZTrade to 
Zurich Online. They awarded the insurer platform three 
stars, compared with the disappointing one star it 
DFKLHYHG�ODVW�\HDU��$;$�&RQQHFW�DQG�&RYÒD�,QVXUDQFH�
Online both lost a star in 2020, with the insurer 
platforms slipping to three-star status. Ageas Extranet 
achieved a three-star rating for a second consecutive 
\HDU��+LVFR[�7UDGHU�DQG�&KXEE�3RUWDO�ERWK�ORVW�D�VWDU�
in 2020, with brokers awarding these two extranet 
platforms two stars each.

The results suggest that the overall combined 
service delivery across the market improved in 2020, 
with insurer extranets achieving a market average 
of 3.82 out of 5, a slight improvement on the 3.78 
VFRUH�DFKLHYHG�LQ�������/DVW�\HDU��LQVXUHU�H[WUDQHWVł�
combined average had declined from 3.87 in 2018. 

Therefore this year’s market average score highlights 
that brokers are seeing development of insurer 
extranets as going in the right direction. 

Aviva Fast Trade achieved a maximum fi ve stars 
from brokers. To look more closely at insurer extranet 
SODWIRUPV��WKLV�\HDU�ZH�DVNHG�EURNHUV�DERXW�WKH�TXDOLW\�
of support provided, aiming to explore the operational 
support model in place on each insurer extranet. Aviva 
Fast Trade achieved fi rst place in this category, scoring 
fi ve stars. 

7KLV�\HDU�ZH�DOVR�H[DPLQHG�TXRWDELOLW\��WR�
investigate how many times brokers are receiving 
DQ�RSWLRQ�WKDW�WKH\�OLNH�DIWHU�VHHNLQJ�D�TXRWH��7KLV�
change is to take into account that pricing is not the 
RQO\�IDFWRU�EURNHUV�VHHN�ZKHQ�UHTXHVWLQJ�FRYHU��$YLYD�
Fast Trade evidently provided brokers with a variety of 
positive options, again resulting in the platform getting 
a fi ve-star rating.

For the second year running, brokers have awarded 
NIG TheHub an overall fi ve-star rating.

NIG was the only insurer to again to be awarded 
fi ve stars by brokers for experience via both avenues 
of trading. TheHub achieved its highest score in 
‘usability and trading ease’.

TheHub achieved fi rst place among all insurers 
VXUYH\HG�IRU�ŁTXDOLW\�RI�VXSSRUWł��EHLQJ�DZDUGHG�ğ�YH�
VWDUV��,W�DOVR�JDLQHG�D�ğ�YH�VWDU�UDWLQJ�IRU�ŁTXRWDELOLW\ł�
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INSURER 2020 SCORE RANKING 2019 SCORE

Acturis 4.22 1 4.15

$SSOLHG�6\VWHPV 3.66 2 4.02

Open GI 3.42 3 3.36

663 3.08 4 2.87

OVERALL RANKINGS SOFTWARE HOUSES

Acturis secured fi rst place among software house platforms in this year’s 
eTrading survey, scoring 4.22 out of 5. The software house has improved its 
score from brokers for four consecutive years.

Acturis was placed fi rst in all fi ve service areas investigated in the survey, 
receiving its highest scores from brokers in ‘system security’ and ‘range and 
breadth of products’.

$SSOLHG�6\VWHPV�ZDV�UDQNHG�VHFRQG��ZLWK�DQ�RYHUDOO�VFRUH�RI������RXW�RI�
5. Applied had improved its score year on year since 2017, but this year saw 
a fall in broker score. Applied received its highest scores for ‘system security’ 
and ‘usability and trading ease’.

Open GI was ranked third by brokers, with a score of 3.42 out of 5, a year 
RQ�\HDU�LPSURYHPHQW��0HDQZKLOH��663�ZDV�UDQNHG�IRXUWK�E\�EURNHUV��ZLWK�D�
VFRUH�RI������RXW�RI����XS�IURP�ODVW�\HDUłV�������663�VFRUH�DOVR�LPSURYHG�LQ�
all of the fi ve service areas explored. 
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OVERALL STAR RAT INGS VIA PLATFORMS

INSURER 
PLATFORM STAR RATING 2020 SCORE 2019 SCORE RANKING RANKING 

CHANGE

NIG via 
platform 4.03 4.11 1

Zurich via 
platform 3.92 3.67 2  6

Covéa via 
platform 3.90 3.95 3

AXA via platform 3.89 3.97 4  2

Aviva via platform 3.88 3.92 5  1

Ageas via 
platform 3.85 3.87 6  1

Allianz via 
platform 3.84 3.87 7  2

4%(�YLD�SODWIRUP� 3.79 3.9 8  - 

56$�YLD�SODWIRUP� 3.75 3.83 9  2
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INSURER VIA 
PLATFORMS 2020 STAR RATING 2019 STAR RATING RATING CHANGE

NIG 

Zurich   2

Covéa 

AXA 

Aviva 

Ageas 

Allianz 

4%(  1

56$  1

OVERALL RANKINGS VIA PLATFORMS

The eTrading survey also aimed to investigate the 
broker journey while trading with an insurer via a 
software house platform. NIG via software house 
platforms has been awarded fi ve stars by brokers for a 
second consecutive year. 

%URNHUV�KDYH�DOVR�JLYHQ�&RYÒD�,QVXUDQFH��$;$�DQG�
Aviva four-star ratings for a second consecutive year. 
Meanwhile, Zurich, which last year was only awarded 
two stars by brokers, has clearly improved dramatically 
over the past 12 months as this year it has achieved a 
four star rating – a considerable advance.

For a second consecutive year, brokers awarded 
WKUHH�VWDUV�WR�$JHDV�DQG�$OOLDQ]��4%(�ORVW�D�VWDU��ZLWK�
brokers giving it three stars in 2020 compared with 
IRXU�LQ�������56$�DOVR�ORVW�D�VWDU�LQ�������ZLWK�EURNHUV�
awarding a disappointing two-star rating. 

The results suggest that the overall combined 
service delivery via software house platforms across 
the market declined slightly in 2020, with the broker 
experience of trading insurer products via software 
house systems achieving a market average of 3.87 
out of 5. 

In 2018, when Insurance Times introduced this 
area of analysis, insurers achieved a market average 
of 3.99 out of 5. A year later, this declined to 3.90 

and slipped once again in 2020, albeit slightly, to 3.87 
out of 5. 

It is interesting to note that insurer extranets have 
experienced a three-year positive trajectory in terms of 
overall combined service delivery while, over the same 
three years, the overall service delivery via software 
house systems has experienced a negative trajectory.   

Brokers trading with NIG via a software house 
platform gave it fi ve stars for a second consecutive 
year – making it the only insurer in this survey to be 
awarded fi ve stars by brokers trading via their insurer 
extranet platform and for trading through a software 
house platform.

NIG received fi ve stars via this trading route in all 
fi ve areas explored, with brokers highly impressed with 
KRZ�HDV\�LW�LV�WR�WUDGH�ZLWK�1,*��WKH�TXRWH�RSWLRQV�
they receive, a wide product range and more.

Brokers trading with Zurich via software house 
reported a signifi cant improvement across areas such 
DV�ŁWUDGLQJ�HDVHł��ŁTXRWDELOLW\ł�DQG�ŁTXDOLW\�RI�VXSSRUWł��
giving the insurer four stars. This is, again, a major 
achievement after Zurich was awarded only two 
stars in 2019’s survey. It is evident that the e-trading 
evolution occurring at Zurich is being positively 
received by brokers.


