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FOREWORD
Dear ladies and gentlemen, dear business partners,
We are pleased to enclose our report for 2017 as another very successful
year of growth and development. Not only in terms of economic results,
but also in terms of significant company growth and expansion of our
products and services portfolio.

Firstly I would like to thank the
management and staff for making
2017 such a successful year during
which time we successfuly managed
a total of 115 000 units.
Now with more than 55 staff in 5
offices in the region and 2 more due to
open in 2018 we are better positioned
than ever to provide our clients with
the services they require.
Sales growth in 2017 was 45% over
2016 and all CEE markets made
substantial strides forward. This
growth continued at an even faster
pace in
2018 with Polish and
Hungarian warranty markets opening
up to the DEFEND model.

Our main emphasis in 2018 is a
launch of new websites for all
markets; finalising of an agreement
with additional A-rated insurer and
implementing our online multilanguage training platform which will
insure our distribution channels are
compliant and up to date with
products and laws.
The outlook for 2018 and beyond is
exciting as we look forward to further
growth in our markets. We continue to
receive and win new tenders and at
the same time continue to retain,
manage and develop our present
clients base. We hope you are as
confident in the future as we are.
Sincerely,

A year ago the Group budget for 2018
was 133 000 units. I can now report
that DEFEND INSURANCE is on
target for 148 000 new policies which
will produce a gross premium of €64 M
for its insurers.
Our new Head Office in Chodov,
Prague has increased both space and
our ability to recruit the right people to
move the business forward, as well as
providing capacity for our planned
growth.
GDPR (General Data
Protection Regulation) and IDD
(Insurance Directive Distribution)
have provided a challenge for our
compliance and system departments,
but all legal recommendations and
changes have been implemented
seamlessly and in line with protocols.
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Andrew Quirke
Managing Director

GROUP
PROFILE
Our companies constantly strive to exceed client expectations by
developing and delivering market leading products and services. We
provide profit and innovative solutions for our partners and significantly
contribute to customer satisfaction and loyalty of clients towards our
partners.
Our group involves companies which
mutually complement its product
portfolio. This results in a very strong
group capable to offer the end
customer complete deliveries and
services across the CEE region and
the United Kingdom. We cover key
areas of concern in the automotive
industry:
ź Insurance
ź Protection
ź Safety
ź Digital merchandising

We provide bespoke automotive
insurance solutions to our clients
across the region, with a focus on
GAP, extended warranties and Smart
insurance product.
Our business operates under a
number of Lloyd’s binding authorities
as well as with local carriers backed
by Lloyd’s reinsurance. This provides
us with flexibility and the ability to
respond quickly to customers' needs
when launching new programmes.

During the past years, DEFEND
INSURANCE GROUP has grown
significantly and continues to be the
market leading CEE speciality
insurance administrator.

We operate through more than 1300
automotive dealers, 240 independent
brokers and 40 fleet and leasing
management companies across all
markets.

Continuation of the excellent growth
record of the last years with double
digit percentage increase will
reinforce the position of the Group as
the leading supplier of insurance
services in the automotive sector in
the region.
While DEFEND INSURANCE
GROUP provides a wide range of
insurance products, DEFEND
SOLUTIONS GROUP is developing a
strong partnership with British market
leader GardX International Ltd.
We have successfully launched their
award-winning vehicle protection
system in the region with merchandising
platform DEFEND SpinCar.

DEFEND INSURANCE
GROUP

DEFEND SOLUTIONS
GROUP

Insurance Division

Product Division

CZECH REPUBLIC

SLOVAKIA

HUNGARY

POLAND

UNITED KINGDOM

DEFEND INSURANCE s.r.o.

DEFEND INSURANCE s.r.o.

DEFEND Insurance Kft.

DEFEND Insurance Sp. z o.o.

DEFEND ASSIST Ltd.
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OUR
LOCATIONS
DEFEND INSURANCE GROUP companies are incorporated in five
countries with six offices across CEE market - in the Czech Republic,
Slovakia, Hungary, Poland and the UK.

Headquarter - Czech Republic
DEFEND INSURANCE HOLDING s.r.o.
Roztylská 1860/1
148 00 Prague
Czech Republic
Back Office - Czech Republic
DEFEND INSURANCE s.r.o.
Tovární 1613
769 01 Holešov
Czech Republic
Service Offices - Poland
DEFEND INSURANCE Sp. z o.o.
ul. Bonifraterska 17
00-203 Warsaw
Poland
DEFEND INSURANCE Sp. z o.o.
ul. Ligocka 103
40-568 Katowice
Poland
Service Office - Slovakia
DEFEND INSURANCE s.r.o.
Pribinova 4
811 09 Bratislava
Slovakia
Service Office - Hungary

Holešov

DEFEND INSURANCE Kft.
Rákóczi út 42.
1072 Budapest
Hungary
Service Office - United Kingdom
DEFEND ASSIST Ltd.
8 Huxley Drive
SK7 2PH Stockport - Bramhall
United Kingdom
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AmTrust a multinational property
and casualty insurer providing
underwriting for speciality risk
solutions as a Lloyd’s Syndicate.
DEFEND INSURANCE GROUP
works closely with the AmTrust
team in London, which is focused
on delivering flexible, bespoke and
relevant solutions for clearly
defined customer groups.

CIG Pannonia is an insurance
company founded and led by
Hungarian management which has
successfully grown, expanded its
network of partners and today
enjoys a respectable position in the
market. In 2010 the company went
successfully public and is now
registered on the Budapest Stock
Exchange.

Acasta European Insurance
Company Limited is a dynamic and
responsive insurer that offers its
services and products throughout
Europe since 2012. Acasta offer a
wide range of insurance products,
underwriting capacity and a flexible
and inovative approach.

Newline Group is a market leading
specialty insurance group
headquartered in London, operating
through two underwriting platforms:
Newline Syndicate 1218 at Lloyd’s
and Newline Insurance Company
Limited.

INSURERS
& REINSURERS
Three of five DEFEND INSURANCE GROUP companies can boast the
status of Coverholder at Lloyd’s, namely in the Czech Republic, Slovakia
and Poland.
Besides Lloyd’s, our business works with local carriers including CIG
Pannonia, Acasta European Insurance and recently Newline Group, all
backed by Lloyd’s reinsurance, giving us flexibility and the ability to
quickly respond to our customer’s needs.
Lloyd’s Security
Lloyd’s of London is one of the oldest
an d m o s t re s p e c te d E n g l i s h
insurance markets, in business since
1688. Lloyd’s currently enjoys an A
rating from A. M. Best, an A+ from
Standard & Poor’s and a rating of AAfrom Fitch. Operating under Lloyd’s
binding authorities, DEFEND is
authorized to bind and administer
insurance locally on behalf of
Lloyd’s.

Lloyd's announced on May 23 this
year that it received licence approval
from the National Bank of Belgium for
Lloyd's Insurance Company S.A.
(Lloyd's Brussels). Regulated by the
National Bank of Belgium and fully
Solvency II compliant, Lloyd's
Brussels will start writing business
from 1 January 2019, when DEFEND
will also begin to intermediate Lloyd's
insurance exclusively via their Belgian
subsidiary.

In January 2017 our main Lloyd’s
syndicated under writer ANV
Syndicates Ltd., was taken over by
AmTrust Syndicates Ltd. AmTrust is
a globally recognised insurance “A”
rated company and we are pleased
they have indicated their full support
for our current and forward strategic
plans.

AmTrust Syndicates in London will
continue to manage their business,
reinsuring Lloyd's Belgium 100%
while maintaining direct contact and
involvement with DEFEND in the
same relationship and cooperation
we've enjoyed for the past several
years.

Post-Brexit era
With the impending withdrawal of the
United Kingdom from the European
Union scheduled to occur on March
29, 2019, many of our partners and
clients are asking “What happens
now?” with respect to both our
ongoing, future cooperation as well
as to insurance and cooperation
contracts entered into prior to Brexit.

Newline Group
We are constantly looking for new
opportunities and improvements. To
do so we need to make sure we have
the right insurers and reinsurers
behind us.
We are delighted to announce our
cooperation with Newline which will
give us even more flexibility to bring
new products to the market.
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OUR
STRATEGY
Our strategy positions DEFEND for success over the short term and long
term. It builds on our solid financial position, balanced portfolio, trusted
brand and the skills and expertise of our people who fundamentally
understand the insurance business, the engine of our sustainable value
creation. It is also based on the ability to change and adapt.
Last year has been a year of both continuity and change. We continued to
build our company for the long term, while increasing efficiency to adapt
to the changes in an evolving marketplace where consumers'
expectations are shifting by the internet and new technologies.

THE KEY ELEMENTS
OF OUR STRATEGY
Focused management team
In 2017 shareholding changes took
place, consolidating the ownership
of DEFEND INSURANCE GROUP
to the three main board executive
directors.
They are committed to the highest
standards of corporate governance
and oversee management to
ensure the right direction of our
company as well as maintaining
cost efficiency and sustainable
business operations.
Motivated employees
In-depth industry knowledge is the
key to providing clients with the
most suitable solutions and the
finest service.
In DEFEND we continue to focus
on identifying the right people for
the right roles, helping them to
unleash their full potential through
targeted development. This benefits
both our employees and our
customers.
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Effective solutions
All our growth has been organic
through identifying the opportunities
and learning from the experiences.
We take advantage of new technologies and changes in markets to
develop exceptional products and
services that deliver ever-improving
value to our customers.
Maintaining rigorous risk selection
and effective claims management
has required DEFEND to keep
evolving.
Excellent level of customer
service
In truth our clients are buying a
customer ser vice and claims
handling service that they can rely
on.
We understand the importance of
earning the customer's trust and
providing them with a meaningful
and positive experience when
contacting us.

OUR STRATEGY
Our customer ser vice team
members represent a real difference
in their approach. We exhaustively
check all avenues of enquiry to
ensure that all of them are handled
as fairly and speedily as possible and
customers can expect a prompt and
qualified service.
Reliable Partners
By cooperating with dif ferent
providers and businesses, we gain
access to potential customers.

We provide our contracted partners
with a structured management team
to support their staff through all
phases of insurance programme
implementation including training,
development and on-going backoffice support.
It is our aim to make sure our
partners know what we stand for and
the fundamental value we provide
our customers to respond to their
needs.

Valued loyal customers
Every day, we touch the lives of
hundreds of people. That's why in
DEFEND we prioritize customer
focus.
Customers have a choice and by
choosing us they prove we provide
unmatched value and service.
We appreaciate their loyalty and
retention which helps to increase
referrals and builds a customer base.

Partner

Employee

Management

Customer
Customer
care
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MANAGEMENT
TEAM
In-depth industry knowledge is the key to providing clients with the most suitable solutions and the finest
service. The Group’s leading managers have worked for many years for other companies from the automotive
and/or insurance sectors and have years of experience and market-knowledge which helped them build an
extensive network of key players in the European auto market.

DIRECTORS
Andrew Quirke
Managing Director

Allan LaGrange
Underwriting Director

Pavel Tempír
Technology Director

„If the buyer does
not buy, it is our
fault, not theirs.“
Andrew has over 20 years’ experience
in automotive insurance companies in
CEE. He co-founded DEFEND
INSURANCE GROUP in 2012 and
since then he is responsible for
strategy and executive management of
DIG and DSG as well as leading the
Group's sales team.

„We're taking the opportunity
to ensure the efforts we
take this year will pay off.“
Allan has almost 30 years’ experience
in the insurance industry with a focus on
automotive special risks. He cofounded DEFEND INSURANCE
GROUP and is responsible for the
Group’s underwriting and insurance
strategy as well as cooperation with
partner insurers.

„We are committed to
implementing market
leading solutions.“
Pavel has over 15 years’ experience
with IT systems, data mining and
analysis. He co-founded DIG and is in
charge of IT and systems at DEFEND
especially leading MIS and web
based policy administration system
development as well as managing
new systems initiatives.
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DIVISIONAL MANAGERS

Miroslava Izáková
Finance Manager

Kateřina Tichá
Marketing Manager

Our Management Team offers the
perfect combination of knowledge
and skills within their respective
market disciplines and the desire to
provide our partners and clients with
our innovative products.

„Not everything that counts can
be counted and not everything
that can be counted counts.“
Miroslava has almost 20 years’
experience in finance and reporting in
insurance companies. She joined
DEFEND in 2016 and supervises
financial position for all Group's
countries.

„Create a vision that makes
you wanna jump out
of bed in the morning.“
Kateřina has over 7 year’ experience
with marketing and graphic design. She
joined DEFEND in 2015 and currently
manages the Group's marketing
activities and creates strategy for all
products.

Mariam Gulbani
Compliance Manager

Jiří Voborník
Claims Manager

Lenka Zlatníková
System Manager

„My aim is to do
what is right,
not what is easy.“
Mariam has more than 5 years’
experience with compliance and legal
consulting. She joined DEFEND in
2017 and supervises areas of Contract
management & certainty and
Compliance.

„Find a reason for
claim approval, not
for its rejecting.“
Jiří has almost 15 years’ experience in
claims handling and repairs shop
management. He joined DEFEND in
2013 and currently he oversees the day
to day claims operation and leads all
claims specialists in the region.

„Be flexible but still precise
to leave no client in doubt,
that we are professionals.“
Lenka has more than 15 years’
experience with administration and
systems. She joined DEFEND in 2013
and currently is responsible for processes
connected with policies administration
and leading our admin team in Holešov.

COUNTRY MANAGERS

Gabriela Motejzíková
Country Manager CZ

Carine Osusky
Country Manager UK

They have prior management experience and strong affinity for
business development and sales.

„Satisfied business partner
and pleased customer
is our biggest goal.“
Gabriela has almost 15 years’
experience in sales and key account
management. She joined DEFEND in
2013 and currently is responsible for
sales of DIG & DSG products in CR and
leading the sales team.

„I’m passionate about building
teams and processes to create
value and deliver satisfaction.“
Carine has more than 10 years’
experience in client relationship and
operations management. She joined
DEFEND in 2017 and currently is
responsible for DIG operations in the UK
market and leading claims operations.

Alžbeta Rigáňová
Country Manager SK

Tomasz Oszczepalski
Country Manager PL

Emília Nagy
Country Manager HU

„A positive feedback is
the best and cheapest
way to build up a position.“
Alžbeta has over 20 years’ experience in
car insurance and asset financing. She
joined DEFEND in 2017 and currently is
responsible for strategy and sales of
DIG & DSG products in SR and leads
the country sales team.

„We allow you to
benefit from our
international solutions.“
Tomasz has 15 years’ experience in car
insurance, customer care and sales. He
joined DEFEND in 2016 and currently is
responsible for strategy and sales of DIG
products in PL and leads the country
sales team.

„No one can surely
predict the future.
But we can protect it.“
Emília has over 15 years’ experience in
key account management and asset
financing. She joined DEFEND in 2017
and currently is responsible for strategy
and sales of DIG products in HU and
leads the country sales team.

Both at a director and manager
level, our management team gives
us a real advantage.

Our growing multi-national business
more than doubled over last years so
we decided to move responbility for
operational management closer to
field activities to our country
managers.
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EMPLOYEE
EXPERIENCE
An organization is only as strong and as good as its people.
We are proud to have experienced and responsive teams managing all
major areas of our business. By the end of 2017 our company numbered
more than 55 people throughout the region. We respect the contribution
of each individual who works with us, caring about their well-being and
giving them the opportunity to develop and progress to fulfil their
individual potential.
To make sure we continue to have the right people in the right roles, and to
help them to further develop, we are constantly looking at ways to
support them which goes hand-in-hand with friendly environment and
strong culture. So our philosophy is a simple yet effective one: People
who enjoy what they do, do it better.
Attracting and retaining talent
An organization can only succeed if it
is able to attract and retain talented,
skilled and motivated individuals.
The loyalty of talented staff to the
company, and the collective sense of
shared endeavour that has helped us
do lots of things a little better than our
competitors, has been a key reason
for our success over the last year.

It is our aim to make our people
happier and healthier.
As well as sickdays, home office and
flexible working schedules (for
positions where it is possible), we
launched MultiSport programme in
Czech Republic, which gives our
employees the chance to visit one of
almost 1000 sport and relax centres
across the country every day.

Communication
We believe that it is really important for
everyone to understand what is
happening in the business and we
share information in a number of
ways. However communication is twoway and we remain grateful by the
willingness of our staff to share their
experiences and suggestions for
improvements for customers.

We encourage our staff to take part,
to have fun and to spend some time
with their colleagues outside of
work.

Benefits
We are always trying to find new ways
to help our employees to find a
positive work-life balance and support
their vitality and health.

Going out together is a great way to
form relationships that could help
them to communicate better, trust
each other more and inspire
collaboration back in the office.
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Fun
We firmly believe that people who
e n j oy w h a t t h ey d o d e l i ve r
outstanding performance for our
customers.

EMPLOYEE EXPERIENCE
Employee feedback
Employee feedback is the core of
our professional growth.
Constructive feedback helps us
improve our performance by giving
us a new perspective and opening
our eyes to things we may never
considered.
Also, happier and more engaged
employees are motivated to provide
better service to customers, leading
to more profits.

What our last survey in 2017
showed?
Overall satisfaction with Company

Satisfaction with your Manager

Satisfaction with Colleagues

Our company is suitable for those
who want:

Education and training
Training presents a prime opportunity
to expand the knowledge base of our
employees and an essential part of
our development.
To maintain the excellence of our
services we have launched efficient
e-learning platform to enhance the
skills, capabilities and knowledge of
our employees as well as our
partners (dealers, broker and others
involved in our supply chain).
The purpose of our training is to
improve the performance of all staff
and to help them gain the necessary
level of knowledge and skill to
productively and effectively perform
his or her job.
A structured training and development program ensures that both
DEFEND INSURANCE GROUP
employees and partners have a
consistent experience and background knowledge so they may be
aware of the expectations and
procedures within the company.

Training is given in three basic areas:
-New candidates who join the
organization are provided introduction training. This familiarises
them with the varying needs of the job
and organization as well as with our
vision, rules and the working
conditions.
-Existing employees are trained to
refresh and enhance their knowledge
as well as to cope with updates and
precedural changes.
-All our partners and their staff are
trained so that they are prepared to
share the responsibility and philosophy of our business.
Reward and Recognition
Our reward and recognition strategy
is more than just money. It is about
rewarding people for good performance or simply saying 'thank you'
for a job well done.
As part of our efforts, we have
introduced performance reviews to
help talented individuals meet their
goals and to ensure all our staff get
access to the right development in
support of their career objectives.

Opportunity to use foreign language
Opportunity to learn new skills
Work in a team of young people
Varied work
Work in international environment
Opportunity to work while studying
Possibility of career advancement
Pleasant work environment
Flexible working hours
Autonomy and independence
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PARTNER
EXPERIENCE
With a growing service offering, we are also looking for ways to reach
customers across different channels.
By cooperating with different providers and businesses, we gain access
to over 2 million potential customers through collaboration agreements,
with car dealers, brokers, fleet managements, and others.
We provide contracted car dealers and leasing companies with a
structured management team to support their staff through all phases of
insurance programme implementation including training, development
and on-going back-office support to make sure they know what we stand
for and the fundamental value we provide our customers..

Increasing dealer profit
Technical change, regulations and
competition are constantly driving the
automotive industries to become
more efficient just to maintain
profitability. We are using customer –
c e n t r i c p r o d u c t d e ve l o p m e n t
processes which help to create
products that people want. Increasing
dealer profit as well as improving
customer satisfaction.
Social resources
Our business relies on the relationships we have built with our partners.
Our dealer surveys show that from all
reasons given for working with
DEFEND, the trust and relationship
with our account manager is among
the top 2 reasons in more than 60
percent of dealers.
Training and Support
When launching a new insurance
product, the key account managers
schedule training for all involved sales
managers of the client and provide
them with relevant marketing leaflets
or brochures.
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They also regularly visit their
dealerships to review performance
and identify and suggest new
areas of support or improvements
to drive customer satisfaction and
incremental growth.
Systems
Our online registration system,
iDefend, continues to be one of our
biggest competitive advantages in
the market. We constantly invest in
the developments of the systems
capabilities and extend the range of
features. It provides a user friendly
and flexible interface to our website
referring to the product details that
can be offered to the customer.
Campaigns and Competitions
Many dealerships have agreed
individual sales campaigns. These
may include competitions within
the dealership, with DEFEND
contributing towards prizes. Our
partners contribute to our success,
that is why their activities should be
properly assessed and rewarded.

PARTNER EXPERIENCE
What our partners say?
Our products and services provide
wide range of benefits for both our
partners and their clients.
Through understanding and
respecting these objectives we are
able to further develop our business
and provide even more custom
specific solutions.
We have asked our partners to sort
the benefits from the most important
for them to the least ones and below
you can see what we have found out.
„Why do you cooperate with us?”
Cooperation with account manager
Dealer commission
To reduce the risk of possible claims
Customer loyalty

Communication
Building relationships is ver y
important for our long-term growth. In
our business, each side depends on
the other to keep informed.
We provide our partners with regular
business updates and above all, we
ask them to share their experiences
and suggestions for improvements
our products.
Reporting
Our systems development is focusing
on delivering Business Intelligence (BI)
solutions suitable for our partners.
Investing in such technology will bring
new features like consolidation of all
business relevant data into one location,
near real-time online dashboards and
other data visualizations, as well as
more complex statistics of our entire
portfolio.

Marketing
Beyond every new product there are
hours of work on comprehensive
sales strategy and POS materials
which can explain the benefits to the
clients in the most effective way.
Our materials are designed not only
to reflect our corporate identity but
also to meet the needs of each
partner and his customers by
presenting each product in a clear
way to ensure the customer is treated
fairly.
Each material also repesents dealer’s
promise to his customers. It shows
what they can expect and it
differentiates his offering from the
competitors’. We are pleased that in
2017, 45% of our partners enjoyed
the benefit of custom branded
materials.

Warranty as an added value
Financial motivation of the sellers
Protection of clients
To increase the number of sold cars
To sale vehicles at a higher price
Another benefit
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CUSTOMER
EXPERIENCE
Every day, we touch the lives of hundreds of people.
That's why in DEFEND we teach our team to prioritize customer focus.
That means learning to ask the right questions, carefully listening to the
answers, and understanding the unique needs of each customer.
Our continuous training is comprehensive, but it all comes down to one
core principle: When the customer comes first, everything else takes
care of itself.
Learning from our customers
We build insurance around our

Customer service
At times of stress, clear communi-

customers. To anticipate and

cation is important and we want our

respond to customers' needs, we

customers to know that everything

start by listening to them.

is under control.

Everytime we get in touch with our

Our customer service team is there

customer it is a valuable resource

to answer all their questions and to

that can help us improve the way

help guide them through the

our business operates. We review

process.

questions and objections with the
team and figure out what can be

We are pleased that all phone land

done to improve our products and

lines are routed through a digital

services we provide.

switchboard allowing us to utilize
features like Interactive Voice

Value for money
We strive to design and offer

Response (IVR) and call recording.

products that customers want and

We also encourage customers to

that provide the right level of

provide feedback, whether good or

protection at the right price.

bad, so that we can continue to
improve the level of service that we

Our approach to value for money is

provide.

to consider not only economy in
everything we do; it also involves
the entire experience that comes
along with it.

Clear terms & conditions
We truly believe our products and
services are exceptional, that is why
we do not need to hide them in

We take into account the views and

confusing terms and conditions.

expectations of customers and the
suitability of the products and

We are always clear about what we

services to their needs as well as

provide and what customers can

our customer service.

expect.
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CUSTOMER EXPERIENCE
Claims handling
In truth our clients are buying a claims
handling service that they can rely on.
We believe that claims handling is our
greatest opportunity to differentiate
ourselves, and allow customers to see
solutions they did not think were
possible.
We have been able to speed up the
responses to claims - in some cases
from over days to just hours – thereby
reducing paperwork to let us focus on
customers' needs.
In 2017 we handled more than 5 700
registered claims within 5 countries
with over two thirds approval rate. All
approved claims were processed
quickly with 70% of them paid within
1-6 days.

Easy claim
We know that when the time comes
to make a claim our customers want
to be able to do so quickly and
efficiently.
All it takes is a call to our claims
handling service. This will provide
clients with all necessary information
to enable rapid processing so they
can concentrate on getting on with
day-to-day life.
Peace of mind
You can rely on us. We have an inbuilt responsibility to our hundreds of
customers around the CEE. That is
why it is critical that we be clear about
our identity, what we stand for and the
fundamental value we provide our
customers.
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DEVELOPMENT
& INNOVATION
The world of commerce is too dynamic for any business simply to stand
still.
Innovation and change are the order of the day and affect our business.
Customers expect more, their needs are changing and technological
advances hold potential for innovative new service offerings.
In this section we provide a few of the many examples that set us apart in
our industry and show how we translate our knowledge into
highly-relevant products and services for our consumers in this
challenging new environment.

Development of
our insurance portfolio
We are actively developing our
portfolio to reflect new consumer
tastes and lifestyles.

Alternative fuel vehicles sold in CEE
rose by more than 50 % over the last
year and market results show that
interest in electric cars continues to
grow.

Driven by our industry-leading
research and development network,
combined with deep consumer
insights, we are speeding up
meaningful innovation to bring
products and services to the market
quickly.

Although the insurance market has
been cautious about electric cars, our
international background and the
business stability of the company
allowed us to be one step ahead and
develop a brand new DEFEND Gap
line designed for these cars.

Our aim is to have market leading
products in each of the categories in
which we compete.

Another challenge ahead of us in
2018 is to develop and simplify our
extended warranty product DEFEND

In 2017 we launched MOT insurance
DEFEND Technical Control to cover

cars as well.

the cost of cars failing the road
worthiness test, and we are also
capitalising on recent consumer
trends such as alternative fuel
vehicles.

We have already been able to adjust
our programmes for LPG and CNG
vehicles independently, however take
into account our experiences, we are
confident by the end of the year we
will introduce new all-in-one wordings
for all these cars including electrics
and hybrids to ease the selling
process and administration behind
each policy.

Car Protect to suit alternative fuel

We were one of the first companies to
introduce GAP insurance for electric,
hybrid and other alternative fuel cars
in Europe.
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DEVELOPMENT & INNOVATION
Develop sources of growth
and profits beyond car insurance
Our first major diversification from car
insurance was Vehicle Protection
System, launched 3 years ago,
together with the newly launched
DEFEND SpinCar
merchandising
solution.
Both take us into huge markets and in
both cases our car insurance heritage
provides some of the necessary skills
and assets to succeed. Our priority
will be to grow both, focussing on a
long term objective of developing
sources of competitive advantage.
DEFEND SpinCar
The biggest changes taking place
are those affecting how customers
approach us and our partners, how
we interact with them, and what
they expect from our industry.
A changing world where customers'
attitudes are being shaped by the
internet was a great opportunity to
launch new DEFEND SpinCar
merchandising platform for car
dealers.
A comprehensive interactive suite
of image and video solutions that
enables a dealer to more accurately
qualify customers interest, and
thereby increase his conversion
rate. It also enables customers to
view the full exterior and interior
features and highlights those that
attract the client's attention.

Systems development
Our biggest competitive advantage is
our online registration system
iDEFEND which is continuously
developed for new capabilities and
features.
While our partners can already enjoy
the benefits of near real-time data
visualization and statistics, we are
working on the whole front-end
development which will be modern
and even more user-friendly with
access to all product information
during the selling process.
Increased efficiency
To support our growth, we are
increasing operating efficiency
across the company.
We are focusing on structural cost
savings in the non-consumer facing
areas, specifically in administration.
The issuing of policies at point of sale
together with reduced document
collection are both part of our
philosophy of „thinking green”. This
not only contributes to reduction in
paper use but also improves
efficiency.
We are also simplifying our
organisation by strengthening central
decision-making and supporting our
centralised purchasing activities by
establishing global procurement
hubs.
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COMPLIANCE
CONFIDENCE
At DEFEND we are committed to adhering to the highest compliance
standards. It is an essential part of who we are and how we do business.
When it comes to compliance regulations, 2017 continued the theme of
ongoing challenges for insurance sector as well as car dealers. Apart
from new General Data Protection Regulation anxiety, EU introduced new
Insurance Distribution Directive fever to insurance companies.

To ensure that the company's business
practices conform to applicable laws,
regulations and ethical business
principles, we have created and
implemented a comprehensive
corporate compliance programme
designed to help maintain the highest
professional standards.
Compliance is a very complex
process, therefore it is not only the
Compliance department that is
responsible for fulfilling their duties,
but also every member of staff has a
duty to comply with internal rules
imposed, in order to achieve
compliance with external rules and
laws.
General Data Protection Regulation
After a few famous security breaches,
companies all over the world are more
focused on data security.
On the one hand, according to GDPR,
dealers are obliged to safeguard
personal data of customers they
obtain in the sales process.
On the other hand, we should take
responsibility over the controlling
process and give instructions to their
processors on personal data security
measures.
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In either case, weak safeguards and a
potential data breach may be one of
the biggest financial risks.
DEFEND is actively working towards
GDPR compliance. We have clearly
defined our roles in personal data
processing with our partner insurers
as well as dealers. Whilst DEFEND
jointly with insurers is acting as a
Controller of personal data of its clients,
dealers are taking responsibility of a
Processor in the relationship. In order
to be able to demonstrate compliance
with GDPR, DEFEND signed
“Personal data processing agreement”
with each and every partner.
Moreover, DEFEND transparently
publishes on its websites the
information on “How we handle
personal data and why do we process
it”. This document is also provided to
every client at the point of sale with
other Policy documentation.
While the legal side of data protection
is handled by the compliance team,
data security is also taken care of by
the IT division. Together with safety
measures, we will use a TLS support
for e-mail encryption for efficient data
transfers, which ensures that the email is protected on both ends.

COMPLIANCE CONFIDENCE
Insurance Distribution Directive
Insurance Distribution Directive took
effect from February 2018 and is a
nonetheless hot topic for insurance
intermediaries as well as ancillary
insurance intermediaries.
According to the legislation on our
local markets, some ancillar y
insurance intermediaries will be
obliged to register with national banks
under their primary insurance partner,
however it is still depended on how the
Member States are implementing
directive into their domestic laws.
IDD also raised the professional
indemnity insurance limitations up to
€1,250,000 per claim, and €1,850,000
per year in aggregate. We have
upgraded our Professional indemnity
insurance policies accordingly.
Insurance Product Information
Document (IPID)
A novation that EC introduced
together with the IDD is the
standardized mandatory Insurance
Product Information Document (IPID).

IPID covers information about a single
insurance product, its coverage,
exclusions, main features and
benefits, cancellation procedure, etc
to help customers understand the
product offered and compare different
insurance products on the market.
We have created IPIDs for each
product we offer on local markets and
will be published on our website to
make it even more transparent and
easily accessible for our customers.
Internal procedures
This year has seen a thorough review
of our internal processes as well.
Following requests from our insurers
we have updated our procedures
accordingly, especially our Complaints
Handling Procedure.
Also, due to upcoming regulatory
changes, DEFEND will be introducing
new versions of internal documents,
such as: Treating Customers fairly;
Whistle Blowing Procedure and of
course Data Protection Policies and
Protocols.
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WARRANTY
REVIEW
Whilst we are constantly looking for innovative
products, we never lose sight of the basics.
Buying a car is one of our most
important financial decisions and it is
necessary to consider not only the
initial investment but also the risk of
potential additional cost on car
repairs.
Extended warranty covers mechanical,
electrical and electronical breakdown
of vehicles caused by failure of
covered components.

Our DEFEND Car Protect
programmes for new and used
vehicles and trucks have reached a
level of excellence with unparalleled
vehicle age limits at the conclusion of
i n s u ra n c e , c l a i m s l i m i t s a n d
competitive rates.
All our programmes can be tailored to
suit our partners' needs and branded
accordingly.

There are extra forms of cover for the vehicles that
offer additional peace of mind and flexibility.
S.M.A.R.T. Protect insurance covers
minor cosmetic damages.
It can help to keep your car in pristine
condition free from the inevitable
chips, dents, scratches and scuffs
caused by everyday motoring, with
just one low cost premium.

Warranty key
performance indicators
2013 - 2017

77
Programmes

282 000
Policies
concluded

€462
Average market
premium

„Small & Medium Accident Repair
Technology” insurance is especially
useful if you want to protect your
vehicle’s re-sale value and safeguard
your no-claims bonus.
The programme can be tailored to suit
our partners' needs and branded.

12 000
Claims
handled

An amazing tool to aid customer retention and ease
their worries about additional expenses.
DEFEND Technical Control is our
recent value-added product.
MOT Insurance covers the cost of
repairs of the covered parts being
cited on a notification of refusal to
issue an MOT certificate.
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While motoring expenses are on the
rise, DEFEND Technical Control
covers many of the most common
causes of MOT failure and offers an
excellent opportunity to improve
customer retention rates within your
workshop.

€130M
Gross written
premium

GAP key
performance indicators
2013 - 2017

OTHER PRODUCTS
REVIEW
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Our DEFEND Gap programmes are designed to suit all
circumstances and vehicles with coverage even for

Programmes

electric cars, hybrids and other alternative fuel vehicles (CNG, LPG).
Everyday, hundreds of road traffic
accidents and car thefts occur across
the CEE, which cost families billions.

38 000
Policies
concluded

Unfortunately the value of a car can
be less than 50% of purchase price
after 3 years. In case of total damage
or theft, GAP insurance will pay an
amount equal to the difference

€340
Average market
premium

800
Claims
handled

SpinCar

between your motor insurance
settlement, original invoice price, or
early settlement amount of your
finance or lease agreement dependent on which cover is chosen.
Our DEFEND Gap programmes can
be tailored to suit our partners' needs
and branded accordingly.

A comprehensive interactive suite of image and video
solutions that helps to increase dealer conversion rate.

Customers attitudes are being
shaped by the internet, and the data
and services it provides access to.
Experiences in other sectors, which
have moved must faster than
automotive, are transferring into the
experience customers are looking for
from the Automotive Industry.

DEFEND SpinCar takes a dealer to
the next level in professional vehicle
presentation. Application increases
photographer efficiency while it is
proven to increase website dwell
times and conversion rates by
providing a more interactive consumer
experience.

Proven in the world’s harshest environments the GardX
Protection System protects your vehicle’s paintwork.

€13M
Gross written
premium

Modern automotive paint is waterbased and highly prone to fading.
Moreover, paintwork is constantly
under assault from many harmful
pollutants which are inevitably
degrading the appearance of
vehicle’s exterior.

The GardX Vehicle Protection System
protects the exterior of the vehicle
whilst retaining that glossy ‘showroom
shine’ wash-after-wash. It also
provides protection for vehicle’s fabric
or leather interior from spillages and
staining.
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GARDX
PROTECTION
GardX Protection Ltd. provides a range of insurance and non-insured
products tailored to the automotive market in the United Kingdom and
Ireland.
They are the market leaders in the non-insured market segment with the
GardX Vehicle Protection System (VPS) for which they have scooped UK
Car Dealer Power Awards 4 years in a row, ultimate testimony as to how
strong their products are perceived in the automotive marketplace.
However it is not only non-insured products which are provided by
GardX. They provide a range of insurance based solutions as well, while
their market penetration in the insured market is experiencing a high level
of growth assisted by their partnership with DEFEND, which went from
strength to strength in 2017.
Technology
In 2017 we launched a bespoke policy
fulfilment and claims management
system (iGard) for Gardx. The frontend of iGard can be tailored to take
into consideration the specific needs
of an individual dealer, whether that
need is something as simple as
having a white labelled site with their
logo and company colours or
something as complex as different
users requiring different levels of
access.

In 2018 we will further strengthen
our relationship with GardX by
providing technological solutions to
increase their market penetration.
Additional projects in the pipeline
due for completion in 2018 include:
- Gardx Assure Claims App –
which will provide dealers with a
unique selling proposition to
policyholders to be able to make
claims at the touch of a button
- B2B2C – A direct to consumer
platform which will provide individual
dealers with a means of offering
GardX Assure products direct to
c o n s u m e r s a f te r th e ve h i c l e
purchase has been concluded (even
if the vehicle was not sold at their
dealership)
- iGard available to non UK

In the back-end iGard is an
innovative and comprehensive
claims management tool. The system
supports the claim handling process
end-to-end, from registration and
calculation through to decision
making and benefit payment, making
the Gardx claims adjusters more
efficient.

dealers in their local language

The iGard system is also linked to
iFinance, (bespoke system built for
Gardx), which houses all the finances
and reporting.

taking into consideration insurance
laws in their country
- Migration of all non-insured product
registrations through the iGard
system (over 1 million guarantees )
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GARDX PROTECTION
GardX Portfolio

GardX Vehicle Protection
Vehicle Protection System with
Nanotechnology forms a highly
resilient transparent coating that
protects vehicle’s paintwork from
harmful pollutants while providing a
high gloss finish.

People and Processes
In 2017 a total of 26 000 insured
policies and 25 000 non-insured
policies were registered through the
iGard.
In 2017 we processed more than
4 100 claims for insured products as
well as managing all dealer services,
finances and reporting to underwriters.
We anticipate that the number of
insured policies registered will
more than double in 2018 due to
acquisitions as well as system
migration.

This will have a flow-on effect of
increased claims and dealer
services.
In order to manage this workflow we
have changed the organisational
structure and appointed an Operations
Manager who is responsible for
managing all resources to ensure
that our standards meet and exceed
the service level agreements in
place with GardX.
Our cooperation with GardX benefits
both companies and it is our aim to
further strengthen and deepen our
relationship.

C.A.R.S. Plus
A minor damage insurance that
helps to keep a car in pristine
condition free from chips and scuffs.
Tyre and Alloy Wheel Protection
Helps you relieve having to replace
your damaged tyres and get you
safely back on the road with either a
repair, or like - for - like replacement.
Asset Protection
At the date of a total loss, Asset
Protection will pay an amount equal
to the difference between your
motor insurance settlement, original
invoice price, or early settlement
amount of your finance or lease
agreement.

GardX AD-Vantage
A revolution in vehicle presentation
and merchandising which
guarantees both photographic
consistency and increased time on
site and website lead submissions.
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FINANCES
& FORECAST
DEFEND INSURANCE GROUP has continued the strong growth reported
in 2017.
The 2017 performance is testament to our focussing successfully on our
core insurance business. We have continued to take advantage of our
balanced portfolio, precise risk assessment and comprehensive claims
management to mark a record year.
All CEE markets are experiencing
30% plus growth in our products with
an estimated M49,1€ of business
written in 2018. A breakdown by
country is shown below.

26,5%
50%

Specific reference should be made
for Warranty sales in Czech, Poland
and Hungary which are providing
significant opportunities to the
business and especially the branded
dealer products.
We are also seeing more demand in
higher quality and longer warranties
as the customer sophistication
continues to expand.

8%
15,5%

CZ

SK

HU

PL

Gross Premium contrinues to show
impressive growth with progress in all
23 separate regional sales areas.
Premium by country (in mil. €)
16

The full launch of DEFEND Gap MINI,
which has been very successful in
used car dealerships, and DEFEND
Gap MINI + , our latest product
innovation, will be completed in all
markets by the year end.
With regard to the specific key
performance targets which ensure
DEFEND is operating efficiently, we
are happy to announce we have
reached them - a great sign we have
the right approach.

14

Turnover per employee has continued
to rise to over €1 070 000; up 4% in
2017 and labour costs per policy have
stayed at the same level as 2016 even
though headcount has increased.
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FINANCES & FORECAST
Our projects that are being set up and
implemented, together with some
major contracts concluded, have
generated achievable target of
175 000 units in 2019.

Based on our present performance,
we can look ahead with great
confidence as the plan from last year
was 131 000 policies but we are now
on target for 148 000 units in 2018.

Group Summary:

DIG Annual Policy Count, 2013-2019

DIG Annual GWP in mil.€, 2013-2019

180 000
160 000
140 000
120 000
100 000
80 000
60 000
40 000
20 000
0

80
70
60
50
40
30
20
10
0

2013 2014 2015 2016 2017 2018 2019

2013 2014 2015 2016 2017 2018 2019

Year

Policy count

GWP in mil.€

Growth

Type

2013

29 772

14.6

2014

58 356

25.6

75%

Actual

2015

65 166

27.5

7%

Actual

2016

82 786

34.4

25%

Actual

2017

115 580

51.5

45%

Actual

2018

148 000

64

24%

Estimate

2019

175 000

75.7

18%

Forecast

Actual
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DEFEND
MILESTONES
2013

2014

Historical milestones and a variety
of achievements characterize our
journey: from a local company to the
strong player we are today.
Throughout the times, we have seen
many first-time product launches, a
steady flow of innovations and
continuous expansions through
organic growth and acquisitions.

Policy count: 29 722
GWP: 14.6 mil €

2015

Becoming Coverholder at Lloyd’s
in the Czech Republic and Slovakia
Expansion to Hungary

Policy count: 58 365
GWP: 25.6 mil €
Extension of product range for used
cars and used trucks
Start cooperation with CIG Pannonia
in Hungary

Policy count: 65 166
GWP: 27.5 mil €
Expansion to Poland
by acquisition of PL administrator

2016

Extension of GAP product range

2017

2018

Policy count: 82 786
GWP: 34.4 mil €
Launch GardX policy administration
in the UK
Launch DEFEND Smart Protect
in the Czech Republic

Policy count: 115 580
GWP: 51.5 mil €

Start cooperation with Acasta
European Insurance

Launch DEFEND Gap for alternative
fuel cars
Launch DEFEND Technical Control
in the Czech Republic

Policy count: 148 000
GWP: 64 mil €
Launch DEFEND Car Protect for
alternative fuel cars
Launch DEFEND SpinCar
Launch online training platform
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EPILOGUE
Through this epilogue we would like to thank you for reading our report. 2017 was a great year for our Group as all
accounts continued to show impressive growth.
2018 continues to be a year full of changes bringing fresh challenges to all our markets; so we're taking the
opportunity now to ensure the efforts we take this year will pay off in the future with more versatile products,
strengthened relationships with our partners and improved outcomes for our customers. We strive to be firstclass partner with products and services that will exceed your expectations and contribute towards your
business success!
Kindest regards,
On behalf of the Group
Andrew Quirke
Managing Director
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INFORMATION
DEFEND INSURANCE companies:

Disclaimer and cautionary statement

DEFEND INSURANCE HOLDING s.r.o.
Roztylská 1860/1
148 00 Prague
Czech Republic
ID: 24123480

The Report contains forward looking
statements which reflect
Management's current views and
estimates. The forward looking
statements involve certain risks and
uncertainties that could cause actual
results to differ materially from those
contained in the forward looking
statements. Potential risks and
uncertainties include such factors as
general economic conditions, foreign
exchange fluctuations, competitive
product and pricing pressures, and
regulatory developments.

DEFEND INSURANCE s.r.o.
Roztylská 1860/1
148 00 Prague
Czech Republic
ID: 63478498
DEFEND INSURANCE s.r.o.
Pribinova 4
811 09 Bratislava
Slovakia
ID: 36816175
DEFEND INSURANCE Sp. z o.o.
ul. Czerwińskiego 6
40-123 Katowice
Poland
ID: 240069520
DEFEND INSURANCE Kft.
Rákóczi út 42.
1072 Budapest
Hungary
ID: 01-09-195354
DEFEND SOLUTIONS s.r.o.
Plaská 622/3
150 00 Prague
Czech Republic
ID: 03802116
www.defendinsurance.eu
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This Report is available online as a
PDF in English, Czech, Slovak,
Hungarian and Polish. In the event of
inconsistencies in the translations,
the English original version shall
prevail.
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