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A significant part of managing insurance sales is objection handling.  Preparing a suitable response that uses the 
right language can significantly help to close a sale.     
 
The good news about insurance sales is that objections from prospects are generally the same.  This means you 
can prepare and practice your responses/counterarguments in advance.  Below you will find some of the most 
common objections, along with our suggested counterarguments.   
 
Take the time to practice your responses until they sound natural, convincing and well-informed.   
 
Part 1: Objection Handling 
 
Objection: The insurance policy won’t pay out.  
- All providers publish their pay-out statistics.  Nearly every claim made in recent years was paid (97.6%).  
- Providers want to pay out on valid claims. Some recent statistics: 

- The insurance industry paid out more than £5.3 billion in protection claims in 2018 (Association of 
British Insurers (ABI) = a £200 million increase year-on-year.   

- Pay-outs were equal to £14.5 million paid every single day. 
- Explain that not every eventuality can be covered on a single policy 
- Therefore, you need to stress the importance of taking combined cover (Life, CIC & PHI) and be very clear 

on any exclusions.  
- The client must also be as honest as possible when disclosing information. 
 
Objection: My family, friends or the state will step in and help.  
- Most people would like to think that family and friends would help in the hour of need.  They may want to, 

but could they really afford to?  
- Ask the question directly: ‘Could you afford to pay a relatives mortgage, utilities and food bill if they were 

unwell?  
- As much as we would want to help our loved ones in this situation, for most, it simply would not be possible.  

This is particularly apparent in the current situation, where everybody is affected at once.  
- State help is very limited.  Statutory Sick Pay (SSP) = £94.25 per week.  Most people are aware of this figure, 

given the recent press coverage on the topic.  
- Self-employed: Highlight to your client that state aid is not available to everybody.  The self-employed are 

receiving some help, but it will take at least three, maybe four months for it to come through. 
- A huge number of people have been excluded/do not qualify to receive the support: i.e. those earning over 

£50k, taking dividends, trading less than 12 months etc.  
- Plus, the help only includes ‘declared’ income.  It doesn’t factor in genuine expenses that will continue e.g. 

vehicle leasing, subscriptions, memberships, office running costs etc. 
 
Objection: It won’t happen to me. 
- Unfortunately, the statistics reveal that this simply isn’t the case. 
- 1 in 2 people in the UK born after 1960 will be diagnosed with some form of cancer during their lifetime 

(Cancer Research UK). 
- Speak with your client about their close family and friends.  Sadly, everybody you speak with will know people 

within their close circle of friends who have had cancer, a heart attack or stroke etc.  
- Around 1.4 million people alive in the UK have survived a heart attack. Over 900,000 people in the UK are 

living with heart failure. Strokes cause around 36,000 deaths in the UK each year and are the biggest cause 
of severe disability (British Heart Foundation).  

 
Objection: I can’t afford it.  
- Can you really afford not to take cover?  
- If you cannot afford £40 per month, how would you cope and manage to bill your bills if you lost your income 

completely in the future?  
- Ski downhill = if the client does not want to pay for the complete suite, it is always better to have some cover 

in place rather than none.  Establish what they can afford.  
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Part 2: Additional Tips & Selling Points 
- The two key strategies to adopt are assumptive sales and disturbing. 

 
- Assume every client you speak with wants insurance and quote for everybody.  
 
- Be shocked if they say no!  Imply that they are the only client choosing not to take out the cover. 
 
- Disturb them.  Do this gently, whilst painting a picture.  Ask thought-provoking questions:  

- How would they cope if their partner died?   
- Would they be able to manage if they fell victim to a long-term illness or an accident that left them with 

a disability?  
- Use emotive questions - If they have children, who will feed them if the main wage earner died? 

 
- Remember, most people stretch their finances to get the maximum possible mortgage – any interruption to 

income could be catastrophic for them. 
 

- Budget planner: You have this tool at your fingertips – you know what they are spending on other items – so 
pitch accordingly I.e. you can justify spending £50 each month on Sky, but cannot/will not pay £45 to protect 
your loved ones?  

 
- But be realistic.  If a suggested policy uses all the client’s disposable income, they will not take it. 
 
 
Part 3: Additional Information & Ingard Process 
- As valuations and home moves are currently on hold, insurance provides you with significant opportunity.  

Make it the core focus for your business over the coming weeks and months. 
- Remember, these cases are quick and relatively easy to process = quick wins. 
- Clean cases only – The majority of insurers are temporarily stopping accepting applications where a medical 

is required, pursue clean insurance cases only.  Explain the situation clearly to relevant clients.  Where a 
medical is required, diarise a call for later in the year.   

- Additional training – Ingard’s Training and Compliance Manager, Neil Mulhearn, will be hosting a short 
insurance training session via ‘Zoom,’ either later this week or early next week.  If you would like join in with 
the training, please email p.hassall@ingard.co.uk and further details will be emailed to you directly.  

- Please remember, if you do not want to contact your clients about life insurance directly, please let us know 
and we will reach out to your relevant clients. When a case is successful you will earn a referral fee.  

- Finally, if you are new to insurance, the messages contained within these guidelines may feel a little strongly 
worded.  If you would like further support or explanation, please contact us on info@ingard.co.uk.  You will 
also find further guidance materials, including a webinar on the Portal.  
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