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Day-to-day help for our members 
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STANDING TOGETHER
 
We feel passionately about being a responsible business and over the 
years we have developed initiatives that have made a real difference 
to the lives of our members and their communities. 

Our commitment to be a responsible organisation doesn’t just run through 
our community and charity work, it also runs through the day-to-day running 
of our business. Our drive to support customers proactively has taken many 
forms and in 2021 we continued to strive to use our insights and experience 
to find the best ways to protect them. 

EMERGENCY CLAIMS RESPONSE 
When our communities are impacted by weather events, we understand 
how devastating this can be and act quickly to support our customers 
and local businesses. 

In November 2021, Storm Arwen caused significant damage and disruption 
to parts of the UK, affecting more than 7,000 of our customers. To ensure we 
were there to support their urgent needs, we worked closely with our network 
of over 295 Agency offices and supply chain to deliver our emergency claims 
response programme. This provided our customers with same-day payments 
to make emergency purchases, such as arranging alternative accommodation 
and starting repair work. 

A large tree fell onto our 
bungalow on top of our 

bedroom. We were trapped until 
the morning without electricity, 
communication or the use of my 
medical equipment. I subsequently 
spent 10 days in hospital. 
NFU Mutual dealt with my claim 
immediately, very thoughtfully, 
and made an immediate settlement 
for all the consequential damage. 
We had excellent service at a 
very traumatic time, which 
helped to reduce our stress 
considerably. Thank you. 

NFU Mutual Customer 

The storms caused 
widespread wind damage 

across our local community and 
the team and I were on hand 
straight away to talk to customers 
out of hours and arrange loss 
adjusters and emergency payments. 
Quickly sending out loss adjusters 
to assess damage and sending 
immediate payments to those with 
simpler repairs, meant that our 
members could get on with repairs 
without worrying about being 
out of pocket. 

Claire Gilson, NFU Mutual Agent 
at the Durham Districts Agency 

nfumutual.co.uk 

http:nfumutual.co.uk
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SUSTAINABLE MOTOR CLAIMS 
Over the last year we offered our customers access to a network of 
mechanical repairers who offer a green parts alternative for mechanical 
damage claims. 

Providing our customers with the option of using these undamaged and 
reusable parts from original equipment manufacturers means they can opt 
for a solution to reduce environmental impact whilst also speeding up the 
repair process and limiting costs. 

Towards the end of the year, we also ran a pilot to extend this into our 
bodyshop network and asked customers if they would like to use green 
parts. This has given us some useful insight which will now help develop 
our offering further for customers. 

RURAL ROAD SAFETY 
We know that road safety is a major concern for our customers – 
and it is for us too. 

In December 2021 we launched our first rural road safety campaign. Our aim 
for this new initiative is to make rural roads a safer place to be for anyone who 
lives in, works in, or visits the countryside - from motorists, motorcyclists and 
agricultural vehicle drivers to horse riders and cyclists. 

It’s important we work alongside other organisations who are delivering great 
work in this area, so for our campaign we teamed up with The British Horse 
Society, British Cycling and THINK! - the UK Government's road safety 
campaign – to try to reduce the risks for all rural road users. Our initiative 
included an interactive road safety guide, expert tips and advice and a prize 
draw to win high vis safety merchandise. 



 
  

  
 

 
  

  

 
  

 

 

 
 
 

 

Our privacy policy has been updated. To find out more about how we use your 
personal information and your rights, please go to: 
nfumutual.co.uk/privacy 

If you’d like this document in large print, 
braille or audio, just contact us. 
If you’re hard of hearing or deaf, or you have difficulty with your speech, 
you can contact us by using the Relay UK app on your smartphone or tablet, 
or by dialling 18001 before our number on your textphone. 

We’re committed to supporting our customers, whatever your circumstances 
or needs we’re here to help. 

For more information visit: 

nfumutual.co.uk/agm 

SOCIAL CHANNELS 
You can also reach us through our various social media channels. 
We’re always interested to know what you’re thinking. 

nfu-mutual @nfum NFU Mutual 
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