
Beazley’s claims team 
were highly regarded 
within the industry 
when Beth Diamond 
took on the role of 
Group Head of Claims 
early in 2020. 

met with Beth and Claims Team Leader Kati Bynon to find out 
how you take a good team and make them great.

Client Focus

Solution Cell:
What was the starting point for your relationship 
with Solution Cell?

Beth:
I was taking the helm of Beazley’s global claims 
team and was focused on ensuring our approach 
was fit for the future, that we were putting our 
clients first while ensuring we had operational 
excellence. I think it can often be the case in 
insurance, particularly in claims, that there is a 
heavy focus on efficiency and automation. I’ve 
found that the client experience can be ‘left on 
the cutting room floor’. For me, efficiency and 
automation matter; but I also place a high value on 
the client experience and effectiveness.

When we started talking to Solution Cell it was 
through the lens of making sure we had a claims 
team who had the skills, confidence, and were 
demonstrating behaviors that put the client first. We 
prioritized empathetic listening skills to enable our 
team to put themselves in the client’s shoes.

Kati:
I had heard about the positive experience Beazley’s 
underwriting teams had enjoyed, working with 
Solution Cell. We had a claims team that was 
extremely skilled and efficient, experts in their 
fields, but sometimes they might not have been as 

empathetic to our insureds’ concerns and needs. 
We wanted to add to what was a strong foundation 
and make sure they had the skills to communicate 
in the best, most client-centric way.

Solution Cell:
What gave you confidence that we were the right 
partner?

Beth:
The claims team benefited from the work Solution 
Cell had done with Kristen Dauphinais and the 
underwriting team in terms of the effective sales 
and positive customer relationships. We were 
able to pick up on the high-level concept that had 
already been designed collaboratively for and 
with Beazley. 

I inherited a team who were already highly skilled 
professionals. In some ways it can be easier to take 
on a team that has obvious problems that you can 
‘fix’. When you are leading a team that is already 
great, and you want to take that team and make 
it excellent it comes down to small incremental 
gains that make the big difference. Thanks to the 
relationship that was already built, I trusted that 
Solution Cell knew our business and would be 
able to get under the skin of the claims team and 
develop the right program for us.
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Kati:
I felt that Solution Cell came 
to that first meeting with good 
knowledge of Beazley and 
insight from the insurance 
industry, but also with genuine 
interest and curiosity about the 
claims team. We were able to 
identify areas where there was 
parity with our underwriting 
teams, but there were also lots 
of questions around the unique 
pressure-points we had, what 
our aspirations were and where 
we had excelled. From the first 
meeting it felt personalized and 
that there was an understanding 
and respect for the differences 
between teams even within the 
same organization. 

Solution Cell:
What was your experience of collaborating to design 
the programme?

Beth:
The team at Solution Cell are extremely talented 
at taking a high-level vision and translating it into a 
practical, tangible development program. We had 
ideas about where we wanted to get to and what 
that looked like in terms of behaviors. Putting that 
on paper and translating it into interesting, thought-
provoking, interactive sessions as part of a program 
of behavior change that captures the imagination of 
teams and engages people is something we couldn’t 
have done ourselves.

Solution Cell:
How have you seen the claims team evolve over the 
past 18 months?

Beth:
The commerciality and the empathetic listening skills 
have been elevated. They are putting themselves in 
the shoes of the risk manager, treasurer or CFO who is 
on the receiving end of the message. These are small 
changes that might seem subconscious to the client, 
but you can feel it in the broker feedback in terms of 
how smooth the relationship is, how well-heard and 
listened-to our clients feel. 

We have regular calls with key brokers to help us 
stay close to areas of friction so we can continuously 
improve, as well as formal broker feedback surveys. 
The feedback we have had has been consistently 
positive in what has clearly been a difficult time. Where 
once we may have heard terms like ‘assertive’ used in 
the feedback we received, we now hear ‘responsive’, 
‘understanding’ and ‘supportive’.

“Overall, the sessions 
are inspiring, not just on 
a business level but on a 
personal level too.”

Maria Scully
Claims Manager

Kati:
Watching my team grow 
and progress over time with 
respect to the program, the 
skills they are learning and 
the tools they have been 
given is really exciting. Seeing 
them achieve better results 
and have more effective 
conversations as a direct result 
of putting new skills and tools 
into practice is fantastic.

“It has been really beneficial and particularly 
thought-provoking for me. I was just promoted 
yesterday, and I have no doubt that the training 
helped me along the way!”

Tom Hughes
Group Claims

Beth:
Right before I came into the Group Head role, our 
Net Promoter Score following a Gracechurch survey 
was 18. Last month we had another survey, and our 
score is now 30. There are a lot of reasons for the 
improvement, but I think the emphasis throughout 
the program on putting the client first, listening and 
being more commercial, have greatly contributed to 
that success.

We’ve also been winning awards! We recently won 
the Cuthbert Heath Award (Claims and Losses) at the 
Insurance Insider Honours for the second consecutive 
year. It’s an incredible achievement to win this award 
once, but to win two years running is unheard of and 
it shows what our peers and competitors think of our 
team here at Beazley.

Our great claims team is now even stronger, which is 
incredibly rewarding to see, and I am proud to be a 
part of this continued positive skills development.
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“Overall, the 
sessions are 

inspiring, 
not just on 
a business 

level but on a 
personal level 

too.”



If you would like to speak with us in person contact one of our team on:

+44 (0)203 642 1380
or email us at info@solutioncell.com
solutioncell.com

Our purpose in life is simple: we help people change their behaviour.

Solution Cell is a specialist management consultancy, helping clients get the best from their people. We look 
at ALL the ingredients that impact behavioural change. We are with our clients for the whole journey, from 
initial thinking, through embedding and measurement.

Based on the client’s needs, we deliver knowledge and develop skills covering leadership, management, 
negotiation, customer service, presentations, account management and sales techniques. We have vast 
experience helping technical experts who do not view themselves as traditional salespeople but need 
commercial skills to excel in their roles.

Our clients receive a truly bespoke solution that resonates with teams and then we help coach and reinforce 
the programme to ensure new skills are embedded and long-term behaviour change is achieved.


