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At your service
Excellent customer  
service is central to  
the Hiscox proposition,  
and it all begins with  
the people on the front  
line taking the calls.



Chloe Garbutt, whose  
photo features on the 
cover, works in the Hiscox 
Customer Experience 
Centre in York in a sales and 
service role as part of our 
UK home insurance team. 

Q: How did you come to 
work at Hiscox?
A: I applied when I was 18, 
straight out of college. At 
the time, I was working as a 
kickboxing instructor, so this 
was a bit of a change of scene! 
I’ve grown so much though, as 
a result of my work at Hiscox. 
Every day you’ll get asked a 
question that you’ve never had 
to answer before. Insurance 
can be complicated, so it’s 
understandable that people 
would have questions. It 
keeps you on your toes, it 
makes you better at your job, 
and it means you’re always 
learning. But you’re not thrown 
in at the deep end – there’s 
lots of support and a real focus 
on learning and development. 
For example, we get at least 
an hour’s coaching every 
week to help us develop our 
confidence and knowledge.

Q: How would you describe 
your team’s approach  
to service?
A: Everything we do revolves 
around our customers. We 
want them to feel valued. We 
want to give them the best 
service possible. We sell 
our products on our service 
and the competitive cover 
we offer, and we want to be 
different to the type of slightly 

automated, highly scripted 
customer service that we’ve all 
experienced – it’s frustrating, 
and it’s just not Hiscox. We’re 
not robots and we’ve always 
prided ourselves on not 
using scripts. It’s one of the 
things that struck me during 
the recruitment process in 
fact – that there was such a 
focus on hiring for attitude and 
customer focus. We want to 
have natural conversations 
with our customers and I hope 
that comes across in every 
interaction a customer has 
with us.

Q. What do you enjoy most 
about your role? 
A. I would consider myself a 
‘people’ person so for me it 
is the people – and not just 
my colleagues, but also the 
interactions I get to have 
with customers. So many 
of the customers we talk to 
in the home insurance team 
are happy because they’re 
buying a new house, or they’re 
excited to start some home 
renovations, or they’ve just 
got engaged, and so their 
insurance requirements have 
changed. It’s really lovely to 
be part of those stories and 
I hadn’t appreciated how 
rewarding it would feel to be  
a small part of someone’s  
big life event before I worked 
in insurance.

Q: What do you see yourself 
doing in the future?
A: I have absolutely no idea. 
The good thing is that there 
are a lot of opportunities for 

people across Hiscox – I have 
colleagues who started in a 
role like mine and have gone 
on to do a whole host of  
other roles within Hiscox, 
including in underwriting, 
project management and 
corporate governance. 

Q: In October, you shaved 
your head. What was the 
motivation for that?
A: Both my grandparents  
have had strokes – my 
Grandad had three in three 
years, and my Nanna had 
two last year – so I wanted to 
do something to raise money 
for the Stroke Association. 
My hair was really long, so 
I shaved my head to raise 
money, and donated the hair 
to the Little Princess Trust, 
which provides wigs for  
young people who’ve 
had cancer treatment. It’s 
something that definitely 
pushed me outside of my 
comfort zone but I’m so glad I 
did it. One of Hiscox’s values 
is ‘human’ and this is one way 
that I think I personally lived 
the value in 2021.




