“The claims industry will be regulated by the Department for Constitutional Affairs from early 2007.”
Paul Bedwell

Operations Director

BNH Associates

Personal injury claims is a complex and growing business, which for many companies is both time-consuming and expensive. Huddersfield based BNH Associates have grasped that nettle to provide a comprehensive service helping businesses to deal with these claims. Here we meet Paul Bedwell, the Operations Director.

We asked Paul how the business began:

“I started the business with my business partner, Roger Hinchliffe – we are both former police officers. We both had first-hand experience of the personal injury claims business and the companies providing visits to clients and completing associated investigative work. We decided that we could do a better job than those companies. In December 2002 we took the decision to form BNH Associates, and it progressed very quickly from there.”

“…So what do you specifically do?”

“BNH works for many of the country's leading law firms, financial institutions and insurance companies. We provide specialist support to companies through a 300 strong network of agents that cover the UK. Their role is to assist clients with completion of documentation, explain procedures and to obtain, where necessary, supporting evidence. We speak to clients at various points throughout the case cycle, and help them avoid any pitfalls. We assist our clients in handling volume work to the highest standards, freeing up their time internally and increasing their revenues.”

What is the scope of the business?

“We provide a national service to support our national client base. We have number of agents – in fact, the largest workforce of qualified agents in the industry - all self-employed experienced retired police officers. Their core role is completing instructions on behalf our clients, and being the representative face of the client – whether they are a solicitors firm, financial institution, or insurance company.”

Why did you choose to focus on the financial and insurance industry markets?

“I would say it is where experience and history has taken us.  I worked for two firms of solicitors, the Motor Insurance Bureau, and in claims management.  All this deals with Personal Injury, which is a massive market. Roger dealt with both the claimant and defendants side of the business – working with insurance companies and defending claims from the defendants’ side. As we both had a good grounding on all aspects of Personal Injuries market – it was the sensible thing to do. We then identified a need to branch into the financial claims market because we became aware of the low conversion rate of clients; it seemed a natural progression.”

How do your clients view the service you provide?

“We deal with high profile companies such as Pannone Solicitors of Manchester, one of the largest solicitor groups in the UK.  We have had a long standing relationship with many of our clients who know that we are keen to work with them and to fit in with their particular business model. Speed of response to enquiries and professional representation are the key to our success in an increasingly competitive market.”

What are the challenges and thrills you get from the work?

“The biggest challenge has been delegating responsibility as the business has expanded. Roger and I have had to learn to delegate the right things to the right staff and take a step back from the day-to-day running of company. It has been very difficult to ‘switch off’; however the challenge was recognising that the two of us simply can’t do everything by ourselves. Thrill-wise, I love it when we get recognition from companies that use us and when we get immediate positive feedback. That gives me a fantastic buzz.”

What would you say is the most important elements to get right in this business?

“Listening to what our client wants and paying attention to detail are critically important. Each client has their own requirements, and being able to listen and understand their unique needs is vital.”

If you could change anything about the industry you work in – what would it be?

“I wish regulation of the industry had come sooner, however the process is now well underway and the claims industry will be regulated by the Department for Constitutional Affairs from early 2007. This is great news for us, because it will recognise standards and professional practise that BNH has already advocated and in many cases already implemented, indeed we have nothing to fear from regulation.”
Are there any jobs you would shy away from – or you would pass onto another company?

“I don’t think so! Because we have such a broad range of skills in our agent network, I can’t think of an instruction we wouldn’t be able to deal with.”

Paul is a fanatical Manchester United supporter and a player of most racquet games. He is married to Helen and they have two children - Daniel is a recent graduate of John Moores University in Liverpool, and Victoria has just started a four year teaching degree at Exmouth. 

Visit the BNH Associates website on www.bnhassociates.com to see if their services are useful to your organisation.

