T

LM ee——

(nE Sakol

e ]

it

Professiona

e |-_E-. n '_I
S
S T
ne 1l 1]

A

A

£l

¥
2

Broking April 2006

WNS Assistance revamps its
Motorguard web claims facili

Andrawy Tiaardstra
MOTOR INSURANCE claims man-
agement specialist WHNS Assistance
has revamped ics online claims mion-
ienring fcilivy, Mororguard.

The motor claims informareon

website now offers WS clients.

— which include brokers, insurers
and companies with large commer-
cial tleers — driver risk, repaar man-
agement and uninsured loss recovery
repores, via data downleads,

WS clients will gain access o
summiarised reports analysing high
risk drivers, monthly accident vol-
wrnes, the canses of accidents, and
vehicles susceptible:to chefe, as well
as the financial cost of accidents,

The website update follows a dou-
bling in both the number of users
and the frequency of use over the
Past TWO years,

WS believes che governiment's
Cowpoware Mantlenghter Bill, which
is currencly before Pacliament, s

Rankin: growing industry concers

parely responsible for this inceease.
WS, which expeces o han-
dle around 350 000 motor insur-

FSA and OFT set out action
plan for greater co-operation

THE FINANCIAL Services Autharicy
ard ehe Office of Fair Trading are to
produce an action plan, to be pub-
lished by the encl of April, setting out
how they can jointly deliver benefies
to consumers and firms,

A statement said both were inves-
tigating ways in which they could
"work mote effectively together, for
example, through improved collabo-
rarion on matters of mural ner-
est such s the sale of Payment
Procection Insurance”.

It also stared they wanc.m "ol
labormre more closely on enforcement
of rules-on advertising on guidince o
buasiness.” In April, che FSA will con-
sult on a change to its rules so adver-
nsemients subject. to dual regulation
need conrain only one risk warning,

In addicion, the cwo warchdogs
aim o complete a feasibiliny stady by

September 2006 on ways 1o eeduce
che adminseration burden on firms
either seeking authonsarion from, o
which are reguluced by, both organi-
sations. They are also looking at ways
of working more closely ogether on
consumer education and peoviding
inforrmtion 16 COnSamers,

A feasibility soedy on alignment
of the FSAS consumer congact centee
with rhe OF s Congumer Direcr sery-
ice will be completed by October.

The stated aim is o oeduce the
administrarive burdens opn firms
and assist in che delivery of risk-
bised regulation. As such, and fol-
lowing consultation with stakehold-
efs, the povernment has concluded
that ‘an impeoved regulatory out-

come:is achievable withour chang- |

ing repulstory responsibilicy. for
consumer credirt,

ance claims chis year, or
launched Motorguard in
2000, ro provide real-timi
claimy information.

The latest updace slsc
"Reguest Red Alere” burcon
iter-specific concerns; or o
AELOIMNEIC updutes on repalc
wii e-mail or mobile phone,

Tim Rankin, managing
ar WNS, old Profeuioral
"All accidencs are catégord
fault code and flest mana,
choose how they are info |
serigars: accidenes.”

He expected WS will
to unveil a significant b))
A oEw customer o june,
CONCERCE - NEEOCIATIons are
be finalised,

Meanwhile, Rankin 15 k |
close eye on telematics; th
reacking device, though he
o be convinced whether i
off” yet,

SVB launc
SME start:

SVB HOLDINGS has. anmo
intention to launch an insues
pary to write SME business fi
al brokers, le will write pr
indemnicy, genceal liability,
and officers” and medical m
insurance, Movae Underwr
fold into che new compa
calledd Novae Insumnce, w
begin trading 1 July.

SVB posted a before
of £13.9m loss. for 2002
improvement over 2004
losses of £113.6m. A spoke
the ¢ompany was on track
profit for 2006.

Meanwhilz;, SVB Holdn
to change ity name to becor
Group, subiject o regulaoo
als: e will invobve deliscic
seock exchanpe and re-lise

the new Darne
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Brokers key to resolution
‘in late payments argument

By David Worsfald

rokers could have a key role o play
in defusing the row over lace p.-.-;l-
ments to contractors handhing sub-
sidence claims, according to experts i
John Parvin, subsidence manager ar
Zurich Financial Services explained it was
up to individoal brokers and whether they
want to be heavily involved: “When ﬂa::;.'
do they can add valae and they do assist,”
he told the audience at a recent subsidence
conference held by fssramece Age sister title,
Past Magazine, ©
we have a brokerinvelved we will keep

Wherever possible, when

them informed. With certaim of our brolers
wie will even invice them to attend ar the
first siee vigit.™

Gary Strong, subsidence & surveying
services manager at GABR Robins, endorsed
this view, adding: “If brokers have cheaue-
signing aurhoricy, that can somenmes help
tog because they can authorise payments
without having to go up to the Lloyd’s box
or whatever.”

Earlier in the conference ASUC Plus

veneessennennssesmmessameresesereneeeresen e TS @IIE.. B~ mpmm,;.

John Pavin: "Whenever possible when we have
broker involved we will keep them infomied”

chairman Roger Boddy nnveiled research
carried our by the contractors’ trade body
that showed thar the levels of payment
varicd dramarically depending on who the
COoONtracie ilr=ﬂ Fft}:TI_'l isber was,

He said that while contractors employed
directly by insurance companics could
expect to be paid in 0-30) davs, and 7-10 in
many cascs, the record of project managers
and loss acjusters was a lot worse, coming
i at over 6 days.

Mr Boddy described this as “payment

abuse™ and cited it as a reason why many
were pulling our of the marker,

These findings were reinforced in an
interactive vOrng session where nearly 50%
of loss adjusters directly blamed insurers for

the poar record on payment, while 45% of

nsurers felt the opposite was true. Both par-
ties agreed thata web-based system needed
to be introduced, as there is currently far
oo much paperwork involbved

M Strong said: “Insurers are understaffed
and that means invoices are being left an
desks when they should have been senu o the
loss adjusters. Somerimes it rakes us more
than thiee weeks 1o chase down invoices we
have recommended for payment.”

Mr Parvin responded: “The survey refleces
that the fault lies with a range of parties,
with the big problem being the number of
touches iti the chain,™

The pancllists agreed that the process is far
too complicated and thar creative solutons
are needed, such as moving to electronic
payment systems, in addition o bringing in
brokers to help on some claims or arranging
for suppliers to pay contractors on behalfof
thie’ insurer.

FSA gives verdict on claims review

he Financial Services Authorty {ESA)
saicl 1t was cneouraged by a recent sur-
retail claims operitions,
after around $0% were found to “nearly™ or

“alwavs™

vey of insurers’

meet service standards,

Diespiee thas, two our of every five claims
operadons are Baling rokeep policyholders
informed of progress with their claims. Ali-
son Hewitr, head of the FSA™ retail firms
division, explained thar having carmed out
34 questionnaires in November and nine
follow-up visits, the responses were encour-
sging and it would not be undermking for-
thet work mto claims m 2006,

The FSA reported thar 31 firms said that

they “nearly™ or “always met? seevice stand-

ards — such as responding to notifications
of claims, dealing with customers' letrers or
emails and making payments.

Bur Ms Hewirr added: “In around 60%
of firms; when asked for their seevice
standard for updating customers on the
progress of their claim, there was no clear
COHISUTISIS :qupir]inn —brmsoften upclnr-:
customers when required or depending on
customer expectations.”™ She continued:
“Thigis all verywell, but how can firms be
sure whar is required or what customers’
expectations are?

*While a proportionate approach to
updating is sensible, firms could be more
proactive by informing customers periodi-

cally; rather than onan ad hoc basis.”

Ms Hewitt also stressed non- or part-pay-
ment of claims 15 an arca with which cus-
tomers contnue to express dissansfacoon,
and encouraged firms to-adopr jargon-free
information,

“We asked what the most common reason
was for rejecnons of claims since 1 January
2005. A voral of 19 firms reported thar it

was theclaim being outside the scope of

cover. We are surprised by the response to
this question. Why are customers claiming
for things not covered by policies!™ On the
issue of onsourding, the FSA reported thar
32 firms employed a third party to handle

their claims.
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