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Insurance Awarences

| 10 steps to make
Profits from Your Claims Department
| Fraud Fighting Responsibility

| Do you see risk management

as a professional discipline?

| 3 Reasons To Get High-Premium Health Insurance
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2- Quality control measures: There should be consistent
internal auditing for the claims operations, in order to
check effective & efficient operational practice is imple-
mented at all times, and to set Standard Operating Pro-
cedures (SOP) for each line;

3- Consistent monitoring on all providers: Due to the
large number of Third parties involved in the claim op-
eration (Workshops, medical providers, efc), daily moni-
toring is essential to first check the customer service level
they are providing to your clients, and second to monitor
the convenience of judgements against certain claims;
4- Segmentation of providers for Motor Insurance: This is
already implemented in the healthcare insurance, and in
my opinion can be implemented in the motor insurance
as well, in order to create a competitive advantage on
one hand and push down the loss ratio on the other. This
formula can work perfectly for vehicles above 5 years of
manufacture, and for Motor Third Party Liability claims.
5- Daily cooperation with the technical team: Again, In-
ter-Departmental communication with the technical team
is of crucial importance especially for complex Non-Mo-
tor claims where there has been significant correspon-
dence about the risk in caption;

6- Commercial view for certain claims (ex-gratia/By Fa-
vor) payments: The neverending dilemma... When to
setfle an ex-gratia payment? Under which circumstanc-
es? For which clients? And what is the percentage to
be paid? Ex-gratia payment is a voluntary payment by
the insurer for certain claims for non-technical reasons.
Mainly these payments are done for commercial rea-
sons, and the insurer should take into consideration a
commercial benefit out of such payments;

7-Use of CRM techniques in claims operation: Disregard-
ing all other aspects, claims are considered a second
contact with the client after policy issuance, so claims
executives should be trained on Cross/Up selling tech-
niques in order to use them AFTER finalizing the claims
process and ensure that the client is satisfied from the
service provided. Based on my market experience, the
insurer can easily win a large portffolio from one simple

motor claim fairly solved by the insurer;

8- Claims Incentives: with reference to the above point,
and since Sales isn't in their job descriptions, | strongly
recommend fo implement an incentive scheme for them,
which will encourage them to solve the claim efficiently
as it will give them the opportunity for a selling opportu-
nity that will generate additional income;

9- Accurate Claim reserving: This condition is of utmost
financial importance to have a healthy balance sheet,
as any exaggeration in the claim reserve made by the
claims executive will affect it negatively. Therefore, the
staff shouldn’t make any reserve until he receives mate-
rial information about the exact claim cost. The reserve
might look unimportant for simple claims, but is very
important for large ones (i.e. Engineering, Onshore &
Offshore claims, Property, Marine, efc);

10- Subrogation & Contribution: Vis-&-vis the client, he
receives the indemnification from the insurer and signs a
discharge. However, if other parties are involved in the
claims and there has been liability proven against them,
the insurance company must use its Subrogation right to
recover it. The same applies for the Contribution clause.
This can earn a lot of valuable money and limit the loss.
This will affect the reinsurance as the company will ben-
efit from a higher risk exposure and have competitive
advantage

Having said all of the above, and if properly implement-
ed, it will give a huge advantage for the insurance com-
pany on two levels:

a- Having better Reinsurance terms whether for Treaties
or Facultative, since it has strong measures for loss ratio
minimization and having sustainable profitability;

b- Increasing the retention percentage for the insurance
company, which can be used by either negotiating better
treaty terms with the reinsurers, and/or invest the money

in Marketing activities, Stocks, efc.

In conclusion, the claims department can be profit-gen-
erating one if the above 10 measures are properly fol-
lowed. At the end of the day, it is the claims operation
that truly sets the benchmark for an insurance company

performance.
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10 steps to make

Profits from Your Claims Department

The claims department can be a profitmaking generator
to the company rather than only settling claims, and in-
creasing loss ratios for the client equally.

There is nothing more satisfying to the clients than an
efficient claims executive managing the file and fulfilling
the promise made inside this piece of paper called “In-

surance Policy”.

After all, Insurance is all about indemnifying human as-
sets against different risks (life, health, property, vehicle,
shipment, etc) depending on the insurable interest in
hand. Having said that, once the loss is occurred, any
individual relies on his nearest peers for help (family,
friends), and in this case it is the Insurance Company.
Just imagine how large are the expectations that the cli-

ent has from the insurers upon claim occurrence, so it is

a huge responsibility to handle: “Human, Ethical, Social,
and Financial”!!

On the other side, the claims executive has a legal bind-
ing to put the company’s interests as Top Priority in his
operational duties, and being the “Front Office” guy
upon claim occurrence, he’s the official representative of
the company, so it's his responsibility to apply the poli-
cy’s terms and conditions and honour the client’s right in
proper indemnification.

How can we make the claims department a profitable
one without jeopardizing service quality?

1- Economies of Scale: Insurance companies benefit from
the Volume game in its commercial deals with providers
(hospitals, workshops, loss adjusters, etc), therefore they
should always strengthen on this factor to have whole-

sale price scale;
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Insurance Claim

What is an <Insurance Claim»

An insurance claim is a formal request to an insurance
company asking for a payment based on the terms of
the insurance policy. The insurance company reviews the
claim for its validity and then pays out to the insured or
requesting party (on behalf of the insured) once approved.

Insurance claims cover everything from death benefits
on life insurance policies to routine health exams at your
local doctor. In many cases, third parties file claims on
behalf of the insured person, but usually only the person(s)
listed on the policy is entitled to claims payment.

BREAKING DOWN <Insurance Claim»

A paid insurance claim serves to indemnify a policyholder
against financial loss. An individual or group pays
premiums as consideration for completion of an insurance
contract between the insured party and an insurance
carrier. The most common insurance contracts revolve
around costs for medical goods and services, physical
damage or liability resulting from the operation of
automobiles, property damage or liability from home
ownership, and the loss of life.

Health Insurance Claims

Costs for a surgical procedures or inpatient hospital stays
remain prohibitively expensive. In 2014, the average cost
across the United States for a day in a hospital sat at
2,212$. Individual or group health policies indemnify
patients against financial burdens that may otherwise
cause crippling financial damage. Health insurance claims
filed with carriers by providers on behalf of policyholders
require litle effort from patients, as %94 of medical

claims were adjudicated electronically in 2011, a %19
increase from 2006. Policyholders must file paper claims
where medical providers do not participate in electronic
transmittals but charges result from covered services
rendered by professionals or facilities. Ultimately, an
insurance claim protects an individual from the prospect
of large financial burdens resulting from an accident or
illness.

Property and Casualty Claims

A home is typically one of the largest assets an individual
owns. A claim filed against damage from covered perils is
initially routed via phone or the internet to a representative
of an insurer, typically an agent or claims adjuster. Unlike
health insurance claims, the onus is on the policyholder
to report damage to a deeded property he owns. An
adjuster, depending on the type of claim, inspects and
assesses damage to property for reimbursement to the
insured. Upon verification of the damage, the adjuster
initiates the process of reimbursing the insured.

Life insurance Claims

Life insurance claims require the submission of a claim
form accompanied by a death certificate. The process,
especially when claims involve high face amounts, may
require in-depth examination by a carrier to ensure that
the death of the covered individual did not fall under
any exclusion contained in the contract, such as suicide
or death resulting from a criminal act. Generadlly, the
process takes about 30 to 60 days without extenuating
circumstances, affording beneficiaries the financial
wherewithal to replace the income of the deceased or
simply cover the burden of final expenses.
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Fraud Fighting Responsibility

In this article, | am going to give an enough idea about
the Fraud in different companies especially in insurance
sector and the responsibility of the different parties in
those entities for fighting it.

First, what is the fraud? The fraud is an intentional act
committed to secure an unfair or unlawful gain, i.e.
dishonestly obtaining a benefit by deception or other
means, internal or external.

The responsible for fraud fighting will different according
to its role in the company and its relation with it, generally;
the management is the first line of managing, preventing,
mitigating and detecting fraud in the business.

In addition to the management role, nobody can ignore
the role of external audit in assessing and evaluating
the risk of fraud, which could raise up from material
misstatements due to fraud and errors.

From other side, the role of internal audit is vital in
assessing internal control implemented by management

and addressing the risks related to fraud, which could

affect negatively the revenue of the company, destroying
the relation with main stakeholders and stockholders as
regulatory bodies.

The role of internal audit will enrich the relation between
the management and the board of directors, as he will
provide them with the evidences that clarifies to which
degree is the management stick to company vision,
mission and goals and to which level the management
is following up the board of directors’ strategy and

instruction.

For this reason, the success of any company in fighting the
fraud will be limited to its ability of addressing the risk of
fraud, getting a sound governance structure, preparing
its priorities that might tempt to commit fraud, decreasing
the challenges companies are facing in dealing with

fraud and enhancing commitment to fraud acts.
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reconsider. When in November 2009, the 1ISO 31000
standard was (finally) published the IRM stubbornly con-
tinved to ignore it. Today, they realize that it would be a
huge effort to align all their education materials with the
principles, framework and process proposed in the I1SO
31000 risk management standard. Quite sad, in fact, for
an association pretending to “lead the risk management

profession” to ignore any initiative, not created by them.

Leb>s certify people as risk managers!!

Since the Privy Council refuses in 2013 to recognize risk
manager as a profession in the UK, Airmic, the associa-
tion for risk and insurance management professionals is
supporting the initiative of the UK-based Institute of Risk
Management (IRM) andFerma, the European Federation
of National Risk Management Associations whose mem-
bers are mainly risk and insurance-buyers professionals,
to create their own certification plans for “risk managers”.
After working 2 years together, they finally broke up their
discussion and decided to go on their separate ways: The
IRM created Certified Risk Managers in 2015 and FERMA
created “Certification for European Risk Managers” in
October 2015. Both referring to the ISO 31000 standard
with limited understanding. In parallel, a new entity called
PECB, a non-professional body with no knowledge or ex-
perience in risk management enters the playing ground
and proposes a certificate called “ISO 31000 Risk Man-
ager” to anyone to those paying a three-day course. Since
then, risk manager is largely losing whatever meaning it
had...Is there still anybody “leading the profession”, if

yes...leading to where?

Linking risk management to decision-making

While the chaos related to the title of “risk manager” is
growing, risk management discipline is progressing with-
out the so-called professional bodies. In relation to the ISO
31000 risk management standard, G31000, the Global
Institute for risk management standard, an international
non-profit organization created in December 2011 in col-
laboration with members of the ISO TC 262 and national
mirror committees, believes that risk management is linked

to decision-making, performance management and uncer-

tainty management. In consequence, risk management is
at best a management tool helping managers to make
better, structured, risk-balanced decisions in an uncertain
environment, helping fo allocate efficiently and effectively
resources in order to achieve the organization’s objec-
tives. According to I1SO 31000, the architecture of risk
management is based on three pillars -principles, frame-

work and process.

Holding the C31000 certification

Can you certify your organization on ISO 310002 No
(see discussion) as clearly stated in the ISO 31000:2009
version. However, you can teach, examine and verify the
knowledge acquired by individuals. The Global Institute
G31000 has so far conducted 54 courses in 6 languag-
es (English, Spanish, Portuguese, French, ltalian, Russian)
in 26 countries, delivering 656 certificates with a strong
emphasis on trainthetrainers courses. While some pro-
fessional bodies are active in «protecting» the risk man-
agement «profession» barely referring to ISO 31000, the
Global Institute G31000 is making efforts to advance risk
management teaching on the content of ISO 31000. It
does not give the title of a “risk manager” since the inter-
national C31000 certification stated that the certificate
holder is granted the title of Certified ISO 31000 risk
management professional — C31000 having demonstrat-
ed knowledge and comprehension of the content of ISO
31000 - Principles, framework, process.

The growing risk management community referring to ISO
31000

The progress of risk management discipline is growing,
with many risk professionals contributing, sharing ideas
and spreading knowledge in the ISO 31000 LinkedIn
discussion forum founded in March 2009. So far, about
1,500 discussions and 21,000 associated comments
have been made in 7 years. A simple discussion forum
has now 55,000 members and growing by 1,000 new
members per month. Ignoring 1ISO 31000 would be a
major mistake for those involved in risk management.
Since its publication in November 2009, about 63 coun-
tries have adopted the international ISO 31000 risk man-

agement standard as their national standard
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Do you see risk management
as a professional discipline?

The tentative of the Chartered Insurance Insti-
tute....

In 2013, the Chartered Insurance Institute, a UK-based
professional organisation for those working in the insur-
ance and financial services industries, had its application
for Chartered Risk Manager turned down by the Privy
Council, the body responsible for awarding professional
status in the UK. Not discouraged, the Chartered Insur-
ance Institute (Cll) re-apply and has now received provi-
sional approval for a Chartered Insurance Risk Manager

status that it hopes to launch this year.

A limited survey

In the ISO 31000 LinkedIn group, a popular discussion fo-
rum on the ISO 31000 risk management standard, a pool
was launched in 2014 asking “Is risk management a pro-
fession2”. It attracted 76 comments and 108 votes (before
LinkedIn deleted all pools) of which 76% declaring that

YES, risk management is a profession. This is a nice wish!

Risk management = a profession?
Do | think that Risk Management is a Profession2 Having

spent 20 years in risk management after earning an MBA

and a Master in Risk Management, my reply is: absolute-
ly not, Risk Management is NOT a Profession because it
lacks the fundamentals of a profession?

Although the UK Privy Council does not make its decisions
public, the following reasons are probably behind their
decision to refuse the Chartered Risk Manager status:

1- Wide application of the title risk manager (different
roles, different responsibility, no harmonized curriculum,
etc.)

2- lack of definition of risk manager

3- wide gap between insurance managers and enterprise

risk managers or chief risk officers

Leading the risk profession, really?

Of course, UK-based Institute of Risk Management (IRM)
created in 1986 with the mission to “lead the risk profes-
sion”, would self-claim that yes, risk management is a pro-
fession. Interestingly, back in 2004, the IRM was invited
to join as an organization with observing status, the inter-
national 1ISO Technical Committee in charge of develop-
ing the first international ISO risk management standard,
they preferred to decline or ignore the invitation. During 5
years needed to develop the ISO 31000, the IRM did not
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may not have your doctors and specialists in network
and the plans may have a hefty deductible. And if you
need to go outof-network, the costs yousre responsible

for can skyrocket.

A better option if you have a chronic disease is to examine
the total cost of care and then choose a plan that meets
all your needs without requiring you to cover a high
deductible or spend hundreds in co-payments and co-
insurance. Make sure the plan covers your medications
and includes your musthave doctors and specialists.
(Read more, here: Cutting Your Cost For Marketplace

Health Insurance.)

2. You Have Dependents

Anyone who has children knows that you can spend a
lot of time in the doctor’s office, whether it's for the flu
or broken bones. While every plan will cover a specific
amount of wellness visits for your children, cheaper
plans could also mean a lot of outof-pocket costs for
unexpected injuries and illnesses. If you have children,
a high-deductible health insurance plan, while temping
from a cost point of view, may not make much sense. Just
one broken arm, and you could owe a huge doctor bill

before your coverage will kick in.

A low-deductible, higher-cost plan may mean that you
have to shell out more each month. But all it takes is one
accident a year, and the plan could save you substantial
money. A low-deductible, pricier plan makes particular
sense for parents of small children, who are more
prone to injuries and illness, and/or of older ones who

participate in potentially dangerous sports.

3. You Can>t Meet the Deductible
Nobody can predict the future: no matter how healthy
you are, you can't prevent an unexpected illness or

injury. What you can protect against, however, is how

much the ailment will cost you. Many healthy people
choose the lowest-cost option when it comes to health
insurance, which means a higher-deductible plan. After
all, they figure the odds of getting hurt and needing
hospitalization are low, so they won't have to worry
about meeting a high deductible that comes with lower-
premium plans. But if something bad happens and
you can't afford this deductible, the worse off you will
be. It could mean delaying medical care or putting it
off altogether. That in turn could worsen your illness,
requiring more costly medical intervention down the

road.

Thabs why a high-deductible, low-cost insurance plan
doesn>t make financial sense if you don’t have the money

set aside to meet the deductible.

The Bottom Line

Health insurance isn’t cheap and by most accounts, it's
only going to get more expensive. Ib>s why many people
focus on the premium alone when shopping for health
insurance. But doing so could end up costing them more
if they aren’t careful. Unless yousre in perfect health and
have a lot of money in the bank, a high-deductible plan
doesnst really make sense. People with chronic illnesses,
those who have young children to care for and those
who donst have enough money to meet a high deductible
will ultimately save more with a higher-premium health
insurance plan, which offers greater benefits and fewer

outof-pocket costs.
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Insurance Awarences

3 Reasons To Get
High-Premium
Health Insurance

Thanks to the rising costs of healthcare and health
insurance, many people shop for new coverage
based on premium alone. They come up with a
number in their head in terms of how much they
want to spend each month, then look for insurance
plans that match that figure, not taking into account
such factors as a planss deductible, doctor network

and co-insurance.

While these factors may not matter that much if yousre generally healthy or don’t have dependents, for those who do
need more regular healthcare, the cheapest option isn’t always the best. In some cases, going with the lower-premium
insurance plan could wind up costing you more. Here are three good reasons to consider a more expensive plan over

the cheapest option. (Read more, here: How To Shop For Health Insurance.)

1. You Have a Chronic Disease

When it comes to health insurance, the more that you pay in premiums, the more coverage you get and the less yousl|
need to pay out of pocket. These days, most insurance policies have co-payments, co-insurance and a deductible
that you will have to meet before coverage kicks in. The size of your monthly premiums will dictate how much of that

coverage you're responsible for.

If you suffer from a chronic illness, going with a low-premium plan can turn out to be a bad financial decision. Because
of the maintenance medications and frequent doctor visits typically associated with a chronic disease, any savings

you'll get from a lower-premium insurance plan will be wiped out by your out-of-pocket costs. Also, cheaper plans




\ apail aal<l]

Lo eXnlg (gliadl Jgdadl alayl gule dlal Lilogan gl_\_'i
(98U Liclngsd « o La) aauiy ad (@il oyl 0day p0ag 2mel
Jlacy) wylad LijNg Ligls ylab o) diflg jialg PG clelagll
lirleg libelg Jalitadl J4) Jglda Ladl Elia . apanillg el nylg
WJuasVl (ol Lay claiplg doVl 0ia dnal Llaio cibball juial
eNjlillg alnaill (aai Lag Lasl guandl (uagi ¥ Jgdal

Hagdl 2w Laals (@il dpouadl Jaail

&ean (@ wlenll go vaell rauy Jj¥g 1 ol elns
Lamo dlols diloli)l 2w Jljlo diflg Lnjlag Llal divlao
Laapcg duall gl ganll ool cils gl acgd giang crol)
g .cld (@il dienl olg eI VA diliig didlino el liag
8 pwliall yalAi¥l R ngg ggalig paiuall Jaell gl 0§
) Lot 1inny a1V g apall Sl gUaew diwlioll RSlgall

Lanli 1nai) ddbadl coljuadlg guuowlil g ¢ Lag

o I g Upuss daanly qunig clinell sl (a3l

Lodlg oMLl 3 (Ul sy Uiacg Lo (gl dogow Jaud) olad (qulc
$ilg2ll A dlaad sg-anll 8 Jaw JljLog Ui (g izolil eladll
Lilogan agang Uaild datnyg la) yapel (il wldellg
LoJ Uilanlg-og LiSUi Uinlag (J15ig yAaiing did ¢ Lo (gladii

dupn laanlgs (Ul cypadle JUAY Julollg jaild paadl Lgal
dylao gl cranil g Uy wias alg JUaslg chad elgly gl
Upalaig claeall 2l Bial ddiail dddulg (gilsgl Ualais]

L33 Upu) guniu Lo J4ig wibgée)

g 19 Cilag Giglaog dd)an Jga lay cupo orc glai Glia
Jgnl caangg wiian Laihlg agd opad Las cygag cuplasg
wyh Lalel) yaal gl gl lay JT s 1e) ciais Laedlg culidig

Laylad o el

g jieo Aliwl aléy
JYJLNEIFyTITEj

6ylal yudao yutd) 15U
ooll eulapil (¢ yquudl alasyi

NK
N




