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Strength of the
CILA community
2020 is coming to a close and our thoughts are with
all our members as they approach the festive season
and look forward to 2021.
This year has seen members deal
with claims arising from bushfires
in Australia, floods in the UK, the
explosion in Beirut and, of course,
an unprecedented number of business
interruption claims. The coronavirus
pandemic has altered the way we
work with greater use of video
technology, enhanced procedures
for health and safety and online
interactions with policyholders,
colleagues, clients and suppliers.
We applaud the tremendous effort
made by CILA members in adapting
quickly to the circumstances and
continuing to provide claims expertise.

It is not just in the handling of claims
that CILA members have showed their
strength and resilience. We have been
amazed by the continued support of
our volunteers who have given up their
time to contribute technical material
and debate the really difficult issues
affecting the insurance sector this
year. So, we would like to celebrate to
those who have helped us in 2020 to
introduce exams at home, publish a
Business Interruption text book, launch
an e-mentoring platform, host a 3 day
online conference and deliver webinars
to our members – “To your fellowship
and good health!”

FORTHCOMING
EVENTS
Thoroughly Understand DP2
Friday 15th January 2021
Webinar

How to read a policy
Thursday 21st January 2021
Webinar

Ethics
Thursday 28th January 2021
Webinar

Leases
Thursday 11th February 2021
Webinar
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Congratulations to the
CILA Prize Winners 2020!
Let’s celebrate the success and achievements of our members.
Qualification Prizes
The CILA Qualification Prize Winners 2020 are confirmed as follows:

However well prepared you are, winter can create a cruel and harsh environment for even
the most resilient.
At times like these, you need to know that you have people looking out for you, people
that will respond quickly and effectively, whatever the time of day, whatever the location,
whatever the conditions.
You need people that will be Always By Your Side.
For over 60 years we have combined transformative technologies and unrivalled expertise,
to prevent, control and mitigate the impact of winter related perils and surge. Our property
damage restoration service provides complete UK coverage and extensive, skilled capacity to
restore properties in the shortest time possible, with the lowest cost and minimal disruption.
Don’t get left out in the cold this winter. Contact us today on 01543 686 114,
email uk_sales@polygongroup.com or visit www.polygongroup.co.uk

Melissa Cunningham,
Marsh

Steven Sweeney,
McLarens

Kerri Mabbutt,

Crawford & Company

Mark Head,

Sedgwick International UK

These members were the highest performing candidates in their respective qualifications between August 2019 and
July 2020. Each prize winner has received a trophy and a cash prize in acknowledgement of their success.
The Cuthbert Buckle Prize is sponsored by Sedgwick International UK and CEO Paul White offered his
congratulations to the 2020 prize winners:

“Sedgwick are delighted to continue their support for the Cuthbert Buckle Prize. Investment in people is at the core
of our staff engagement and the CILA prizes to those who do so well in professional qualifications are a magnificent
means of celebrating success. Congratulations to all the winners!”

The CILA Secretariat Award recognises those members who make an extraordinary commitment and contribution
to the activities of our Institute. This year the Institute team is delighted to bestow the award on:

Paul Redington,
We prevent, control and mitigate the
effects of water, fire and climate.
www.polygongroup.co.uk
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Zurich Insurance

Paul has been a dedicated member of the Property SIG committee for nearly 10 years and throughout that time has
provided the Institute with fantastic insight into the subjects that are important and pertinent to Insurers. Paul has
contributed to numerous technical papers, articles, webinars and CILA events, giving up his time and working with others
to explore and share technical issues.
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Qualification Success
Elevations since the October 2020 edition of Claims Focus

New Chartered and Certified members


• Andrew Morris

Adjusting Associates LLP

• Melissa Ratcliffe

New Certificate holders
Crawford & Company

New Advanced Diploma holders
• Jane Dando

Charles Taylor Adjusting

• Benedict Turnbull

Jacksons Partnership Limited

• Sambhav Gahoi

• Layal Alharahsha

• Jonathan McCourt

• Hasan Alsamaheeji

McLarens

• Heather McKelvie

• Aliya Alyas

Sedgwick International UK

• Liam Morris

Oakleafe Claims

• Louise Barson

Claims Consortium Group

• Joanne Parker

A E D Adjusting

• Matthew Biggleston

Sedgwick International UK

• Isabella Partridge

Sedgwick International UK

• Brian Blanchfield

Sedgwick International UK

• Charlotte Pentland

A E D Adjusting

• Nguyen Duc Minh



New Diploma holders

Sedgwick International UK

• Miriam Ratyal

• Aidan Farrelly

Sedgwick International UK

• Cydney Smith

• Dean Goodwin

Oakleafe Claims

• Adam Smith

Crawford & Company

• Zahid Baig

• Kumail Maki

Trust Re

• Lee Goodwin

Oakleafe Claims

• Christopher Stewart

• Sanchez Brooks

• Catherine Marlow

Legal & General

• James Humphry

QuestGates Ltd

• Peter Tendyra

• Dale O’Hara

Sedgwick International UK

• Shaban Hussain

• Peter Clark

• James Ommanney

Crawford (Hong Kong) Ltd

• Benjamin Johnson

Crawford & Company

• Belinda Wardle

• Gavin Fitzgerald

• Victor Odhiambo Omolo Madison Insurance Co (Kenya) Ltd

• Melvin Joy Lourdes

Miller International Loss 		

• Bonnie Whitaker

Crawford & Company

• Rebecca Williams

Sedgwick International UK

• Callum Woodhouse

Crawford SLS

• Darren Cheng

Sedgwick Hong Kong Ltd

Adjusters Ltd

• James Grant

QuestGates Ltd

• Celeste Rigby

• Ben Greensill

Sedgwick International UK

• Richard Talbot-Jones

• Dhanwant Kanda

• Matthew West-Robinson Sedgwick International UK

• Douglas Macaskill

• Isaac Kwakwa-Sarpongn
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• Cameron Wallace

Sedgwick International UK

Crawford & Company

Sedgwick International UK
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Exams at Home: Over 100
exams successfully passed!
Making plans has been difficult this year and many of us have had to put family
celebrations, holidays and other aspirations on hold. As we look to 2021, we
want our members to feel confident in making professional development plans
and setting their own goals for achievement of CILA qualifications in 2021.
So, how can we help? Online proctoring was launched in
the summer enabling our members to sit a CILA exam at
home and already an impressive 106 exams have been
passed this way. This means that you can proceed with

your qualification plans, irrespective of what coronavirus
restrictions apply in your area. You can find out more about
online proctoring on the CILA website or the Pearson Vue
website (our exam partner and facilitator of CILA exams).

Feedback and tips from candidates who have already sat a CILA exam at home

Andrew Morris
“Having procrastinated over
sitting the final ACS examination
paper for some time, I noted with
interest, the announcement by the
Institute of Pearson Vue’s Online
Proctoring service, which would
enable members to sit the exams
from a home or work office.
Sitting the exam in this way was,
for me, much easier than travelling
elsewhere. The process was simple
and straightforward. Having
cleared my desk I was simply
required to take a photo of ID
on my phone and submit this.
Once reviewed the exam was
remotely initiated, and typing the
exam felt much more comfortable
over handwriting each answer.”
Andrew Morris, ACILA

Louise Penna
“The online proctoring facility
recently offered by CILA is an
extremely convenient alternative to
visiting a test centre, with the process
taking 45 minutes from beginning to
end as opposed to 3 hours including
travelling. I did experience some
technical issues initially so would
strongly recommend testing the
system some days in advance and
making sure all documents open
correctly and company firewalls are
temporarily disabled. The set up
takes a lot longer than you think,
however once you know how the
system works you’re free to sit as
many exams as you wish, whenever
you wish because there is much
more availability.”
Louise Penna, Loss Adjuster - Private
Clients, Sedgwick International UK

The Loss Adjuster
Members may have noticed that the new Christmas film of 2020
is “The Loss Adjuster” with Luke Goss playing the title role.
We were surprised to see our profession featured as the title of a
film although members do often say they could write a book about
their experiences!
Film description
The Loss Adjuster follows Martin Dyer (Goss),
a hapless insurance loss adjuster who, after
many years, hits financial hardship, prompting
his wife Angie (Marsh) to leave him the week
before Christmas. His day drastically goes from
bad to worse with a catalogue of extraordinary
and humorous encounters with a flirtatious and
rather amorous widow (Collins), a corrupt Doctor
(Siner), a lascivious female escort (Greenidge)
and a dead rat. It is only later at the funeral of
a client that Martin has an epiphany; and with
the help of his unlikely friendship with a teenage
thief (Byrne), he discovers that sometimes you
have to lose it all to find out what really matters.

Callum Woodhouse
“Now most of us are working
from home, your revision and
exam can be completed at the
same desk. Whilst doing your
exam from home is easier at first,
you need to read the documents
the CILA and Pearson Vue
provide. I would recommend
you use a home laptop as my
exam encountered an issue
with corporate firewalls. Call
Pearson Vue if you’re unsure,
01618 557539.
Overall, this is a great option
to complete exams, after my
experience, I see no reason
why this won’t become the
preferred option in the future.”

Directed by
Vincent Wood
Written and produced by
Jayney Mackie
Executive produced by
Michael Cowan

The Loss Adjuster is in cinemas and
available on DVD and on demand now

Callum Woodhouse Cert CII Cert
CILA, Lead Adviser – Subsidence,
Crawford & Company

Find out more by visiting the Pearson Vue website at https://home.pearsonvue.com/cila/onvue
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It’s good to have friends
by Malcolm Hyde, Executive Director of the CILA
In the world of business
it’s good to have friends
and the best friends are
arguably those who will
tell us what we do well
and even more importantly
what we do not do so
well. It was with some
trepidation that I read
an article written by John
Matthews of Trust Re titled
“How to train your Loss
Adjuster – a Reinsurer’s
Perspective”.

I read the article and was
subsequently introduced to the
writer by our International SIG
Chair Niall Metcalfe. What I learned
from the article and subsequent
discussion with the author John
Matthews was invigorating and
exciting. The article and discussion
led me to appreciate that there are
huge opportunities for our members
to undertake some varied and
rewarding work on the “International
Stage” and John was happy to share
his requirements of a Loss Adjuster,
enabling those already in the market
to better understand and those
aspiring to join this market to gain
valuable insight.

Lesson one, John states that

“it is imperative to future good
relations that the insured has their
expectations not only managed but
verified and confirmed on a regular
basis. All too often, a loss adjuster
will submit their interpretation of
the policy’s response to a financial
claim to the insurer without
engaging sufficiently with the
insured about their findings or
explaining why certain elements
might be limited or excluded from
settlement…….The modern-day
loss adjuster needs to be aware of
exactly what they are expected to
comment upon and what they
must not”.
So I take from this that there is
sometimes a gap between what
a Loss Adjuster comments on and
what a Reinsurer does not want
a Loss Adjuster to comment on…
No doubt frustration results but of
course finding out what is wanted
would be an immense step forward.
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Our friend at Trust Re goes further
in his article by providing eight key
points to his fellow Reinsurers on
how to “train their loss adjusters”.
These include:
1. Consider previous experience
– there is a lot to be said for
appointing adjusters you have
worked with in the past with
positive outcomes.
2. Pick a closer – by this I mean
choose an adjuster who gets
results. Adjusters whose files
needlessly stay open for years
can leave you locking horns with
the insured, broker or cedant.
3. Question an insured / broker
nomination (There is always a
reason for a nomination). It might
be that they really do work well
together and are able to get to
the right solution quickly. Never
assume this.
4. Highlight important policy
provisions – identify the policy
sections, terms and conditions
you consider may be relevant
to the case. This will encourage
the loss adjuster to include
comment in their reports and
avoid difficult conversations later.
It will also help the loss adjuster
to understand your mind set
and approach.

5. Encourage engagement with the
broker (if any) – in most cases,
the involvement of the broker in
all claims matters provides the
insurance-experienced channel
for queries and any feedback to
the insured on policy coverage.
It’s becoming more common
for insureds on larger losses to
appoint ‘claims preparers’ who
are usually brokers anyway.
6. Pick up on assertive or
excessively passive behaviour
– dealing with a claim is
challenging enough without the
potential for long-term damage
to your relationships with insureds,
brokers and cedants.

So where do we take this from here?
Well I am delighted to say that
John Matthews will be presenting
a webinar with a Chartered Loss
Adjuster to expand on this guidance.
This advice will be most welcome
to Loss Adjusters already working
in this fascinating environment
and to those who have the thirst
and determination to seek such
opportunities. Please look out for
the webinar announcements.

7. Discourage policy interpretation
– from the Reinsurer’s perspective,
policy interpretation is rightly the
claims handler’s job.
8. Perform Quality Control –
always ask for a copy of the
intended report in draft before it
is issued. Whilst you should not
look to write the report for the
adjuster, you should be able to
discuss the underlying message
and be prepared for any reactions
from the insured or broker.

John Matthe
ws
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To disinfect, or not disinfect:
that is the question?
Article kindly provided by BELFOR who are sponsors of the CILA International SIG.

The Coronavirus pandemic has created havoc for businesses and organisations
this year. In the UK, we are currently experiencing a second ‘wave’ of the
virus and we may see more spikes to come before we return to some sort of
pre-pandemic normality.
From the outset of the pandemic, there has been masses
of information to consume, digest and try to understand.
From a claims perspective, Business Interruption has
clearly been the biggest factor to impact on the Loss
Adjusting community. However, understanding the core
principles of disinfection, how to achieve this successfully,
and most of all safely, may be a critical factor in any Loss
Adjusters ‘tool kit’. Whether it be managing losses, or just
supporting and advising customers on best practice.
When it comes to carrying out coronavirus disinfection
works it is certainly not as technically challenging as other
restoration and decontamination activities. However, the
associated health & safety risks and the importance of
ensuring works are carried out correctly and professionally
IS critically important.
At the start of the pandemic, BELFOR’s European Technical
Support developed its existing Environmental Services
offering, in line with the World Health Organisation and the
European Centre for Disease Control guidelines. Certification
was also obtained from independent hygiene institutes,
to meet the new challenges of SARS Cov-2 disinfection.
The BELFOR protocol focussed on a ‘combined’ 3 stage
approach:

The types of services that can be offered in relation to
SARS-CoV 2 disinfection really fall into 3 distinct categories,
relevant to the specific scenario and the customer’s
requirements:

A critical aspect of this protocol, to ensure effective
disinfection is the combined effect of the three stages.
The use of any single procedure in isolation (e.g. fogging)
importantly, will not guarantee complete disinfection.
A key aspect of the disinfection service is also of course
the Health & Safety protocol. Appropriate PPE and
safe handling and use of chemicals is vitally important.
Any organisation undertaking these works not only has
an obligation and duty of care towards its own employees
but also to their customers and the wider general public
in some instances. There have unfortunately but not
unsurprisingly been numerous reports of poor practice
and even highly dangerous activities by underqualified
or inexperienced providers of these services. Cost is
understandably a key driver in the current climate, but
what the costs of getting it wrong?
Cost aside, perhaps the biggest challenge has been, and
continues to be, understanding just how to implement
appropriate risk measures to protect businesses and
organisations, and their employees and customers. When
it comes to suspected or confirmed cases, knowing exactly
what to do and how to manage them is daunting, with
little in the way of guidance available.
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Re-Occupation Cleaning
Many businesses shut their doors during lockdown or
mothballed sites because of the pandemic. Whilst it is
widely accepted that the virus can only survive for a
limited time on surfaces, providing reassurance to
employees, customers and the public when re-opening
after a prolonged period may be a very important factor.
Undertaking a specific ‘deep clean’ which is focussed on
Coronavirus disinfection may not just be good practice
but necessary to provide the confidence and assurance
needed for that business to successfully re-open.
Regular Preventative Disinfection
Trying to address and manage the invisible risks of the
virus is challenging to put it mildly. There are many factors
for any organisation to consider when designing a Regular
Preventative Disinfection programme (nature of the
business, type of operation, industry-specific regulations,
type and number of facilities, number of employees, shift
patterns, customers & public access, etc). The potential
impact on operations, productivity, market share and
customer reputation all need to be factored in.

Confirmed COVID-19 Case Response
Perhaps the easiest service to define, and know when
needed, is when businesses are faced with the worst-case
scenario. The scenario requires the highest level of
disinfection and health and safety protocol. Importantly,
given the obvious associated risks, there is little or no
flexibility in the scope of works when it comes to dealing
with confirmed cases disinfection.
As we move into 2021, the impact of the pandemic
will continue to pose challenging risks for business and
organisations.
The associated cleaning, disinfection and day to day risk
management will no doubt develop and evolve further
(e.g. regulation) as the industry responds to customer
needs and requirements. In the meantime, BELFOR and
its extensive global team of experts are available and on
hand to offer advice and support to the Loss Adjusting
community.

If you require any technical support, guidance or
information on this subject please contact Sam Dawson
– Commercial Sales Director, BELFOR UK
sam.dawson@uk.belfor.com / 07770 226269

It should be noted that both ‘Re-Occupation Cleaning’
& ‘Regular Preventative Disinfection’ can, of course, be
adapted to suit and meet individual customer needs,
or to fit with their operational demands.
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Careers in Claims:
Mentees with a passion
for loss adjusting
The CILA e-mentoring platform was launched in the summer and it has
already connected members across the globe. In this article we will hear
from some of the mentees who have signed up to the platform and learn
about their aspirations for a career in loss adjusting.

Jones Otumfour
I see the CILA as a call for
excellence in loss adjusting,
gradually weaning one off
the basics of the profession
to assimilate more advanced
adjusting principles and ethics
with the view to extending
the frontiers of knowledge.
Having studied engineering as my
first degree, I joined Vanguard
Assurance Company in civil
engineering after acquiring extensive
hands-on industry experience.

My role then was to conduct pre-loss
survey for buildings, civil engineering
structures and plant and machinery
with a focus on offering risk
improvement recommendations.
The very first claim I was handed
was a completely burnt building
with no drawings for estimation.
I was encouraged to give it a try.
My report with a settlement amount
was reviewed by my superiors
and subsequently spearheaded
negotiations for an amicable
settlement.
After this ordeal, I had an inner
conviction that there was more to
learn and that I could do better.
A quick online search directed me
to the CILA and being fascinated
by the depth of applicable
knowledge demonstrated in their
articles, I quickly subscribed as a
student member. Fast forward to
today, I have registered for CILA
exams with the goal of becoming
a Chartered Loss Adjuster.
The benefits that I have derived
from the CILA are innumerable.
The knowledge acquired in

experiential form through the
published articles makes learning
effortless. Currently I conduct both
pre-loss and post loss surveys,
issuing reports for both local and
international bodies. Also, I serve
on the Technical Committee of
Vanguard Assurance, which
handles all technical issues from
underwriting, loss adjusting and
even business sustainability.
Loss adjusting is in its inchoate
stages in Ghana but quickly
evolving. In addition to becoming
a Chartered member of the CILA,
I intend completing my remaining
papers in the applied skills level
of ACCA and progressing to earn a
charter as well. Given my insatiable
appetite for knowledge, acquiring
a second degree in Business
Administration or a field related
to insurance would be next target.
I believe we can only advance
knowledge frontiers after we have
gained mastery of existing practices.
I envision myself collaborating with
other experts to innovate by
extending the existing knowledge
in claims, engineering, and finance.

age of 60 working as a loss adjuster
and willing to pursue CILA
qualifications.

Sambhav Gahoi
I have worked as a loss adjuster
for the approximately 3 years
and a half years in Delhi, India.
I handle claims with a technical
element i.e. breakdown of
engineering machinery,
electronic equipment, wind
turbines and hydro power plant
etc. and their associated claims
for loss of profits. I am also
part of various CAT loss teams
within my organization for
flood and storm.
There is no specific loss adjusting
course available in India which
would be acceptable worldwide.
As I have always had it in my mind
to work in Europe, I came to know
about the Chartered Institute of Loss
Adjusters in September 2018.
I was introduced to CILA through
my uncle Mr. Manohar Sainani who
is DCII of 1992-93 and still at the

In India it is generally believed
that only with experience can you
master the art of loss adjusting
but I feel that studying the right
sort of books, literatures and
perusal of relevant cases for
practical tips is also of prime
importance. It can help young
adjusters to enrich their experience
in less time, even when they are not
getting much claims experience.
I started studying for the CILA
Diploma in 2018 and achieved this
in June 2019. I have now acquired
the Advanced Diploma qualification.
The depth of knowledge gained
while studying has helped me in
being part of major and complex
claims within my organisation.
The recommended study material
provides practical ways to deal with
different kinds of claim scenarios
and highlights material things to be
noted while attending a loss. I also
came to know about the relevance
of various legislations in the
insurance field.
Personally, I would like to thank the
CILA for the recognition I got in my
company as being the first person
to get such prestigious qualification.
Even though I have much less
practical experience, a lot of people
from loss adjuster fraternity in India
recognise and admire me for my
achievement.

Sambhav’s top tips for study
• Understand the syllabus
thoroughly and use the
reference literature referred to,
for each and every topic
• Type short notes on your
computer system as this way
the topics get revised
• Solve all question papers from
previous years and type the
answers on a computer within
the stipulated time
• Refer to various insurance
posts, magazines and FOS
on websites.
• Last but not the least, study on
regular basis as it will help you
to concentrate and doesn’t let
you have last moment panic
attacks. Revising daily will boost
your confidence over time.
Remember, one of the famous
martial artist said something
about power of practice and
revision, Bruce Lee quoted,

“I fear not the man who
has practiced 10,000 kicks
once, but I fear the man
who has practiced one kick
10,000 times.”

article continued overleaf
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Continued from page13

I chose to study in the UK because
its educational system provides
access to some of the most
renowned institutions in the world,
accompanied with qualifications
that are internationally valued and
recognised. My current course is
accredited by the CII, and I recently
attained the CILA Certificate with the
plans of acquiring the CILA Diploma
by the time I graduate.

a
Layal Alharahsh
I am a final year undergraduate
student at the University of
Nottingham; studying for a BA
in Industrial Economics and
Insurance with the hopes of
becoming a Chartered Loss
Adjuster. My interest in loss
adjusting was ignited when I
interned at Crawford &
Company in the Middle East.

Rewinding back through university
and high school, I fortunately had
the chance to experience different
positions whether it was as a leader
or a team player. This flourished
my networking skills and motivated
me to join the CILA and participate
in extracurricular activities with
societies.
I have attended many conferences
such as the Model United Nations as
Secretary Deputy General. In addition

I have attended The Global Young
Leader’s conference in the USA which
amplified my leadership skills and
broadened my international exposure.
As a Middle Eastern female, the
chances of pursuing a career in the
insurance industry are limited and
nonetheless challenging. However,
taking my chance and turning my
dream into reality is a goal I intend
on achieving. I’m driven to be the
best at what I do and I thrive at
being somewhere where I’ll have
opportunities to develop my skills and
pass them on, take on interesting
projects and work alongside people
that I can put my trust in.
Hopefully, after receiving my
bachelor’s degree, I’m planning to
pursue a job in the industry through
a graduate scheme with the hopes of
attaining a master’s degree in
Insurance law in the future.

CILA e-mentoring
If you would like to become a mentor or mentee visit the CILA
website to learn more: https://www.cila.co.uk/cila/cila-e-mentoring

Are your membership
details up to date?
Have you changed your surname, address,
telephone number, email address or
employer this year? Please login to your
MyCILA account to check that your CILA
membership details are correct.
You can also sign up to our Special Interest
Groups to ensure that you receive updates
that are relevant to you.

This publication has been made available by the Chartered Institute of
Loss Adjusters solely for the use and convenience of the reader. By making
this publication available the CILA does not offer any endorsement or
recommendation of the views and opinions expressed therein. For a full
explanation of the terms and conditions upon which the CILA provides this
publication please see our full disclaimer available on the Institute website.
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