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Evolving our Profession

Business Interruption Workshop

by Benedict Burke, CILA President
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Training & Consultancy)
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Dubai

I am delighted to have the opportunity of setting out our 2016 CILA strategic
objectives and to also highlight some of the challenges I believe we face as a
profession over the next few years.

CILA Seminar

Going forward the CILA and our
members will continue to concentrate
on the essence of how we must evolve
as a profession enabling us, on a
sustained basis, to bring real value to
the diverse markets we serve, both
mature and emerging.
The essential focus during my
Presidential year will be around
promoting this value, encouraging
resilience strategies and putting the
case for the growth of the profession.
To enable the continued pursuit of
professionalism, our Institute will
also encourage our members to
concentrate on some essential pillars:

• Delivering customer-focussed
professionalism, through technical
qualifications, training and product
efficacy

Tuesday 16th February 2016
The H Dubai
No.1 Sheikh Zayed Road
Dubai

• Evidencing our value by staying
relevant – to include a willingness to
invest in emerging risks and markets
• Attracting, developing and promoting
the best claims talent
• Continuing to support our
International Membership
• Creating greater industry diversity
and inclusion
Continued on page 2
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The whole claims profession needs to collectively spend
more time standing back from day to day operational
realities and re-examine the role and value of the loss
adjusting profession and how that is likely to change.
I would like to believe that there is more upside
opportunity, with clients needing and hopefully valuing
strategic partnerships.
Some trends are discernible today that can help us better
understand the future nature of our role, the type of
people we need and the tools and development training
they will require. The Institute should support our members
in this regard.
Loss Adjusters must be empowered to understand how
they can serve both the customer and the technical
interpretation of coverage in equal measure. As companies
we will need to learn how to provide claims services in this
constantly evolving digital age; using social media and
multi-channel communication and data access.
At the corporate level desk based, field and data flow
technology must be fully embraced; greater investment,
even beyond current levels, is needed in developing the
essential tools that will enable customer centricity in the
claim journey. We need to take an entrepreneurial view
of what technology can create in the process and not
view its potential as an inconvenient model disrupter
or beyond reach.
Continuing this theme, we need to better articulate how
our industry’s value propositions will support our clients
corporate strategies and how they might differentiate
them in a crowded and often commoditised market
place. Such partnerships are where our professionalism
can find some of the best opportunities to shine.
Given a significant percentage of Insurer’s capital is
provided for in the portfolio reserves we influence,
a better understanding and a closer working with

I want to encourage recognition
and celebration of the contribution
CILA members make – lets be
“Proud and Shout about it”!

our clients will be a prerequisite for resilience as they
meet the challenges of capital solvency and as they
drive to reduce unnecessary costs.
The rapid digital revolution will mean ever increasing
volumes of personal data being processed by our
companies. Firm’s controls and governance will need to
be fit for purpose. Few things destroy value faster than
the sort of public relations catastrophe that a serious
data leak unleashes.
We also need greater diversity and inclusion in our industry;
women and members of our minority communities are not
proportionately represented in the loss adjusting sector and
most visibly not at its most senior level. If we are to
understand and serve the communities our clients insure
then this needs to be addressed.
This is not about being politically correct; this is about
dealing with the unconscious bias in our industry. It is
a further means of creating public trust, and building
sustainability through attracting and promoting the right
talent. It represents a real belief and a disciplined approach
to both becoming and being seen as a contemporary and
progressive profession.
We all know the immense value and role insurance plays
in every aspect of society and in underpinning healthy
economies. We play an essential role in this chain and
we must seize every opportunity to promote the value
of what we do.
Always remember that as the world will continue with
its need to transfer risk through insurance it will also be
equally dependant on a professional claims expertise to
deliver on the insurance promise.
I want to encourage recognition and celebration of the
contribution CILA members make – lets be “Proud and
Shout about it” !

Legal Perspective on…

Damages for Late Payment
Provided by Nick Young, partner at
international law firm DAC Beachcroft
Whilst you might have thought
that you had seen the back of
damages for late payment after it
was dropped from the Insurance
Bill in July 2014, it has recently
reappeared under the cover of
the Enterprise Bill.
Under the existing law in England
and Wales, there is no obligation on
insurers to pay valid claims within a
reasonable time. The proposals in
the Enterprise Bill would amend that
position, creating an obligation on
insurers and a remedy for insureds
to claim damages for any additional
loss they suffer because of an
insurer’s late or non payment.

The key provisions:
• Introduce into every contract
of insurance an implied term
requiring the insurer to pay sums
due within a reasonable time.
• Recognise the need for insurers
to be given a reasonable time to
investigate and assess the claim
and also include a non-exhaustive
list of matters which may be taken
into account in determining what
amounts to “a reasonable time”.
• Provide a defence where the insurer
has reasonable grounds for disputing
the validity or value of the claim.
• Permit contracting out in nonconsumer insurance contracts
(where the breach is not deliberate
or reckless) provided that the
transparency requirements set out in
the Insurance Act 2015 are satisfied.
During the examination of the Bill in
Grand Committee at the beginning of
November, amendments were
proposed to carve out both reinsurance
and large risks. These were withdrawn
in the end but discussions are still
taking place to find a solution. Further
line by line review of the Bill will take
place during the next report stage,
but no date for this has been
scheduled at the time of writing.
If the provisions are successfully
retained within the Bill, it is anticipated
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that Royal Assent will be given in
March 2016 and the implied term
would apply to insurance contracts
entered into from March 2017.
Whilst it has always been said
that these provisions would in fact
only ever apply to prevent rare
instances of “the mad and the
bad”, they would inevitably be
used by policyholders and their
representatives as a threat every
time claim settlement discussions
become difficult. For loss adjusters,
the key point is that there are yet
more fundamental changes to
insurance contract law to come.
These proposals are likely to have a
significant knock on effect around
reserving and settlement of claims,
best practice for evidencing claims
handling processes and the use of
interim payments. Watch this space!
DAC Beachcroft is a leading
provider of legal services, working
with loss adjusters in the UK and
around the world. From major
public incidents and construction
disputes to fire and flood, no claim
is too big or too small.
For more information,
please contact:
Nick Young:
T: 020 7894 6100
E: nyoung@dacbeachcroft.com
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Qualification Success

Elevations since the September 2015 edition of Claims Focus

New Associate
• Jane Hunter – Crawford & Company

• Stephanie Niblett – Cunningham Lindsey UK

New Diploma Holders
• Gretel Busuttil – QIC International

• Steven McGhee – Zurich General Insurance

• Thomas Butcher – Crawford & Company

• Ronald McGuchan – Crawford & Company

• Nigel Clapham – Wilby Ltd

New New Certificate Holders
• Omar Al Ahmed

• Jessica Logan – Ryan Direct Group

• Margaret Bennett – Triton Global Ltd

• Trevor Marshall – Guardian Gen Ins Ltd

• Sean Briffa - MIB Insurance Agency

• David Mullen – Cunningham Lindsey UK

• Pamela Brown – Crawford & Company

• Sarah Oldham – BHIB Insurance Brokers

• Clara Buckley – Keelan Westall

• Yee Phen – Mestari Adjusters SDN BHD

• Gretel Busuttil – QIC International

• Najass Scott – Cunningham Lindsey UK

• Michael Byrne – Crawford & Company

• Joanne Seabrook – Zurich General Insurance

• Jonathan Cheshire – Questgates Ltd

• Janet Sinclair

• Rebecca Cockeram – Cunningham Lindsey UK

• Toby Spence – Rob Spence Ltd

• Mark Comley – Crawford & Company

• Judith Stanley – Quadra Claims Services Ltd

• Sharon Coombs-Hoar – Alan Boswell Insurance Brokers

• Rebecca Stewart – MWA Arboriculture

• Allan Dalton

• Matthew Stockton – Crawford & Company

• Rosemary Doutre – Davies Group Limited

• Martin Thompson – Ryan Direct Group

• Victoria Greenslade – Core claims

• Jennifer Viggars – Davies Group Limited

• Matthew Holmes – Davies Group Limited

• Jessal Vyas

• Nathan Holt – Crawford & Company

• Gemma Wallbanks – Davies Group Limited

• Joanne Kennedy – Cunningham Lindsey UK

• Robert Williams – Crawford & Company

• Jane Knapman – Davies Group Limited

• Michael Williams – Hope & Williams

• John Latter – Zurich General Insurance

• Peter Wood – Crawford & Company

• Paul Lofkin – Crawford & Company

• Christopher Wylie – Whitelaw Loss Adjusters & Surveyors

You will
need:
to pay with
a card in
your name
and your
membership
number
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For CILA
Members Only

the amount you
want to spend

Available NOW
until 31st Dec 2015

Simply call
freephone number

0800 954 0557
Go Digital!
Order an e-Insurance card
- delivered straight to your
email inbox or smart phone
Physical gift cards
delivered in
5 working days

How it works
If you want to place £100 onto the card,
you will only need to pay £75 but the value
you can spend on the card will be £100.
Purchase the perfect gifts this Christmas
with a Signet Insurance Card
The Everlasting Love Collection
9ct White Gold Half Carat
Diamond Earrings
Save up to half price
on selected items
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25% off

Available NOW until 5pm Thurs 31st December
Terms & Conditions
Discount offer is discretionary and is only available to current members of CILA for
personal purchases. A maximum of £2000 card issue per annum will be allowed.
Excludes the concierge prestige watch service. Signet Connect reserve the right to
either withdraw or amend the terms and conditions of the offer.
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CILA Awards 2015

Getting a CILA qualification takes hard work and
determination and so it is important that we recognise
and congratulate those individuals who succeed.
This year the Institute decided to extend its annual
prizes to include the Certificate, Diploma, Advanced
Diploma and Chartered Loss Adjuster qualifications.
The highest performing candidates in the period August
2014 to July 2015 were invited to attend an awards dinner
on the evening of the CILA Conference so that their success
could be shared and celebrated with other members.

Congratulations to the
CILA Prize Winners 2015

Becoming a Chartered
Loss Adjuster
By James Nathaniel,
Institute Prize Winner 2015
For some time, I’d convinced myself that my CII
Diploma was sufficient enough to show my
competence as a loss adjuster but it was becoming
increasingly clear that any future progress in the
industry would be curtailed if I remained unqualified.
I committed myself to achieving my Associateship
knowing that my CII Diploma gave me an exemption
from the first paper, allowing me to tackle the
remaining two papers and Accreditation process.
What could be easier?

James
Nathaniel
Agrical

Cunningham
Lindsey UK

Institute Prize
(Chartered Loss Adjuster)

Cuthbert Buckle Prize
(Advanced Diploma)

Leanne
Johnson
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Stephanie
Niblett

Elizabeth
Aitchison

Cerno

Cunningham
Lindsey UK

Diploma Prize

Certificate Prize
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The Accreditation for Chartered Status (ACS) was, for me,
the most challenging part of the process particularly
finding suitable subject matter for the Critical Analysis.
Whilst there were plenty of claims I could choose from,
finding one that enabled me to sufficiently demonstrate
all the skills I have gained as a loss adjuster was tough.
3,000 words sounds like a lot to write but my first draft
was somewhere near 5,000! Some serious editing and
consideration of the relevance of every single word finally
resulted in a dissertation inside the word limit with three
words to spare!
Achieving my ACILA initially came as a huge relief which
soon gave way to a sense of great pride. Having just being

pleased to have passed the qualification, I had no inkling
that my ACS would be worthy of being awarded the
‘Institute Prize’, which even now still feels rather surreal.
I was asked to try and convey my whole experience of
achieving the Associateship in around 500 words but
it is impossible for me to convey the hard work and
commitment required to achieve ACILA. That said, I
sincerely believe it is worth the effort. The whole process
is designed to provide you with knowledge that helps
bind together what often feels like abstract principles
with your own practical experience allowing you to deal
with claims with greater confidence and fluency. I only
wish that I’d realised this sooner!

Unfortunately, it had been so long since I’d finished my
Diploma that I’d forgotten much of the detail relating
to basic insurance principles plus it was soon apparent
that CILA were not simply looking for you to memorise
and regurgitate facts in the exam but also draw on
your own experience and apply this to potentially
unfamiliar scenarios.
Around this time, CILA introduced the Certificate and
Diploma qualifications as stepping stones to the
Associateship. It was suggested to me that I complete
these first, which I originally thought was a ridiculous
suggestion feeling this was a backward step until a
further six months passed and I was still no closer to
taking an exam.
Swallowing my misguided sense of pride, I started the
Certificate exams in August 2012 completing them a
matter of weeks later. The Certificate syllabus helped fill
the gaps in my knowledge and the buzz of achieving this
qualification so quickly spurred me on to undertaking the
Diploma next, which I finished the following summer.
By now I had the confidence to attempt papers C2 and
C3 and was delighted to find I had passed these at the
end of 2013, achieving more in 16 months than I had
accomplished in years of prevaricating. At this point, I could
have simply settled for the Advanced Diploma qualification
that had been introduced in the meantime but I was
determined to complete what I had initially started.

Claims Focus November 2015
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Construction

(Design & Management)
Regulations 2015
Following the publication of a
consultation draft last year, the
Health & Safety Executive has
now published a revised version
of the Construction (Design &
Management) Regulations 2015
(CDM 2015). This guidance came
into effect on 6th April 2015
and applies to all construction
projects, including enabling
works and reinstatement repairs,
regardless of the duration of
the project.

Note to Members
The Institute is currently
working with the Association
of British Insurers and the
Health and Safety Executive
with a view of providing
members with guidance on
the 2015 CDM Regulations.
We anticipate that this
will take a couple of
months to agree.
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These regulations are a set of legally
enforceable safety rules setting out
the responsibilities of all who are
involved in construction activities.
These regulations apply to ALL
construction works and these are
defined as:

‘the construction, alteration,
conversion, fitting out,
commissioning, renovation,
repair, upkeep, redecoration or
other maintenance (including
cleaning if this involves the
use of water or an abrasive
at high pressure or the use of
corrosive or toxic substances),
de-commissioning, demolition
or dismantling of a structure’.

The intention of these changes is to
ensure that health and safety is
considered throughout the course of
all building activities on site. There are
significant changes within the new
regulations which include:
•R
 eplacement of the CDM co-ordinator
with a Principal Designer.
• I ncreased Client duties.
•A
 requirement to apply the
regulations to all projects, whether
or not they are notifiable.
•N
 ew competency requirements.
•R
 equirement that these new
regulations apply to domestic Clients.
Replacement of CDM Co-Ordinator
with Principal Designer
The role of the CDM Co-Ordinator is
to be replaced by the role of Principal
Designer. The Principal Designer will
be responsible for monitoring and
co-ordinating design from a health
and safety perspective, assembling

pre-construction information at the
outset of the project, preparing the
health and safety file and ultimately
handing this over to the Client at the
end of the project.
The clear intention here is to put the
responsibility for the management
and co-ordination of health and safety
issues at the heart of the design team.
Architects and Surveyors can expect to
be required to take on the role of
Principal Designer, at least for the
pre-construction phase and the scope
of their services will need to be
extended accordingly.
Increased Client duties
Clients are now under an absolute
obligation to make suitable
arrangements for managing a project.
The Client must ensure that the health
and safety file is produced, rather than
this being the sole responsibility of the
CDM Co-Ordinator.
Where there is more than one
contractor, including separate
strip-out prior to reinstatement, or it is
reasonably foreseeable that more than
one contractor will be working on a
project at any time, the Client must
appoint in writing a designer with
control over the pre-construction
phase as Principal Designer, and a
contractor as Principal Contractor.

Additionally, the Client must:
a) Make suitable arrangements for
management of the project,
including the allocation of sufficient
time and other resources.
b) Provide pre-construction
information as soon as is practicable
to every designer and contractor
appointed or being considered for
appointment.
c) Ensure that before the construction
phase begins, a construction phase
plan is drawn up by the Contractor
or the Principal Contractor on all
projects, regardless of size, duration
or value.
d) Give notice in writing to the HSE for
notifiable projects, i.e. projects that
will last longer than 30 days and
have more than 20 workers working
simultaneously at any point during
the project, or 500 person days’
duration.
The position of the Adjuster and
the Insurer Client needs to be
considered carefully. Due to
contractual arrangements between
the Adjuster Company and Insurer,
it could be that the Adjuster or the
Insurer will be deemed to take the
role of Client, and therefore have
increased responsibilities.

Application of the Regulations
to all projects, whether or not
they are Notifiable
The new regulations will apply to
all projects, whether or not they are
notifiable. The Principal Designer
and Principal Contractor will need
to be appointed on all projects,
which will involve more than one
trade or contractor, and a health
and safety file will need to be
produced.
The threshold for Notifiable Projects
has also been updated. The project
will now be Notifiable if it is
scheduled to:
a) Last longer than 30 days and
have more than 20 workers
simultaneously at any point in
the project; or
b) Exceed 500 person days
Application of the Regulations to
Domestic Clients
For the first time, CDM will apply to
Domestic Clients. A Domestic Client
is defined as someone who has
construction work carried out on
their own home, or the home of a
family member which is not done
in connection with a business.
Continued on page 10
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The Regulations will apply to Domestic Clients virtually
in full, so they will need to provide pre-construction
information, ensure their construction phase plan is
produced, ensure that suitable arrangements are put in
place for the management of the project and that these
are maintained and reviewed to ensure that the health
and safety file is produced.
However, responsibility for discharging these obligations
will fall upon the Contractor, Principal Contractor or
Principal Designer appointed by the Client.
Default appointment provisions will apply if a Domestic
Client fails to appoint a Principal Designer or Principal
Contractor.
Architects/lead Consultants/Surveyors will need to
understand the role of the Principal Designer under the
Regulations as Clients are likely to ask them to fulfil this
role. They will need to consider carefully how this role
will be resourced.

This will essentially involve the appointment of a
‘competent’ Contractor and how they do this or
appointment of a Principal Designer.
It is assumed that pure emergency works i.e. securing
and hoarding up a property will be outwith these
regulations. However other temporary works, such as
provision of temporary roof structures and the like,
would fall under these regulations and require the
early involvement of a Principal Designer.
David Damsell
MBA IENG AMIStructE MCIOB FCILA FUEDI-ELAE
Director • Global Technical Services – Major & Complex
Loss Team
Crawford & Company
Recommended reading:
www.hse.gov.uk/pubns/indg411.pdf

CILA Conference 2015

With regard to Domestic Clients, they will need to
understand that they are now subject to the regulations,
to understand those obligations which will fall directly
upon them, and those which are to be discharged by the
contractors or Principal Designer. The only responsibility
a domestic client has is to appoint a principal contractor.
However, if the domestic client does not do this
(as is common practice) the duties are automatically
transferred to the contractor or principal contractor.

The CILA Conference 2015 took place at The Midland
hotel, Manchester on Tuesday 15th September.
The outgoing CILA President, Mike Jones, opened the event
and described his pleasure in seeing the increased interest
and success in CILA qualifications by CILA members.
Graham Gibson, Claims Director at Allianz further reinforced
the importance of loss adjuster expertise supported by CILA
qualifications in his key note speech.

To summarise, CDM 2015 now applies to all construction
works.
Pre-construction information must be provided as soon
as is practicable by the Client to every Designer.
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Construction Phase Plans (CPPs) are now required on all
construction projects.

Following these opening sessions, delegates were then
given an insight into the findings of the recent thematic
reviews by the Financial Conduct Authority and an essential
overview of the Insurance Act 2015. A further nine technical

sessions were delivered during the remainder of the day,
with delegates able to choose subjects relevant to their
area of claims handling. A highlight of the event was a
panel discussion, chaired by Gerald Williams, on the future
of business interruption adjusting.
Our sincere thanks to the numerous expert speakers who
took part in the event and to those members who helped
design and deliver the CILA Conference 2015 programme.

Presentations and photographs from the day
can be viewed at:
http://www.cila.co.uk/news-events/
news/cila-conference-2015

CILA annual lunch 2015

CDM 2015 Notification trigger points have changed. It is
the Client’s responsibility to notify the Health & Safety
Executive (HSE) of construction works that will last longer
than 30 days and have more than 20 workers working
simultaneously at any point during the project or 500
person days’ duration.

The Institute was delighted to welcome 735 guests
to the CILA Annual Lunch on 16th October 2015.

Photographs from the UK lunch can be viewed
on the CILA website at:

To be aware of
As Loss Adjusters, our role is to advise the Insurer and
Policyholder how the policy will respond to any particular
claim and provide support and steer them through the
claims process.

http://www.cila.co.uk/news-events/news/
annual-lunch-2015-photos

Engineering	
  

The event was again held at the InterContinental Hotel
Park Lane, London and the speakers included Malcolm
Hyde – CILA Executive Director, Dominic Burke – Group
Chief Executive of JLT, Benedict Burke – CILA President
and Michael Portillo.

If an Insurer adopts the option to reinstate, they will then
take on the role of ‘Client’ and increased responsibilities
under these regulations.

Power,	
  Energy	
  and	
  Heavy	
  Industry	
  

As Adjusters we need to be able to explain and thereafter
write to confirm to the Policyholder, whether they be
Domestic or Commercial, their responsibilities under
the new regulations and how they can delegate these.
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The annual lunch is a special day in the Institute calendar
and it is always a pleasure to see so many CILA members
catching up with past colleagues and enjoying the company
of other claims professionals. For a second year we were
also delighted to dedicate a table to CILA Young Achievers.
CILA members in Singapore also hosted a lunch on the
same day and this event was attended by 80 guests. It is
wonderful to know that members on the other side of the
world were sharing in our day.
Claims Focus November 2015
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Heritage | Fine Art | Porcelain

the art of
restoring
original
beauty
For over 40 years, Farcroft has
provided restoration expertise to a wide
range of customers, and is recognised
in the most discerning circles for quality
of workmanship. Applying carefully
selected methodology with equal skill
to antiques, collectables, contemporary
pieces and floors, we remove the
signs of incident damage to bring back
original beauty and functionality.

Head Office:
Middlemore Lane West, Aldridge, Walsall, WS9 8BG
T : 01922 458 555 | F : 01922 458484
London Office:
68 Lombard Street, London, EC3V 9LJ
T : 0207 868 2420 | F : 0207 868 1800
Glasgow Office:
151 West George Street, Glasgow, G2 2JJ
T : 0141 249 6650 | F : 0141 249 6700

PT&C|LWG Forensic Consulting Services
is delighted to announce the expansion
of their Richmond office with the addition of
David Irwin, B.Eng, and Joshua Boyd, CPEng.
David Irwin

Comes to PT&C|LWG as a Forensic Electrical Engineer
with over twenty years of post-graduate experience
performing electrical engineering installation and
analysis across a wide variety of industries, including
Governmental, Construction, Building Services,
Telecommunications, Marine and Oil & Gas. Mr. Irwin is
a member of the British Standards Institute where he is
part of the Joint Technical Committee responsible for
developing and revising national electrical standards.

2016 Webinar Programme

During the coming year we will also be continuing our free
web-based educational seminars for our valued clients.
Since 2010, LWG has offered over a hundred valuable
courses for thousands of loss adjusters, insurance claim
and legal professionals around the world.
Our 2016 UK webinar schedule is detailed below and all
of these webinars are FREE and can be accessed easily
online. All you need is internet access and a phone line.

Joshua Boyd

Joins PT&C|LWG as a Forensic Structural Engineer with
twenty years of experience in structural engineering
mainly gained in the offshore/onshore oil, gas and
marine industries. He has worked on and managed
large project installations throughout the world,
including in the North Sea, West Africa, South China
Sea, Middle East, Gulf of Mexico and Venezuela.

Please share this information with your colleagues,
and we hope that you and your team will join us for
these useful and engaging programmes.

Should you have any questions or comments,
please contact:
PT&C|LWG on 0800 319 6161 or via email at
neal.courtney@ptclwg.com

Date

Topic

28/01/2016

Reinstatement and Cost Validation Techniques for Mechanical and Electrical Equipment

25/02/2016

Onshore Energy Claim Investigations

24/03/2016

What Goes Around: Turbine Failure Investigations

28/04/2016

Building Liability Claims Management

26/05/2016

Best Practices for Managing Offshore & Subsea Claims

30/06/2016

Transformer Failure Claims Management

28/07/2016

Building Codes & Design Standards: Implications for Structural Damage Assessment

29/09/2016

Fire Origin & Cause Investigations

27/10/2016

Catastrophic Structural Damage Claims

24/11/2016

Strategies for Handling Reinstatement following Data Centre Claims

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.

www.farcroftuk.com | claims@farcroftuk.com
Claims Focus November 2015
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Professional Conduct of CILA Members
A Just and Fair Approach
The Professional Conduct Committee (PCC) review
issues brought to the attention of the Institute usually
by members of the public who have suffered a loss
and are seeking settlement of their claim under the
terms of their insurance policy.
Pleasingly most of the issues reviewed by the PCC are
either unjustified or, whilst not belittling the impact, are
a matter of service rather than breaches of the Guide
to Professional Conduct. In these cases words of advice,
to the member, are often all that is required of the PCC.
However, in the course of our reviews, we do find that
some of the tone and language used by members in their
reports could be interpreted as not being just and fair.
A sentence saying that “we are pleased to report that we
were able to adjust the claim down from £x to £y” or
perhaps worse “the policyholder is alive to the extent of
cover available under this section of the policy and we
therefore felt that a lower offer would not be accepted”
can be viewed as showing bias.
The requirement on all CILA members is to adopt a
“just and fair” approach when dealing with claims.
Members should provide balance, highlight both sides

CILA Membership – Annual Subscription Fees
The CILA membership year runs from
1st January to 31st December and the
annual subscription fees are:

of an argument and be mindful that a sentence or
paragraph taken in isolation may infer, unintentionally
some bias. It is appreciated that members will quite
correctly provide recommendations, whether to insurer
clients or policyholder clients, and in either case it is
essential that our correspondence is just and fair and
is seen to be so.
The Institute is incredibly proud of the ethical and
professional standards that form the backbone of our
profession and we thank members for their continued
commitment to professional conduct.
Malcolm Hyde, Executive Director of the CILA
Simon Burley, Chairman of the CILA Professional
Conduct Committee

“The requirement on all CILA
members is to adopt a “just and
fair” approach when dealing
with claims.
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