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FORTHCOMING
EVENTS
Smaller Independent Practices
SIG Seminar
Wednesday 2nd November
Hyatt Regency Birmingham
2 Bridge Street
Birmingham B1 2JZ

Women in CILA Event
Wednesday 9th November
Lloyd’s Old Library
1 Lime Street
London EC3M 7HA

Promoting the work
of our members

Liability SIG Seminar

In this article the new elected CILA President, Jonathan
Clark, shares his thoughts on the value of our members
and how he plans to promote this in his year of office.
A year ago I was delighted to be
asked to join council again as your
Deputy President. Now I have the
great privilege to have been elected
your President. It has been widely
recorded that I am the first carrier to
be President and I hope to bring that
“customer” perspective to the CILA.
Before I write more I have to thank
my predecessor as President, Benedict
Burke, for all he has done to keep
us front and centre in the industry
throughout his year of office and
of course throughout his career.

Tuesday 15th November
City Tower Manchester
Piccadilly Plaza
Manchester M1 4BT

Future Focus Seminar

We owe him much thanks.
As I come on board as President one
thing I never forget is that I am a loss
adjuster now and have been for all my
professional career. We are there to
deal with difficult matters whether a
theft at home, a major fire or casualty
incident and to bring resolution to
those events and claims as we have
done for several hundred years. Truth
and equity is at the heart of all we do.

Thursday 17th November
Hyatt Regency Birmingham
2 Bridge Street
Birmingham B1 2JZ

Claimant SIG Seminar
Tuesday 22nd November,
2 Stone Buildings, Lincoln’s Inn,
London WC2A 3TH

Continued on page 2
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Treating customers fairly is in today’s
language how we can describe
the words of our 1961 Royal Charter.
It was put in these terms; a member
who is engaged as a loss adjuster
acting on instructions from an insurer
shall act fairly and justly in relation to
a policyholder’s claim under a policy
issued by that insurer. Vital words
today I suggest as we look at
keeping the CILA in focus to “lead
the way in claims”.
CILA now has some 4,800 members
and a top quality qualification
structure and offering. Malcolm and
many others have worked hard to
get us in a good place of relevance;
but there remains work to do as ever.
So this takes me to how I see the role
of President and the challenge that
faces me and my excellent Deputy
John Eves. I believe that continuity is
important in terms of message and
strategy and I will ensure we stay
true to our purpose and direction.
However we do need to continue

to evolve as the world around us
changes, this is a tough insurance
market as we all know and one that
is seeing new entrants and new ways
to do business. So as we have already
done we will evolve, we will review
and challenge the strategy we have
in place and make sure it remains
“fit for purpose”. In doing this we will
want to get your views as members
and listen to you as to what you
think matters now and in the future
for the CILA.
Whenever I am in the market I want
to remind those outside our institute
of the excellent work that loss
adjusters carry out every day for
the insurance industry and now
increasingly beyond that industry
as our members move to other roles
and markets. We remain key to how
our principals connect to their clients;
we manage reputational risk for
our insurance clients. We do it with
empathy and with well-rehearsed
and trained skills.

The institute’s evolution has been
about setting the professional
standards in claims, being the voice
of authority and staying relevant,
something we will speak to often
during this year. It is about the
human touch both for our principals
and the policyholders who represent
so much of our workplace on a day
to day basis. However our evolution
sees CILA qualified members
diversifying where they work as well
as what they do; and we will look
at what that means for them and
us as a professional institute. We
have to understand the value our
qualifications bring and speak clearly
about that value in every market
where our members are to be found.

Document Recovery Solutions
• Free Damage Assessment
• One-month free freezer storage
• Europe’s largest capacity

0800 019 9990 (24hr)
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Using
geology
in claims

This article by the British Geological Survey gives an overview
of their history and outlines the type of information they can
provide to loss adjusters in relation to ground stability.
The origins and evolution of the
British Geological Survey
Established as the Ordnance Geological
Survey in 1835 and given a legal
framework by the Geological Survey
Act of 1845, which aimed ‘to facilitate
the completion of a geological survey
of Great Britain and Ireland ’ the
British Geological Survey (BGS) has,
for over 180 years, amassed records
and advanced understanding of
Britain’s geology and its processes.

Over time it has applied this knowledge
to many societal and economic fields
including the effect of subsidence on
domestic properties.
Whilst the BGS no longer operates
in the Irish Republic it has over the
decades surveyed Great Britain and
other islands in the archipelago with
increasing levels of accuracy and
understanding culminating in the
production of digital geology maps

at various scales. These maps,
and other data, have then been
interpreted such that new spatial
data products have been derived
from them addressing a variety of
issues ranging from Sustainable
Drainage Systems to Susceptibility
to Groundwater Flooding, ground
conditions for construction to the
impact of pipe leakage, the potential
for mining hazards, radon potential
and many more.
Continued on page 4
Claims Focus October 2016
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Continued from page 3

Understanding ground stability
and the impact on property
One area of concentrated focus
has been the issue of ground
stability and the impact it can have
on domestic property. The BGS
developed its GeoSure product which
looks at the following six ground
stability factors and the hazard
potential that they represent at
any given location.

1. shrink & swell
2. landslides
3. soluble rocks
4. running sand
5. compressible ground
6. collapsible deposits
These are potential causes of
ground movement or subsidence and
as such this data product has been
extensively used in decision making
by those surveying sites, designing
property, submitting & assessing
planning applications and financing
domestic property purchases.
How the insurance industry uses
BGS data
GeoSure has evolved further with the
development of a variant specifically
for the insurance sector. The new
GeoSure Insurance Product (newGIP)
scores each of the six ground stability
factors individually but also weights
them in terms of their significance
to insurance giving an overall ground
stability score enabling Insurers to
consider locations by postcode or
address and to quote accordingly.
newGIP offers a tailored range of
data solutions from RAG scores,
to postcode look-up tables, to a
richly attributed spatial GIS product
allowing site specific or address
level searches. newGIP is also
considered to have potential for
loss adjusters enabling desk top
appraisal of individual projects
ahead of site visits.
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Geological data in the future
Going forward the BGS remains
committed to further development
of data products with practical
applications that will enable it to
continue supporting both society
and business. It is working not only

on further improvements to its
GeoSure product range but also on
projects that will encompass 3D
modelling techniques, satellite
imaging, coastal geology and the
impact of climate change on ground
conditions.

Should you wish to know more about the suite of BGS data products
visit the “Our Data” section of the BGS website www.bgs.ac.uk or if
you would like to know more about how BGS data could be utilised
in your business contact Mike Ackroyd on 0115 936 3277
or mikr@nerc.ac.uk.
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Qualification Success

Elevations since the June 2016 edition of Claims Focus

New Associate & Certified Members
• Niall Metcalfe

Cunningham Lindsey Middle East

• Michael Cossins

Cunningham Lindsey UK

• Glyn Brookes-Humphrey Cunningham Lindsey UK

New Advanced Diploma Holders
• Oliver Waterman

Woodgate and Clark Limited

• Innocent Matsikidze

BAOBAB Reinsurance Co Pvt Ltd

• Matthew Exford

vrs Vericlaim UK Ltd

• Manojkumar Chaurasia Cunningham Lindsey Middle East

• Lisa Lamport

Keelan Westall

• Stephanie High

• Stanley Iyanu

Crawford & Company

• Samuel Furley

• Helen Love

Thomas Carroll Group plc

• Ferry Andri	PT Prima Adjusterindo Mandiri

• Paul Nash

BT plc

• Lesley Jacklin

Cunningham Lindsey UK

• Christopher Slater

Davies Group

• Daniel Dib

Charles Taylor Adjusting

• Katya Galea

• Yuuki Asada

Uchiyama Loss Adjusting Co Ltd

• Amy Carnaffin

Cunningham Lindsey UK

• Craig Harris

Halifax General
Insurance Services

• Abner Putra

PT Radita Hutama Internusa

• Julio Rahargo

PT Radita Hutama Internusa

• Duncan Cooper

Centurion Claims
Management Ltd

New Certificate Holders
• Allan Kelly

Braemar Adjusting

• Christopher Porter
• Xanthe Eaglestone

Cunningham Lindsey

• Saif Alsawalha

SAICO Insurance

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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Opportunity to attend Technical
Restoration Workshop by BELFOR
Article provided by BELFOR who are supporting
sponsors of the CILA Construction, Energy & Engineering SIG
Providing services to the insurance
claims market for over 25 years,
BELFOR has been a long standing
market leader in the restoration
and recovery field. With several
Technical Excellence Centres located
around the globe, BELFOR puts
its continuous development and
innovation into practice 365 days
a year. Recently re-located, to a
larger and better equipped facility,
Neufahrn near Munich, Germany is
the focal point for BELFOR’s research
and development activities.
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BELFOR’s Technical Support Team
Neufahrn is home to BELFOR Europe’s
10 strong, full time, experienced
Technical Support Team. On a day to
day basis the team undertake research
& development activities in the field
of restoration. They also provide
technical support on complex losses to
colleagues and customers, attending
site where required and resolving
some of the most complicated
technical issues. In addition to their
day to day activities, the Technical
Support Team also provide a
comprehensive training programme.
Benefiting from state of the art
facilities in Neufahrn delegates are
able to undertake ‘hands on’ practical
training in modern restoration
techniques.

BELFOR believes in sharing its
knowledge and experience, to
increase the awareness and
benefits of restoration and to further
the development an innovation
of services. As such, part of the
training programme provided by the
Technical Support Team is dedicated
to external customers, such as loss
adjusters, who are offered the
opportunity to attend BELFOR’s
‘Technical Restoration Workshop’.
Held over 2 days, the ‘Technical
Restoration Workshop’ offers a fully
interactive ‘hands on’ practical
experience, in a relaxed and friendly
environment. Delegates not only gain
an invaluable insight into the world of
damage mitigation and restoration,
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they also get to grips with real life
technical restoration methods and the
latest innovations in the restoration
field. The workshop aims to provide
practical ‘know how’ along with
theoretical knowledge, enabling
delegates to manage restoration
and recovery claims more efficiently
and more effectively.
With a wide range of delegates
attending from across Europe, the
Middle East and Asia’s insurance
market and risk management
professions, the workshops provide
an excellent opportunity to meet
new contacts and share valuable
experience and learnings.

Workshops are run regularly
throughout the year and delivered
in various languages. They are also
available to book for ‘closed groups’
of up to 16 delegates, ideal for
companies and organisations looking
to increase the technical knowledge
of their claims teams. BELFOR’s
‘Technical Restoration Workshop’
also qualifies for 12 hours of
structured CPD learning.

For more information about
BELFOR’s Technical Support
Team Services or the Technical
Restoration Workshops,
please contact:
Sam Dawson
Commercial Sales Director
BELFOR UK Ltd
sam.dawson@uk.belfor.com
+44 (0)1827 307616
+44 (0)7770 226 269

Claims Focus October 2016
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Completing your Critical Analysis
We are delighted that so many of our members are close to becoming a
Chartered Loss Adjuster. What greater achievement than attaining Chartered or
Certified status with one of the highest qualifications in the financial sector!
With increasing numbers of
members taking the Institute
exams we are frequently asked
questions about how to complete
the Critical Analysis. With this in
mind here are some of those
FAQs and our replies:

I am told I need to include a
section on what I have learned,
what is the examiner looking
for here?
The critical analysis is about
showing how you have learnt and
what you have learnt. This need not
be restricted to the individual loss.
For example, you may have taken
measures based on previous
experiences to ensure the claim
proceeded well. As a candidate to
become Chartered you will have
experience to call upon and you
can example this from your entire
learning period as an Adjuster.

What sort of case should I select
to base my critical analysis on?
We recommend a case with three
or four issues that needed
consideration in terms of
alternatives. As you are asked to
give a critical evaluation it is always
good to be able to explain:
1.	The decision that had to
be made
2. The options available
3. How you arrived at the options
4. How the decision was made
5. The outcome
6. Lessons learned
For example, the possible
appointment of a forensic expert
to establish causation is an option.
If the value of the loss requires,
due to standing instructions, the
appointment of a forensic expert
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then this is NOT worthy of inclusion.
However, if there is a rationale such
as possible recovery, involvement of
the policyholder or others, difficulty
over proximate cause and therefore
policy cover would be worthy of
consideration. Remember in this
example you may have had to
manage the policyholder customer’s
expectations, that of the insurer and
indeed deal with a third party. Each
of these elements would be worthy
of discussion.

Does the case need to be of
high value?
No – however, we are examining
whether you demonstrate the ability
to act in a manner consistent with a
Chartered Loss Adjuster. You therefore
should ensure that the case allows you
to demonstrate your management of
complexity, decision making skills and
handling of key stake holders.

Can I pass if I rarely visit
policyholders?
The Charter describes a Loss Adjuster
as someone whose “predominant
activity is the investigation,
management, quantification,
validation and resolution of
Property, Casualty or any other
losses (whether insured or not)
arising from any contingency
and the reporting thereof.”

In order to demonstrate that you
are competent in all these aspects it
will be necessary to highlight all your
skills and competences in these
areas. It is expected that site visits
and hands on experience is required.

What should the report
look like?
The handbook provides guidance
on content and therefore those
who do best are those who use the
content advice as headings. Often
a cover page with your name and
perhaps a photograph of the scene
will provide a professional touch.
Microsoft Word has the opportunity
to add a contents page and that
often works well.

Is grammar and spelling
important?
Yes – Again, Word has a spelling and
grammar check. Those who do best
use these facilities and this is most
important. The advice here is to
think of your CEO or perhaps best
client and work to a standard that
would impress them.

When I started I thought I would
struggle to write enough…Now
I have too many words – will
this affect my mark?
It is important to stay within or very
close to the word limit. Up to say
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10% in excess will be tolerated but
remember we are looking for a
concise well-constructed report.

Can my friends or colleagues
help me?
We are looking for your own work
and this is most important. Loss
Adjusters may need to take outside
views and that is acceptable.
However, it is most important that
the work presented is your words
and your work.

Can I use the Critical Analysis
that I prepared for the interview
process when taking the
alternative examination route?
No – The requirements vary such
that the two critical analysis are not
interchangeable. That is not to say
one would not be a good basis for
the other.

I am a specialist and do not
usually deal with certain
aspects such as quantum –
can I still proceed?
Remember you are looking to
demonstrate your competence
in relation to investigation,
management, quantification,
validation and resolution of a
claim. You must demonstrate
competence in all these areas.
If you are a specialist in an area
you should relate your experiences
to these key areas.

Can I use a case that is not
yet settled?
As you are looking to demonstrate
the resolution of a claim an unsettled
claim is far from ideal and a settled
claim is recommended.

	
  
Engineering	
  Advisory	
  Services	
  to	
  the	
  Insurance	
  Industry	
  
	
  

Can I use a case that was
repudiated?
Yes – It is important to demonstrate
the investigation, management,
quantification, validation and
resolution of the claim. Whilst the
claim has been repudiated it has
been resolved.

Can the Institute provide
more assistance?
Your Institute is most interested in
your career progression and will
always seek to assist you. Keep a
look out for webinars, targeted
guidance notes and make use of
the detail in the handbook and
website. Qualified members too
will help you and do not be shy in
asking questions and seeking to
broaden your knowledge.

UNIQUE opportunity
to purchase A GENERAL
LOSS ADJUSTING PRACTICE
BASED IN GIBRALTAR
Are you
•A
 Loss Adjuster with experience in general
household and commercial claims, with a
minimum of ACII.

would you
• L ike to own and run an established practice
(since 1998)?
Engineering	
  

• L ike to handle Insurance Claims in Gibraltar,
Spain & Portugal?

Manufacturing	
  

• L ike to work in a captive and expanding market?

Commercial	
  and	
  Public	
  Buildings	
  

• L ike to spend leisure time on the Costa del Sol

Power,	
  Energy	
  and	
  Heavy	
  Industry	
  
Infrastructure	
  
Petroleum,	
  Chemical	
  and	
  Gas	
  
Engineering	
  Advisory	
  Services	
  
Specialist	
  Services	
  

McLellan	
  and	
  Partners	
  Ltd	
  
www.mclellan.co.uk	
  
Matthew	
  Hinckley	
  
+44	
  (0)	
  1932	
  333	
  776	
  
Simon	
  Arnold	
  
+44	
  (0)	
  1932	
  333	
  760	
  

	
  	
  

For more information and to
register your interest for this
unique opportunity, then please
send an email to:

hola!

labusiness150@gmail.com

Claims Focus October 2016

9

The Chartered Institute of Loss Adjusters

CILA Awards 2016
The Institute was delighted to celebrate the success of members at
the CILA Awards dinner on 14th September. Prizes were awarded to
the highest performing candidate in each of the CILA qualifications
between August 2015 and July 2016
Our congratulations to:
James Grima, McLarens
Christopher Coxon, Cunningham Lindsey UK
Elizabeth Aitchison, QuestGates
Sarah Locker, Davies Group
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Institute Prize
Cuthbert Buckle Prize
Diploma Prize
Certificate Prize
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James Grima BSc (Hons), ACILA, AIFAA
Executive Loss Adjuster – Construction and
Engineering Claims Services – McLarens Hong Kong
“Rewind six years and I was one month into an 18
month graduate training programme with GAB Robins
UK. A core element of that programme was the
development of technical knowledge to enhance claims
handling capability, and one way this could be achieved
was through studying towards and obtaining relevant
professional qualifications.
Coincidentally, CILA revised its examination format that
year and announced the entry level Certificate
qualification. As a loss adjusting newbie, this presented
an ideal pathway into the CILA examinations and was a
great introduction to the key insurance principles and
their application in the claims industry. I was fortunate
enough to be one of the first people to obtain the Cert
CILA qualification along with my other graduate peers,
and the certificate was presented to us by past President
Andrew Homewood at the Institute’s AGM in 2011.
After completing the graduate scheme, I joined the GAB
Robins executive loss team dealing with larger and
more complex claims. The Institute’s Diploma and
Advanced Diploma qualification format provided a
progressive route towards becoming chartered, and I
found the examinations well matched to the knowledge
and practical experience I had acquired.

Armed with my CILA Diploma, I relocated to
Hong Kong in late 2013 moving into the construction
and engineering adjusting field. I remain here to this
day dealing with claims arising out of Hong Kong and
Macau’s infrastructure mega projects, hotels and
casinos, whilst acting for Insurers on construction,
power and energy, property, business interruption,
and public liability losses across Asia.
This year I was privileged to be a speaker at the Hong
Kong CILA event with past President Benedict Burke and
our Executive Director Malcolm Hyde. CILA faces
competition in Asia with alternative adjusting Institutes
providing different professional qualifications. The CILA
Asia helps to showcase that on the international stage
the CILA remains the gold standard of professional
accreditation.
It was in Hong Kong that I acquired my Advanced
Diploma and this year completed the Accreditation for
Chartered Status (ACS). The new ACS framework
allowed me substitute the panel interview with a final
written examination, and to submit a critical analysis of
a particular claim. The ACS was a great challenge, as
were all of the examinations I have taken over the past
six years. I am extremely proud to have become a
Chartered Loss Adjuster with the CILA and to have won
this year’s Institute Prize.”

Claims Focus August 2016
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Christopher Coxon BSc (Hons)
Adv Dip CILA MRICS

Elizabeth Aitchison Cert CII Dip CILA
BDMA InsTech

Major Loss Surveyor, Cunningham Lindsey UK

Trainee Loss Adjuster, QuestGates

“I started the CILA qualification as I wanted to have
better understanding of the loss adjusting aspects of
my company, which I felt would assist my ability in the
Major Loss claims environment. Cunningham Lindsey
have a fantastic training course ran by Paul Reeve and
Paul Davidson and progress through the C1 – C4 has
been an enjoyable challenge.
Winning the award was a special moment and really
made all the hours study worthwhile.”

Sarah Locker Cert CILA
Claims Handler - Team A, Davies Group
“I recently completed the Cert CILA qualification, it was
important to me to do this to broaden my technical
claims knowledge. To my surprise and delight I achieved
the highest score across the country and as a result
I was invited to attend the annual CILA conference at
the Midland Hotel in Manchester. The conference was
a fantastic experience and I hope to attend again in
the future.”
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“I was amazed when I received the best achiever award
for the Cert CILA qualification in 2015 and left rather
speechless when I received the best achiever award
for the Dip CILA the following year. I would highly
recommend that anyone contemplating taking the
qualification should do so as the knowledge I have
gained personally has been invaluable in my career.
I would like to give a big thanks to CILA and all their
members of staff for all of the support they have
provided me.”

The Chartered Institute of Loss Adjusters

CILA Conference 2016

Over 200 delegates attended the CILA annual conference
on Wednesday 14th September at the Midland Hotel,
Manchester. The CILA Special Interest Groups had
developed an interesting programme comprising 12
sessions, including both technical talks and lively panel
discussions. The possible impact of the Insurance Act
was debated at several points throughout the day, with
contributions from the loss adjusting, legal, broking and
risk management professions. A highlight for many
delegates was the keynote speech by Phil Godwin, Head
of Claims at Lloyd’s.
Our thanks to the CILA members who prepared and
delivered talks and also to our guest speakers for sharing
their views and knowledge. We are also grateful to the CILA
sponsors who supported the event, with a special mention
to Hawkins who kindly hosted drinks for conference
delegates.

The following conference presentations are available
to view on the CILA website:

Insurance Act 2015 – The fundamentals
http://www.cila.co.uk/images/pdfs/CILA-Conference2016---The-Insurance-Act-2015---The-Fundamentals
---Tony-Dempster.pdf

The Insurance Act: BI peccadilloes
http://www.cila.co.uk/cila/download-link/sig-downloads/
business-interruptions/files-9/232-cila-conference-2016the-insurance-act-bi-peccadilloes/file

What CAR? for high net worth homes
http://www.cila.co.uk/cila/download-link/sig-downloads/
high-net-worth-special/files-14/237-cila-conference-2016
-what-car-for-high-net-worth-homes/file

Root cause analysis of plant & machinery claims
http://www.cila.co.uk/cila/download-link/sig-downloads/
construction-energy-and-engineering/files-12/235-cilaconference-2016-root-cause-analysis-of-plant-machinery
-failures/file

Christchurch Earthquakes – Orient Express, Residual
BI and Other Issues
http://www.cila.co.uk/cila/download-link/sig-downloads/
business-interruptions/files-9/233-cila-conference-2016christchurch-earthquakes-orient-express-residual-bi-other
-issues/file

National Flood Resilience – what is the role of the
claims community?
http://www.cila.co.uk/cila/download-link/sig-downloads/
property/files-16/234-cila-conference-2016-national-flood
-resilience-what-is-the-role-of-the-claims-community/file

A Guide to Pursuing an Effective Recovery Action in
Europe and Beyond
http://www.cila.co.uk/cila/download-link/sig-downloads/
liability/files-15/236-cila-conference-2016-a-guide-topursuing-an-effective-recovery-action-in-europe-andbeyond/file
Claims Focus August 2016
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