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CILA Qualification Workshops

President John Eves highlights

The Caring Adjuster
As I go about promoting your
excellent work I continually hear of
hard working, caring colleagues who
go well above and beyond the call of
duty, to help a customer and get a
solution crafted. I believe that
Customer Care and Adjuster Care are
symbiotically intertwined. How often
have those same colleagues also
reached out and helped us.
As President of the Chartered Institute
of Loss adjusters, I want to extol the
excellent skills and competences
demonstrated so routinely by our
members. Since coming into the
Presidential role, I have heard a stream
of plaudits about the unique loss

adjusting profession. I am frequently
reminded that CILA members are
adept at providing support, handling
difficult and stressful situations, and
finding non-confrontational solutions,
within the word and spirit of an
insurance policy.
A quintessential competence of our
members is summed up in Rudyard
Kipling’s “If” – “If you can keep your
head when all about you are losing
theirs and blaming it on you” and
I would add to that “You could be
a Loss Adjuster my friend.” Highlighting
your skills has been a key element of
my mission as CILA President.

Thursday 10th May 2018
Radisson Blu Royal Hotel
Golden Lane
Dublin 8
Friday 11th May 2018
Radisson Blu Hotel
The Gasworks
3 Cromac Place
Ormeau Road
Belfast, BT7 2JB

Women in CILA Event
Wednesday 23rd May 2018
JLT Offices
The St Botolph Building
138 Houndsditch
London, EC3A 7AW
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Using our “soft skills” we recognise
contentious issues, sensitive
features, and, by reading situations
with remarkable skill, we avoid
negotiations entering an impasse
zone. For me a great measure of
our work is the incredibly small
number of claims which have been
handled by our members that have
to be resolved in a Court of Law.
In simple terms our members are
solution focussed.

Using our well-honed skills
to support each other
Like all members, I have
encountered stressful and difficult
environments. The sudden surge
of claims, the difficult claim that
seeks to evade our solution focus,
and, of course the very sad claim
where the people involved have
been traumatised by events.

So what might be included in such a
“toolkit”? Well, my first and most
useful tools are talking and sharing.
We do this so well for our customers
so let’s ensure that we do not forget
about ourselves or our colleagues.
By asking for advice, sharing
concerns or simply checking in on a
colleague we create opportunities
for mutual care and support.

Taking time to reflect and come
to terms with these situations is,
I believe, important. I would like
to use my Presidential year to give
our members some form of “toolkit”
to assist us all in taking care of
ourselves. Or, at least, I would like
to start the discussion.

Celebrating the skillsets that help us
navigate our environment, as well as
refining the tools that will assist us,
are subjects the Institute team and
I intend to work on in the coming
months. More to follow!

John Eves

CILA President

Measuring the Risk from Above
Drones are the ideal tool to reach hard to access
places without the need for scaffolding or a cherry
picker. They can capture high quality video footage
and photographs to view a property in its entirety or
pinpoint specific details such as damaged pipes, roof
tiles and brickwork.
All our pilots are CAA approved and carry public
liability insurance. They are all members of the Drone
Safe Register and we aim to provide drones on
demand within just a couple of hours.
No account required, start using today
Pay on Demand
Over 370 drone pilots nationally with the
necessary skills, equipment and experience.
Generally, on site within four hours or same day
Deployments start from just £250 plus VAT
Live video streaming available – see what the
pilot sees and capture the footage and stills
immediately
Or, footage and stills captured can be shared
within hours using secure cloud storage
To find out more please call:
Jon Mainwaring
+44(0)7388 345000
@ jmainwaring@qlaims.com
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Apprenticeships
in Loss Adjusting
In support of National Apprenticeship Week 2018, the
Institute recently hosted an apprenticeship workshop
in conjunction with Pearson, an apprenticeship partner.
We were pleased to welcome training managers from
several loss adjusting employers including Cunningham
Lindsey, Crawford & Company, Davies, QuestGates Ltd,
Woodgate & Clark, Vericlaim, Harris Balcombe and IAS.
The purpose of the workshop was to explain how the new
apprenticeship framework operates and how loss adjusting
employers can tap into apprenticeship funding. Everyone
was enthusiastic about growing talent within our profession
and so we look forward to meeting and working with our
loss adjusting apprentices of the future.
What is the new apprenticeship framework?
Apprenticeships in the UK have undergone a series of
reforms with new standards being developed by employer
groups called Trailblazers.
Funding arrangements have also changed and from 6th
April 2017 employers with an annual pay bill of more than
£3 million have been required to pay an apprenticeship levy.
Employers can get help to pay for apprenticeship training
irrespective of whether they pay an apprenticeship levy
or not.
Apprenticeships for the loss adjusting profession
The Institute and some loss adjusting employers were part
of the Insurance Trailblazer group and so CILA qualifications
have been recognised as one of the options for completion
of the insurance apprenticeships.

The approved insurance apprenticeships are:
• Insurance Practitioner (Level 3) – supported by
Cert CILA
Insurance Practitioner
• Insurance Professional (Level 4) – supported by
Dip CILA
Insurance Professional
• I nsurance Senior Professional (Level 6) –
supported by Adv Dip CILA
Senior insurance professional
Want to find out more?
The apprenticeship partner, Pearson, has kindly provided
us with two easy to digest brochures which explain the
apprenticeship levy and answer some common employer
questions. These brochures can be found on the CILA
website at:
Apprenticeship Levy Roadmap
Apprenticeship Levy Guide for Financial Directors
The UK government website also provides extensive
information on apprenticeships:
https://www.gov.uk/education/apprenticeships-traineeshipsand-internships
We hope that these new insurance apprenticeships will
assist employers in nurturing and growing talent within the
loss adjusting profession.
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Qualification Success
Please find below the details of our elevations since the
January 2018 edition of Claims Focus:

New Fellows
• Paul Bullett

QuestGates Ltd

• Allan Hunter

QuestGates Ltd

• Martyn Gabbitass

QuestGates Ltd

• Greg Laker

QuestGates Ltd

• Colin Ganson

Questgates Ltd

New Associate and Certified Members
• David Bevan

Vericlaim UK Limited

• Ian Doyle

OSG Ltd

• Glenn Cotton

Cunningham Lindsey UK

• Kevin Leake

QuestGates Ltd

• Richard Craske

Crawford & Company

• Alexander Wakefield

QuestGates Ltd

• Nicola Diamond

QuestGates Ltd

• Andrew Walsh

Cunningham Lindsey
(Australia) Pty Ltd

• Stuart Lean

Crawford & Company

• Vijayalakshmi Radha
Krishnan

Miller International Loss
Adjusters Ltd

• Sean Nolan

Crawford & Company

New Diploma Holders
• Mark Atkinson

Matthews Daniel Int Pte Ltd

• Teresa Ayre
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• Ming Choy

Cunningham Lindsey
(Hong Kong) Ltd

• Richard Edwards

Amedeo Adjusting Ltd

• Conor Sharkey

Davies Group Limited

• Paul Hawkins

Cunningham Lindsey UK

• Goo Tai Wee

• David Keane

Aviva

Cunningham Lindsey
Group Ltd
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New Certificate Holders
• Hassan Abdulfattah		

• Michael Lunnon

Cunningham Lindsey UK

• Timothy Adams

• Alex Manson

Cunningham Lindsey UK

• Aman Ali

• Josh McDowall

• Robert Argent

SJL Insurance Services

• Christopher McManus

Crawford & Company

• Maximillian Berring

Crawford & Company

• Muhammad Naeem

Abu Dhabi Cooperative Society

• Anthony Bristow

A-One Insurance Group

• Richard Nightingale

Crawford & Company

• Jack Olford

Vericlaim UK Limited

• David Clare
• Michael Clarke

Crawford & Company

• Christian Pearson

• Stephen Cromb

Cunningham Lindsey UK

• James Pitchell

Cunningham Lindsey UK

• Samantha Dickerson

Crawford & Company

• Damon Reeve

Crawford & Company

• Gemma Scott

Davies Group Limited

• Pascal Dossou
• Lee Duggan

Crawford & Company

• Ian Scutt

• Adam Dunlop

QuestGates Ltd

• Philip Sheridan

• Luke Dupuy

Arthur J Gallagher

Stream Claims Services
UK Limited

• Thomas Frain

Crawford & Company

• Constance Steel

Vericlaim UK Limited

• Amanda Garnett

Crawford & Company

• William Steele

Crawford & Company

• Claire Gordon

Cunningham Lindsey UK

• Kellyann Stewart

Cunningham Lindsey UK

• Sarah Granlund

Crawford & Company

• Lyndsay Swain

Cunningham Lindsey UK

• Willis Hall

Bluefin

• Richard Szczelkun

NFU Mutual

• Claire Hill

Cunningham Lindsey UK

• Megan Jones

LOREGA

• Khadinn Khan

• Karen Ward
• Rhys Watson

Aviva

• Cranston Watts

Cunningham Lindsey UK

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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Acoustics –
When Buildings Fail
Acoustics engineering is referred to as “the dark art” by those in the
design and build industry – often for good reason. Some of the
technicalities of the language can create a divide between engineers
and their clients, compounded by misleading information regarding
the performance of building products.
While good practice is to up-specify the performance
of the separating structure, contractors often install
separating floors and ceilings which only just meet the
requirements. They might not consider the noise levels
generated in the commercial space. In such instances,
although the requirements under the Regulations have
been met, the tenants of the residence above the
commercial property could argue that the flat is not
fit for purpose.
Acoustic separation between two residential properties
Failure of sound insulation occurring between two
residences is most prevalent in older buildings that
are converted into flats.

This can lead to errors in design or construction
causing a building to fail the particulars of the building
contract. But when a building or fit-out fails to perform,
who in the chain is liable?
In this article Hawkins examine this question by
discussing some of the common causes of failure.
Acoustic separation between residential and
commercial property
Approved Document E of the Building Regulations
addresses the sound insulation requirements between
residential properties. There are currently two levels of
performance; for ‘new build’ properties and for ‘change
of use’. The sound insulation performance required
relates to both airborne noise, and impact noise which
travels through the structure.
A requirement that frequently causes problems is that
of sound insulation between commercial properties on,
for example, the ground floor, and flats located above.
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What works in one building does not necessarily work
in another. For example, in a case where two separate
developments, which shared the same architect
and construction company, were of similar design,
a conflict arose following sound insulation testing.
One development passed sound insulation assessment,
and one failed. Once investigated, it was found that both
developments should have failed due to what is referred
to as “flanking” - where sound travels through structures
other than the separating wall - in this case, through the
floor. The development that passed did so simply due to
the direction of the existing joists beneath the floor.
Acoustics design failure in Commercial Properties:
Most of the failures in acoustic performance in the
commercial sector involve confidentiality. In new office
fit-outs the occupants stipulate that confidentiality
between rooms must be achieved. There are no firm
regulations that stipulate how ‘soundproof’ confidential
spaces should be.
‘Design and Build’ companies commonly find that a
particular method of building offices satisfies the
confidentiality requirements of one company, while
failing to meet them in other buildings. Contractors are

The Chartered Institute of Loss Adjusters

commonly unaware of certain sound paths, namely
transmission through window mullions, shared air
circulation ducting, ceiling and floor voids, and even
electric sockets within a shared wall.
Another significant cause of failure is the misleading
information published by some manufacturers of
building materials. Disputes arise between contractors
and their clients concerning the selection of materials
that meet the required specification. The term “up to”,
in statements such as “achieves up to 52 dB” should
be treated with extreme caution. In a case involving
such a conflict, where new confidential meeting rooms
were to be installed, the contract required, “separating
structures should achieve a minimum sound insulation
performance of 50 dB”. The selected product was rated
at“up to 52 dB”. Once installed, the product performed
poorly. Rectification involved expensive stripping out
and rebuilding the walls.

phrasing could be the difference between attributing
the failure to flaws in the instruction given by the client
or to the incorrect interpretation of those instructions
by the contractor.

For more information or advice about acoustics,
please contact Ros Lambert Porter at Hawkins
Cambridge office.

When assessing contract documentation an
understanding of acoustics terminology is extremely
important in establishing where the misunderstanding
or failure occurred. Appreciating small differences in

Claims Focus April 2018
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New technical papers by the
CILA Property SIG
The CILA Property SIG committee have recently produced two new
technical papers for the benefit of CILA members. These papers are designed
to assist those are studying towards their Advanced Diploma qualification.
Other members will benefit from 1 hour of CPD learning per paper.
Validation of Quantum

Fungal Decay and Insurance Claims

By Mike Weatherhead ACII FCILA FUEDI ELEA
FIFAA, Vericlaim

By John Carey BSc MRICS ACILA, Crawford &
Company and David Damsell MBA IENG AMIStructE
MCIOB FCILA FUEDI-ELAE, Crawford & Company

Sometimes loss adjusters are presented with insurance
claims where physical evidence of the claimed items
may be non-existent or destroyed. In this paper Mike
Weatherhead suggests ways for how you might
approach validation of quantum in these circumstances.
The paper covers buildings, domestic contents and
commercial claims. The writer discusses different
methods of enquiry and the types of supporting
documentation that can sometimes be obtained.
Options for validating stock are explored and the
impact of a Contract Price Clause is highlighted.
Reference is also made to onus of proof and Treating
Customers Fairly (TCF).

The writers outline the common indications of both
dry and wet rot along with the environmental
conditions required for it to develop, sustain and spread.
The insurance policy position is considered and readers
are provided with some helpful questions to ask as part
of your enquiries.

Other recent papers by the Property SIG include:
• VAT on property claims

Visit the CILA Technical Library to view all
Property SIG technical papers.

• Pool Re Claims Protocols and Civil Contingencies

www.cila.co.uk/cila/technical-library

• Commercial leases and insurance claims

Our thanks to the writers for the sharing their
knowledge and experience.

• An Insight into Insurance Rebuilding Costs

8

Occasionally loss adjusters will be asked to consider
fungal infestation in properties. This paper provides
a useful overview of fungal decay of timber, covering
both dry and wet rot.
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Volunteer Opportunities
for Members aged 18-35
The Institute is looking for volunteers from the CILA
membership to help design events for young members.
This will be a 6 month project and include:
• Researching different types of events
• Obtaining the views of young members
• Reporting to the CILA Council

Those who participate will be supported by the
Institute team in learning how to plan and undertake
research, how to evaluate options and how to present
recommendations. You will also have the opportunity
to get actively involved in the organisation, promotion
and delivery of events.
It is anticipated that you will be invited to attend a
minimum of 3 meetings at the Institute offices during
the course of this project.

• Designing a programme of events in
collaboration with the Institute team
We are looking for members who are aged 18-35,
creative, self-motivated, pragmatic and a team player.

If you are interested in participating in this project
to help shape our future events programme, please
email Alison Gamble at alison.gamble@cila.co.uk.
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Injection prevents interruption
Chris Charman, former loss adjuster and insurance expert at global ground
engineering specialist Mainmark, discusses how new technology is providing a
solution for challenging property subsidence issues. Mainmark is lead sponsor
of the CILA Subsidence Special Interest Group.
As many property owners and
insurance professionals will agree,
subsidence of a property is devastating
news for the owner. Levelling a
sloping, uneven building is traditionally
an intrusive and time-consuming
process that can carry a hefty price tag
for both claimants and insurance
companies. However, with advances in
technology, traditional underpinning
methods are no longer the only option
and instead insurers and loss adjusters
can collaboratively adopt a technology
led, injection solution that requires
little to no excavation, creates minimal
mess, is extremely accurate and often
allows the occupants to reside in the
property while the work is carried out.
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What is injection technology?
Mainmark offers two non-invasive
injection solutions including Teretek®,
engineered resin injection and JOG
Computer-Controlled Grouting, which
delivers a high mobility cementitious
grout mix to a multitude of injection
ports under precise computer control.
The JOG computers control the grout
monitors, injecting every few seconds
to gently and precisely raise, or “float”,
the entire structure back to level.
This advancement in technology is a
real game changer when it comes to
claims, as it allows the loss adjuster to
offer a far quicker and reliable solution
that is financially beneficial for both

parties. What’s more, these new
advanced solutions remove the
insurer’s responsibility to provide
alternative accommodation for the
claimant, as the homeowner can
remain in their property whilst the
work is carried out. Not only does
this simplify the claim process but it
also enables the insurance company
to save money, as alternative
accommodation can often end up
costing more than the remedial
ground work itself.

The Chartered Institute of Loss Adjusters

So, how does this work in practice?
Recently, Mainmark came to the
assistance of a Macclesfield
homeowner, whose two-story brick
house had started to subside by as
much as 82mm. The homeowner was
hoping to renovate the property but
needed to fix the structural issues
beforehand. There were a number of
options considered by the homeowner
including traditional underpinning.
However, not only would that have
simply stabilised the property and not
lifted and re-levelled, it would have
taken a prolonged period of time. Due
to the tight timeframe as well as the
cost and disruption associated with
those methods, the homeowner
decided to appoint Mainmark and
utilise their computer-controlled
injection process. This solution allowed
the homeowner to continue with his
renovations in a timely manner and
helped prevent future subsidence
issues, as the material used in

Mainmark’s JOG process strengthens
the foundation ground whilst lifting
and re-levelling.
The Mainmark team faced a number
of obstacles during this job including
the amount the house was sloping;
the entire 64m2 structure needed to
be lifted. Adding to the challenge, the
Mainmark engineers had to carry out
the work with limited site access due
to the narrow, shared driveway,
however, because JOG equipment is
self-contained it reduces the ‘site
footprint’ and allows for easy access.
Furthermore, because of the
renovations that were due to take
place, Mainmark was tasked to
complete the project within a five-day
timeframe. Using Mainmark’s
proprietary technology, the engineers
were able to complete the job in less
than five days, achieving a maximum
differential of just 6mm across the
entire area of the house.

This example clearly indicates the
capabilities of modern technology and
how it can completely transform the
claims process both for insurance
professionals and property owners.

For CILA members wishing to
learn more about these advanced
ground engineering processes, please
either visit Mainmark’s project
profiles page: https://mainmark.
com/uk/news-resources/projectprofiles/ or visit its YouTube
channel: https://www.youtube.com
watch?v=vHHWcfJdVhY&feature
=youtu.be

Do your clients have homes
or buildings subsiding?
We provide cutting-edge ground engineering
technologies which are proven worldwide.
Our proprietary solutions can raise, re-level and
re-support sinking homes, commercial buildings
and infrastructure, as well as strengthening
and stabilising weak ground. Unlike traditional
underpinning, our solutions are quick, clean, and
cost-eﬀective, using techniques that are likened to
keyhole surgery, so there is no excavation. Helping
to provide your insured clients with peace of mind.
Leaders in Advanced Ground Engineering and
Asset Preservation Technologies.

Contact us now 020 3355 9711
www.mainmark.com/uk
Mainmark Ground Engineering (UK) Limited
Company No. 09372443
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Women in CILA group
shortlisted for the
British Insurance
Awards 2018
The Institute is thrilled that the
efforts of our Women in CILA (WIC)
group are being recognised this year
as part the British Insurance Awards
hosted by the Post magazine.
The work of the group has been
shortlisted for the Diversity award,
with the winner to be announced at
the spectacular awards ceremony
at the Royal Albert Hall on the
evening of 4th July.
A big thank you to our first female
President, Candy Holland, who was the
inspiration for the group and its tireless
champion ever since. Since forming in
2015, the group has:
• Secured the support of the CILA
Council through the agreement and
publication of a Diversity & Inclusion
(D&I) policy.
• Generated membership debate on
gender inequality by publishing
articles such as “What, no women?”.
• Created a dedicated webpage on
the CILA website for Women in CILA
and the option for members to sign
up to our Women in CILA group.
• Recruited female members to
volunteer on CILA Committees
and to stand for election to the
CILA Council.
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• Ensured that female speakers
feature in CILA events, including
the CILA annual conference.
• Established a programme of
monitoring and interpreting exam
data to identify gender trends, plus
a regular review of exam syllabi and
content for potential gender bias.
• Celebrated the qualification success
of female members in our
membership magazine.
• Published profiles and stories of
talented women in our profession,
exploring subjects such as returning
to work after maternity leave.
• Hosted career development events
such as “Mentoring Moments” and
“Building the Career you want”.
• Enhanced the Institute’s knowledge
and understanding of diversity and
inclusion issues by sharing best
practice.

Positive impact
on our profession
Female representation – In 2015 only
6% of the volunteer positions on our
Special Interest Group committees
were held by women, this has
increased to 17%. In 2015 women
held 10% of the volunteer positions

across the CILA Council and all CILA
Committees, women now hold 15%
of these positions. Female members
are now actively participating in the
design, planning and delivery of
Institute activities, challenging gender
bias if they see it and promoting an
inclusive culture.
Qualification Progression – There has
been an uplift across the qualification
journey in terms of take up amongst
women since 2015. The percentage of
women compared to men completing
the Diploma has risen from 22% to
37% in 2018, and the number of
females qualified at Advanced
Diploma level has increased from 21
in 2015, to 37 in 2018. Last year 5
women were successful in becoming
Chartered Loss Adjusters compared
to just 1 in 2016.
Support and Inspiration – Over 130
women have attended the career
development events hosted by the
WIC group.
Awareness – The campaign has
motivated several female members
to created female networks within
their place of employment, sparking
dialogue with their employers and
bringing attention to gender equality
in loss adjusting workplaces.
Our best wishes and good luck to the
Women in CILA group on 4th July!

