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�,�Q���P�D�Q�\���F�R�X�Q�W�U�L�H�V�����L�Q�V�X�U�H�U�V���K�D�Y�H���Z�R�U�N�H�G���K�D�U�G���W�R��

reduce the number of claims disputes, especially 

in countries that have had high claims rejection 

levels. Any reversing of this positive trend may prove 

damaging to the long-term success of the industry.

Dispute resolution tends to be conducted mainly by 

mediators. Litigation, however, remains the norm in a 

�I�H�Z���P�D�U�N�H�W�V�����V�X�F�K���D�V���W�K�H���$�P�H�U�L�F�D�V�����1�R�U�W�K�����&�H�Q�W�U�D�O��

�D�Q�G���6�R�X�W�K�����D�Q�G���$�X�V�W�U�D�O�L�D�����&�O�D�L�P�V���P�D�Q�D�J�H�U�V���Y�L�H�Z���P�R�V�W��

mediators as fair and reasonable, but in some countries, 

mediators are seen as weighted towards consumers. 

�7�K�U�R�X�J�K�R�X�W���W�K�H���$�P�H�U�L�F�D�V�����I�R�U���H�[�D�P�S�O�H�����W�K�H���F�R�X�U�W�V��

�D�U�H���Y�L�H�Z�H�G���D�V���O�L�N�H�O�\���W�R���I�D�Y�R�U���W�K�H���L�Q�V�X�U�H�G�����6�R�P�H���8���6����

states are seen as particularly consumer-friendly. 

�,�W���L�V���G�L�I�Þ�F�X�O�W�����K�R�Z�H�Y�H�U�����W�R���E�H���R�E�M�H�F�W�L�Y�H���L�Q���W�K�L�V���D�U�H�D����

as claims managers are seeing their own decisions 

challenged. What is not in doubt is that consumers 

are increasingly ready and prepared to challenge 

insurers if a claim is declined. 

• Social media. In addition to the traditional methods 

used to challenge the insurer’s decision, it is also 

becoming increasingly common for claimants to use 

�V�R�F�L�D�O���P�H�G�L�D���W�R���S�X�E�O�L�F�L�]�H���W�K�H�L�U���F�R�P�S�O�D�L�Q�W�����D�V���Z�H�O�O���D�V���W�R��

�q�Q�D�P�H���D�Q�G���V�K�D�P�H�r���W�K�H�L�U���L�Q�V�X�U�H�U�V�����0�D�L�Q�V�W�U�H�D�P���P�H�G�L�D��

tends to see insurance disputes as fertile ground for 

news coverage, and such stories, regardless of the 

facts, rarely paint the accused insurer in a positive light.

The use of social media and the availability of information 

�L�V���O�L�N�H�O�\���W�R���F�R�Q�W�L�Q�X�H���W�R���J�U�R�Z�����Z�L�W�K���F�R�Q�V�X�P�H�U�V���E�H�F�R�P�L�Q�J��

�P�R�U�H���V�R�S�K�L�V�W�L�F�D�W�H�G���L�Q���W�K�H�L�U���X�V�H���R�I���W�K�L�V���N�Q�R�Z�O�H�G�J�H���D�Q�G��

technology. Insurers need to understand how this will 

�D�I�I�H�F�W���W�K�H�L�U���D�S�S�U�R�D�F�K���W�R���D�V�V�H�V�V�L�Q�J���U�L�V�N���D�Q�G���U�H�V�R�O�Y�L�Q�J��

claims disputes when they arise.

Medical Advances

Main Issue:

�,�P�S�D�F�W���R�Q���+�H�D�O�W�K���D�Q�G���/�L�Y�L�Q�J���%�H�Q�H�Þ�W�V���L�Q�V�X�U�D�Q�F�H

Outlook:

�3�R�W�H�Q�W�L�D�O���W�R���F�K�D�Q�J�H���W�K�H���L�Q�V�X�U�D�Q�F�H���O�D�Q�G�V�F�D�S�H���F�R�P�S�O�H�W�H�O�\

Commentary

Medical science is advancing at great speed, bringing with 

it questions about the sustainability of product design.

The main question before insurers is whether health 

�D�Q�G���O�L�Y�L�Q�J���E�H�Q�H�Þ�W���S�U�R�G�X�F�W�V���V�R�O�G���W�R�G�D�\���Z�L�O�O���V�W�L�O�O���R�I�I�H�U���Y�D�O�L�G��

�S�U�R�W�H�F�W�L�R�Q���L�Q�����������R�U���H�Y�H�Q���������\�H�D�U�V�����:�L�O�O���P�H�G�L�F�D�O���D�G�Y�D�Q�F�H�V��

cause claims incidence to increase, or might incidence 

decrease if covered diseases can be treated at earlier 
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