Introduction



Findings

Survey respondents identifed these three internal
pressures as the most important:

« Products: Increasing complexity and shrinking lifecycles

» Resources: The ability to attract and retain good claims
assessors, and the ramifcations of outsourcing key
claims tasks to third-party administrators (TPAS)
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« Technology: The need to incorporate it to improve
claims processes

Products

Main Issues:  Increasing complexity
Policy lifecycles
Simplifed underwriting

Outlook: Mature and developing markets
will experience divergent trends:
mature markets anticipate a drive
to simplifcation while developing
markets expect further complexity.

GLOBAL CLAIMS VIEWS

The most striking example of an insurance product
experiencing increasing complexity is that of critical lliness.
When introduced in 1983, CI covered just four conditions:
heart attack, stroke, cancer, and coronary artery disease
requiring surgery.

In the frst paper, we discussed how medical advances
were changing claims incidence and the industry’s need
to respond to maintain a viable product. Other factors also
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GLOBAL CLAIMS VIEWS

Resources

Main Issues:  Lack of experienced assessors
Lack of formal training
Widespread use of TPAs

Outlook: No change expected

Respondents suggested that fnding and keeping claims
assessor specialists is a problem in most countries around the
world (although Japan and Spain appear to be exceptions).

Typical claims assessors tend to have backgrounds in other
insurance industry areas or in the medical profession (nurses,
occupational therapists, etc.). In the U.S., a stronger effort
has emerged recently to attract college graduates in order to
upgrade and professionalize the function.

Organized industry-wide training for claims assessors is
currently available in about half of the countries surveyed,
with trade associations and industry-focused educational
institutions the main providers. In some markets neither
is available, and training is provided on the job and by the
company’s reinsurers.

Budgets and time are the main obstacles to the ability
of claims assessors to attend industry events and obtain
training. Recent pressures on expense budgets is



Conclusions
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