
Welcome  to the second edition of Global Claims Views — a newsletter for our clients from RGA’s International 
Claims Team.

This edition features these topical articles about important claims issues in markets around the world, written by 
several RGA International Claims experts.

  •  India:  Fraud detection tools

  •  Australia:   DSM-5

  •  �$�V�L�D���3�D�F�L�¿�F: Early-stage and multi-pay critical illness 

  •  U.K.:  The need for speed (a survey on claim end-to-end times)

  •  International Health:  Questioning medical necessity

  •  North America:  2013 RGA ROSE® conference  

�5�*�$���W�R�G�D�\���K�D�V���D���J�O�R�E�D�O���Q�H�W�Z�R�U�N���R�I���R�I�¿�F�H�V���L�Q���������F�R�X�Q�W�U�L�H�V���D�Q�G���F�O�L�H�Q�W�V���W�K�U�R�X�J�K�R�X�W���1�R�U�W�K���$�P�H�U�L�F�D�����(�X�U�R�S�H�����$�I�U�L�F�D����
Asia (including, Australia), and South America. 

�:�H���K�R�S�H���\�R�X���¿�Q�G��
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�2�W�K�H�U���W�U�D�G�L�W�L�R�Q�D�O���W�H�F�K�Q�L�T�X�H�V���L�Q�F�O�X�G�H���µ�5�D�Q�G�R�P���:�H�O�F�R�P�H�¶���F�D�O�O�V���W�R���S�U�R�V�S�H�F�W�L�Y�H���R�U���Q�H�Z���S�R�O�L�F�\�K�R�O�G�H�U�V���W�R���F�R�Q�¿�U�P���Q�R��
�P�L�V���V�H�O�O�L�Q�J�����P�\�V�W�H�U�\���V�K�R�S�S�L�Q�J���W�R���G�H�W�H�F�W���S�U�R�Y�L�G�H�U���I�U�D�X�G�����D�Q�G���K�D�Y�L�Q�J���D���G�H�G�L�F�D�W�H�G���U�L�V�N���F�R�Q�W�U�R�O���X�Q�L�W�����5�&�8������

The traditional, manual approaches of detecting insurance fraud are costly and inconsistent for insurance 
companies. Close to 50% of the respondents in our recent fraud survey believe that experience analysis, 
�K�D�Y�L�Q�J���D�Q���5�&�8���D�Q�G���X�V�L�Q�J���U�D�Q�G�R�P���Z�H�O�F�R�P�H���F�D�O�O�L�Q�J���D�U�H���W�K�H���P�R�V�W���H�I�I�H�F�W�L�Y�H���W�R�R�O�V���I�R�U���G�H�W�H�F�W�L�Q�J���I�U�D�X�G�X�O�H�Q�W���D�F�W�L�Y�L�W�\����
However, in isolation, these are not adequate to control fraud. 

Artificial Intelligence
�,�Q�G�X�V�W�U�\���X�V�H�V���R�I���D�U�W�L�¿�F�L�D�O���L�Q�W�H�O�O�L�J�H�Q�F�H���P�D�\���L�Q�F�O�X�G�H��

•  
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�7�K�H���$�P�H�U�L�F�D�Q���3�V�\�F�K�L�D�W�U�L�F���$�V�V�R�F�L�D�W�L�R�Q�¶�V���O�R�Q�J���D�Z�D�L�W�H�G���¿�I�W�K���H�G�L�W�L�R�Q���R�I���W�K�H��Diagnostic and 
Statistical Manual of Mental Disorders (DSM-5) was released in May 2013. The idea of 
�V�K�L�I�W�L�Q�J���I�U�R�P���W�K�H���O�R�Q�J���H�V�W�D�E�O�L�V�K�H�G���F�O�D�V�V�L�¿�F�D�W�L�R�Q�V���S�U�R�Y�L�G�H�G���E�\���'�6�0���,�9���K�D�V���O�H�I�W���P�D�Q�\���L�Q���W�K�H��
�L�Q�V�X�U�D�Q�F�H���L�Q�G�X�V�W�U�\���I�H�H�O�L�Q�J���L�Q�V�H�F�X�U�H�����H�Y�H�Q���V�R�P�H���V�H�Q�L�R�U���V�W�D�I�I���L�Q���$�X�V�W�U�D�O�L�D�����1�H�Z���=�H�D�O�D�Q�G���D�Q�G��
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�,�Q���������������W�K�H���¿�U�V�W���V�X�F�F�H�V�V�I�X�O���K�H�D�U�W���W�U�D�Q�V�S�O�D�Q�W���R�S�H�U�D�W�L�R�Q���Z�D�V���S�H�U�I�R�U�P�H�G���D�W���*�U�R�R�W�H���6�F�K�X�X�U���+�R�V�S�L�W�D�O���L�Q���&�D�S�H���7�R�Z�Q����
�6�R�X�W�K���$�I�U�L�F�D���E�\���'�U�����&�K�U�L�V�W�L�D�D�Q���%�D�U�Q�D�U�G���X�S�R�Q���/�R�X�L�V���:�D�V�K�N�D�Q�V�\�����3�D�U�W���R�I���W�K�H���W�H�D�P���I�R�U���W�K�L�V���K�L�V�W�R�U�L�F���H�Y�H�Q�W���Z�D�V���'�U����
�0�D�U�L�X�V���%�D�U�Q�D�U�G�����D���F�D�U�G�L�D�F���V�X�U�J�H�R�Q���D�Q�G���&�K�U�L�V�W�L�D�D�Q�¶�V���E�U�R�W�K�H�U�����Z�K�R���Z�D�V���W�K�H���¿�U�V�W���W�R���U�H�F�R�J�Q�L�]�H���W�K�H���Q�H�H�G���W�R���S�U�R�Y�L�G�H���D��
�O�L�Y�L�Q�J���E�H�Q�H�¿�W���W�R���V�X�U�Y�L�Y�R�U�V���R�I���D���F�U�L�W�L�F�D�O���P�H�G�L�F�D�O���H�Y�H�Q�W�����,�Q�������������W�K�H���¿�U�V�W���&�U�L�W�L�F�D�O���,�O�O�Q�H�V�V�����W�K�H�Q���F�D�O�O�H�G���µ�'�U�H�D�G���'�L�V�H�D�V�H�¶����
�S�U�R�G�X�F�W���Z�D�V���L�Q�W�U�R�G�X�F�H�G�����F�R�Y�H�U�L�Q�J���P�\�R�F�D�U�G�L�D�O���L�Q�I�D�U�F�W�L�R�Q�����0�,�������F�R�U�R�Q�D�U�\���D�U�W�H�U�\���E�\�S�D�V�V���J�U�D�I�W�V�����&�$�%�*�������F�H�U�H�E�U�D�O��
vascular incidents (CVA), and Major Cancer with cover terminating on payment of a claim. 

�%�H�I�R�U�H���O�R�Q�J�����H�Q�K�D�Q�F�H�P�H�Q�W�V���Z�H�U�H���L�Q�W�U�R�G�X�F�H�G���W�R���W�K�L�V���S�U�R�G�X�F�W�����H�[�S�D�Q�G�L�Q�J���W�K�H���U�D�Q�J�H���R�I���F�R�Y�H�U�H�G���F�R�Q�G�L�W�L�R�Q�V���W�R���L�Q�F�O�X�G�H��
some less critical events, extend ages eligible for coverage, and provide specialized products and coverage for 
females, children, etc.

In the mid-2000s, the consumer press began to feature articles addressing a growing concern that a large 
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Design and pricing considerations 
There are a number of complex factors to be taken into account when considering the design and pricing of 
ESCI. The nature and severity of each covered condition, the causal relationship of the claimed condition to the 
remaining insured conditions, and (of course) the very fact that a person experiencing one such event must have 
�W�K�H�L�U���U�L�V�N���S�U�R�¿�O�H���U�H�V�H�W���W�R���W�K�D�W���R�I���D�Q���L�P�S�D�L�U�H�G���O�L�I�H���I�R�U���I�X�W�X�U�H���F�R�Y�H�U��

Although the history of ESCI policies is relatively young across the Asian market, we are already seeing product 
variations that stratify covered events into multiple categories such as Low, Medium and Advanced severity. 
�7�K�H�V�H���F�D�W�H�J�R�U�L�H�V���P�D�\���W�U�L�J�J�H�U���D���S�H�U�F�H�Q�W�D�J�H���R�I���W�K�H���V�X�P���D�V�V�X�U�H�G�����X�V�X�D�O�O�\���F�D�S�S�H�G�����V�X�F�K���D�V���������������������D�Q�G����������������

Current variations, however, may be paid at the same percentage regardless of the degree of severity, e.g. 100% 
for Low, Medium or Advanced severity. Some conditions, such as MI, may consist of only Low and Advanced 
severity levels since not all covered events can accurately be divided into a three-degree severity construct.

�:�K�H�U�H�������������E�H�Q�H�¿�W���S�D�\�P�H�Q�W���L�V���R�I�I�H�U�H�G���I�R�U���D�O�O���V�W�D�J�H�V�����Z�H���K�L�J�K�O�L�J�K�W���W�K�H���Q�H�H�G���I�R�U���F�D�S�S�L�Q�J���W�R���S�U�H�Y�H�Q�W���H�[�F�H�V�V�L�Y�H��
�E�H�Q�H�¿�W�V���E�H�L�Q�J���D�Y�D�L�O�D�E�O�H���I�R�U���H�D�U�O�\���V�W�D�J�H�V�����,�W���L�V���L�P�S�R�U�W�D�Q�W���Z�K�H�Q���S�U�L�F�L�Q�J���µ�����������D�F�U�R�V�V���W�K�H���V�S�H�F�W�U�X�P�¶���S�U�R�G�X�F�W�V���W�K�D�W��
�D�G�H�T�X�D�W�H���F�R�Q�V�L�G�H�U�D�W�L�R�Q���E�H���J�L�Y�H�Q���W�R���S�U�R�Y�L�G�L�Q�J���U�H�D�V�R�Q�D�E�O�H���E�H�Q�H�¿�W�V���I�R�U���H�D�U�O�\���V�W�D�J�H�V��

Summary
We continue to see the popularity of CI expand, with variations appearing as the product matures across the 
region. 
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It is the responsibility of claims teams to deliver on the company’s promise. When a claim is made, the customer will 
be interested in two key questions:  

�5�*�$���8�.���U�H�F�H�Q�W�O�\���F�R�Q�G�X�F�W�H�G���D���V�X�U�Y�H�\���W�R���G�H�W�H�U�P�L�Q�H���W�K�H���D�Y�H�U�D�J�H���W�L�P�H���W�D�N�H�Q���W�R���V�H�W�W�O�H���F�O�D�L�P�V�����7�K�H���V�X�U�Y�H�\���O�R�R�N�H�G���D�W���W�K�H��
�O�H�Q�J�W�K���R�I���W�L�P�H���I�U�R�P���F�O�D�L�P���Q�R�W�L�¿�F�D�W�L�R�Q���X�Q�W�L�O���H�L�W�K�H�U���D���S�D�\�P�H�Q�W���Z�D�V���P�D�G�H���R�U���W�K�H���G�H�F�O�L�Q�H���G�H�F�L�V�L�R�Q���Z�D�V���F�R�P�P�X�Q�L�F�D�W�H�G��



��

 

�7�3�'���F�O�D�L�P�V���D�U�H���R�I�W�H�Q���F�R�P�S�O�H�[���D�Q�G���K�D�U�G���W�R���D�V�V�H�V�V�����7�K�L�V���L�V���F�O�H�D�U�O�\���U�H�À�H�F�W�H�G���L�Q���W�K�H���D�Y�H�U�D�J�H���W�L�P�H���W�D�N�H�Q���W�R���V�H�W�W�O�H��
these claims in comparison to death and CI claims:
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Conclusions
�7�K�L�V���V�X�U�Y�H�\���S�U�R�Y�L�G�H�V���D���F�R�P�S�D�U�D�W�L�Y�H���J�O�L�P�S�V�H���R�I���F�O�D�L�P���H�Q�G���W�R���H�Q�G���W�L�P�H�V���Z�L�W�K�L�Q���W�K�H���8���.�����7�K�H���U�H�V�X�O�W�V���V�K�R�Z���W�K�D�W���W�K�H�U�H��
is a wide variation in the time taken to settle claims. It is clear that good end-to-end times can be achieved, but 
�W�K�D�W���W�K�L�V���L�V���Q�R�W���D�O�Z�D�\�V���W�K�H���F�D�V�H�����D�Q�G���W�K�H���W�L�P�H���W�D�N�H�Q���W�R���V�H�W�W�O�H���F�O�D�L�P�V���F�D�Q���E�H���Y�H�U�\���O�H�Q�J�W�K�\�����1�R���V�L�Q�J�O�H���F�R�P�S�D�Q�\���O�H�G���W�K�H��
way as best in more than one claim type, so all companies have scope for improvement.

‘Risk-based’ claims will always require a balance to be maintained between speed of service and prudent 
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�1�R�U�W�K���$�P�H�U�L�F�D���������������5�*�$���5�2�6�(®���&�R�Q�I�H�U�H�Q�F�H��

Sue Favilla 
�&�R�Q�V�X�O�W�D�Q�W�����5�H�L�Q�V�X�U�D�Q�F�H���&�O�D�L�P�V�����8���6�����*�U�R�X�S���5�H��

The 29th Annual ROSE® Conference was once again a resounding success! With approximately 200 attendees 
�I�U�R�P���������G�L�V�D�E�L�O�L�W�\���L�Q�V�X�U�H�U�V���L�Q���W�K�H���8���6�����D�Q�G���&�D�Q�D�G�D���¿�O�O�L�Q�J���V�H�V�V�L�R�Q�V���L�Q���E�R�W�K���G�L�V�D�E�L�O�L�W�\���D�Q�G���K�H�D�O�W�K���F�D�U�H���W�U�D�F�N�V�����R�X�U��
�D�W�W�H�Q�G�D�Q�F�H���Z�D�V���H�[�F�H�O�O�H�Q�W�����7�K�L�V���\�H�D�U�����Z�H���Z�H�U�H���D�O�V�R���S�U�L�Y�L�O�H�J�H�G���W�R���K�D�Y�H���D���V�S�H�D�N�H�U���I�U�R�P���'�R�Z�Q���8�Q�G�H�U���²���$�Q�G�U�p��
�'�U�H�\�H�U�����9�L�F�H���3�U�H�V�L�G�H�Q�W�����%�X�V�L�Q�H�V�V���'�H�Y�H�O�R�S�P�H�Q�W�����5�*�$���$�X�V�W�U�D�O�L�D����

RGA’s intent with this conference (and the reason we think we have loyal and engaged participants every 
year) is to provide pragmatic, insightful information attendees can use in their day-to-day work to improve case 
management, claim outcomes and customer service for their policyholders and claimants. Year after year, 
individuals tell us this is the best conference they attend due to its focus on disability claims. Attendees have the 
opportunity to network with others who ‘do what they do, every day’, and can then share what they learn with 
�W�K�H�L�U���R�I�¿�F�H���F�R�O�O�H�D�J�X�H�V����

�$���V�L�J�Q�L�¿�F�D�Q�W���F�K�D�O�O�H�Q�J�H���H�D�F�K���\�H�D�U���L�V���W�R���L�G�H�Q�W�L�I�\���D�Q�G���O�R�F�D�W�H���V�S�H�D�N�H�U�V���Z�K�R���D�U�H���N�Q�R�Z�O�H�G�J�H�D�E�O�H�����F�D�Q���S�U�H�V�H�Q�W��
�H�I�I�H�F�W�L�Y�H�O�\���D�Q�G�����P�R�V�W���L�P�S�R�U�W�D�Q�W�����X�Q�G�H�U�V�W�D�Q�G���W�K�H���G�L�V�D�E�L�O�L�W�\���L�Q�G�X�V�W�U�\�����7�K�L�V���\�H�D�U�����Z�H���Z�H�U�H���V�X�F�F�H�V�V�I�X�O���L�Q���¿�Q�G�L�Q�J���E�R�W�K��
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