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Making the cut
IN INsurance

An underwriter and a claims executive tell CHOW PENN NEE
what keeps them going in their respective jobs

NDERWRITIMG and
clarms Torm crucial
paris of the insur-
ance business, While
they may be as differ-
enl ds day and mighi,
they both wmpact the
hastioam line,

Jocelyn Lee, 31, is a casualiy un-
derwriter with a global insurance
group, Casualty insurance covers loss
and legal habihiy coused by mjury 1o
people and damage to people’s prop-
erty. Ms Lee is an assisiani manager
and she ossesses risks and comes up
with quotes for large entitics like
MMNCs and complex industries like oil
& pas, airlines, manufacturers and
shapyards, Much ime 15 spen t analys-
ing risks and understanding the m-
surgd company’s business or prod-
ucts they want to cover,

ahe zays that she has to talk to bro-
kers or check oul the company ‘s weh-
site, write-ups on prod ucts, and bro-
chures before she can determine ifit
15 o risk her fimm wan ts 0 cover, A lvp-
ical day would be spent on the phone
with brokers and in from of the PC
preparing or working oul guoics

The vared nature of her job s
something the business pdmimsira-
tion graduate lnds exciting.

“We gel to see and undersiand dif-
ferent indusiries, bow they operate.
and what new products some compa-
mics arg layne hing - something which
nod all jobs can offer,” she says.

Traveliing on the job cxposes her
to different ways of [ooking a1 risks,
“In other couniries. | carmy oul under-
wriling audiis where | gel exposed io
new cultures, people. the way they
wiork and perceive naks.”

She finds the anakbvtical parnof the
job engaging, " This job alsoe allews s
to e creative in that we havie to fore-
see what risks there are in each indus-
IFy OF company we wani o cover,”

Underwriting more complex risks
= where more lime and elfort are
needed 1o produce pood analyas - &
most challenging. "These are, of
course, the iype of risks where you
face more competition (from other in-
qurers) and thus the salisfachon
comes when you win the business!”

Underwriters wha do well can
look forward to heading a depare-
ment, But for Ms Lee, the role she han-
kers for s regional underwriter,
where she will be underwriting risks
wuiside Singapore,

With new wrends w halaliny, and
new industry and regulatory reguire -
men iz, the cosually business is rapid-
lychangng she gays, “Leamning how
the indusiry is evolving ond structur-
ing coverange that besi suiis the ch-
enls’ peeds s what keeps me on my
Toes.”

She odds that sy Singapore be-
asmes mare developed, the challenge
s imbigger and more com plex man-
ufaciuring planis and processes as
more MNCs s¢t up shop here. "Risks
are diferent and insurance needs are
ako different. I've had ne regrets in
‘stumbling ino insurance. The ind us-
iry may nol be perceived as glamor-
ous, but from an insider’s perspec-
thee, inis the best kepl seeret Tor those
whow ant a dynamic and engaging ca-
reer.”

When ihe nme conmes lor the insors
ance company 1o makec mayment on a
pobey, the claims people step in.
Claaims executives can wdentify trends,
patterns, relationships and anoma-
lies in cluims. Clarence Ting, 29, 15 4
property claims senior executive with
a multinational msurance irm, and
his role involves assessing and moun-
aging property, public lability and
ihe m.'u;u.usnair workmen compensa-
non glawms, An average day sees him
responding to noifications of claims,
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Mr Ting: The wide variety of businesses and the risks aitached to these
businesses are what keeps the property claims senfor execilive going

arranging site surveys, sdvising claim -
anis how best to miligate ther loss,
negotiating settlements and paying
claims,

Claims is the enitical st of a poli-
¥ comtract, It is wsually ob claims
where leose wordings, coverage gaps
and ombiguities are discovered,” he
explains, "Claims develops objectivity
of the momnd, ability 1o idenify gaps n
o business's risk exposures, and me-
ticulousness loconiract wordings.”

With technologenl progress, says
Mir Ting, the comvm unications gap he-
tween the business and it customers
has normowed. “Customers expect
provmpl response and advice, and our
paperless system allows instant en-
quiry and retrieval of information so
that we wre able to respond (o our cus-
tomers on their claims status immedi-
ull;l:,.'."

The wide varicty of businesses
and the risks attached o these busi-
nesses are what keeps him going. "l
15 imporiant o onderstand these
risks quickly i order (o mitigate loss-
es and manage claims effecinely. 10is
also challenging convincing the cus-
tomer to aocept our proposed setthe-
fient.”

Customer satisfaction s also s ome-
thing he sirives for, “We need 102 how

Ms Lee: Travelling
ot the fob has
exposed her to

different ways of
fooking af risks;
and learning how
the fndustry is
eveliing and
structuring
corerage that best
wrftx the effenis’
needs 5 what
keeps her on

her taes

ihe claimant that we understand and
cmpathise with lis loas. Each elaimas
an apporiunity for us to impress the
castomer with our serviee and fulfd
the promise sel outin the policy con-
iraci,”

The banking and finance grad saie
says that insurance hecame a career
apiion followimg asinng of iem porary
jobs al insurance-related firms dur-
ing school term breaks.

Hie sees humian resosurce 1ssuch us
thi bipgest challenge facing the i ndus-
try today, with a dearth of inte mships
and formalised recruitment exencis
5 " Unfortunately, there is at présent
moy logal support for graduate pro-
prammes in insurance, Similarly, the
two popular certifications recognised
wirr fdwnidle =1 & AN = onginating
frovm the UK and Ausiralia respective-
Iy, have no classroom lecture support
loscally.”

And entranis b the industry are
uswally trained in a different feld and
consider insurance as a carcer of last
resort. “The insurnnee industry is ok
ten related o the selling of life insur-
ange and is considered less plamor-
ous than the bankmg industry, and
tends not o atiract new Bood, 1this
trend continues, challenges for -
man resources are glarng.”

Front-end procurer, back-end processor

UNDERWRITING and claims are
two bagic plemonts of the insuranco
industry and an integral part of its
business model. People in the two
areas work closely together, with
underwriters the front-emd procur-
ers iof new business and claims the
back-mid processors.

Underwriting i3 the ossense of in-
surance, enabling the Insurer to
minimise losses and make profits
by determining policy terms and
condittons, and calculating premd-
ums based on risk pssessment and
statistical and background informa-
ton, Underwriting makes sonss of
Mnancial data w work out risk expo-
surree, loss rathos and profis,

An underwriter’s job, therefors,
entalls lots of relationship-bulldin
with customers and brokers, an
demands close atention to detall
Uindirwriters nistd 1o gather and as-
sass information, stody prnfuh.
ealeulnin risk and compute the cost
of insuranee and decides whether a
risk i= viable. Thoy also have to l-
nige with -spocialists, nogotinie

terms with policyholders or bro-
kors, spocify conditions for cortain
types of eover and draw up policies
and confracis,

Claims officors Investigatn and
pay insurnnce claims, Cluims adjst-
irrs decidi tie xtont and validity of
a claim, and help an insurance com-
ﬁlnj' minimise the | tof & loss

¥ arranging appropriate nction to
assist the claimant. Al the same
time, adjusters play an important
robe in dotermining tho authenticity
;I;:J.ihm by keoping a lookout for

The work involves coordinating
services that may be od by
policyholdors after a clalm, for ox-
ample, contacting builders ta repair
damage 10 8 factory or an approved
moechanie (o mend & car or truck,
Claims inspootors quaniify and sei-
the elaims quickly, rosolving issues
and negofiating seitlements with
policyholders or legal représonta-
thvis.

Munidless o say, underwrilers
and claims officers complement
each other. Underwritors: assoss

risks and analyse policy suhmis-
sinns and applicatons, and claims
exports pinpoint fraud hot spots
and identify trends, pattsms, rela-
tonships and anomdalios in claims.
Claims nxpunsul:?llﬁ agﬂd:m\rﬂ“:;
ors provent Ly
app ltl.ﬂl:ll'l.ip:..[ﬂ reduce l.hﬂ-p:mnl
fior I sliny visits.
Lindarwriters, an: the other

hand, support claims experts by
providing underwriting  informa-

ton to oxpodite tho claims process
and chi aAppropriato  promi-
ums for di vels of risk.

Underwrifers can explors othor
core argas of insuranee such as risk
management and clalms of bruk-
ing, which is-common for experi-
enced underwriters, whose hroad
experienes also gives them scops
for genoral managemont roles.

In clidmis, o POFSON CAD MOV U
the ladder by gaining speclalised
qualifications. These enable clalms
adjusters to focus on particular are-
s such as omplnoers" and publie la-
bility, construction or business in=
terruption.




