i order 1o propofy oiscuss the panel
system which operates in this counlry
it is necessany (o considar the position
in the U.K. from where the system has
been imported and replicated.

The pancl arangement opemated by
most of the larger personal lines msurars (n
the LK. was the brainchild of accountants
and was seen as a cost saving benefit. |-
concewed culs hat a knock on effect
resulting in the emergence of small ciaims
schemes and contracts for low value, high
volume glaims. Almost ten years down the
road there is 8 stniggle amongst the larger
UK. adjusting firms to capture work from
an ever decreasing number of insurance
companies, These companies restngt thair
panels Lo wo o three adjusting firms and
redundancies inevitably follow when one of
the firms s knocked off a paricular panel.

Howewor the panel system in the UK
appears to have come under threat.
Markel research indicotes that almost
universally insurers have expressed
disappointmeant with the farger adjusting
firmse and this disappointment centre_s
around an inability W deliver on sanace.

This decline was inevitable on the basis I- -

that fees were restricted W a leval (han
viould not guarantee gond serace.  The
fact of the matier is that anyvonea can mahke
contact with a policyhaolder within 24
hours, wisit within two days and reporl
within five days. Insurers are slowly
recognising that the successful modern
loss adjuster must combine speed with
cuality and the digeriminating insurer
requinng specialist expertise on individual
cases will identify the firm or individual

miosl capable of handling the assignment, — :

The panel system is process ralber 1han
guality driven and thera is a re-emergence
of smaller niche adjusting firns who focus
on customer sabsfaction offering high
gxpertise not so unlike the band of
indwiduals who ﬂmrleiﬂ'ﬂdlﬂﬂ profession

&t the stan of the 20th Century.
adjusters  have

In this country
vaditionally paid lip senvice to the panel
system  each expr&ssﬁ‘ Eﬁm of
meeting e vanous criteria. ‘m;m
represents jostiing for position and does
not do the profession any good. Instead

adjusters should be independent, m
indeed is ane of our main claims and form

one voice to lobby for a more aguitable
situation — alas in an ideal workil! Each of
Course s worred about compromising their
vpwn position and there is the fear of a
rogue breaking rank. The end result is a
prolession without sufficient influence.

We shauld guestion the need for the
existence of panels in Ireland. As
suggested we can thank the U.K. for the
concept where insurers sought uniformity
and standard sewice crteria for large
volume claims, Unfoiunately the system
spilled guer into commercial lines and now
some insurers apply the system rgidly to
all classes of busingss. The concept has
worked to an extent in the UK. where you
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have large adjustng firms with cxperiencec
and aualified regresentation in ail areas.
The premlse which uwaLes I tnat the

adiuster who ends up dealing with the
claim may have limited expericnce in that
area and does not have 3 goad working
mhﬁuﬁpwmmam -Surely there is

for "horses for courses’. It is
-uf course entirely their prerogative whom

they instruct but unfortunately some
mm“mmmmm

insurers can contrpl price and in some
cases establish their commitment on lees
at the outset of a flinancial year lts
proponents are accountants who in reality
are divorced from claims philosophy and its
associated human element. Inevitably due
o restrictions in fees, adjusters will use
le=s qualified stall 1o handle claims. This
creales a perception that claims handling
is de-skilled which may in tum have the
opposite effect and cause an increase in
oost.  When the emphasis is on speed of
response rather lhan quality and claims
are handled by relatively inexpenenced
staff, it is inevitable that the leweis of
leakage will Increase. The insurance

industry musl reallse that a saving of 10%
in claims is preferable 1o 3 savings of 10%
in adjusters fees and if so there will be a
continuing role for loss adjusters. However
in ils present format, insurers are
regticling themsclves to an already small
pool of available tatent which will ineyvitabby
lead to loss of goadwill.

S0 what of the future? |t is certain
lhat thers will be casualties before any
major changes are made. 11 is unrealistic
o expoct nar-panel adjusters to be
available for the next major weather svenl
whan insurars find it necessary to expand
Lheir panals for a temporary peried, Il s
likeby, similar to their instucting princioals,
that some adjusting firms will merge. 1L is
also likaty that indwvidual adjusters will nol
consicler the profession as attractive and
independent as it once was., A regent
change in the CLLA. Charter now allgws
pomability of C.LLA. qualifications and in
the UK. there is 3 trend towards qualified
loss adjusters being employed by inSurcrs,
brakers and indeed by and on behall of
policyholders. It has always been possible
for a loss adjuster to act for a policyhaolcer

. Tracitionally the larger adjusting practices

viere fearful of repercussions and reaction
from insumers.  However this allifude is
outmoded and insurers row recagnise they

* will derive comfort from Lhe krowledge that

arjusters are invohed at the outset and
the claim will ke consgercd objectvely
within the framework of the policy by
qualified and esperienced staff.  Again if
we are o follow the lead of our UK
neighbours (here will be 3 wend towards
mixed praclices with acjusters acting for
both insurers and policyholders.  Indeed
this mighl be bom out of necessity for
some. Jigns. due to the increasing
imposition of the panel system and the
frequency of Insurance company mergers.

This should be good news for brokers.

As suggested in last months ‘lrisn Broker
mslmﬁdmt have sole access o the
ﬂhmﬁ ‘senvices provided by adjusters
‘and Indeed such & move may go a long
wmm divisions and the apparent
mm tll:kers hawve of adjusters.

The IBA has fequested an input in the

uﬂms adjusters. Surely this

'us'.' a masnriable request and should be

taken on board by insurers. Some insurers
regard such regquests with suspicion but
any sugfestion of favouritism goes both
ways, Dpen compefition is healthy and
wealher emergencies do arse so it is
therefore In insurers interests to maintain 3
broad experienced band of available
adjusters. mmmummonm
and commence a move to change,
Nexibility and pragmatism.
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