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improving the client experience
driving claims efficiency
enabling innovation
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Overview
London Market Claims brings together senior decisionmakers from across the value chain to explore how claims
contributes to the overall business strategy.
All organisations are refocusing from being product to client centric – today claims
professionals and business leaders need to prioritise where they add value and
rethink how their operations can both meet changing client expectations and achieve
efficiency. With digital transforming both business models and industry dynamics,
and the renewed focus on claims with the LM TOM, the market is facing a period of
unprecedented change.
Attend London Market Claims to discover how companies are approaching
modernisation and hear key insights from claims leaders at JLT, Aspen, Brit, Willis,
Aon, Beazley and more. Discuss and benchmark your critical challenges with peers,
uncover what is actually being done to transform claims and leave with practical
insights that will reshape your claims function.

Specific areas of focus include:
•
•
•
•
•

The ‘view from the top’ – strategic perspectives from the incoming Marsh UK CEO and MS Amlin
Underwriting’s CEO
Automation and RPA and its impact on claims functions and service levels
LM TOM, SCAP, DA SATs and other acronyms
Develop your claims capabilities to meet changing client expectations, improve the client
Experience and deliver efficiencies in a rapidly changing global (re)insurance landscape

200+

SENIOR
ATTENDEES
2

30+

EXPERT
SPEAKERS
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Programme
08:00 Registration, coffee and networking
09:00 Keynote presentations
Enabling modernisation as a catalyst to reduce complexity for clients
•
•
•
•

The reality of where the growth is and what those clients expect from their service
providers
Future of business lines insurance – as the nature of risk changes what expertise
will be needed to deliver new services
Leveraging the skillsets in claims to enhance new service offerings and meet
changing client expectations
Reflections on recent market initiatives and what participants need to be ready for

Chris Lay
CEO
UK & Ireland
Marsh

Claims 2022: Are we at a tipping point?

The Insurance Network Gracechurch Report 2018
Ben Bolton of Gracechurch will present the results of this year’s pre-event
research conducted with key stakeholders from across the market.
•
•
•
•

Ben Bolton
Founder and CEO
Gracechurch
Consulting

Reassessing aspirations for the claims functions of both brokers and
underwriters
Broker and underwriter perspectives on LM TOM and SCAP – the immediate
effect on claims and the general consensus on the most significant changes
ahead
The extent of RPA adoption and progress towards implementation
Disruptive factors beyond DLT considered most likely to fundamentally
impact operations of London market participants

Steve Parry
Director of Claims
Europe and Eurasia
& Africa, Chubb

10:10 Opening panel discussion
How does claims respond to increased competition, technology led change and
the pressing need to improve client service?
Our expert panel will respond to the strategic themes raised in the opening presentations and the results
of the pre-event survey. Questions will also be taken from the audience and discussed by the panel.
Chris Lay
CEO
UK & Ireland
Marsh
Steve Parry
Director of Claims
Europe and Eurasia
& Africa, Chubb

Tom Clementi
CEO
MS Amlin
Underwriting

Paul Wordley
Head of Dispute Resolution
EC3 Legal

Linda Rothmann
Claims Director
CNA Hardy

Sponsored by

10:45 Coffee & networking in the exhibition area
www.london-market-claims.co.uk
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11:15 Delegates select one of the following three streams
STREAM 1

STREAM 2

STREAM 3

Transforming claims
operations

LM TOM phase 2

Changing claims to meet
client expectations

Modernising Claims

People, processes and leveraging
technology

Empowering claims to improve the
client experience
TOM phase 2 and beyond
– overcoming the practical
challenges for organisations

Sponsored by

Making the claims process
more client friendly, slicker and
transparent for customers

•

•

•

•
•
•

Claims skills & capabilities for
the digital world
Maximising the value of
claims expertise in the London
market
Means to remove the
‘encumbrance’ of doing
business with London
Leveraging new means to do
business

Charles Bush
Head of Property and
Energy Claims
Zurich UK

Making it easier for TPAs to
conduct business with the London
market
•
•
•
•

Effectively dealing with
third parties and systems
integration
Getting consistent
information across the board
Balancing flexibility for
coverholders with compliant
efficiencies for the business
Building agility and flexibility
in systems and processes
to improve the coverholder
experience

•
•

Putting claims centrestage in the next round of
transformation
Increasing speed of
settlement and reducing
frictional costs
Adding automation to the
Single Claims Agreement
Clause
Improving client
communications and
transparency

Meeting Client Expectations
•

•
•
•

Adrian Thornycroft
TOM Programme Director
London Market Group

Following Adrian’s presentation
you will hear 2 responses from
market practitioners before
discussing the issues and
challenges raised
James Livett
Associate Director
LIIBA

Tim Carter
Claims Director
Everest Re

13:00 Lunch and networking in the exhibition area

What do clients value most
in claims service – the
importance of transparency,
speed of settlement and clear
communications
How high a premium is placed
on effective communication
and negotiation?
What modern businesses
need from their risk
coverage?
Lessons to be learned from
other financial institutions in
providing a modern service
Leonora Siccardi
COO
Aon Benfield UK

Creating solutions at the pace of
changing client needs
•

•
•

Paul Brady
Head of Policyholders
and Third-Party
Oversight, Lloyd’s
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Sponsored by

•

Where extant P&C falls
short for client business
models reliant on the sharing
economy
The unpredicted risks, their
scale and the implications for
future claims
Assessing the importance of
internet economy clients to
the London market
Reflections on London market
reforms and realistic rate of
change
Chris Moore
Deputy Head of
Casualty Lloyd’s
syndicate Apollo 1969
Apollo Underwriting

14:00 Delegates select one of the following three panels
PANEL 1

PANEL 2

PANEL 3

Delivering a client-centric
claims culture

The Single Claims
Agreement Party (SCAP)

Future claims technology –
robotics, AI & blockchain

Enhancing the value proposition
of the claims function

Is SCAP effectively dealing with
low value, non-complex claims?

A real-world appraisal of the
potential benefits to claims in the
London market

Topics to be discussed include:

Our expert panel will discuss:

Topics to be discussed include:

•

•

•

•
•
•
•

Putting claims at the heart of
your proposition - effectively
involving claims
pre-placement
Empowering your claims
team to negotiate better
outcomes
Ensuring a client centric
claims culture runs through
the organisation
Enabling skilled negotiators
to deal with complex claims
Addressing the emerging
skills gaps in claims handling

•
•
•
•

Rating SCAP’s success in
benefitting both the London
market and it’s customers
The key issues arising from
SCAP claims to date
What’s been revealed
regarding the supporting
infrastructure
Potential developments in
systems and processes to
realise SCAP’s stated goals
What the market needs to
know about likely
changes ahead

•
•
•

•

Identifying optimal roles for
automation in claims
Avoiding the danger of
dissipating the claims
function
Who’s an early adopter and
what have they achieved?
Using new technology in
the field – from blockchain
in marine to drone NatCat
reporting
Developing standards for
digitally enabled client
self-reporting

Richard Gurney
Global Speciality Head
Construction and Head
of Claims
JLT Specialty

Birgit Biondi
Chief Underwriting
Officer, Casualty
Munich Re

Madeline Bailey
Group Head of
Strategic Initiatives
MS Amlin

Scott Kellers
Deputy Head of Claims
and Head of Syndicate
Claims, Liberty
Specialty Markets

Miles Banks
Chairman, Global Claims
Executive
Willis Towers Watson

Alan Burtonshaw
Group Head of
Insurance Claims
Aspen Insurance

Guy Lether
Head of Claims
StarStone
International &
Syndicate 1301

Areiel Wolanow
Blockchain Solution
Architect
London Market
Group

Sheel Sawhney
Group Head of Claims
Brit

15:00 Coffee & networking in the exhibition area

BOOK ONLINE
TODAY
Early booking rate only £299 + VAT

(rate increases 14th September)
www.london-market-claims.co.uk
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15:20 Delegates select one of the following workshops
WORKSHOP 1

WORKSHOP 2

WORKSHOP 3

Claims and RPA

Delegated authority claims

Emerging risks & claims

Creating a frictionless client
experience

Driving innovation to meet
tomorrows risk challenges

Developing new capabilities and
functionality to improve CH/TPA
partnerships

Leveraging existing expertise
within a culture of innovation to
develop new products for future
risks

Overcoming the practical challenges
of robotic process automation

Leveraging robotics to improve
efficiency and client experience
•
•
•
•

Defining the scope of RPA
in automatic triaging and
settlement of small claims
Identifying and developing
the skills and capabilities vital
for running the robots
Setting a methodology for
tracking and reporting results
post-implementation
Key elements for a disciplined
implementation and ongoing
operational management
Paul Willoughby
Head of IT, Innovation and
Architecture, Beazley

•
•

•
•
•

Extending the capabilities
of claims platforms used by
coverholders
Removing the frictional costs
for coverholders when placing
and reporting in the London
market
New approaches to satisfying
regulatory requirements
efficiently
Addressing differing needs of
brokers and insurers
New technology
developments in data capture
and systems integration

Paul Betts
Innovation
Delivery Manager
Beazley

Christian Kitchen
Head of IT
Miller

•
•
•
•
•

Matching claims skillsets with
new lines of business such as
cyber
Transitioning from traditional
P&C/marine processes and an
engrained culture
Responding to technological
evolution of property and
casualty risks
Handling cyber claims beyond
loss of data
Optimising the interaction
between claims and
underwriting
Tony Kriesel
Casualty Senior Claims
Underwriter
Hiscox London Market

16:30 Closing panel discussion
2019 – year of change or plus ça change?
Is the London market meeting client expectations through innovation?
Our panel will share their opinions on the most pressing service gaps in the London market claims space,
and consider:
•
•
•

Is LM TOM addressing claims challenges quickly enough?
Will technology ‘steal our jobs’ and make the market an anachronism?
Is change really needed…and if so can we create a burning platform?
John Muir
Managing Director
Operational
Practices, Willis
Towers Watson

Anthony
Hobkinson
Group Head of
Claims, Beazley

John Ludlow
CEO
Airmic

17:10 Drinks reception

6

9th October 2018 | etc Fenchurch Place

Sponsors
Guidewire delivers the industry
platform that Property and Casualty
(P&C) insurers rely upon to adapt
and succeed in a time of accelerating
change. We provide the software,
services, and partner ecosystem to enable our customers to run,
differentiate, and grow their business. We are privileged to serve
more than 350 companies in 32 countries.
InsurancePlatform
Guidewire InsurancePlatform is the P&C industry platform that
unifies software, services, and partner ecosystem to power our
customers business.
InsurancePlatform provides the standard upon which insurers can
engage their customers, optimize their operations, drive smart
decisions, and innovate quickly. For more information, please visit
our website. Follow us on twitter: @Guidewire_PandC

Legal Sponsor
EC3 Legal is delighted to be the legal
sponsors of the Annual London Market
Claims 2018 Conference.
Paul Wordley, Head of Dispute
Resolution at EC3 Legal, has contributed to this prestige annual
event for many years. He chairs the opening panel session. This will
examine how claims respond to increased competition, technologyled change and the pressing need to improve client service.
EC3 Legal’s Insurance and Reinsurance Recoveries team proudly
and resolutely represents clients from all market sectors, including
policyholders, brokers, captives, insurers and reinsurers, based
nationally and internationally. Its lawyers leverage their hands-on
experience of many years in the London Market and knowledge of

Hyland is a leader in providing software
solutions for managing content,
processes and cases for organizations
across the globe. For over 25 years,
Hyland has enabled more than 19,000 organizations to digitalize
their workplaces and fundamentally transform their operations.
Named one of Fortuneís Best Companies to Work For® since 2014,
Hyland is widely known as both a great company to work for and a
great company to do business with.
Seamless integrations with policy, billing and claims management
systems speed processing times across the entire insurance
lifecycle, increasing the quality and efficiency of work and customer
service, while robust costumer communication management
solutions enhance the customer experience. Using OnBase, more
than 700 carriers globally have achieved results by increasing
profitability through accurate and consistent underwriting
decisions while decreasing response times and costs associated
with claims. For more information about OnBase’s solutions for the
insurance industry, please visit OnBase.com/Insurance.

in-house and global firm culture and imperatives, in seeking costeffective solutions for clients, whether by negotiation, mediation or
arbitration/litigation. Assignments include a broad spectrum of
property, liability, specialty, cyber and emerging risks. These
invariably (but not always) involve insurance, complex risk
management issues, regulatory considerations and critical coverage
analysis. Work is frequently strategic, reputation-sensitive, and
high value rather than commoditised.
The team has resolved many high-profile claims in recent years –
notably, some big ticket telecoms, energy, gas and mining claims.
The team is noted in Chambers UK 2017 for their “very expansive
practice” and compliments them for being “very easy to deal with”.
For more information visit our website: https://ec3legal.com/

Exhibitors
Advent Claims is focused solely on
providing solutions to the global
Delegated Authority market doing
business with Lloydís and the wider
London Market. Our global claims platform “Advantage” and TPA
claims services remove many of the inefficiencies of traditional claims
management practices, bordereaux production and reconciliation
processes and meet all the regulatory, compliance and performance
reporting requirements that Lloydís and the London Market requires.
Our services are established in the UK, US, Canada and Australia
covering over 80% of Londonís Coverholder markets. For more
information Contact Paul Bermingham at
paul.bermingham@advent.global or on +44 (0)7748 678655

Hawkins is a well-established firm
of forensic scientists and engineers.
Founded over 30 years ago, we have eight
offices giving national and international
cover, with more than 65 highly skilled
investigators. We cover a broad range of investigations and our
clients include most UK insurers, loss adjusters and the legal
profession. Our service is both independent and impartial.
Investigations include:
• Energy • Personal injury • Road traffic accidents
• Engineering • Highways • Contamination assessment
• Escape of water, fluids and gas • Railway accidents
• Marine • Fire and explosion

DOCOsoft is an innovative developer
of technology solutions for the global
insurance and financial services markets.
With over 15 years’ experience, the
company’s pedigree is well established
in the UK and our software is widely used in the London Insurance
market, where we provide highly-effective Claims, Document
Management and connectivity solutions. Many of the leading
London Market Insurance companies rely on DOCOsoft for their
Claims Management and the product is closely integrated into
the infrastructure that supports the London and international
insurance market. DOCOsoft Claims support regulatory
compliance with minimum claims standards, helps increase
throughput, reduces duplication of effort, and supports faster
reporting all in a controlled process framework.
For more information, please visit www.docosoft.com

Sequel are a leading insurance and
reinsurance software specialists
delivering powerful, reliable solutions
across the market for over 20 years. We
are known for our industry expertise,
professionalism, and track record for delivering successful
transformation programmes on time and on budget. Sequel is
committed to becoming a clear technology champion based on the
strong foundations of our Eclipse Underwriting & Broking solutions
(which process over £12 billion of premiums annually), with new
innovative products such as Sequel Claims and Sequel Impact
(for Exposure Management). Our customers are underwriters,
brokers and MGAs within the Lloyd’s, companies and international
insurance/reinsurance sector. Sequel are a part of the Verisk Group,
Verisk is a leading data analytics provider serving customers in
insurance, natural resources and financial services. Verisk offers
predictive analytics and decision support solutions to customers in
rating, underwriting, claims, catastrophe and weather risk, global
risk and many other fields. Verisk, whose vast data, experience
and technology capabilities, combined with Sequel’s leading end
to end solutions for complex commercial and specialty insurance,
enhances all of the services that we as a group, can offer our
customers. www.sequel.com

www.london-market-claims.co.uk
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Booking options / pricing
Early booking rate only £299 + VAT
(Practitioners actively working for an insurer, broker or loss/claims adjuster. No suppliers please*)
Rate increases to £499 + VAT on 14th September 2018

Group offer: Book 2 places get the 3rd free
Members attend for FREE
Become a member

Premium annual membership is just £799 + VAT which allows you to attend all the conferences and events
for FREE
*For sponsorship and exhibition stands call Phil Middleton on 020 7631 0034 or email
phil@the-insurance-network.co.uk

How to register
Web: www.London-Market-Claims.co.uk
Email: info@the-insurance-network.co.uk
Phone: 020 7079 0270

8

BOOK ONLINE

TODAY

Early booking rate only £299 + VAT

Book 2 places get 1 free

www.london-market-claims.co.uk

