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Curtain Call.
Celebrating five years
of recognizing our 
national leaders.
The CIP Society created the National Leadership 

Awards to celebrate excellence and to recognize 

individuals who demonstrate a passion for 

learning, dedication to the profession, personal 

integrity and outstanding commitment to their 

organizations. The Society is proud of its role as 

a supporter of those industry leaders who act as 

role models and mentors. Their positive influence 

energizes and inspires the people around them. 

They enrich their communities. And they bring 

great credit to our industry. 

We thank all the nominees, as well as those 

who took the time to nominate them for this 

prestigious national award.
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For more information about the nomination process, to read about our

CIP Society National Leadership Circle recipients, or to register to attend

the awards presentation at your local Institute Convocation, please visit

www.insuranceinstitute.ca/cipsociety

2009 Established Leaders:

Carla Blackmore, FCIP

Andrew Janzen, FCIP

Patrick McNally, FCIP

H. Ross Totten, FCIP

2009 Emerging Leaders:

Patrick Bouchard, PAA

Thomas Newby, CIP

Phillip Robichaud, FCIP

Jonathan Stone, FCIP

2010 Established Leaders:

Ron Bouwmeister, FCIP

Greg Thierman, CIP

Raymond White, FCIP

2010 Emerging Leaders:

Rob Bickerton, FCIP

Mathieu Gagnon, PAA

Melanie Needham, FCIP

2011 Established Leaders:

Glenn Gibson, CIP

2011 Emerging Leaders:

Simon Charbonneau, FCIP

Andrew Clark, FCIP

Vincent Gaudreau, FPAA

2012 Established Leaders:

Diane Brickner, CIP

Barry F. Lorenzetti, CIP

2012 Emerging Leaders:

Drew Collins, CIP

Frederik Pelaez, FCIP

Kevin Sigouin, CIP

To the 2013 Honourees, The CIP Society offers congratulations for
earning the respect and admiration of your peers in the industry.

Leadership Circle

Ginny Bannerman | CIP

Intact Insurance
Calgary, AB
Established Leader 

James Cameron | FCIP

Cameron & Associates 
Insurance Consultants
Toronto, ON 
Established Leader 

Tammie Norn | FCIP

ProFormance Group Inc.
Pickering, ON 
Emerging Leader

Anne-Marie Deschênes | CIP

Aon Risk Solutions
Montreal, QC 
Emerging Leader 

Lindsay Mackenzie | FCIP

Intact Insurance
Mississauga, ON
Emerging Leader 

Please join us to celebrate the achievements 

of these 2013 leaders as they are inducted into 

the CIP Society National Leadership Circle at 

appropriate local Institute Convocations.
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14 Ready, Set, Go               
Chris Floyd, president-elect 
of the Insurance Brokers 
Association of Ontario, 
recommends that brokers get
ready to deal with technology,
both as a means to address
emerging issues and as a tool
for enhancing customer service. 
BY GREG MECKBACH
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“We know it is
impossible to prevent
floods from happening;
however there’s a lot we
can do to lessen the
impact these events
have on Alberta’s
communities.”

Angela Stelmakowich, Editor
astelmakowich@
canadianunderwriter.ca

Damage from severe weather
events may be insurable; it
may not be insurable. But
whether covered or not, 
someone, somewhere is going
to have to pick up the tab. 

In the case of flooding, that
payer may be the insurer
through a claim, government
through disaster assistance
and recovery efforts, or the
home or business owner who
does not qualify for either.

Sharing the pain to share
the gain (or, at least, avoid
the loss) is an idea getting a
lot of traction of late. Alberta
seems on board with a “one
for all, all for one” approach
in the wake of the loss and
cost (the latter still rising)
from the severe rains and 
subsequent flooding in June.

Recent media reports 
indicate that Doug Griffiths,
Alberta’s municipal affairs
minister, says Alberta is look-
ing to Ottawa to help pay for
flood prevention projects and
recovery costs. If the federal
government already pays for
the lion’s share of disaster 
recovery costs, investing in
mitigation efforts would surely
help with reducing the tab.

The Alberta government’s
estimate, albeit preliminary,
on recovery costs stemming
from the June flooding is 
approximately $5 billion. 

As for insurable loss, the
flooding has overtaken the
1998 ice storm as Canada’s
costliest natural disaster ever,
with insured property damage
currently estimated to exceed
$1.7 billion. Property Claim
Services Canada reports that
well in excess of 25,000 

related claims have been filed.
Those figures were released

not long after another esti-
mate from PCS-Canada, this
time $850 million in insured
property damage from July’s
wind and thunderstorm event
that produced flash flooding
in and around Toronto. 

In both cases, cautions were
issued that the figures were
expected to climb higher.

Those figures are among
many that make words (and
actions) like prevention, 
mitigation and resilience all
the more appealing. 

For example, the Alberta
government-commissioned
flood mitigation panel has
recommended, among other
things, that berms with dry
ponds be built in remote
areas in the headwaters of the
Elbow and Highwood rivers,
and that channels to divert
water be built in more popu-
lated areas. Associated costs
would run from $660 million
to $830 million.

More big figures, but ones
that long term could prove a
sage investment. “We know it
is impossible to prevent floods
from happening; however
there’s a lot we can do to
lessen the impact these
events have on Alberta’s 
communities,” Griffiths says.

The City of Sault Ste. Marie
in northwestern Ontario would
likely have something to say
about the value of preventive
measures. The city was hit
hard in September when it
witnessed more than 86 mil-
limetres of rainfall over just
four hours, and about 140
millimetres over two days.

The rainfall, which a city
press release characterized as
extraordinary and unforeseen,
caused significant damage to
municipal infrastructure and
private homes. Despite the
damage, the city notes, “were
it not for the significant 
improvements made in recent
years to the city’s storm and
channel diversion programs,
damage would have been
much worse.”

Clearly, both co-operation
and preventive measures have
a place in trying to minimize
flooding-related costs and
loss. The solution is likely to
include an insurance scheme
for overland flooding, although
just how quickly that scheme
could or will come together
remains a question mark.

A new report commissioned
by The Co-operators, reflect-
ing input received from 
representatives for some of
Canada’s major insurers, 
indicates insurers are split on
whether or not overland flood
insurance is viable. 

Beyond that, a key recom-
mendation within the report
was to initiate a broad-based
discussion on the actions 
necessary to improve flood
and disaster risk management
with key stakeholders.

“The way things stand,
property owners are not 
adequately protected under a
system that places too much
emphasis on recovery at the
expense of mitigation,” Kathy
Bardswick, president and CEO
of The Co-operators, noted in
a statement.

Sounds like advice for one
and all. 

EDITORIAL
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Canadian  
Market
ALBERTA FLOODING MOST 
COSTLY NATURAL DISASTER
IN CANADIAN HISTORY: IBC
The Insurance Bureau of
Canada (IBC) reported in late
September that insured prop-
erty damage from the Alberta
flooding this past June is 
estimated to now exceed 
$1.7 billion, making it the
costliest insured natural 
disaster ever in Canada.

“It’s a staggering number
we expect will go even higher,”
says Bill Adams, IBC’s vice
president, Western and Pacific.

For more than a decade, 
the 1998 ice storm held the
record as the country’s most
expensive natural catastrophe. 

The preliminary figures for
the Alberta floods reflect the
latest estimate of Property
Claim Services Canada.

INSURERS SPLIT ON 
OVERLAND FLOOD
Canada’s major insurers have
voiced concerns about the
lack of overland flood insur-
ance in the country, but still
cannot agree on whether or
not such a product is viable,
suggests new research com-
missioned by The Co-operators.

The study is based on 
interviews with CEOs and
other executives at insurance
companies that account for
57% of the property insur-
ance business in Canada.

To be viable,insurers 
reported premiums should 
be affordable and sufficient
to cover losses, associated

risks and losses must be able
to be predicted, and premi-
ums must be “sufficient to
incentivize investment in risk 
mitigation by policyholders.”

Claims
TENTATIVE SETTLEMENT 
IN ICE STORM LAWSUIT
A consumer advocacy group
has come to an agreement
with 15 insurance carriers to
settle a class action lawsuit
over homeowners’ coverage 
of additional living expenses 
related to the 1998 ice storm.

The insurers reached an
agreement in principle for an
out-of-court settlement, notes
a September 11 statement
from Option consommateurs.
The tentative agreement, 
valued at about $40 million,
is subject to approval by 
Quebec’s Superior Court.

The lawsuit sought com-
pensation for policyholders
whose homes became unin-
habitable during the storm
and whose coverage included
additional living expenses.

Last year, the group settled
with four other companies in
a $12.5-million deal applying
to 200,000 policyholders.

No carriers in either settle-
ment have admitted liability. 

Regulation
HIGH COURT DENIES 
ZEFFERINO APPLICATION
FOR LEAVE TO APPEAL
The Supreme Court of Canada
has denied an application by
Nicola Zefferino, who lost a
lawsuit two years ago against

Risk
CURTAILING OF B.C. QUAKE
COVERAGE PRESENTS 
OPPORTUNITY: AON
Earthquake risk in British 
Columbia is a “pocket of op-
portunity” for global insurers,
Aon Benfield reports.

Its 2013 Insurance Risk
Study looks at six countries,
including Canada, in a bid 
to “identify potential growth
opportunities.” 

There are pockets of 
opportunity, the report notes, 
including B.C., which has
significant earthquake 
exposure and increasing 
insured values. Pricing, 
deductibles and terms and 
conditions for the business
are improving and insurers
are applying more granular
pricing of earthquake risks in
B.C., Aon Benfield notes.

GLOBAL WARMING TO HIKE
WILDFIRES, COASTAL
FLOODING, DROUGHT
Guy Carpenter & Company
LLC suggests coastal flood-
ing, wildfire and drought 
are all risks of concern as a
result of global warming.

In a report, Guy Carpenter
warns the “most significant
threat for coastal areas” is a
rise in sea levels caused by
melting glaciers and thermal
expansion of ocean waters.
“Changing weather patterns
will impose drought and 
inland flood threats for many
areas,” notes the report.

“Tropical cyclone, extratrop-
ical cyclone and tsunami
coastal impacts will all come
with greater frequency and
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10 Canadian Underwriter October 2013

Meloche Monnex Insurance
Company, to appeal a ruling
by Ontario’s appeal court. 

In March, the Ontario court
upheld an earlier ruling that
found Meloche Monnex had
breached its duty of care in
2003 by “failing to properly
offer optional income replace-
ment” coverage to Zefferino
under his auto policy. 

But the judge dismissed
Zefferino’s lawsuit because he
was not convinced, based on
past insurance-buying choices
that never went beyond basic
coverage, that optional bene-
fits would have been bought
even if Meloche Monnex had
fully explained them to him.

ONTARIO BROKERS BACK
BILL SEEKING LOWER AUTO
RATES FOR NEW DRIVERS
Ontario Liberal MPP Mike
Colle has introduced a private
member’s bill that could
allow new drivers with clean
driving records to have lower
auto insurance premiums.

The Insurance Amendment
Act (Minor Accidents and
New Drivers) 2013 was
tabled in September and the
first reading was carried. If
passed, new drivers could
pay less, but would have 
premiums increase in the
event of an at-fault accident,
or revert to a poor rating if,
for example, convicted of a
traffic offence.

“We hope that these ideas
will find support in the legis-
lature and within the govern-
ment to make the system
more fair and affordable for
our customers,” says Randy
Carroll, CEO of the Insurance
Brokers Association of Ontario.

Sign up to receive Canadian Underwriter’s free Insurance Headline News Email Alert: http://bit.ly/cuenews
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challenges for the reinsurance
sector, PwC suggests in a 
recent report. 

As the ILS market grows,
“the key question for sponsors
is how to develop untapped
markets rather than cannibal-

severity under the projected
sea-level rise,” it states. 

“This poses a significant
human and economic 
concern for these areas, and
is a significant concern to 
the (re)insurance industry.”

Wildfire risk is also a con-
cern because of diminished
snowpacks and precipitation.

Technology
SGI, KANETIX OFFER ONLINE
QUOTES TO ALBERTA 
COMMERCIAL CUSTOMERS
SGI Canada Insurance Ser-
vices Ltd., the property and
casualty insurance division 
of Saskatchewan Government
Insurance, and Kanetix Ltd.
have launched two online
quoting tools for commercial
customers in Alberta.

Toolbox Pakfor is aimed at
independent contractors,
while Energy Pak is aimed at
small business operations in
the oil and gas sector.

The tools are designed to
offer quotes on smartphones,
as well as desktop and tablet
computers. Prospective 
customers can get quotes
both from brokers and from
SGI Canada's website.

Reinsurance
ANALYTICS, NEW RISK
TYPES KEY TO REINSURER
COMPETITIVENESS: REPORT
PwC reports that reinsurance
firms using advanced capital
and risk modelling, having
access to capital markets and
using client data for pricing
and risk management will be

among the most competitive
as the industry faces chal-
lenges in the next few years.

Low interest rates and the
“fresh surge of capital” in
the insurance-linked security
(ILS) market are key ongoing
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izing existing reinsurance 
demand,” PwC notes. “As
more capital moves into the
market, investors may need
to accept new risks or more
extreme risks to maintain
their target yields.”
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Greg Meckbach
Associate Editor

Chris Floyd,
president-elect 
of the Insurance
Brokers Association
of Ontario, advises
brokers to be ready
for technology,
both as a means to
address emerging
issues and to
enhance service.
As Chris Floyd prepares for his
new role as president of the 
Insurance Brokers Association
of Ontario (IBAO), he is 
aiming to help brokers ready
themselves for the future. 

“My theme for next year is
going to be, ‘Get ready for 
tomorrow today,’” says IBAO’s
president-elect. “That will
cover a gamut of what we
need to be doing, how we
speak and when we speak to
consumers, and how our busi-
nesses are structured to be
adaptable to what consumers
want,” suggests Floyd, a
member of IBAO’s board for
10 of the past 11 years. 

He will replace Debbie
Thompson as IBAO president 
January 1, 2014. At that time,
Thompson will become the
board’s chair.

Like companies in sectors
such as banking and telecom-
munications that are offering
more services online and out-
side of normal working hours,
Floyd says that brokers also
need to adapt. “Brokers who
feel that being open 9 to 5,
Monday to Friday, is going to
be satisfactory two, three, four
or five years down the road — 
I think they are mistaken.”

While it does not mean that
brokers need to work 24 hours
a day, seven days a week, Floyd
recommends they be “more
adaptable and flexible around
the Internet, around hours of
service, around online chatting
and around self-service.” 

This could mean, as one 
example, allowing customer
service reps to work from home. 

As younger Gen Ys “start to
become more affluent, their
first reaction is not necessarily
going to be to pick up the
phone,” he says. “So being in
a more responsive environment
around e-mail, around online
chatting — we need to be
ready,” Floyd adds.

Another important technol-
ogy issue is telematics. “As 
we talk about the subject with
insurers and other stakehold-
ers, it certainly is something
that is coming,” Floyd says of
telematics, which involves 
installing devices in vehicles 
to monitor driving behaviour.

Just this September, IBAO

announced its subsidiary, 
Independent Broker Resources
Inc., intends to partner with
Quindell Portfolio PLC to offer
telematics in Canada.

Still on the technology front,
brokers are well-advised to
learn how to address the Exten-
sible Markup Language (XML)
eDocs standard, designed to
allow brokers to transmit policy

documents directly into their
broker management systems.
“Since it will have an impact
on the broker’s workload and
workflow, IBAO needs to be
helping develop best practices
for brokers to implement (eDocs),
once it does come in a more
fulsome way,” Floyd adds.

CLOSE TO HOME
By day, Floyd is president of 
OTIP/RAEO Insurance Brokers
Inc., a wholly owned subsidiary
of the Ontario Teachers 

Insurance Plan (OTIP), which
is a non-profit trust directed 
by a board of eight trustees
from four different teachers
unions. He has worked there
since 1994. 

Born in Hamilton, Floyd grew
up in nearby Kitchener and
later began his career at 
Cambridge-based Gore Mutual
Insurance Company in 1986.
“I would fall into the category
that insurance found me,” he
says. “I had some friends from
high school who were working
at Gore Mutual, who called me
up and said, ‘You should come
down here for an interview,’
and one thing led to another.”

While there, Floyd worked in
several roles, including claims,
field marketing and underwrit-
ing. Today, at OTIP/RAEO, 
he deals with issues ranging
from homeowners and auto 
to life, retiree health, dental
and travel. 

Floyd also serves on the
Board of Directors of the 
Insurance Brokers Association
of Canada (IBAC), which, like
IBAO, is a volunteer position.
He volunteers for both associa-
tions, he says, because he 
believes they can truly make 
a difference for brokers.

Being on IBAC’s board offers
Floyd a “good perspective” on
property insurance issues —
such as water damage —
across the country, he says.

“What our friends in Western

PROFILE
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“We have to be very
cognizant of the costs
and the expense that
is still embedded in
the (auto accident
benefits) system and
moving on rate alone
is not going to be
viable in the long
term,” Floyd argues.
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Canada dealt with this year in
horrific flooding, and some of
the challenges that are hap-
pening with wind and hail and
things like that, I do not think
one jurisdiction is in isolation,”
he says. 

“We are able to work and
learn from one another. It is
not just an Ontario issue,”
Floyd adds.

One issue of particular 
interest to Ontario brokers right
now, though, is private passen-
ger auto. The ruling Liberal
government is seeking a 15%
decrease in premiums over 
two years. 

To meet that goal, the 
Ministry of Finance announced
in August that the Superinten-
dent of Financial Services has
been given the authority to 
require insurers to re-file rates,
with the aim being to reduce
premiums 8% by August 2104.

IBAO has been vocal on the
issue and the government
timeline. “We have to be very
cognizant of the costs and the
expense that is still embedded
in the (auto accident benefits)
system and moving on rate
alone is not going to be viable
in the long term,” Floyd argues.

“The government needs to,
whether through regulation or
legislation, take advantage of
what is in front of them with
the 38 recommendations from
the Auto Insurance Anti-Fraud
Task Force,” he emphasizes.

Released last November,
the recommendations include 
the following: giving the Finan-
cial Services Commission of
Ontario (FSCO) the authority to
oversee and audit the business
and billing practices of health
clinics and individual practi-
tioners who invoice auto 
insurers; providing FSCO with
a “range of sanctions” it can
apply to violators, such as 
limiting or stopping a regulated

mendations “might be more
difficult to implement.” These
include those relating to both
healthcare and towing.

BAD CREDIT
Private passenger auto is 
certainly not the only issue on
IBAO’s radar. A persistent 
concern has been carriers’ use
of consumers’ credit histories,
with IBAO arguing that credit
scores are not appropriate 
rating tools. 

IBAO’s position is that some
consumers are not being prop-
erly informed about how the
use of credit information may
affect insurance premiums.
“We feel it puts our members
in harm’s way because of the
lack of clarity around the 
consent that the broker is
being asked to get from the
consumer,” he says.

In June 2012, Liberal MPP
Mike Colle introduced the
Homeowners Insurance Credit
Scoring Ban Act, but it died on
the order paper when the legis-
lature was prorogued in Octo-
ber. Had Bill 108 been passed
into law, it would have, among
other things, made it illegal for
carriers to use credit history or
rating to decline coverage, or 
to classify risks or rates, for
homeowners’ insurance.

Bill 108 may be gone, but
Floyd says the issue of credit
scores will “still be topical”
while he is IBAO president. 

PROFILE
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facility from accessing the
Health Claims for Auto 
Insurance (HCAI) system; 
and adopting a province-wide
licensing scheme for the towing
industry, including prohibitions
on unsolicited referrals to 
automobile repair facilities 
or vehicle storage facilities, 
to be administered by an 
“administrative authority.”

Floyd acknowledges that
some of the task force recom-
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It certainly is not an acceptable
justification now for business

processes that are ineffective,
misleading or even poten-

tially dangerous. Some-
times, assumptions need

to be challenged, and
often, with new options

and information, it is possible to
improve on choices made in the past.

OUT OF FOCUS
Brokerages not the focus of 
insurer-approved passwords
A prime example of one common industry prac-
tice that has been perpetuated over time — to
the disadvantage of everyone involved — is
the typical password-controlled web access by
brokers to insurer sites or systems. Of course, the
simple concept of redundant data entry into
separate broker and insurer systems is a stark in-
efficiency that many in the industry are working
hard to correct. However, the associated security
model that has also evolved simultaneously has
its own serious, inherent flaws.

Within the framework of broker-insurer
contracts, brokerages — rather than individual
employees — hold the legal relationships with

The architecture of the
security most commonly
underlying today’s
insurer-broker interface,
which focuses on 
insurer-approved and
issued passwords, removes
direct control over access
from brokerages to their
employees. A need exists 
to rethink the approach to
return control to brokerages,
which have the legal
relationship with, and
accountability to, the carrier.

“Because that’s the way we’ve always done it,”
has never been a satisfactory explanation. It does
not persuade the 12-year-old questioning his
or her parents’ requirements, and it fails to
convince a few years later, when that now teen
challenges the reasons for a teacher’s apparently
arcane routines.

16 Canadian Underwriter October 2013
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carriers. Insurers grant binding authority
on a brokerage-by-brokerage basis;
indeed, broker-insurer contracts are
abundantly clear that brokerages are
responsible for errors or omissions, or
infringement of binding authority, by
their staff.

Broker principals, then, govern their
own operations and are ultimately ac-
countable for individual employees’
actions. In the course of their duties,
brokerage staff members have tradition-
ally communicated with insurers using
various tools, including written memos,
telephones or, more recently, e-mail and
electronic data interchange. Insurers
have never determined a particular em-
ployee’s authority to correspond with
underwriters or relay client instructions;
that duty has always rested squarely on
the brokerage principals’ shoulders.

When communication happens to
occur electronically, the essential nature
of these relationships does not change.
The business purposes behind exchanges,
and the roles of the correspondents,
remain unaltered, and the distinct roles
and separate responsibilities of broker
and underwriter still persist.

The architecture of the security most
commonly underlying today’s insurer-
broker interface, however, does not
reflect this reality. Most often, access
requires insurer-approved and -issued
individual passwords for broker employ-

ees. The focus for granting permission
has been shifted away from the broker-
age to individual staffers, even though
those employees have no direct legal
relationship with, or accountability to,
the carrier.The brokerage no longer has
direct control over access given to its
own employees.

Password proliferation may 
increase security risk
Moreover, with today’s typical separate
authentication, an average brokerage
customer service representative (CSR)
working with a number of different
insurers will accumulate an overwhelm-
ing collection of passwords. Then, in
addition to clouding legal answerabili-

ties, these passwords frequently provide
admission directly from the Internet,
adding great potential for security risk
or even abuse.

Dangerous exposures are created when
individuals can access insurer systems
directly without routing through an
identified brokerage’s system. If the only
prerequisite is an Internet connection,
persons who recall their usernames and
passwords — or dishonest individuals
who steal others’ information — can
infiltrate insurer systems from virtually
anywhere.

When an employee leaves a brokerage,
principals must react immediately to
cancel each and every insurer password
assigned to that person; sometimes,
though, principals can be challenged 
to complete that task if they must rely
on backlogged or unavailable insurer
administrators.

There are, however, better alternatives
available. Integrations between broker
and insurer systems are increasingly
common, allowing for improvements
to some of the old ways of doing busi-
ness.A recently approved position paper
by the Insurance Brokers Association of
Canada (IBAC) asserts that the security
around broker-insurer transmissions
should reflect actual legal relationships
and enable control where there is re-
sponsibility. IBAC reaffirms brokers’
authority over their own operations

When communication happens
to occur electronically, the 
essential nature of these 
relationships does not change.
The business purposes 
behind exchanges, and the
roles of the correspondents,
remain unaltered, and the 
distinct roles and separate 
responsibilities of broker and
underwriter still persist. 
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and their staff, and advocates an au-
thentication method using a single
brokerage-level password, to reflect
and reinforce the legal actualities.

Benefits of limiting insurance
interfaces to approved 
brokerage systems
Insurer interfaces that limit incoming
broker transmissions to those identifiably
originating from approved brokerage
systems would eliminate much potential
risk, complexity and expense.The insurer
would neither be burdened with the task
of authenticating individual employees’
credentials, nor with the massive chore
of maintaining and updating passwords
for thousands of individuals.

The use of embedded brokerage-level
passwords accessible only to broker-
authorized staff reduces the potential
for abuse by outside individuals. The
insurer system verifies that the incom-
ing message is, indeed, from an approved
brokerage and authenticates based on a
brokerage-wide password. As such, the
information received is sanctioned by
that firm. No other incoming traffic is
allowed access to the insurer system.

This design works whether a staffer
accesses the brokerage’s broker man-
agement system (BMS) remotely, or if
the system itself is hosted “in the cloud.”
The insurer system can still identify and
confirm the origination point.

What will not be acceptable is random
access from elsewhere on the Internet
— such as a former, disgruntled broker-
age employee trying to reach the insurer
system from his or her home computer.

The brokerage-level authentication
model has recently been tested and
demonstrated through a pilot project
led by Brovada Technologies and The
Guarantee Company of North America.
For staff at a test brokerage, client infor-
mation in The Guarantee’s system can
now be obtained through its broker-
age-sanctioned user IDs, and only via
the brokerage network.

Those individuals do not see pass-
words or user IDs. Further, once a user
ID is disabled on the broker network, it
is no longer possible to access The Guar-

antee’s system, or for that matter, that of
any other insurer employing the same
protocol.

Dean Bast,The Guarantee’s vice pres-
ident of national distribution, and vice
president and regional general manager
for Ontario & Atlantic, says he likes the
fact that the design “… allows brokers
to control the security within their

(own) system. It removes the onus
from the carrier to track individual
passwords as the system authenticates
the BMS to the carrier seamlessly.”

Another way of describing this de-
sign is “single sign-on.” Although this
term has been much-abused, the real
intent of this phrase when used in
reference to brokers’ workflows, is to
indicate an individual signs on securely
once, into the BMS, and that the author-
ity for any other interface with other
systems is dependent on that initial
log-on. No other independent pass-

words or authorizations are required.
Of course, the initiator of any commu-

nication, whether brokerage or insurer
staff, must still be identifiable for audit
purposes. The information identifying
an individual user, already built into
BMSs, must be part of any transmission.

Brokerage principals must be diligent
in ensuring that all user-level passwords
are kept secure and confidential, and
that access to internal broker systems is
terminated immediately should an indi-
vidual leave their employment.

This is not a new duty, but is much
more effectively managed, when termi-
nating a single brokerage password also
protects all insurer system accesses.

IBAC continues to remind industry
that with evolving technology, automated
processes should ultimately follow the
logic of the business purposes they serve.
A legacy of old assumptions, whether
stemming from former software limita-
tions or unrelated outdated procedures,
should not be allowed to impair the
impact of innovations.

As more and more connections be-
tween systems are developed, insurers
are asked to consider the following key
principles when designing and building
electronic interfaces with their broker
partners:
• brokerages, not individuals, contract

with insurers;
• brokerages take responsibility for the

training and actions of their staff, for
the authority given to them, and for
their access to network and communi-
cation resources;

• electronic communications do not
alter the traditional broker-insurer
business model;

• authentication for conveying informa-
tion electronically to insurers can be
most securely controlled by broker-
ages when based at a system-level (i.e.,
brokerage system to insurer system);

• system-based authentication eliminates
the additional expense, complexity
and inefficiency inherent in individual
username-password requirements; and

• individual correspondents must be
identifiable, but do not require addi-
tional authentication.

If the only prerequisite is 
an Internet connection, 
persons who recall their 
usernames and passwords —
or dishonest individuals who
steal others’ information —
can infiltrate insurer systems
from virtually anywhere.  
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market was forced to innovate and seek alterna-
tive sources of capacity. Thus, ILS, specifically
catastrophe (cat) bonds, emerged as an attractive
source of capacity for the industry and a diver-
sifying asset for investors.

After a slow start, the case for ILS strengthened
in the wake of the heavy hurricane season of 2005,
when hurricanes Katrina, Rita, Wilma, Ophelia
and Dennis contributed to a record US$80 bil-
lion in insured losses. Once again, re/insurers
approached the broader capital markets in re-
sponse to capacity constraints in the traditional
reinsurance market.

Consequently, 32 sponsors issued US$8.5 bil-
lion of cat bonds during 2007, the year with the
largest amount of newly issued ILS capacity.

Though the following couple of years saw a
slight slowdown in new issuance as a result of
the financial crisis, the ILS sector for the large
part was able to withstand much of the pressure
in the broader capital markets during the period,
proving that the true foundation of the ILS
market remains intact.

Sponsors with increased awareness of credit ex-
posure value the collateralized, multi-year capacity
from an alternative source, while investors are
attracted to this non-correlated asset class, which
offers potentially superior risk-adjusted returns.

The insurance-linked securities (ILS) market has
experienced significant growth over the last few
years. A number of insurance and reinsurance
companies have accessed it as a complementary
source of capacity, and investors have allocated
additional funds to the sector.

To understand where the market is today, and
the direction it may take in the future, it is first
important to understand how it came to be in
the first place.

In 1992, Hurricane Andrew devastated the state
of Florida, causing approximately US$17 billion
in industry losses. At the time, that scale of loss
was virtually unthinkable.

In the years leading up to Andrew, insurers had
struggled to accurately evaluate the impact of
increased population densities and rapid con-
centration of insured values in disaster-prone
areas with catastrophe models in their infancy.
The losses from Andrew turned out to be more
than twice the figure insurance risk managers
expected and several insurers were ultimately
forced to file for bankruptcy protection. This
event was, in many ways, a wake-up call.

Andrew resulted in a constraint on capacity as
many insurers and reinsurers were either unable
or unwilling to offer the same level of coverage.
With the scarcity of traditional coverage, the

22 Canadian Underwriter October 2013

Maturing Process

Sharon Ludlow 
President and CEO,
Swiss Re Canada

The staggering insurance losses following Hurricane Andrew not only
served as a wake-up call for the industry, but the resulting scarcity of
traditional coverage prompted the market to innovate and seek alternative
sources of capacity. The response included insurance-linked securities, a
market that has matured and witnessed significant growth in recent years.
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AN ATTRACTIVE PROPOSITION
More recently the market has seen an
influx of new capital to the space that
has further fuelled demand for issuance.
Investors appear to be interested in the
asset class for its relative value, especially
as interest rates remain at historic lows,
along with its diversifying qualities
given that ILS is largely uncorrelated
with other capital markets instruments.

Meanwhile, as the market matures,
sponsors can benefit from market inno-
vations, such as the shift in popularity
from industry index triggers to indem-
nity and the introduction of reset notes,
both of which allow the sponsor to
reduce basis risk and better match its
insured portfolio. On the heels of this in-
creased demand, the market has grown

to a record US$18.37 billion of out-
standing bonds, with the first half of
2013 producing almost US$4 billion
in new issuance, the second largest first
half since the market began.

While nearly two-thirds of the market
offers peak United States wind expo-
sure, non-peak perils such as European
windstorm and Japanese earthquake or
Canadian earthquake have taken on in-
creased importance.These diversifying
perils are instrumental to the dedicated
investor base as they allow the portfo-
lio managers to reduce their concentra-
tion to U.S. hurricanes.

As the pace of issuance picks up, so
does the issuance of diversifying perils.
Over the last year, the market has had
Turkish, Canadian, Japanese and Mexi-
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can earthquake, as well as European,
Australian and Mexican Pacific wind
bonds to go along with the abundance
of U. S. wind issuance.

CANADIAN CATASTROPHE APPEAL
One such bond that offered exposure to
Canadian earthquake was Lakeside Re III
Ltd. Issued late December 2012, the
US$270-million offering, underwritten
by Swiss Re, provided its sponsor cover-
age for both U.S. and Canadian earth-
quake. Since the Lakeside issuance, there
have been at least three additional bonds
which offered partial exposure to Cana-
dian earthquake, and there is no reason
why this trend should not continue.

Along with new issuance, secondary
trading of cat bonds has also greatly
improved since the early days of the
market. Swiss Re estimates that approx-
imately US$3 billion to US$4 billion in
bonds trade annually on the secondary
market. This increased liquidity is an-
other significant factor attracting new
investors to the cat bond space.

Since the cat bond markets inception,
the innovation, increased transparency,
improved coverage for sponsors, and
greater funds available to purchase
bonds have all helped contribute to the
growth and strength of the space. Swiss
Re expects to continue to see the catas-
trophe bond market as a sturdy comple-
ment to traditional reinsurance in order
to provide potential sponsors with an
alternative source of capacity, and in-
vestors with a diversifying asset class
that continues to evolve and become
more mainstream.
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lent because they can uncover more fraud and
create sophisticated defence methods against
unknown schemes that rules do not catch. The
optimal fraud-detection approach combines
elements of both analytics and rules.

INSURERS ANTICIPATE UPHILL BATTLE
It is widely known to insurers that the industry
is losing substantial sums to fraud. Recent statis-
tics from the Coalition Against Insurance Fraud
estimate that US$80 billion in fraudulent claims
are made annually in the United States. And
Canada is no exception.

The Insurance Bureau of Canada has repeatedly
estimated insurance crimes cost Canadians sev-
eral billions of dollars in insurance premiums —
with 10% to 15% of insurance premiums being
used to cover the cost of fraud.

Consumer awareness of this issue has increased
as well, with a Pollara poll issued in March 2012
finding that more than 80% of respondents in
Ontario believe insurance fraud is a frequent
and regular occurrence.

Research released in September by FICO, a
global provider of predictive analytics and deci-
sion-management technology, found that one
in three North American insurers polled does not

Finding the right combination
to fight insurance fraud
requires a mix of conventional
rules-based systems and
advanced predictive analytics.
Achieving this real-time
intelligence on potentially
fraudulent claims via
sophisticated combinations 
of rules and analytics is the
next frontier of significant
bottom-line improvement. 
As fraudsters are becoming more sophisticated,
insurance providers around the globe are look-
ing for new ways to step up efforts to protect
customers and decrease fraud losses.The con-
ventional rules-based approach is easily imple-
mented and adjusted by insurers, but it is also
limited because it cannot proactively search for
new areas of fraud.

It is, in fact, limited to the rules.
Predictive analytics are becoming more preva-
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feel adequately protected against fraud.
Focusing on insurance claims fraud, the
survey revealed that insurers feel most
vulnerable in the areas of premium
leakage and new applications, when pol-
icyholders often underestimate or leave
out such information as annual auto
mileage that would have an adverse ef-
fect on the cost of the policy.

Respondents also said they expect the
biggest fraud loss increases to hit per-
sonal property, workers’ compensation
and auto insurance. In terms of fraud
by individual policyholders, 58% of
surveyed insurers forecast an increase in
personal property fraud, 69% forecast
an increase in workers’ compensation
fraud, and 56% forecast a rise in per-
sonal auto fraud.

Geographically in Canada, 42% of
those surveyed foresee Quebec as being
the hardest hit by personal lines fraud,
and 39% anticipate Ontario being the
hardest hit.

USING ANALYTICS TO BEEF UP
BUSINESS RULES
Across all segments, and using various
tools, the insurance industry is con-
stantly working to stay ahead of fraud-
sters. Many companies today are still
heavily reliant on business rules-based
management systems to fight fraud.
These systems test and measure each
claim against a predefined set of busi-
ness rules and examine the claims that
look suspicious as a result of their com-
bined scores.

Although traditional rules-based so-
lutions can be effective and relatively
easy to implement, they only tackle the
tip of the iceberg. Over time, fraudsters
can readjust their methods and manip-
ulate the business rules in their favour.

As well, to date, much of the effort to
combat fraud has focused on the labo-
rious process of trying to recover money
from false claims by investigating sus-
picious claims after they have been
paid. On average, this pay-and-chase ap-
proach takes one to two years — and
in some cases much longer to recoup
payments.

A more effective and efficient method
is to identify false claims before they are
paid.To do this, leading companies are
now supplementing their business rules
with sophisticated predictive analytics
and link analysis to detect more kinds
of fraud, waste and abuse.

Whether in auto, homeowner, prop-
erty and casualty, health or any other
category, predictive analytics make rules-
based approaches more dynamic and
effective. Analytics can uncover more
fraud and create sophisticated defence
methods against unknown schemes that
rules do not identify — and are among
the most transformative methods of
increasing speed to detection and im-
proved decision-making.

They can help fight fraud by distin-
guishing patterns in claims that may
point to fraudulent activity, as well as 
by understanding payers’ transactional
and relationship data to reveal wider
instances of fraud.

In addition, analytics enable the effi-

cient detection of more types of fraud
than any other method.The power of an
analytic model is that it takes multiple
features into account simultaneously,
and uses them to identify cases with a
very high likelihood of fraud.

For example, an unusually high num-
ber of fraudulent accidents or incidents
occur very close to the date of inception
or expiration of the policy. However,
not every claim filed near the inception
or expiration date is fraud.

Taking these features into account in
an analytic model in combination with
multiple dimensions simultaneously can
provide an accurate indication of the
likelihood of fraud.

Additionally, advanced analytic tech-
niques such as link analysis detect sus-
picious patterns based on previous
claims data. It takes data and considers
the larger picture by examining rela-
tionships among organizations, people
and transactions, or among providers,
members and claims. In combatting
insurance fraud, link analysis works by
flushing out the associated claims or
providers who may not always appear
to be related in an obvious manner.

WHERE FRAUD 
DETECTION DELIVERS
There are three key points in the insur-
ance process where a focused assault
on fraud using a combination of busi-
ness rules and analytics can deliver sub-

Analytics enable the efficient
detection of more types of
fraud than any other method.
The power of an analytic
model is that it takes multiple
features into account 
simultaneously, and uses 
them to identify cases with a
very high likelihood of fraud.
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stantial results.These appear below:
• Point of sale (POS) — Avoid doing

business with fraudsters and reduce
premium leakage by more accurately
classifying and pricing risk. Business
rules verify that applications are com-
plete and correct, accessing internal
and external data sources as necessary.
Analytics detect suspicious behaviour
patterns and score applications for
risk of premium leakage or fraud.
Based on scoring thresholds, rules
then determine what happens next
(e.g., accept, reject or refer to a spe-
cific analyst queue).

• First notice of loss (FNOL) through
claims adjudication — Avoid paying
fraudulent claims, and identify fraud-
sters and fraud rings. Business rules
guide claims representatives and
automate online claims-filing appli-
cations. Rules-powered intelligent
forms ask only for the information
required based on the claim and
coverage. They access data sources
as necessary, invoke analytic models
to score the claim for risk of fraud,
then recommend or automate actions
based on the fraud score. During the
adjustment process, rules can moni-
tor claims for suspicious new infor-
mation and revoke models to re-score
claims for fraud risk.

• After payment — Find more fraud
while gaining deeper behavioural
insights to improve POS and FNOL
detection. Analytics examine large
volumes of data to detect patterns of
fraudulent behaviour not evident in
smaller data sets, and discover the
complex and often subtle connec-
tions pointing to organized fraud
rings.

Insurers can benefit greatly by inject-
ing into their rules-driven processes the
appropriate type of analytics to address
fraud risk at POS. They could subse-
quently add analytics for fraud detec-
tion at FNOL and throughout claims
adjudication, and later strengthen their
after-payment fraud detection.

GREATER PRECISION EARLIER
To reduce fraud losses, insurers must
detect suspicious activity with greater

precision at the earliest possible moment.
Achieving this real-time intelligence on
potentially fraudulent claims via so-
phisticated combinations of rules and
analytics is the next frontier of signifi-
cant bottom-line improvement in the
insurance industry.

How much value analytics can deliver
depends on how effectively they are
used. The challenge for insurers is to
know at what point they are getting the

desired return on investment — how
much fraud is being uncovered, how
much loss avoided and how much time
saved.

Establishing the right strategy to reduce
fraud stands to dramatically improve
the customer experience and increase
competitive advantage by potentially
enabling insurance providers to lower
their costs of doing business and offer
more competitive premiums.

On Target
Together

Since 1981, RIBO has worked closely with 
brokers to help serve and protect the public. 
With more than 1,200 brokerage firms 
registered, employing approximately 
16,000 individual registered brokers – 
RIBO’s mission has never been stronger.

401 Bay Street, Suite 1200, P.O. Box 45, Toronto, ON  M5H 2Y4  
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“We have a lot of great instructors, and we
want excellence in every CIP classroom,” says
John McNeil, a learning design and develop-
ment specialist at the Insurance Institute of
Canada. “You should be able to fly to British
Columbia or Newfoundland and Labrador, for
example, and get a standardized, engaging learn-
ing experience.That’s what we’re looking at.”

The program recognizes that teaching insur-
ance is a challenge, and not just because the
subject matter can be quite technical. One of
the biggest challenges is to break it all down for
a diverse audience.

Some students in the CIP program already
work in the insurance industry, while others do
not; some are learning in the CIP program as
mature students, while others are Generation Y
Millennials, born between the 1980s and the
2000s; and some people are fluent in one or
both of Canada’s official languages, while others
may be learning French or English as a second
language. Beyond those differences, classes
may include people who work in different indus-
tries altogether.

The Insurance Institute of
Canada recently wrapped up 
a one-year pilot of its new
Instructor Certification
Program, an initiative that
involved more than 30
instructors. Set to roll out in
October, the program seeks to
ensure that both excellence
and engagement are
standardized, regardless of
where courses are being
delivered across the country.
The Insurance Institute of Canada’s Instructor
Certification Program — made up of four, three-
month-long courses — is designed to promote
teaching excellence in Chartered Insurance Pro-
fessional (CIP) and General Insurance Essentials
(GIE) classrooms across the country.
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Value
in Consistency
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Classroom diversity means teachers
must engage a broad spectrum of learn-
ers, each of whom has a preferred
method of learning. How should in-
structors deal with such a broad spec-
trum of students?

CIP instructor Camille Alexander went
through the one-year pilot program,
which ended in June.Alexander reports
that, among other things, the program
taught her how to engage students with
different levels of language fluency. For
example, she used television as a visual
aid to help explain the types of different
insurance companies — mutual insur-
ers, stock companies and direct writers.

“‘When you are at home watching
TV, your assignment this week is to look
at how many commercials you see for
various insurance companies,’”Alexan-
der recalls telling the class. “The stu-
dents remember jingles.They remember
visuals and the celebrities associated

with insurers. They weren’t getting it
in writing,” she reports.

NEW WAY OF LEARNING
The certification program’s first course
delves into different learning styles and
teaching theories, attempting to under-
stand people’s brain chemistries and
how they learn, whether teaching adults,
younger students or those with learning
exceptionalities. The program’s second
course puts the theory into practice and
discusses how to build the optimal
learning experience.

“The best practice when you are cre-
ating a learning experience is to deter-
mine what the learning objectives are,”
suggests Tino Corsetti, senior director of
academic programs at the Insurance In-
stitute of Canada. “What does the learner
have to learn? What is observable or
measurable in terms of the perform-
ance or the behaviour that’s going to

show you that they’ve learned it?”
Corsetti asks.

The second course also addresses best
practices for teaching students, some-
thing CIP instructor Mike Risi says has
helped him ensure that a broad cross-
section of his students view his teaching
methods positively.

The course reinforces the importance
of making it clear to students how in-
structors have structured the presenta-
tion of their course material, adds En-
rico Mastrangeli, who has been a CIP
instructor for approximately four years.

“There’s a transparency and a struc-
ture to ensure that there’s closure on
any learning objectives for that specific
chapter. It’s opening up another com-
munication line with students,” Mas-
trangeli suggests.

Risi notes that he uses a lot of video
when he does presentations or train-
ing, and will be doing the same in his
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CIP course. “I learned that’s what the
20-somethings are looking for — they
want to see video and multi-media. I’ve
become good at searching YouTube for
different things,” he says.

On the other hand, Risi points out,
“more experienced folks want to be
able to share their experiences. That’s
what you want — getting their involve-
ment, as opposed to just standing up
there and preaching to the class. You
want to try and make it interactive.”

NEED TO ASSESS
As soon as the optimal learning envi-
ronment has been defined, the third
course in the program discusses assess-
ment techniques. How does the instruc-
tor assess students’ progress? How do
students assess their own progress?

“As we take instructors through the
program, they are building their own
assessment tools,” McNeil says. “They
are building their own lesson plans.
They are building their own mid-term
exams. Everything the instructors build
will be relevant in their own class-
rooms,” he adds.

The fourth and final course deals with
in-class delivery techniques. It discusses
attention spans and engagement tech-
niques in both in-class and virtual

worlds.This part of the course prepares
instructors how to manage a virtual
learning environment.

“A lot of people today, when they
learn, they want it virtual, real-world
and live,” Alexander says. “If you’re
teaching the same way you did 30 years
ago, it’s not going to work in today’s
environment. To engage the students,
instructors have to work harder, work
smarter, and we have to let the students
teach us as well, because the environ-
ment is changing.”

Mastrangeli happened to be part of
the one-year pilot at the same time he
was teaching a CIP course. Students
who had taken classes with him before
he completed the certification course
could see some tweaks that he had in-
corporated into his CIP class, he says.
“And the feedback was just phenomenal.”

Mastrangeli credits the certification
program for an increase in the number
of his students who passed the national
CIP exam with honours standing.

The ultimate goal of the program is to
help CIP instructors create an active,
motivational learning climate, says
McNeil. “Learners want to come and
take part,” he emphasizes.

“They are personalizing the material,
they are able to internalize it, and put it

into use at their own industry work set-
tings. They are able to call upon differ-
ent examples and use the material to
solve various different learning prob-
lems.The learning is engaging and fun,
but they are also critically thinking and
learning at higher learning levels,” Mc-
Neil says.

Overall, a co-design team made up of
about 10 to 15 experienced instructors
across Canada helped McNeil design
the course curriculum. “They were
bringing in best practices,” related to
creating mid-term exams and lesson
plans, as well as ensuring content was
relevant, he says.

Risi adds that the value of the program
extends beyond just teaching in the CIP
classrooms. “Some of the things I’ve
implemented by facilitating training 
at work,” he says.

CIP instructors of all stripes who went
through the pilot program vouched for its
ability to transform the way they thought
about teaching.The program is designed
to raise the bar for all instructors.

“I’ve been teaching a long time, and 
I thought the way I was teaching 
was great,” says Alexander. “I thought 
I was on the right track, but this pro-
gram had me totally re-assess myself
as an instructor.”

“A lot of people today, when they learn, they want it virtual, real-world and
live. If you’re teaching the same way you did 30 years ago, it’s not going
to work in today’s environment. To engage the students, instructors have
to work harder, work smarter, and we have to let the students teach us as
well, because the environment is changing.”  
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designed to position brokers and their customers
at the heart of usage- and behavioural-based
insurance (UBI and BBI), a move expected to pro-
vide significant benefits to consumers, brokers
and insurers alike.

WHAT IS VEHICLE TELEMATICS?
Vehicle telematics includes four main compo-
nents.The first consists of an in-car “black box”
that captures key vehicle data that is then used in
insurance product development and pricing;
second, there is a behind-the-scenes interface of
services that collect, gather, interpret and pres-
ent the data to those authorized to use it; third,
a variety of models and processes exist that in-
surers use to develop specific insurance programs
and rates; and, last, there is a wide array of web
services that can be used for outbound commu-
nication with the driver.

Together, these components enable an insur-
ance carrier to easily develop products and pric-
ing to match the driver characteristics of target
market segments. Simpler models involve using
the data to create UBI models that reflect actual
driving data rather than using estimated driving
data from an application form. Examples in-
clude insurance based on the actual miles driven,

The Insurance Brokers
Association of Ontario and
Quindell Portfolio have
teamed up to bring a telematics
solution to IBAO member
brokers. The idea is to answer
the telematics trend by offering
both a customer-centric and
broker-driven solution.
In the next several years, the auto insurance
landscape will change as insurers move towards
using in-car telematics devices to offer a new
world of rating and underwriting to consumers.
Recognizing this trend, the Insurance Brokers
Association of Ontario (IBAO) has entered into
a partnership with United Kingdom-based Quin-
dell Portfolio PLC that will allow IBAO to take the
lead as a provider for consumers with whom it
already has a long-standing business relationship.

Drawing on the strong relationship that IBAO
member brokers have with their customers,
it is hoped the new partnership will shape the
way the market evolves. This teaming is further
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or the time of day the vehicle is used,
which can then easily be extended to
where the vehicle is driven. In this way,
rating is expanded to better reflect the
actual usage of the vehicle based on the
actual exposure.

More advanced models extend rating
into BBI, where an underwriter can tie
specific driving behaviour(s) such as
speed driven, hard braking, rapid ac-
celeration and cornering patterns into a
rate category.Taken one step further —
and into the realm of public policy —
brokers can use this information to
encourage change in driving patterns.

For example, ingenie, a Quindell cus-
tomer in the U.K., ties the information
collected to programs and actions that
actually improve road safety and prevent
accidents for its customers.These ben-
efits include free driving lessons and
remedial driver education for young
drivers. It is this space that IBAO believes
its brokers need to own.

Customer benefits are significant, both
immediately and over the longer term. In
the case of ingenie, it has seen consumer
savings on premiums of as much as 70%,
with premium savings of 30% being
common. Consumers also benefit from
changes to their driving skills, which
can help reduce the number of accidents
and avoid injuries from the outset.

Complementary services can also cre-
ate additional benefits. For example, in-
car devices can be used to unlock doors,
perform vehicle diagnostics and alert
customers to vehicle problems.As well,
it is possible to provide driver feedback.

Telematics provides tremendous ben-
efits for all mainstream drivers, with
enhanced opportunities for many unique
driver segments.

WHAT ROLE WILL IBAO PLAY?
The IBAO/Quindell partnership repre-
sents the first in which a broker associ-
ation has committed to purchasing a
full solution on behalf of its members.
The black boxes, network and data
management services, and call centre
support and activity will all be clearly
customer-centric and broker-driven.

The partnership also represents a clear
focus on respecting consumer prefer-

ences for data privacy and portability —
in that the driver data is owned by the
driver, not the insurance company.This
means that if a driver chooses to switch
insurers, the driving data moves with
the driver to the new insurer.As a result,
the new insurer can use that previous
driving data to develop appropriate
rates, not start over without that data.

Solutions in other countries, particu-
larly in the United States, have focussed

almost entirely on the concept of UBI,
applying a discount for sign-up, or a
discount based on collecting data for a
set timeframe. Many other capabilities
are also inherent in the IBAO model.

The IBAO, through its wholly owned
subsidiary Independent Broker Resources
Inc. (IBRI), will work in conjunction
with multiple insurance carriers, both
large and small, including those that
could not operate a program themselves
because of market or size constraints.
The broker will be able to offer drivers
the option of telematics-based solutions
— or non-telematics-based solutions
— underwritten by several insurers that
will provide variety in both price and
service offerings.

This means that if one insurer is of-
fering a mileage-based solution while
another is offering a time-of-use solu-
tion, the broker can match customer
needs to those individual offerings.

WHAT ROLE WILL QUINDELL PLAY? 
Quindell Solutions has partnered with
the IBAO through IBRI to provide the
in-car devices and also to co-ordinate
the network services, including data
collection, broker presentation portals
and communications to drivers. Quin-
dell will work with the IBAO to deliver
a best-in-class value proposition and

experience for consumers, and will
work with insurers to broaden their of-
ferings to maximize benefits for cus-
tomers and carriers.

In the U.K., insurers are using Quin-
dell technology to offer programs for
young drivers, seniors and other target
segments. After the European Court of
Justice enacted guidelines to prohibit
gender from being used in young driver
rates, rates for female drivers soared.

As a result, insurethebox used telem-
atics to launch a new program called
“Drive like a girl.” Participants saw rate
reductions after three months using a
variety of rating variables.

In a bid to counter the negative effects
of driving while fatigued, including any
associated claims, one innovative idea
is to grant drivers who travel less than
2.5 hours at a time — or who travel 2.5
hours, then take a 20-minute break —
with a larger discount. That allows
consumers to govern their behaviour
accordingly if they wish to be safer and
also receive the larger discount.

WHAT IS THE PLAN FOR CANADA? 
With IBAO’s planned launch of telem-
atics in 2013, brokers will be signing
up and receiving in-car devices to offer
to customers. Participation levels are
difficult to predict as is the extent of the
behavioural-based insurance offerings.

It is likely that insurers will walk be-
fore they run, but the recent announce-
ment of a Canadian launch of ingenie
is expected to put some pressure on
early adoption by mainstream carriers.

IBAO and IBRI are hopeful that to-
gether they can form a partnership with
ingenie that embraces their knowledge
and the strength of broker distribution.

Likely targets will be young drivers
under 25, who stand to gain the most
from good-driver, safe-driver education
and discounts. But low-mileage drivers
and seniors can expect to see products
and pricing geared to their needs.

In addition, it is probable that through
its brokers, insurers will embrace value-
added services such as using auto di-
agnostics in the near future — both to
differentiate themselves and to extend
the value of telematics.

This means that if one insurer
is offering a mileage-based 
solution while another is 
offering a time-of-use solution,
the broker can match 
customer needs to both 
those individual offerings.
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vices Commission of Ontario (FSCO) the power
to set a rate reduction target by regulation and
compel insurers to refile to achieve this target.
The legislation also expands FSCO’s enforce-
ment authority and grants it the power to license
health clinics.

All through this process, the Insurance Brokers
Association of Ontario (IBAO) has cautioned
that rate reductions will take time and must be
achieved in a responsible fashion.The rhetoric
in government press releases, in IBAO’s view,
unrealistically raised the public’s expectation for
across-the-board reductions.

The IBAO wants lower rates for consumers, but
representatives continue to believe a 15% premium
reduction is aggressive and can only be achieved
once the key recommendations of the Auto In-
surance Anti-Fraud Task Force are implemented.
Mandated reductions without identified cost
savings could end up making things worse for
consumers as insurers may exit certain segments
of the market where they are losing money.

The IBAO was expecting to see progress made
in identifying cost savings when the provincial
government recently announced its next steps.
The announcement did include a specific time-
line for the promised rate reduction — 8% on
average is the targeted reduction for the first
year ending August 15, 2014 and 7% further by

There is plenty going on 
with Ontario auto insurance,
including what some regard
as the aggressive pledge by 
the government to reduce
premiums an average of 15%
over the next two years. But
does this preoccupation 
with speed and mandated
reductions produce unrealistic
expectations and threaten to,
ultimately, make things worse
for consumers?
What’s going on in Ontario auto insurance?
More than one may think.

On August 23, Ontario finance minister
Charles Sousa announced details of the govern-
ment’s plan to lower auto insurance rates by
15% on average. The provincial government
initially committed to this target over an un-
specified period of time as part of its deal with
the New Democratic Party to pass the minority
Liberals’ 2013 budget.

Budget legislation that passed in June 2013
gave the Superintendent of the Financial Ser-
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August 15, 2015. In addition, insurers
are expected to refile for a 3% to 5%
reduction by January 2014.The govern-
ment believes that this reduction exists
in the system arising from the last set
of reforms.

What the government announcement
did not include was progress on licens-
ing health clinics, regulating the towing
industry and implementing a new cat-
astrophic definition. Without progress
on these fronts, the two-year timeline
for the 15% reduction looks even more
challenging. Government representatives
have said the government remains com-
mitted to moving forward with anti-
fraud task force recommendations, such
as the licensing of health clinics.

But the IBAO is increasingly con-
cerned the promised changes will not
occur in time to coincide with expected
premium reductions.

While the two-year timeline an-
nouncement was highlighted in the
media, what went largely unreported was
a detailed policy statement by Sousa to
FSCO published in the August 24, 2013
edition of the Ontario Gazette.The minis-
ter has the power to issue such policy
statements, which FSCO “shall have re-
gard to” in making decisions.

Of note to the IBAO is that FSCO is di-
rected to study whether or not insurers
are in compliance with the prohibition
of credit scoring in auto insurance and
to study the mandatory collision-report-
ing threshold under Ontario’s Highway
Traffic Act. On the first item, the IBAO has
raised concerns that credit scoring on
home insurance may be subverting the
credit ban on auto insurance given that
the two products are often sold together
with a discount; on the second, the
IBAO has suggested that reporting a col-
lision under an increased threshold for
minor accidents should not be counted
against a driver if that driver does not
make a claim. The current threshold is
$1,000, a figure that has not been ad-
justed in many years.

The policy statement also encourages
FSCO to implement usage-based insur-
ance, to look at the fairness of the terri-
torial rating system and to explore ways
to treat first-time drivers “fairly.”

With regard to the latter point, the
IBAO believes the “First Chance” system
in New Brunswick — which gives new
drivers the benefit of the doubt and
lower initial premiums — is worthy of
exploration for Ontario. Only if a new
driver is convicted of a traffic offence
or is involved in a collision would his or
her rating revert back to the customary
low rating of a new driver.

DISPUTE RESOLUTION REVIEW
As part of the August 23 announcement,
Sousa reported that the Honourable J.
Douglas Cunningham, former associate
chief justice of Ontario’s Superior Court
of Justice, would conduct a review of
the province’s auto insurance dispute
resolution (DR) system. A well-func-

tioning auto insurance DR system is of
important interest to the IBAO as it di-
rectly affects the 6 million customers who
our brokers represent. Broker customers
are entitled to timely access to benefits
they have purchased.

If there is a dispute between a cus-
tomer and company in Ontario, either
party must first go to mandatory medi-
ation, followed by arbitration, and then
the courts if either party is still not sat-
isfied. Both arbitration and mediation
are administered by and reside at FSCO.
By law, either party is entitled to have
mediation within 60 days of applying.

Figures from FSCO show that between
2007 and 2011, applications for medi-

ation soared by 155%, from 14,281 to
36,496. This extraordinary increase
resulted in a backlog that grew more
than 1,000% from 2,496 cases in 2007
to 29,305 in 2011. By 2011, Ontario’s
Auditor General in his 2011 Annual Report
noted that mediation resolutions were
taking as long as 12 months.

FSCO responded by taking remedial
action to reduce and eventually elimi-
nate the mediation backlog, something
that was achieved this past August.

Despite that progress, applications for
arbitration have skyrocketed during
this period. In 2012-2013, 10,510 ap-
plications for arbitration were received,
a 151% increase from 2010-2011,
FSCO reports. The spike in applications
seemed to coincide with the new set of
auto insurance reforms that took effect
September 1, 2010, which focused on
tightening rules to fight the abuse of
accident benefits (AB), claims for which
had soared in the prior few years.

Clearly, Ontario’s auto insurance DR
system is failing when it cannot provide
timely access to dispute resolution, a
purpose for which it was originally de-
signed. It is also incredibly expensive
to sustain such a lengthy complicated
process. And as everyone is well-aware,
all Ontario drivers are paying for this
through increased premiums.

That is why the IBAO welcomes this
long-overdue review, not only so brokers
can meet their responsibilities to help
customers get the benefits they need,
but also, hopefully, to reduce the over-
all cost of the system.

It is anticipated Justice Cunningham
will deliver an interim report to Sousa
in October, with a final report to follow
in February 2014.The interim report is
expected to include recommendations
related to whether or not mediation
should continue to be mandatory for all
Ontario automobile insurance disputes,
and what is the best approach to deliv-
ering that service.

As one can see, there are many mov-
ing parts that need to be addressed and
there is no single solution to a better-
functioning system.That said, responsi-
ble change needs to be the driving fac-
tor in order to succeed.

Decrease(Oct13)_AS_GM.qxp  10/7/13  5:35 PM  Page 30



At CARST AR we understand t hat cars are more t han just metal; t hey are our best fr iends and our wor khorses. They are our secur ity and our freedom. Our cars pr ove t o us t hat somet imes l ife isn’t about t he dest inat ion, but t he jour ney.
W het her it’s taking your baby home fr om t he hospital f or t he f irst t ime, a r oad tr ip wit h fr iends or an inspir ing dr ive wit h a special someone; CARST AR understands t he re lat ionship t hat people have wit h t heir cars and t hat when somet hing happens t o t hem, somet hing happens t o us.

Join t he CARST AR community on Facebook and  
Twitter and share wit h us how you #lovet hejour ney.

@carstarcanada

CARSTARAutomotiveCanada



lion in 2011. It is expected “core performance
will continue to benefit from profitability ini-
tiatives and the industry will maintain its strong
risk-adjusted capitalization.”

Nonetheless, there are challenges. For example,
in Ontario, while reforms to the auto insurance
regulatory environment in 2010 and rate in-
creases have offset rising claims costs to an ex-
tent, the province has also seen a deteriorating
loss ratio in auto liability.There are also concerns
around auto with respect to the Ontario govern-
ment’s promise to reduce insurance rates by an
average of 15% over the next two years.

“Although there is no mandate for an across-
the-board rate cut, A.M. Best remains concerned
about implementation and whether this is the
most efficient industry solution, particularly in
light of ongoing issues such as: combatting fraud,
defining catastrophic impairment and reducing
the backlog of claims in mediation,” the report
says. “Essentially, significant premium reductions
without additional reforms under the current
system may not be sustainable and may expose the
P/C industry to significant capital risk.”

Going forward, changing regulatory require-
ments, the “appropriate development and utiliza-
tion” of telematics technology for auto insurance,
and predictive modelling for risk management
will be key issues for the Canadian P&C industry.

Canada’s insurance industry 
is stable, but challenges
remain. Consider the ongoing
effect of low interest rates,
regulatory demands, Ontario
auto and, of course,
developing technologies.
Toronto again played host to A.M. Best Company’s
2013 Insurance Market Briefing - Canada on
September 11 in Toronto. Attendees were pro-
vided both a look back and a look forward as
leading A.M. Best rating analysts discussed the
impact of economic conditions and rating trends
on insurers in the property/casualty, life and rein-
surance segments of Canada’s insurance industry.

OUTLOOK STABLE FOR CANADIAN P&C
The Canadian property and casualty insurance
industry is recording solid performance, despite
several ongoing challenges, says an A.M Best re-
port released in advance of its Canadian briefing.

Last year was the fourth consecutive year that
combined ratio improved and net premiums
written increased, notes Best’s Special Report:Canada
Property/Casualty & Life. Net underwriting income
in 2012 was $1.5 billion compared to $474 mil-
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UNDERWRITING DISCIPLINE KEY
Underwriting discipline is keeping the
outlook for the reinsurance market sta-
ble, in the face of downward pressure
on pricing and continuing low interest
rate challenges, said Scott Mangan, a fi-
nancial analyst for Caribbean and rein-
surance ratings at A.M. Best. Overall,
Mangan told attendees, the reinsurance
market in Canada is well-capitalized.

On a five-year basis, the reinsurance
market has had an average combined
ratio of 95.4%, he reported, adding the
Canadian reinsurance market margin-
ally outperforms its global counterpart.

Although most reinsurers in Canada
remain well-positioned to take on a
“mega-cat” event — that being a loss of
$100 billion or more — like reinsurers
elsewhere, they are still contending with
low interest rates that continue to be a
challenge on a global scale, Mangan said.

That has been one driver of capital
markets entering the reinsurance sector,
he noted, citing catastrophe bonds and
sidecars as the main vehicles being used.

He suggested, however, that a spike in
interest rates does present a risk for the
industry. Still, “we believe that reinsur-
ers are well-positioned to handle that if
that were to occur.”

Another risk is continued downward
pressure on pricing, which could squeeze
underwriting margins, Mangan said.
“Underwriting discipline has been a
very important factor,” he explained.
“As you see capacity increasing, pricing
is... being pressured.”

Looking to January 1 renewals, he said
there could be potentially more focus on
terms and conditions than on pricing.

Overall, Mangan said, A.M. Best’s rat-
ings outlook for the reinsurance sector
is stable. “It’s underwriting discipline that
is the anchor for the reinsurance market,
and if that were to slide, certainly we
could see some changes on that regard.”

CONSOLIDATION AS ADVANTAGE
Vast consolidation within Canada’s
property and casualty industry on the
carrier side has created some large or-
ganizations with a wealth of data that
could offer a competitive advantage, said

Greg Williams, managing senior finan-
cial analyst in A.M Best Company’s
property/casualty rating division.

Williams told briefing attendees that
the Top 10 p&c companies in 2007 ac-
counted for about 58% of direct premi-
ums written, around 68% in 2011 and
approximately 73% now. “That gives
them access to a considerable wealth of
data that they can use and most likely —
if they have the systems to support it
and integrate the data — will have the
ability to create competitive advantages
in terms of the data capabilities and
pricing segmentations,” he said.

“The leveraging of technology, the scale
and the efficiency is going to have some
implications on the other carriers,” said
Williams. “Conversely, there are also some

opportunities, probably in the niche mar-
kets, under certain markets,” he added.

Williams’s comments reflect the out-
look in the special report released before
the briefing.“In the coming year, insur-
ance companies will continue to face
challenges of finding alternative uses of
capital and trying to remain competi-
tive through gains in market share.
Mergers, acquisitions and consolidation
will continue to be instrumental in
meeting those challenges and shaping
the direction of the Canadian P/C insur-
ance industry,” the report states.

“These consolidations not only will
test companies’ abilities to maintain
strong customer relationships, but as
these entities grow larger, more com-
plex and perhaps dominant in a seg-
ment, they also will test the limits of
market share and integration.”

During the briefing, Williams noted
that consolidation continues not only at
the carrier level, but also at the broker

level. “Obviously, that creates flux in the
competitive environment,” he said.

“Just like companies are concerned
about diversification, brokers are con-
cerned about diversification,” he said.
“It’ll be interesting to see how this shapes
up as technology and data really become
the lifeline of auto, especially as it turns
more into a commodity product.”

Williams said there were no rating
downgrades in 2012 through June 2013,
reporting that about 85% of rating up-
grades were through affirmations. The
remaining were upward rate movements,
the majority of which were “driven by
consolidations,” he said.

COMBINED RATIO TO CLIMB SLIGHTLY
The combined ratio for property and ca-
sualty insurers in Canada could climb to
about 100.0% by the end of the year,
depending on catastrophe activity in the
fourth quarter, A.M. Best reports.

As has been the case for some time, On-
tario auto insurance continues to be of
significant interest, particularly since the
provincial government has mandated cut-
ting premiums an average of 15% over
the next two years. “(The) major impact
for us specifically will be Ontario auto,”
Karen Higgins, vice president of finance
for Co-operators General Insurance Com-
pany, reported in a video released by A.M.
Best following the Canadian briefing.

“We have for the most part priced in, or
will by the end of 2013, the require-
ments of the proposed Ontario reform.”

Canada’s lack of a public-private flood
insurance program also proved a hot
topic, churned up once again by devastat-
ing and expensive flood events in south-
ern Alberta and in and around Toronto.

There is no hard date when or if such
a program will be created, but the federal
and some provincial governments are
looking at mitigation plans and investing
in infrastructure, Craig Harris, lead free-
lance writer for Canadian Underwriter, noted
in the video.That said, developing flood
risk maps, investing in infrastructure and
imposing building restrictions in high-
risk flood zones areas are all likely to be
necessary for a flood insurance program
to move forward, Harris added.

Williams said that just like
companies are concerned
about diversification, 
brokers are concerned 
about diversification. “It’ll 
be interesting to see how 
this shapes up.”
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Consumers in Canada have shown some reluctance to 
embrace telematics and surveillance-like technology in their 

vehicles. In today’s age of big and meta data, clandestine 
electronic eavesdropping by government agencies and juicy 

revelations of whistleblowers, insurance companies may have 
to rethink their approach to privacy — if they want customers 

to buy in. Information is the new currency in rating and 
underwriting, but the price for entry may be greater 

disclosure and transparency.

CRAIG HARRIS

Privacy Pause



	  While usage-based insurance (UBI) has 
taken off in several countries, the acceptance of telematics in Canada has been 
tepid at best. Some insurers, such as Desjardins General Insurance Group through 
its Ajusto product, have found a way to bring UBI to market; more companies are 
content to conduct research and tire kick concepts. 

One of the main reasons for the slow adoption rate here is consumer privacy. 
Many are raising alarm bells, or at least waving caution flags, about the intrusive 
nature of this technology. Articles on the subject in mainstream media invariably 
use the term “big brother” to invoke Orwellian fears of constant surveillance. 

Case in point was an article that appeared in The Globe and Mail August 29. “Our 
private lives began evaporating with the introduction of the mobile phone and 
now car manufacturers and insurance companies are coming for what’s left,” 
wrote Andrew Clark in a column, Big Brother is Behind the Wheel. “They call it 
‘telematics’ — a fancy word for spying.” 

It is not just media naysayers, but lawyers, consumer advocates and, increas-
ingly, insurance brokers, calling for better and clearer rules on the use of tele-
matics. The Insurance Brokers Association of Canada (IBAC) recently approved 
a “Telematics Principles” position paper for insurance companies that exam-
ines implications for consumer protection. In it, IBAC stakes out its position: 
“Changes in technology must not be allowed to impair consumers’ fundamental 
rights to control, privacy and choice.”
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is protected. Unlike other offerings that 
are in the market today, the consumer 
is in control of how they share the data 
and with whom,” the statement adds.

Desjardins Insurance is the only in-
surer with a UBI offering approved by 
regulators in Ontario and Quebec. Its 
Ajusto product (and IntelAuto for cus-

tomers of its subsidiary, The Personal) 
was launched in May, which coincided 
with widespread news of the U.S. Na-
tional Security Agency’s (NSA) warrant-
less surveillance program, as well as 
similar electronic eavesdropping initia-
tives in other countries, including Can-
ada. Desjardins spokesperson Joe Daly 
reports that the program already has 
30,000 UBI customers. 

UBI could veer into the 
use of lifestyle rating 
factors. “Consumer 

protection needs to be 
front and centre when 
it comes to telematics 

and, from a regulatory 
point of view, we can’t 

let protection be 
overlooked as we move 

forward in the new 
world of underwriting,” 

argues IBAO’s  
Randy Carroll. 

NEED FOR CLEAR PROCESS, RULES
Brenda Rose, chair of IBAC’s technology 
committee, says the association is not 
against telematics, but rather wants to 
have transparent principles in place for 
its role in UBI. “In the Canadian market-
place, more and more insurers are look-
ing at telematics and UBI,” Rose notes. 

“We issued the paper because we 
want to have clear processes and rules 
in place before we get too far into this. 
It is a competitive marketplace and com-
panies are looking for any edge they 
can get. They will be introducing these 
products and we want to be clear what 
the rules are for consumer protection,” 
she explains.

Randy Carroll, chief executive officer 
of the Insurance Brokers Association of 
Ontario (IBAO) in Toronto, suggests 
that UBI could veer into the use of life-
style rating factors, which is prohibited 
in Ontario. 

“Consumer protection needs to be 
front and centre when it comes to tele-
matics and, from a regulatory point of 
view, we can’t let protection be over-
looked as we move forward in the new 
world of underwriting,” Carroll com-
ments. “If an insurer needs to gather 
data like speed, kilometres driven, brak-
ing and cornering to rate a policy, then 
that is the only data (it) should get from 
the consumer,” he emphasizes.

Carroll notes the principles outlined 
in IBAC’s paper were used by IBAO’s 
wholly owned subsidiary, Independent 
Broker Resources Inc. (IBRI), when it 
announced in mid-September a part-
nership with United Kingdom-based 
Quindell Portfolio PLC to offer telemat-
ics in Canada. The exclusive five-year 
agreement will involve Quindell pro-
viding the technology and IBRI manag-
ing the launch of IBAO’s telematics ini-
tiatives to its membership base of about 
12,000 brokers. 

“IBRI and Quindell’s partnership will 
be unique as their telematics model is 
focused on consumer protection and 
data privacy,” notes a press release from 
IBAO. “With IBRI and Quindell’s tele-
matics product, consumers will truly 
own their own data and their privacy 

“We see much greater acceptance and 
use of usage-based insurance once con-
sumers better understand the benefits 
and safeguards,” Daly notes. “We think 
the privacy concerns are overblown, 
particularly with all the information 
people now make available through 
cellphone usage and social networks, 
such as Facebook.”

Daly points out that an internal review 
of the Ajusto program was done to en-
sure it is in compliance with all privacy 
legislation, including addressing issues 
of consent, usage of information and 
security of data. “Our clients’ privacy is 
extremely important to us,” he says. “We 
have a very transparent approach with 
the customers, with our terms and con-
ditions available on the website and on 
paper in the box containing the device.”  

Privacy regulators have publicly stated 
the product is in compliance with rel-
evant legislation and have even lauded 
Desjardins’ transparent approach. “We 
should applaud companies that are of-
fering innovative programs for their 
customers that are highly respectful 
of privacy and this one is extremely,” 
Ann Cavoukian, Ontario’s information 
and privacy commissioner, told the  
Ottawa Citizen. 

In an interview, Michelle Chibba, di-
rector of policy and special projects at 
the Office of the Information and Pri-
vacy Commissioner of Ontario, says the 
telematics program offered by Desjar-
dins passes the privacy test for two rea-
sons. “First, the program is voluntary 
and within the control of the individual 
to make an educated decision,” Chibba 
notes. “The second reason is that the 
contract is transparent and the privacy 
issues are outlined upfront. The contract 
clearly defines how the data will be col-
lected and what it will be used for.”

CONCERNS OVER DISCLOSURE
Nevertheless, some consumer advocates 
and lawyers say the technology and pro-
cesses behind UBI are not necessarily or 
thoroughly benign. “One of my main 
concerns is that the information people 
share about their driving behaviour can 
be disclosed to third parties, includ-
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above, is reasonable and is authorized 
under PIPA (Personal Information Protection 
Act),” Denham stated.

“So the use of telematics, within 
reason, is permissible and reconcil-
able with Canadian privacy law,” notes 
Power. “However, there is not a lot  
of specific guidance as to how best to  
use telematics.”

INFORMATION CONSIDERED 
TO BE PERSONAL
It is the “how” of private insurer 
telematics usage that concerns brokers. 
For example, one of the issues raised by 
IBAC is consumer access to, and control 
over, personal information. “Consumers 
have the right to challenge the veracity 
of information collected about them-
selves and must be provided the op-

ing law enforcement, plaintiff lawyers, 
Crown attorneys, and so on,” says John 
Lawford, executive director and general 
counsel with the Public Interest Advo-
cacy Centre (PIAC) in Ottawa.   

“If it is a criminal matter, it can cer-
tainly be disclosed, but if it is a civil 
case, lawyers won’t have too far to dig 
to get this information as part of litiga-
tion. It will be up to the judge, not the 
insurance company, to determine if it is 
producible evidence,” Lawford says.   

“In privacy legislation, it is not always 
the rules, but the exceptions,” com-
ments Michael Power, a Toronto-based 
lawyer who is an expert on privacy 
law. “There are always certain excep-
tions that can involve the disclosure of 
personal information. These can be to 
law enforcement agencies, investigative 
bodies, but they can also involve rules 
of procedure in civil litigation, in terms 
of what is admitted as evidence. Privacy 
laws were not designed to infringe on 
things like rules of civil procedure,” 
Power explains. 

While no specific case law on private 
insurer use of UBI exists in Canada, 
there have been some findings from 
privacy commissioners at both the fed-
eral and provincial levels on employer-
employee use of telematics. 

Power notes that two findings from 
the Office of the Privacy Commissioner 
in Canada, one in 2006 (involving a 
telecommunications company) and one 
in 2009 (involving a municipality), es-
sentially reached the same conclusion: 
that using a device such as a GPS to track 
a vehicle is not overly privacy invasive; 
however, routinely evaluating worker 
performance based on assumptions 
drawn from GPS information impinges 
on individual privacy. 

A similar conclusion was drawn by 
Elizabeth Denham, British Columbia’s 
information and privacy commissioner, 
in a December 2012 decision involving 
Schindler Elevator Corporation, which 
installed telematics equipment in its 
company vehicles. “I am persuaded 
that Schindler’s collection and use of 
employee personal information for the 
purposes, and in the manner described 

portunity to correct or stop the collec-
tion of information at any time,” notes 
IBAC’s telematics principles paper.

“The data collected from telematics 
programs is considered personal infor-
mation,” Rose says. “Consumers should 
still have a right to access it, control it 
and they should be able to take it to 
a different insurance company. How, 
exactly, insurance companies develop 
their rules and contract around this will 
be the test,” she suggests.

Carroll observes that there are oth-
er models of information sharing in 
the insurance industry that should be 
followed by any telematics solution. 
“Consumers need to own their data, 
have access to it, and it needs to be 
portable,” he says. “(This is) no dif-
ferent than how motor vehicle records 
(MVRs) are handled today; the same 
system needs to be implemented when 
it comes to telematics.”

In an IBAO newsletter, Carroll cited 
a June 2013 client alert from U.K. law 
firm Morrison & Foerster that outlined 
guiding principles for insurers on the 
use of telematics. That paper analyzed 
data protection, policy terms and condi-
tion and policy management, encourag-
ing insurers to consider key legal issues, 
such as third-party provider service 
arrangements, regulatory compliance, 
customer policies, promotions and mar-
keting and claims management. 

It also noted the Association of Brit-
ish Insurers (ABI) has issued a guide 
to “ensure that insurers providing tele-
matics-based policies treat customers 
fairly and protect their data.”

Daly says that Desjardins’ Ajusto pro-
gram collects information about the car, 
not necessarily the driver. “It is impor-
tant to understand that all of the infor-
mation collected is at the vehicle level, 
meaning that it is not possible to distin-
guish individual driving behaviour,” he 
says. “For example, the device derives 
the total kilometres the vehicle is driv-
en, not the kilometres driven by each 
individual driver.”

The product will only be used to of-
fer consumer discounts — a provision 
that the Financial Services Commission 

Desjardins’ Joe Daly 
notes that the insurer’s 

program collects 
information about the 
car, not necessarily the 
driver. “It is important 

to understand that 
all of the information 

collected is at the 
vehicle level, meaning 
that it is not possible to 
distinguish individual 

driving behaviour.”
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Quindell soluti ons are helping to stamp down the costs of claims, leading to more 
aff ordable premiums for consumers, and transforming their relati onship with 
their carrier into one that is interacti ve and rewarding. 

Ladies and Gentlemen, start your engines.
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BIG QUESTIONS, BIG ANSWERS
Privacy concerns around UBI extend 
to the world of “big data,” particularly 
if the information collected is aggre-
gated, repurposed and sold or shared 
to third parties. In its telematics guid-
ance paper, Morrison & Foerster stated: 
“Given the explosion of ‘big data’ ana-

lytics, the more extensive and varied 
data that can be collected via a telemat-
ics device, the more potentially valu-
able that data will be to insurers and 
third parties and the more complex 
compliance issues may be.”

The sharing of data,  
even if it is 

“anonymized,” 
represents a potential 

stumbling block for 
any UBI product. One 

concern is that insurers 
“look at all this luscious 
data and say, ‘Wouldn’t 

it be great if we used it 
for targeted marketing 

or reselling to third 
parties,’” says Michelle 

Chibba of Ontario’s 
Office of the Privacy 

Commissioner.
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of Ontario (FSCO) required before ap-
proving the program, Daly reports. 
“Your premium won’t go up because of 
the data collected on driving habits for 
your vehicle,” he says. 

“At renewal, your premium will be 
calculated as usual, based on the usual 
insurance rules. If your situation chang-
es, a number of factors can raise your 
premium (if you have an accident dur-
ing the year, for example) or lower it (if 
you move closer to your place of work, 
for example), but any increase in premi-
um will be completely unrelated to the 
Ajusto/Intelauto program,” Daly notes.

Lawford says that he is skeptical about 
insurer promises that they will not use 
the data for future purposes. “I can’t be-
lieve that the insurance company will 
simply ignore this information,” he ob-
serves. “They collect the information, 
but they may not tell you what they are 
going to do with it down the road.”

There are other potential scenarios 
that Lawford cites as potential concerns 
with telematics, including disagree-
ments with insurers about data inter-
pretation/algorithms, a gradual move 
to mandatory installations or even pos-
sible discrimination of people based on 
where they drive. 

“What happens if I drive to work 
back and forth along my usual route, 
but the insurer thinks this is not a good 
area of the city?” he asks. “Will we see 
behavioural pricing for auto insurance 
reinforcing social stereotypes of where 
people live, where they drive?”

Others say it will be consumers who 
ultimately weigh the cost-benefit ratio 
of UBI products. “Telematics is surveil-
lance technology, no doubt,” says Power. 

“The real question is the level of ac-
ceptance by consumers of this technol-
ogy. Does a lower premium represent 
enough of a benefit for consumers? 
Does that really demonstrate enough 
value? I think privacy-conscious con-
sumers would expect more from that 
deal in how that information is col-
lected, used and disclosed, in terms of 
transparency and even the level of con-
trol they have over that information,” 
he adds.

The sharing of data, even if it is “ano-
nymized,” represents a potential stum-
bling block for any UBI product. 

“One concern we have when organi-
zations collect and have all this data is 
what we call ‘function creep,’” Chibba 
says. “They look at all this luscious data 
and say, ‘Wouldn’t it be great if we used 
it for targeted marketing or reselling 
to third parties.’ That is where there 
would be a problem from our end,” 
she notes.

“I always say when it comes to pri-
vacy, there is a deal,” says Power. “The 
deal is that consumers agree to share 
personal information and receive a 
benefit. The sharing of that informa-
tion is related to a specific purpose. If 
that purpose is altered or revised for 
any reason, that is when you get into 
trouble,” he adds.

For insurance brokers, the role of big 
data in telematics and other offerings 
often poses more questions than an-
swers. “The problem is we don’t know 
what is possible when it comes to data 
collection and usage,” Rose says. “What 
you couldn’t do six months ago, some-
one has figured out how to do today. 
The challenge is in creating the rules to 
protect consumers when we don’t even 
know what the game is. It is a moving 
target, especially if you look at data ag-
gregation,” she suggests.

Desjardins states on its Ajusto web-
site that “Collected Data” — vehicle 
location, time, device disconnections/
re-connections, VIN — from the UBI 
product are subject to specific condi-
tions. The company offers the follow-
ing assurances: “We will not use the 
Collected Data to cancel your policy, 
surcharge your premium or decline 
your policy renewal. We will not sell 
Collected Data to any third parties. 
We will not use Collected Data to your 
prejudice regarding an insurance claim 
you have with us or in any claim that is 
brought against you.”

However, Desjardins also has an agree-
ment with iMetrik Solutions, a wireless 
solutions provider, which anonymizes 
this data. “IMetrik can only aggregate 
this anonymized data and provide third 
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parties with general information that 
cannot be linked to a specific vehicle 
(for example, aggregated traffic vol-
umes),” the insurer states.

Daly confirms that iMetrik can share 
data with third parties, including but 
not limited to municipalities and pub-
lic safety groups. “Since the program is 
still quite new, it’s difficult to anticipate 
all of the potential uses for this type of 
anonymized, aggregated data,” notes a 
statement from Desjardins.

Lawford suggests it is precisely this 
kind of information that may be of in-
terest to a wide range of organizations, 
such as government agencies, police 
and even marketing firms. “Marketers 
are quite interested in this repackaged 
information for things like behaviour 
targeting and location-based ad deliv-
ery,” he says. “Consumers may not want 
to be supporting another revenue stream 
for insurers and their service providers, 
especially considering it is their infor-
mation that is being repackaged.”  

In the brave new world of informa-
tion sharing, others have expressed con-
cern about how truly “anonymized” or 
de-identified personal data can be. In 
particular, data from one source may 
be made anonymous, but when paired 
with other existing data sets, it becomes 
possible to re-identify that data.

“What does the company really mean 
when it says it has de-identified the 
data?” Rebecca Herold, a senior con-
sultant with Cutter Consortium, based 
in Arlington, Massachusetts, asks in a 

recent paper.  “This is a very fuzzy, sub-
jective term. Is such de-identification 
really removing the ability to point to 
specific individuals?”

NEED FOR LEGISLATIVE CHANGE
These and other concerns around big 
data prompted the Office of the Privacy 
Commissioner of Canada to release a 
position paper in May 2013 calling for 
substantial changes to the Personal Infor-
mation Protection and Electronic Documents Act. 
“As the environment evolves, the risks 
to privacy continue to grow,” the paper 
notes. “Organizations are using per-
sonal information in ways previously 
unimaginable. While many of these new 
uses will have the potential to benefit 
individuals and society, there are risks 
that personal information may be used 
in ways that are highly intrusive and 
offend our sense of privacy.”

While any wholesale legislative 
changes will likely take years, Chibba 
observes that companies continue to 
have an obligation to their customers, 
no matter what technology is used. “We 
say that the ownership of data resides 
with the individual, and the organiza-
tion is the custodian of that data,” she 
notes. “In that sense, the organization 
has responsibility for its practices and 
for its technology.”

That “custodian” role may be expand-
ed as insurers look at other functions and 
uses associated with telematics. “Further 
down the road, we anticipate that Ca-
nadian providers will bundle other ser-

vices such as roadside/emergency as-
sistance with their telematics programs 
— similar to what’s now happening in 
the U.S. and Europe,” Daly predicts. “As 
cars get safer with collision-avoidance 
systems and better connected through 
telematics, the impact on the auto in-
surance industry will be significant.”

How insurers collect information, 
and how transparent they are with the 
use and aggregation of that data, will 
be tested by consumers and regulators 
alike when it comes to telematics and 
big data. 

“As devices like telematics become 
standard equipment in automobiles, 
consumer protection will need to 
evolve and keep pace with the tech-
nology it brings,” Carroll says. “Con-
sumers will become more comfortable 
with sharing data over the next few 
years; we just need to be smart enough 
not to abuse it. We have witnessed how 
some industry players abused the use 
of consumers’ credit information and 
we need to learn from those mistakes 
and not repeat history in the telematics 
space,” he cautions.

Rose says she has not heard direct 
feedback to the IBAC telematics princi-
ples paper from insurance companies, 
but is planning to meet with executives 
about potential UBI offerings in the 
near future. “We have initially focused 
on telematics because we know how 
big that box might be,” she concludes. 
“But stay tuned for big data and predic-
tive analytics.” 
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“The problem is we don’t know what is possible when it comes 
to data collection and usage,” says Brenda Rose of IBAC’s 

technology committee. “What you couldn’t do six months ago, 
someone has figured out how to do today. The challenge is in 
creating the rules to protect consumers when we don’t even 

know what the game is. It is a moving target.”



Straight forward

Quoting made simple
Available this fall

877-BROVADABROVADA.COM/QUOTING

'Once and Done' workflow 
Competitively priced

Innovative design

Brovada Quoting

C

M

Y

CM

MY

CY

CMY

K

brovada_ad_oct2013B.pdf   1   2013-10-03   3:48 PM

www.brovada.com/quoting


While all are different events, they each share
commonalities. Each event was a national tragedy
that resulted in previously unseen losses to the
Canadian insurance industry.

The existence of these perils was by no means
a surprise to the insurance industry. However, the
magnitude of loss from these events was not
generally contemplated in companies’ disaster
scenarios. In each of the aforementioned cases,
the natural hazards were largely non-modelled
perils at the time of the event.

Despite not being modelled, there is little
doubt that the perils of severe winter storm,
wildfire and flood were contemplated by insur-
ers before these catastrophic events occurred.
• The Quebec ice storm represented a previously

unimaginable extreme for the peril of winter
storms, but the hazards of living in a northern
climate are well-known to the industry.

• As regards wildfire, across Canada authorities
spend $500 million to $1 billion annually
combatting this peril. Despite the extraordinary
work of the nation’s wildfire suppression
professionals, the effect of suppression on fires
of the scale witnessed in the Okanagan event
is minimal and the hazard to insured property
persists.

Ice storm, wildfire and flood
have all produced costly
events in Canada. It used to
be that accurately modelling
perils such as flood and
wildfire for a country like
Canada was computationally
unfeasible, but today that
computational power exists.
The number of natural hazards that threaten in-
sured risks in Canada is extensive.That said, very
few of these perils have an industry-accepted
catastrophe model.

This raises a number of questions: What mo-
tivates the industry to develop a model for a
specific peril? How much does the insurance
industry’s current demand impact the likelihood
of development of a new catastrophe model?
Which non-modelled peril should be the first to
become modelled in Canada? 

Three recent catastrophic events illustrate these
questions: the 1998 Quebec ice storm, the 2003
Okanagan wildfire, and the 2013 Alberta floods.
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• In terms of flood, Canada has the
world’s most extensive hydrological
network comprising more than 2 mil-
lion lakes and innumerable rivers and
streams. There is a robust history of
flood events causing significant dam-
age to insured property in the country.
So, while there did exist an awareness

of all these perils prior to significant
catastrophic events, they were essentially
treated as “known unknowns” in the
absence of formal models.

In the wake of each of these events,
industry demand for the development
of a formal model to characterize risk to
an insured portfolio was strong, but the
actual response seemingly more lack-
luster. Of the three perils mentioned
previously, only winter storm has re-
ceived specific modelling attention, and
even this was not completed until 2008
(by catastrophe modelling firm RMS).

Given the 10-year period between the
event and the release of the model, it is
difficult to view this response to market

demand for a modelling solution as
enthusiastic. It is, therefore, a fair con-
clusion — given the number of natural
catastrophes that have occurred in Canada
since 1998 and the lack of models that
have been released in response to these
events — that any single catastrophic
occurrence has nominal influence on
the catastrophe models that are subse-
quently developed.

In fairness to the modelling firms, the
development of any catastrophe model
that provides an informed view of the
risk imposed by a given peril is a diffi-
cult undertaking that requires signifi-
cant resources, financial commitment,
extensive research, enormous amounts
of data and computational power.

For companies looking to develop
Canada-specific models, the hurdles of
data and computational processing are
usually among the most challenging.
The lack of available critical geospatial
data sets and historical event informa-
tion can be incredibly frustrating and

can cripple otherwise strong efforts at
model development.

Coping with the sheer scale of Canada
can also never be understated. With a
population rivalling California’s, dis-
persed among an area 24 times larger, it
is understandable that some modelling
firms simply choose to focus their re-
sources elsewhere. However, industry is
starting to see at least some of these ob-
stacles become less daunting for those
looking to build models for Canada.

Just a few years ago, the resolution
required to accurately model a peril such
as flood or wildfire made the task of cre-
ating a model for a country like Canada
computationally unfeasible.

Today, the computational power exists.
However, many of the other challenges
linger, making reacting quickly to sin-
gle events nearly impossible for model
developers.

Of the non-modelled natural perils,
tsunami, wildfire and flood are com-
monly cited as having the highest 

Robin Hylands (right),  National Product Manager, Technology
Dave Alexander, National Professional Liability Manager
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potential to produce large insured and
economic losses in Canada. Following
the 2011 Tohoku (Japan) and the 2004
Indonesian tsunamis, many insurers and
regulatory bodies began focusing on
these perils and made attempts to quan-
tify the exposure that exists in Canada.
The largest risk to the country from
tsunami would be from tectonic activ-
ity along the Pacific Rim, which threat-
ens the Pacific Coast, including the west
coast of Vancouver Island.

The key mitigating factor to tsunami
risk is the low population density in
the most exposed areas; for the City of
Vancouver, tsunami risk is considered
muted because of the shielding effect of
Vancouver Island.

Compared to wildfire or flood, the
risk posed to insured value is considered
to be significantly lower for this peril.
As such, one would expect the tsunami
threat to be a lower industry priority
than the other non-modelled perils.

Wildfire is a peril that has caused two
major losses in the last decade and poses
a significant risk to insured values,
particularly in the interior of British
Columbia and Alberta. The Okanagan
and Slave Lake wildfires illustrate the
difficulty in suppressing the 3% of
wildfires that make up 97% of acreage
consumed by wildfires.

The Wildland Urban Interface (WUI)

is the transition zone between undevel-
oped land and developed communities
— and it is these areas where the risk is
greatest. Efforts such as FireSmart, a
government program that aims to
mitigate the risk by hardening these

WUI communities against wildfire,
have proven to be a cost-effective way
to diminish the danger. However, wide-
spread adoption of these measures has
not been achieved in Canada.

Wildfire will continue to pose a
meaningful threat to communities that
are near the WUI and will continue to
prove a difficult peril to effectively mit-
igate and suppress. As an industry,

wildfire is a hazard that is much more
on the radar for model development.

At the forefront of many insurance in-
dustry professionals’ minds is the peril
of flood. In a nation with such a high
density of rivers and lakes, it should come
as no surprise that it ranks as one of the
country’s most common natural catas-
trophes.The problem is compounded by
the fact that our population centres tend
to cluster around the areas where the
hazard is highest, and is further compli-
cated by the relationship between over-
land flood and sewer back-up cover in
insurance policies.

Should overland flood ever be con-
sidered as an insured peril for home-
owners policies, a viable hazard model
is crucial to assist in underwriting the
risk, quantifying exposures and better
informing reinsurance purchases.

Unfortunately, acknowledging these
challenges with building a natural
hazard model for Canada, it is not fea-
sible to address all of the currently non-
modelled perils concurrently and with
equal immediacy. The choice of which
peril should be the focus of model
builders’ scarce resources is, therefore,
of immense importance to insurers,
as well as to reinsurers, governments,
infrastructure decision-makers and even
policyholders.

With perfect clairvoyance, industry
would pick the next non-modelled peril
to create a significant industry event in
Canada and devote all attention to un-
derstanding it, with the hope of mitigat-
ing and managing the impact. However,
in practice, retrospective tendencies may
prevail.

Regardless, priority will be given to
those non-modelled perils that deliver the
greatest value to the broadest constituency,
while also satisfying whatever incentive
exists for those building the models.

Despite the natural bias to place
greater emphasis on recent cata-
strophic events, it is important to step
back and consider the decision to model
a specific peril — not in the context of
which event caused the latest record-
breaking loss, but which risk is most
likely to be both pervasive and cata-
strophic in the future.

For companies looking to 
develop Canada-specific 
models, the hurdles of data
and computational processing
are usually among the most
challenging. The lack of 
available critical geospatial
data sets and historical event
information can be incredibly
frustrating and can cripple 
otherwise strong efforts at
model development. 
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this topic in 2011. A follow-up poll was con-
ducted in 2012, with funding from TCF, the
Brewers Association of Canada and Aviva Canada.

Each poll included questions about six differ-
ent safety features, including anti-lock braking
systems (ABS), traction control (TC), electronic
stability control (ESC), brake override, brake assist
and electronic brake force distribution (EBFD).

In the 2011 poll, 2,506 Canadians responded
to a survey (about two-thirds online; one-third
by phone) containing 120 items. The national
sample was stratified by province and weighted
according to gender and age to avoid bias and 
to ensure that the sample was representative of
the national population. Based on the sample
size, results are considered accurate within 2%,
19 times out of 20.

The 2012 poll, for its part, involved a subset of
questions about vehicle safety features that were
part of a broader survey involving 903 Canadi-
ans. The results are considered accurate within
3.3%, 19 times out of 20.

Both polls revealed public knowledge of vehi-
cle safety features is low in relation to most
features, with just a few exceptions.The feature
most respondents reported being familiar with
was ABS. Specifically, 71% agreed or strongly
agreed they were familiar with the feature in

Vehicle safety features are
fast becoming standard
equipment on new vehicles.
But does a lack of awareness
of the features, how they work
and what they do threaten to
downgrade their potential as
crash-prevention tools?
There have been rapid advancements in vehicle
safety features in the past decade and these fea-
tures are increasingly becoming standard equip-
ment on new vehicles. Perhaps more important,
the presence of an ever-growing number of
safety features has given rise to discussions about
the effects of these features on road safety gen-
erally, and on auto insurance in particular.

While some proponents suggest the inclusion
of new features will substantially reduce road
crashes, others are less sure.

To better understand public knowledge, atti-
tudes and opinions about safety features — and
how the public interacts with them — the Traf-
fic Injury Research Foundation (TIRF) partnered
with the Toyota Canada Foundation (TCF) to
undertake a national public opinion poll on

60 Canadian Underwriter October 2013

Robyn Robertson 
President and CEO, 
Traffic Injury Research
Foundation

Feature
Players

Vehicle(Oct13)_AS_GM.qxp  10/7/13  5:55 PM  Page 28



Risk Solutions

ASG Print Ad (Can Underwriter).indd   1 2013-08-08   1:01 PM

www.biiconnect.com


62 Canadian Underwriter October 2013

2012 and 80% in 2011, a statistically
significant difference. For TC, 50% of
respondents agreed or strongly agreed
they were familiar with the feature in
2012 and 54% in 2011.

The finding is perhaps not surprising
since both features have been around for
much longer than some of the others
cited in the surveys.

With regard to the remaining safety
features, 34% were familiar with ESC 
in 2012 compared to 31% in 2011; for
brake assist, 33% in both 2012 and 2011;
for EBFD, 24% in 2012 compared to
31% in 2011 (a significant difference);
and for brake override, 22% in 2012
compared to 17% in 2011 (again, a sig-
nificant difference).

Of some concern, familiarity with ABS
and EBFD was actually significantly
lower in 2012 than in 2011. More years
of data, however, are needed to deter-
mine if knowledge of these safety fea-
tures is improving or not.

The profile of those who agreed or
strongly agreed they were familiar with
safety features was further investigated.
Factors examined included gender, age,
the number of kilometres driven in a
typical month, urban or rural residence,
and whether or not the driver has ever
been injured in a motor vehicle collision.

For all six safety features, being male
increased the likelihood of agreeing or
strongly agreeing there was familiarity
with the feature. With regard to ESC,
TC and ABS, results indicate having re-
ported driving more kilometres in a
typical month also increased the likeli-
hood of reporting being familiar.

Finally, for ESC, TC and brake assist,
having ever been injured in a motor
vehicle collision increased the reported
likelihood of being familiar with these
features.

FEATURES OF NOTE
While knowledge and awareness of all
safety features is important, there are
certain ones that have significant po-
tential to reduce crashes and that target
a broader range of driving situations
that can occur more frequently.

For example, ESC is an active safety
feature to help reduce the number and
severity of collisions resulting from a
loss of control. The Insurance Institute
for Highway Safety in the United States
has reported that ESC decreases fatal
single-vehicle crash risk by 49%, and
fatal multiple vehicle crash risk by 20%
for both cars and SUVs. Such findings
led Transport Canada to introduce a new
Canada Motor Vehicle Safety Standard requir-
ing ESC to be installed on most vehicles
manufactured after August 31, 2011.

ESC systems, which go by a number of
different names, can reduce the danger
element in several fairly common driv-
ing situations, including the following:
• a large animal appears on the roadway

and the driver must take action to
avoid a collision;

• inclement weather or poor road con-
ditions make skidding and sliding
more likely;

• a driver approaches a curve too quickly,
forcing the driver to steer more ag-
gressively;

• the vehicle in front of a driver sud-
denly changes lanes, forcing the driver
to make a quick, evasive move; and

• an unanticipated event forces a driver
to swerve quickly.
ESC has been shown to be very effec-

tive in providing traction and anti-skid
support in situations where, without
the feature, control of the vehicle would
be lost. This is noteworthy since motor
vehicle crashes involving drivers who
lose control of their vehicles often have

severe consequences, including road
departure, collision with objects near
the road and rollovers.

ESC is designed to be particularly use-
ful in cases of over- and under-steering
(i.e., the vehicle continues to turn be-
yond the driver’s steering input because
the rear end is sliding outwards or the
vehicle turns less than the driver’s steer-
ing input because the wheels have in-
sufficient traction).

Although a majority of Canadians rank
safety as a top priority influencing vehi-
cle-purchasing decisions, as features are
more rapidly added to vehicles, it will
likely become more challenging for
drivers to keep pace.Their awareness of
safety features, how they work and what
they are designed to do will be essential
to ensure the potential benefits are real-
ized in terms of crash reductions.

BAD BEHAVIOUR
It cannot be overlooked that drivers play
an important role in maximizing the
protection features can offer. For exam-
ple, brake assist was developed because
studies demonstrated that when making
emergency stops, about half of drivers
do not press the brake quickly or hard
enough to make full use of the vehicle’s
braking power.

The feature can help drivers come to
a stop more quickly by ensuring that the
maximum braking power is applied
during emergency braking. That said,
if the driver is tailgating, following an-
other vehicle too closely or is distracted,
he or she will not only have less time 
to react, but the feature may not be able
to function as intended to help avoid a
collision.

Of concern, the 2011 poll revealed a
minority of drivers are more likely to
engage in risky driving behaviours as a

Although a majority of Canadians rank safety as a top priority influencing 
vehicle-purchasing decisions, as features are more rapidly added to vehicles,
it will likely become more challenging for drivers to keep pace.
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result of having safety features on their
vehicles. One explanation for this phe-
nomenon is “behavioural adaptation,”
meaning that some drivers will modify
their driving habits in response to new
information about traffic and vehicle
safety features that they think influences
crash risk.

The problematic end result is some
drivers may drive less carefully because
they believe they are safer.

As evidence of this, when respondents
were asked whether or not they would
drink and drive if their vehicle was
equipped with modern safety features,
7.5% of those polled said they would
be likely or very likely to do so, com-
pared to 3.2% who reported that they
currently often drink and drive.

Other examples of behavioural adap-
tation noted in the findings include that
13.1% of drivers said they would be
likely to tailgate others if their vehicle
had safety features, and 20% responded
they would be likely to drive while tired
or fatigued if their vehicle had safety
features. These self-reported frequency
ratings represent telling increases from
the number of drivers who currently ad-
mit to tailgating or driving while fatigued,
namely 8.6% and 16.0%, respectively.

To improve knowledge and awareness
among Canadians, TIRF has partnered
with the TCF to create BrainonBoard.ca,
a web-based program. Also available in
French, the program offers information
about vehicle safety features, and how to
maximize the protection they provide
by combining them with safe driving
behaviours.

To accrue the potential crash-avoidance
benefits of safety features, it is critical
that drivers know what safety features
are available on their vehicles and what
they do. Some organizations have pro-
posed that the need for auto insurance
may diminish as a result of advanced
vehicle safety features among other
factors. But the two polls suggest more
work is needed to increase knowledge
and awareness among Canadian drivers
in order for significant reductions in
crashes to become a reality.

Anti-lock braking system (ABS)

Traction control (TC)

Electronic stability control (ESC)

Brake assist (BA)

Electronic brake 
force distribution (EBFD)
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noticed that many people in the financial and
real estate industries are concerned about
overdevelopment of urban areas. Others have
been predicting the timing and size of a great
burst in the housing market bubble.

One thing that has not been discussed at length
is the lack of understanding that owners have
about their condo insurance.

Allstate Canada and Abacus Data recently con-
ducted a poll to see what Canadians do and do
not know about their insurance.The results show
that the majority of people polled across the
country are not sure what their condo insurance
covers. Below are some findings:
• 61% of Canadian condominium owners tak-

ing part in the poll do not know or incorrectly
assume their building’s insurance will cover
damage to another unit from water or fire
that originated in their unit;

• 74% of respondents looking to purchase a
condo in the next few years do not know
what their personal insurance should cover
versus what the condo corporation’s insurance
should cover;

• only 39% of condo owners and 26% of condo
buyers polled know that the belongings of a
roommate or boarder are not covered under
their personal condo insurance policies; and

Condo unit owners may 
be unwittingly risking 
their homes. A lack of
understanding about 
home insurance policies 
can cause homeowners to be
under-insured, a situation 
that should be top of mind 
for leaders in the industry.
Condo ownership has skyrocketed in metropol-
itan areas across Canada over the past three
decades. Between 1981 and 2006, the number
of homeowners who owned condos increased
more than five times, the Canada Mortgage and
Housing Corporation notes in its September 2012
report, A Profile of Condominiums in Canada, 1981-
2006. Today, condos are the fastest-growing
housing sector in many cities across the country,
with new condo builds reaching an all-time
high in 2012, adds the Metropolitan Condo Outlook:
Winter 2013, released by The Conference Board
of Canada and Genworth Canada.

Anyone reading the news about real estate
development over the past few years will have
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• 21% of condo owners taking part in
the survey are not aware that the
condo corporation’s insurance is re-
sponsible for incidents, such as falling
concrete and shattering glass from
condominiums.
Not understanding home insurance

policies can result in costly repairs and
damages that these buyers may not be
able to afford. In short, Canadian home-
owners’ lack of knowledge could cause
them to be under-insured and this
should be top of mind for leaders in
our industry.

QUESTIONS TO ASK
What does this mean?
Condo owners need two types of insur-
ance. One — provided by the condo
corporation — covers damage to the
building itself and liability in common
areas. The other — purchased by the
homeowner — covers the contents of
his or her home and protects against
personal liability.

If condo owners do not have sufficient
coverage, if they are not asking the right
questions of their condo corporations,
or if they do not understand what they
are responsible for, then they could be
at risk. As industry leaders, it is impor-
tant to take on the responsibility of

educating customers about their insur-
ance and, more specifically, about their
condo insurance.

Why do condo owners need two
types of insurance? 
Customers need to know that there is a
difference between insuring a home
and insuring a condo. Condo owners
are more likely to be directly affected by
what happens in their neighbours’ units
than they may be in a house.

Allstate Canada’s data shows that the
most frequent claims made by condo
owners are the result of water damage,
and the most costly are the result of a
fire. It is important for insurance
providers to advise their customers to
find out what the condo corporation’s

insurance covers and what their insur-
ance needs to cover.

A decade ago, the big issue in condo
insurance was betterments and improve-
ments, and making sure customers had
sufficient insurance to replace or repair
costly upgrades they may have added to
their condos. Recently, the trend seems to
be condo corporation policies with sig-
nificantly increased deductibles, a move
that places a responsibility on the unit
holders beyond what the policy may
have traditionally provided.

Insurers need to make sure that cus-
tomers are protected in the event their
condo corporations assess them with a
portion of the deductibles.

A condo owner’s personal policy will
cover the inside of their unit, their
belongings and their liability to others
in the building. In some cases, personal
condo insurance can also cover the
homeowner for unforeseen expenses
that result from the condo corporation’s
coverage coming up short.

How can condo owners avoid getting
themselves into trouble?
Although the answers to several impor-
tant questions about insurance could
save people from headaches and un-
foreseen expenses when purchasing a

Recently, the trend seems to
be condo corporation policies
with significantly increased
deductibles, a move that
places a responsibility on the
unit holders beyond what the
policy may have traditionally
provided.  
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condo, many Canadians do not know
what they should ask. For example, con-
sider the following survey results:
• When purchasing a condo, only 34%

of Canadian condo owners and 45%
of buyers polled asked the condo-
minium corporation if it had recently
increased its requirement for what
should be covered by a condo owner’s
personal insurance.After a high num-
ber of a certain type of claim, the
building may no longer be eligible
for a particular type of coverage, and
so the onus may fall on the owners.

• Only 32% of owners and 48% of
buyers taking part in the survey asked
if the condo corporation had ever
raised the deductible on their insur-
ance. Knowing the condo corpora-
tion’s deductible — which may have
been increased to save premium costs
— is critical in obtaining adequate
personal condo coverage.

• Only 22% of owners and 44% of
buyers who responded asked if the
cost of their condo corporation’s
insurance premiums have ever gone
down. Prospective buyers should be
wary of any buildings with large de-
ductibles and a high number of claims
made in recent years, which could
indicate the building’s ability to be
insured could be in jeopardy.

INSURERS CAN TAKE THE LEAD
To reduce the threat of being under-
insured, insurance providers can explain
what is not covered under regular con-
tents coverage. Each condo corporation
will have a unique insurance policy and
it is important that condo owners are
made aware no two buildings are alike.

Condo owners are encouraged to take
an inventory of all their belongings. Do-
ing this as they determine the limits for
their coverage will ensure they are ade-
quately covered. A common cause of
under-insurance is the customer not re-
alizing the total value of all belongings.

Homeowners need to be made aware
of whether or not their items in storage,
their car in the underground or their
bicycle outside are covered by the
condo corporation’s insurance policy

or their personal insurance policy. If
condo owners plan to rent their home,
they should also ensure tenants have
insurance to cover their personal items.

Condo buyers should be reminded
that not all people involved in the real
estate process will understand the com-
plexities of condo insurance. Asking
for advice and information from pro-
fessionals who do not work in the in-
surance industry is not recommended.

Current and future buyers should seek
advice from people with specialized
insurance expertise, not just those who
may be familiar with the home-buying
process.

As well, prospective condo owners
should be sure to include the cost of
home insurance in their home-buying
budget and take a look into the financial
health of the building in which they
are interested.
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placing the Baby Boomers and the Generation X
in the insurance market.

However, the change has not affected all lines
of business equally. In personal lines — and
specifically personal auto — where products are
highly commoditized, online distribution is fast
becoming the prevalent method of purchase.

In sharp contrast, in commercial lines, the
combination of complexity of insurance prod-
ucts and the diversity of consumers’ needs has
accentuated brokers’ value proposition as the
trusted insurance advisor. Consequently, inde-
pendent brokers distribute 96.3% and 73% of
commercial insurance products in Canada and
in the United States, respectively.

To foresee the future of the commercial insur-
ance market, the banking industry may be viewed
as a viable case study. More than a decade ago,
commercial banking served small businesses
through commercial banking channels. This
meant that, in some cases, entrepreneurs would
make the trip to visit large mahogany-lined
banking offices to apply for a working capital
loan. However, innovative banks discovered that
their small business portfolio can be better-
served using the retail banking operating model.

The paradigm shift occurred as banks realized

In the past decade, the overwhelming rise of
online channels has changed the distribution
landscape of personal lines insurance, while
commercial insurance products are still largely
sold through intermediaries, seemingly immune
to the sweeping trend of direct distribution.

But the landscape is slowly changing. In the
next five to eight years, indicators are that there
will be an opportunity for innovative commercial
carriers to leverage online channels to target young,
tech-savvy small business entrepreneurs with
commoditized “micro” commercial products.

Independent brokers have traditionally con-
trolled the distribution of property and casualty
(p&c) insurance products.

The dominance, however, is fading steadily. In
Canada, independent brokers’ substantial market
share of 62% in personal lines premiums writ-
ten in 2012 has also been their all-time low, due
to a steady decrease of 0.5%, year-over-year, for
the past 22 years.

The rise of the alternative distribution channel
is mainly attributed to the advancements in
online technology, combined with a significant
shift in consumers’ preferences and expecta-
tions. The shift is expected to accelerate as the
Generation Y and Millennial consumers are re-
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So Far, 

So Close

James Colaço 
Senior Manager, 
Monitor Deloitte,
and Leader in 
Deloitte’s P&C
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What is the deal with small business insurance and the direct channel? While
personal lines insurance has served as the face of the changing distribution
landscape to date, opportunities exist for innovative commercial carriers to
leverage the online channel to their competitive advantage.
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the transaction intensity and relation-
ship preference of small businesses were
closer matched to behaviours and pref-
erences of retail customers, rather than
larger commercial accounts. For exam-
ple, small business owners were increas-
ingly supplementing the branch chan-
nel with telephone, ABM and Internet
banking — much like retail consumers.

As a result of realizing this demand for
direct access, banks started to serve
small businesses in a markedly different

fashion. Small businesses were provided
with online and mobile access, as well
as in-branch service through dedicated
small business advisors.

The back office operation was also
modified such that small business trans-
actions were serviced with retail bank-
ing infrastructure.

In addition, recent innovations such
as mobile apps, social media networks,
and new options for transactions (e.g.,
short message service, text payments

and mobile swipe payments) were de-
veloped to cater to this segment.

In the United Kingdom, for example,
a large high street bank has introduced
a successful Business Internet Banking
application, which was optimized for
tablets and smartphones.The capabilities
of this application include bill pay-
ments, foreign currency account bal-
ances, and balance and statements for
the commercial card.

The track record of the banking indus-

Small Business Direct Channel Expectations
Small businesses would be open to buying

insurance online if the price is right
However, small businesses expextions on discounts are

fairly modest, largely under 15%
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Small businesses would be open to buying
insurance online if the price is right

However, small businesses’ expectations on discounts are 
fairly modest, largely under 15%

Setting New Standards in the Restoration Industry
mobileCT – FirstOnSite’s proprietary software designed for our industry.
Our customers require rapid, reliable and quality work from their restoration partners
anywhere a crisis occurs. Designed to accelerate job cycles, streamline data capture and
improve service levels, mobileCT represents a new era in restoration claims processing.
For more information, visit us at www.firstonsite.ca or follow us on Twitter
at www.twitter.com/firstonsite.
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try is a positive gauge that the same can
potentially be achieved in the insurance
industry. Experience indicates that the
global insurance industry follows bank-
ing by a lag of five to 10 years. Hence
the change, although not imminent,
may be on the horizon.

Deloitte has studied the U.S. market for
signals of change in small business own-
ers’ appetite for buying insurance online.
A recent survey based on 751 small busi-
ness owners in the U.S. found that there

is a sizeable segment willing to use the
direct channel for buying insurance
products. Further, the study revealed the
likelihood of interest is hinged on three
factors: the size of the business, the age
of the business owner, and the type of
the required insurance products.

The findings illustrate that more than
half of the respondents are open to the
idea of buying through online channels,
with 16% reporting “very likely” and
35% “somewhat likely” to buy commer-

cial insurance online. Of those, a major-
ity indicated general liability, commer-
cial property and the packaged Business
Owners Policy, commonly referred to as
BOP in the U.S., are the top three prod-
ucts of choice to purchase directly.

In terms of business characteristics,
the study found that small businesses
run by younger entrepreneurs are more
likely to buy insurance online. More
than 60% of young small business owner
respondents aged 26 to 34 indicated

Very Likely

Somewhat
Likely

Not Likely

Likelihood of buying commercial 
insurance online directly from insurer

General
Liability

Property Business
Owners Policy

Commercial
Auto

Group
Benefits

Workers’ 
Compensation

Professional
Liability

Small Business Direct Channel Preferences

Small businesses are opening up to the idea
of buying direct through online channels

Of those that are open to buying commercial insurance online, a majority indicated
General Liability and Property as the line of choice for direct channels

Likelihood of Buying Commercial 
Insurance Online Directly

Coverage Preferences by Small Businesses 
Open to Buy Commercial Insurance Online
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interest in buying directly, whereas the
comparable ratio for their older coun-
terparts is about 50%.

In terms of revenue size, findings
show that small businesses with less
than $100,000 in annual revenue are
significantly more likely to buy insur-
ance directly — 28% of smaller busi-
nesses with less than $100,000 annual
revenue reported being “very likely” to
buy insurance directly, compared to
about 15% for small businesses with
$100,000 to $5 million annual revenue.

Further, 84% of respondents indicated
a “cheaper price” is the major reason
that they are willing to buy small busi-
ness insurance online. However, their
expectations on discounts are fairly
modest, largely under 15%.

The results of the U.S. survey, Deloitte
believes, is applicable to the Canadian
market. The structure of insurance dis-
tribution in the U.S. has striking sim-
ilarities to that of Canada, in that the
significant majority of commercial in-
surance products are distributed through
independent brokers and the market
share of direct online channel is low
(7.3% of p&c products in the U.S. are
distributed online in 2011).

Moreover, Deloitte’s research shows
that both Canada and U.S. markets are
composed of nearly the same percent-
age of small businesses. Defined as
having fewer than 100 employees, small
businesses constitute 98% and 99% of
the U.S. and Canadian markets, respec-
tively. For micro businesses — defined
as having four or fewer employees —
the percentages are 55% for Canada and
56% for the U.S.

However, there are differences that
need to be acknowledged: there is a

“technological maturity gap” of five to
10 years between leading Canadian and
U.S. insurers. Moreover, there exists a
higher degree of risk aversion among
the business owners on the northern
side of the border.

Deloitte’s Business Attitudes Survey of 2011
shows that not only do more Canadian
business owners fall into a “risk
avoiders” category, Canadian “risk
avoiders” are significantly less likely to
plan to increase revenues from innova-
tion than their U.S. counterparts. This
would suggest technology adoption rates
that lag those of U.S. small businesses.

As a result, both the attitude of the
market and the reaction of the insur-
ers can be expected to follow that of the
U.S., albeit with a sizeable delay.

It should be noted that despite the
small business market’s positive attitude
toward direct channels, the survey also
revealed significant barriers that may
hold many small business owners back.
Lack of trust is the major one.

About two-thirds of surveyed small
businesses indicated they do not trust an
insurance company to deal with them
fairly. Some other concerns include not
receiving enough individual services,
failing to properly assess the financial
stability of insurers, not having an ad-
vocate in case of claims, and not having
time to shop on their own.

All of these reasons suggest that the
broker value proposition as trusted in-
surance advisors resonates strongly with
small businesses.

However, some innovative insurers
have already attempted to bridge the
barriers, successfully. In the U.S., for ex-
ample, one insurer has already launched
a professional liability product through

its website.This carrier offers real-time
online quoting and purchasing of the
policy, as well as online claims reporting
capabilities. In addition, it has strength-
ened its presence in the social media
space in order to engage customers and
create value through providing relevant
data to small business owners.

Another indicator of change is the
move by some leading commercial car-
riers to offer commoditized small busi-
ness products through E-aggregators,
both in Europe and in North America.
This may indicate an acknowledgement
of small business owners’ changing
preferences, as well as willingness of
insurers to test this emerging opportu-
nity before committing to the up-front
investment required to build propri-
etary capabilities.

Deloitte’s perspective is that there is a
growing segment of small business
owners who are ready to embrace the
online channel for their commercial
insurance needs in Canada. Research
shows that micro businesses and young
entrepreneurs are inclined toward direct
channels, provided that part of the dis-
tribution savings is passed on to them in
the form of lower premiums.

Although it may take five to eight years
for small business buying preferences to
change and for commercial carriers to
build the required capabilities (e.g.,
product design, infrastructure, business
model), winning companies, looking
to differentiate in this highly competi-
tive yet profitable space, should and will
invest ahead of the pack and focus on
this opportunity to succeed.
The author wishes to thank Mehrad Ahari,
senior consultant, Monitor Deloitte, for his help
with researching this article.
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you wouldn’t want to repair something is when
the cost of repairing it is more than replacing it.”

In the 30 years that Flatt has been in the property
restoration business, he estimates that fewer than
1% of residential property claims are total losses.

Natural products — such as stone, tile and
hardwood flooring — “are a lot more resistant
and resilient” to water damage, says Sean Hob-
son, senior vice-president of sales at FirstOnSite
Restoration. “Man-made products are a lot less,”
Hobson notes, adding that man-made products
which are not as resistant to water damage in-
clude paneling, laminate flooring, underlay and
medium-density fibreboard (MDF).

“It is extremely heavy, but once it gets wet, it
swells up like sponge,” Hobson says of MDF —
which, essentially, is manufactured by gluing
together small particles of wood. “Often times,
if you can’t get to it quickly enough, it has to be
replaced. But most times, if we get to stuff fast
enough, we can restore it.”

Of course, there are exceptions. Consider what
happened last June in Alberta, after flooding
caused what Property Claim Services Canada
estimates will be the most expensive natural
disaster in Canadian history — at $1.7 billion —
when measured by insured property losses.

As homeowners put more
money into their basements,
including equipping these
spaces with finer finishes and
electronics, water damage is
becoming more expensive.
Restoration contractors,
however, say that if they can
get to a property soon enough,
most damage can be repaired
and heavy losses avoided.

When residential properties are damaged by
water, most losses can be repaired if they are
dealt with quickly enough.That said, things like
wood paneling, fibreboard and other man-made
products are more vulnerable to water damage
than natural materials, some restoration con-
tractors say.

“There really aren’t many losses that are not re-
pairable,” Michael Flatt, co-founder and chief
executive officer of First General Services, says of
residential water damage claims. “The only time
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“You get total losses from things such
as, in Calgary, overland flooding,” Hob-
son says, reporting that total losses in
overland flooding can occur when there
is hydrostatic pressure around a foun-
dation or when the water level gets so
high that it affects more than one floor.

“If you throw in the conditions we
had in Alberta — the mud and eight feet
of water with sand and silt in it —
you’re pretty much ripping and tearing
everything out,” says Jeff Hall, regional
manager for Eastern Canada at On Side
Restoration Services. “Even electrical and
mechanical systems are gone, at that
point,” Hall says.

In Alberta, brokers from Western Fi-
nancial Group spent a lot of time dis-
cussing policy wordings — such as the
definition of a two-foot and four-foot
waterline — with policyholders, says
Teresa Bristow, the brokerage’s executive
vice president.

Bristow suggests, however, that bro-
kers also need to speak with policy-
holders before a catastrophe. “Having
those discussions with our customers
in advance of the claim — so that they
understand the level of coverage they
have, what is excluded and what is re-
stricted — is very important.”

It is also important to move quickly to
a property with water damage because
that can make the difference between a
repairable and a total loss, restoration
contractors suggest.

“Speed solves all problems,” Flatt says.
“If you get your policyholders to report
a claim promptly, especially if it’s water,
there should be nothing preventing you
from saving the home. If you get to the
home quickly and you find a lot of is-
sues, that will tell you that something
has been happening for some time and
there’s going to be an issue with cover-
age,” he adds.

MOULD COUNTER
As one example, Flatt points out that
if a restoration contractor responds to
a water damage call the same day and
finds a lot of mould, “that would imply
that something has happened before,
because mould doesn’t grow that
quickly.”

Mould will usually start to grow after
about 48 hours, “especially if there is
little to no movement of that water,”
says Hobson. “Typically, the first few
hours are the most critical time. If it
happens to be clean water, and it’s sit-
ting for 48 hours, it’s starting to draw
up the dirt, the sediments of the room
it’s sitting in. It could be from the fur-
niture, it could be from the concrete,
it could be from the carpet. Within 
a very short time frame — 24 hours 
or less — it starts to switch over to that
dirty water appearance.”

A build-up of mould could mean the
difference between a repairable loss and
a total loss.

“If mould gets into all these nooks
and crannies and cavities because water
sits in the home for a period of time,
sometimes it’s more effective to tear the
house down than to save it,” Flatt says.

For appliances, Hobson notes, these
can normally be repaired, “as long as
people don’t turn them on when they

are sitting in the water.”
Flatt says that First General Services

aims to get workers to water damage
claims within two hours if emergency
services are required. “If it’s a conven-
tional claim where you don’t need any
emergency services, we’re going to aim
for within the day,” he says.

Brokers, for their part, can advise clients
as to whether or not a claim would be
covered and what the deductibles are,
Flatt says. Brokers can also make recom-
mendations to policyholders on what
they can do to prevent water damage be-
fore an incident occurs, adds Greg
Robertson, vice-president and commer-
cial producer with R. Robertson Insur-
ance Brokers Ltd. in Toronto.

“Installing sump back-up batteries,” is
one example, Robertson notes. Extend-
ing the downspouts on driveways and
backyards, getting the water away from
the house, checking on the basement
frequently, making sure to clean out
eavestroughs to prevent water from
pouring over the sides, and checking the
grading around property are all things
that can be done, he advises.

One of the biggest incidents that
Robertson Insurance Brokers dealt with
in the Toronto area was the aftermath of
the July 8 deluge. Published reports
indicate that 126 millimetres of rain fell
at Toronto Pearson International Air-
port that day, while Environment Canada
records suggest the normal rainfall for
the entire month of July is 74.4 mm.

PCS Canada’s preliminary estimate of
insured property losses from the rain event
is $850 million — greater than the
2011 wildfire in Slave Lake,Alberta and
the August 2005 rainstorm in Toronto.

“As these storms continue to get more
and more sudden and violent, this is
going to continue,” Robertson says of
exposure to water. “As long as base-
ments move away from rumpus rooms
of the ’60s and ’70s — where you had
inexpensive wall boarding and inex-
pensive carpet and inexpensive furni-
ture — to these basements that are
starting at $30,000 and going up to
$100,000, these are the changes that
are causing this rapid change in the in-
surance industry,” he adds.

Flatt notes that if a restoration
contractor responds to a 
water damage call the same
day and discovers a lot of
mould, “that would imply that 
something has happened 
before, because mould doesn’t
grow that quickly.”
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Further, between 2007 and 2011, the informa-
tion and technology communications sector
grew faster than the Canadian economy overall,
adds the same report.

Interestingly, middle-sized Canadian software
companies are accounting for much of that
growth, thanks to few barriers to entry and min-
imal start-up costs. Despite this growth, though,
the middle market seems to be underserved by
forward-thinking global insurance coverage that
addresses today’s and tomorrow’s risks, as well
as companies’ current and future business mod-
els and offerings.

RISKS REGARDLESS OF SIZE
From Zurich Canada’s perspective, this is a real
problem considering that middle-market tech
companies ultimately face the same risks that
larger entities face, like data security and privacy
breaches, global competition, supply chain dis-
ruption and reputation damage should their
businesses be unable to deliver promised products
or services. More specifically, tech companies
are especially worried about certain risks.

Middle-sized Canadian software
companies are accounting for
much of the recent growth in
the information and technology
communications sector.
Knowledgeable brokers and
insurers can work together to
customize solutions that
address tech companies’
complete pictures of risk.
The booming tech industry in Canada is gen-
erating more than revenue for the country’s
economy. It is also generating risk exposures —
exposures that can be minimized, however, with
appropriate risk management and insurance
expertise.

Since 2007, Canada’s information and technol-
ogy communications industries have accounted
for 7.5% of the Canadian GDP growth, notes a
report released by Industry Canada in March.
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Cloud Computing
Operating in the cloud is all the rage in
today’s business climate. Companies
from every sector, including technol-
ogy, are moving their data from on-site
servers to the cloud for storage. This
elicits multiple risks.

First, the question of who is responsi-
ble for the data (the tech company or
the cloud provider) might arise if a data
breach or other event occurs. Uncer-
tainties regarding the cloud’s security
and its ability to stave off the hacking of
personal information also warrants ex-
tra protection if businesses do not want
their reputations damaged in the event
of a security breach.

Big Data
More data is being collected now than
ever before. Big data is currently a $15-
billion industry, expected to grow to
$45 billion in the next five years.

Within all that unstructured data, is
some intellectual property, personal
information, maybe even some embar-
rassing commentary. Should that data
be hacked and leaked, the negative im-
plications for a company’s reputation
could be enormous. Further, companies
could find themselves out of compli-
ance with varying provincial and inter-
national regulations as to how such data
may be collected and used.

Mobile Technology
Because of mobile devices, more people
have seamless access to data than ever
before. As a result, technology compa-
nies’ IT departments have to protect
their businesses beyond the bricks and
mortar locations where they work.

Not only is it difficult for IT to keep
up with all the evolving systems and
devices used by their companies, insur-
ance policies have not necessarily kept
pace with the evolution in mobile tech-
nology either. Policies might neglect to
cover breaches stemming from smart-
phones or tablets.

And while executives at mid-size and
large tech companies have similar wor-
ries keeping them up at night, mid-size

companies might be even more vulner-
able to such exposures since they often
operate with fewer resources to solely
manage their risks.

Those vulnerabilities make it that much
more critical for tech companies and
their brokers to ensure adequate risk
management practices and insurance are
in place to protect them from all the
emerging risks they face on a daily basis.

Such protection does not come in the
form of standard insurance policies,
though. Instead, Canadian technology
companies need specialty insurance offer-
ings that protect their reputations from

risks involving cloud computing, mobile
device usage,big data applications,and more.

Tech companies would benefit from
general liability coverage, including cov-
erage for their own Internet and multi-
media services; errors and omissions
(E&O) and media liability policy en-
dorsements that include first- and third-
party coverages for privacy and security;
and property coverage endorsements
that incorporate original information
property, research and development,
and electronic vandalism coverage.

Zurich has tried to reflect these issues
as part of its September release of a new
suite of insurance solutions geared at
the needs of mid-size technology com-
panies. The suite, which includes more
than 20 technology risk coverages based
on the industry’s risk profile, seeks to
ensure a holistic and comprehensive
global insurance program.

THINK GLOBAL
International coverage is seen as benefi-
cial to tech companies. That coverage
should encourage compliance with global
licensing laws and regulations; offer lo-
cal property, general liability and E&O
compliance coverages for international
operations; and provide cross-border
U.S. coverage.

Finding such coverage necessitates
enlisting knowledgeable brokers and in-
surers to customize solutions that specif-
ically address tech companies’ complete
pictures of risk.

Brokers will differentiate themselves
if they take the time to understand tech
companies’ needs and goals, as well as
how these emerging exposures and
emerging business models are present-
ing new risks. Brokers should be con-
templative, aiming to be providers of
long-term solutions, not just current
insurance products.

Brokers should also be collaborating
with insurers that are well-acquainted
with the evolving nature of the technol-
ogy industry, including current trends
and emerging risks. Quality insurers
will review technology clients’ risks in
the context of their unique business
goals and develop seamless insurance
solutions that are carefully tailored to
their risk tolerance.

Brokers’ technology clients will see
tremendous benefit from aligning with
a well-respected insurer that helps
them understand exposures, identify
vulnerabilities, hazards and triggers,
and predict the probability of a data
loss. Such insurers will allow organiza-
tions to focus more on pursuing their
business.

The tech world is a competitive 
environment. Any disruption or short-
coming provides competitors an op-
portunity to earn more solid footing in
the marketplace. As such, technology
companies need robust risk manage-
ment programs and proper insurance
coverage that drive business resiliency,
reduce total cost of risk, achieve busi-
ness goals and maximize growth op-
portunities.

Brokers will differentiate 
themselves if they take the
time to understand the needs,
goals, emerging exposures
and emerging business models 
of tech companies. Brokers
should be contemplative, 
aiming to be providers of 
long-term solutions, not just
current insurance products.
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helping the consumer make the appropriate risk
management decisions that they need to make.”

Encouraging homeowners to take effective risk
mitigation measures, as well as discouraging
rebuilding in high-risk flood zones, should be
a focus of the insurance industry, noted fellow
panelist, Guy Vézina, senior vice president of
general insurance at TD Insurance.

“It’s a challenge right now to make the insur-
ance affordable,”Vézina said. “The only solution
to me is prevention.”

Vézina reported that approximately half of the
structures destroyed in the Calgary flooding in
June were built after 2005 — another year in
which Alberta was slammed by severe flooding.

Still, people chose to build their homes in a
floodplain, something that must stop, he said.
Part of the problem is that many consumers likely
do not know they are, in fact, in a floodplain.

The insurance industry would also benefit
from more information. Bardswick said that the
industry needs to invest in data, an investment
that will not be cheap, but is clearly necessary.

EARTHQUAKE MODEL COMING TO CANADA
Catastrophe modelling firm AIR Worldwide plans
to launch an earthquake risk model for Canada in
2014, after having completed a study commis-
sioned by the Insurance Bureau of Canada (IBC).

Next June, the firm is scheduled to release its
earthquake model for Canada, including risk in

It has been a dramatic year
for the property and casualty
insurance industry. Recent
developments and events
provide a hint of what may be
coming more frequently and
more intensely in future. 
Attendees of the 7th annual National Insurance
Conference of Canada (NICC), held September
22 to 24 in Gatineau, Quebec, were treated to a
mix of fact and opinion. Issues on the radar in-
cluded everything from overland flood to supply
chain risks and earthquake modelling.

SOLID DATA KEY TO FLOOD INSURANCE
Development of a viable flood insurance pro-
gram in Canada demands that insurers have
conversations with policyholders and clearly
outline what homeowner policies cover, Kathy
Bardswick, president and chief executive officer
or The Co-operators, suggested during a panel
discussion at NICC.

The home insurance product has become a
commodity where consumers have an expecta-
tion that everything is covered, Bardswick said.

Policyholders, for their part, must make more
deliberate decisions on their policies, she said.
“The ideal that we should be working toward is
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British Columbia and Eastern Canada,
David Lalonde, senior vice president of
consulting and client services for AIR,
told Canadian Underwriter during NICC.

The model will look at fire spread risk,
will have an updated tsunami model,
will include an updated liquefaction
model, and will have an earthquake-
triggered landslide model, Lalonde re-
ported. Beyond that, the offering in-
cludes improved data resolution and
uses the latest soil maps from the Cana-
dian Geological Survey.

“What’s unique about Canada is that
the location of the population is along
the border of the United States,” he said.
That means a large event at home could
have a particular impact for companies
writing business internationally and for
some reinsurance companies.

Gregor Robinson, IBC’s senior vice
president of policy and chief economist,
provided NICC attendees with the high-
lights of the commissioned study, which
will be released at the end of October.

The study, based on a one in 500 year
return period, the regulatory standard
for which insurers in Canada must be
capitalized, looks at the impact on the
industry of a 9.0-magnitude event off
the coast of British Columbia, and a
7.1-magnitude quake near Quebec City.

In the Western scenario, the quake
would hit 75 kilometres off the coast of
British Columbia in the Cascadia sub-
duction zone in late July and be felt as
far away as 400 kilometres. It would
create long, seismic waves that would be
especially damaging to tall buildings.

Robinson said shaking would account
for 82% of the total direct losses from
the event. Combined with landslides,
liquefaction would account for roughly
10% of total direct losses, he added.

Robinson reported the scenario would
also lead to a tsunami that would gen-
erate waves of about two metres once
they reached Victoria, and slightly less
for Vancouver. The tsunami would ac-
count for about 7% of total direct losses.

Overall, such an event would have an
extreme impact on supply chains and
the overall Canadian economy, as roads,
pipelines and airports would all be af-
fected, Robinson said.

IMPACTS ON AUTO INSURANCE
The insurance industry should encour-
age consumers to use available tools to
become better drivers as vehicle and
road technology evolves and becomes
mainstream, NICC attendees were told.

Barriers to more automation in vehi-
cles are now largely political rather than
technological, noted Craig Weber, chief
executive officer of Celent.

Collision-avoidance features, lane-
changing support and warnings, and ex-
ternal cameras are becoming more main-
stream in vehicles, he said during a panel
session on the future of auto insurance.
The features, along with telematics tech-
nology and automated enforcement, all

have implications for the auto insurance
industry and should play into the future
strategies of auto insurers, he added.

Robyn Robertson, president and CEO
of the Traffic Injury Research Founda-
tion, noted, however, that many Canadi-
ans may not be at the point where they
fully understand how current vehicle
safety features work. Drivers “don’t re-
ally seem to get that the way they drive
is going to influence how well those
features work,” Robertson reported.

Michel Laurin, president and chief op-
erating officer for Industrial Alliance
Auto and Home Insurance, suggested use
of telematics technology may be a way to
encourage drivers to improve behaviour.

SUPPLY CHAIN GAINING PROFILE
Two out of three companies recently
surveyed by Deloitte reported they have
a supply chain risk management pro-
gram, Kelly Marchese, principal of sup-
ply chain and manufacturing at Deloitte,
said during a presentation at the NICC.

Noting that supply chains are now so

complex, “it’s that much more chal-
lenging to manage those supply chains,”
Marchese said. “Anything from natural
disasters to human rights violations
have an impact on supply chains, coun-
terfeiting and quality failures — the list
goes on and on.”

Citing past catastrophic events in Thai-
land and Japan, Linda Conrad, director
of strategic business risk management
at Zurich Financial Services, told atten-
dees that many supply chain losses were
uninsured. “There’s some person that
has to pay for that and it may be because
they didn’t understand what their true
exposure was.”

INJECTION OF YOUTH
Young people will be a key part of the
insurance industry’s own destiny, Peter
Hohman, president and CEO of the In-
surance Institute of Canada, told atten-
dees of the NICC.

Through its Career Connections pro-
gram, which targets young people, the
institute has connected with more than
800,000 students (about half a million
in high school and 300,000 in univer-
sity and college) in the past five years,
Hohman reported. Young people are
being sought to help “organizations re-
cruit that essential younger demo-
graphic to ensure there is a pipeline of
future talent entering our industry.”

Demographic research undertaken by
the institute in 2007 showed an under-
representation of those aged 32 and
younger working in insurance. How-
ever, the 2012 study indicated those
aged 17 to 32 rose from 12% to 27%.

That said, once people enter the pro-
fession “the need for investment in their
skills development is essential.”

Canadians want their insurance pro-
fessionals to be qualified and educated,
suggest findings from a poll commis-
sioned by the institute earlier this year.

In all, 82% of respondents agreed an
insurance professional who has received
an education in their field is more likely
to give a comprehensive and qualified
quote for an insurance policy, and 90%
said that they would better trust an in-
surance professional with up-to-date
credentials, Hohman reported.

In the Western scenario, a
magnitude-9.0 quake would
strike 75 kilometres off the
coast of British Columbia, 
creating long, seismic waves
that would be especially 
damaging to tall buildings. 
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www.swissre.com

Transatlantic Reinsurance
Company
For all your reinsurance needs.
www.transre.com

RESTORATION SERVICES
Winmar
Property Restoration Specialists
Coming Through For You!
www.winmar.on.ca

RISK MANAGEMENT
The ARC Group Canada Inc.
Your Partner in Insurance Law and 
Risk Management.
www.thearcgroup.ca

INSURANCE INTERNET DIRECTORY
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of the coverage in the event of an indirect claim by
a third party for contribution and indemnity.

The defendant motorist had sued the parents of
the plaintiff for contribution and indemnity for
their alleged failure to supervise their daughter
in the operation of her bicycle.The parents sub-
sequently sued Wawanesa Mutual Insurance
Company when the insurer refused to defend
them because of a policy exclusion in their home-
owners’ policy.

The homeowner insureds submitted that “Cov-
erage E” of the policy applied, which stated that
the homeowners were insured for claims made
against them for bodily injury arising out of their
personal activities. They argued that Wawanesa,
therefore, had a duty to defend them under the
policy, unless the exclusion clause described
below limited the scope of that coverage.

The policy contained the following exclusion:
You are not insured for claims made or 
actions brought against you for:
…
(3) bodily injury to you or to any person 
residing in your household other than a 
residence employee.

Wawanesa conceded that but for the fact that
the insureds’ daughter resided in their house-
hold, the claims made against them would have

A recent case out of Ontario,
involving the duty of a
homeowners’ insurer to
defend a contribution claim,
illustrates the importance 
of carefully selecting the
language used in insurance
policies to make clear what 
is included and/or excluded. 
The alternative may be
interpretation by the courts 
to the best of their abilities.

In Bawden v.Wawanesa Mutual Insurance Co., Justice
Mary Anne Sanderson of Ontario’s Superior
Court of Justice found that a homeowners’ in-
surer had a duty to defend a contribution claim
against the parents of a minor plaintiff who was
injured by a motorist. While indicating that the
decision was a difficult one to reach, Justice
Sanderson held in March 2013 that a defence
was available because the language of the “fam-
ily member exclusion clause” did not clearly
and unequivocally restrict the extent and scope

Clear
Language
Essential

Michael S.
Teitelbaum 
Partner,
Hughes Amys LLP

Victoria
Margolin 
Lawyer,
Hughes Amys LLP
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IIPEI  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . October 30
IINB . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . November 1
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Hamilton – Ralph Palumbo Luncheon  . . . . . . . . . . . . . . . . . . . . . . . November 4
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Toronto – CIP Society Symposium  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . April 10
PROedge Seminars:
Ottawa – Business Continuity  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . November 14
Toronto – IRB Calculations  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . November 19
Thornhill – Advanced Business Interruption . . . . . . . . . . . . . . . . . . November 20
Saskatoon – Ethics and the Insurance Professional  . . . . . . . . . . . . December 10

CU Seminar ad October 2013_Layout 1  13-09-18  9:37 AM  Page 1

http://www.insuranceinstitute.ca/cipsociety


89October 2013 Canadian Underwriter

been covered under the policy, as their
training and supervision of their daugh-
ter in the use of her bicycle qualified as
“personal activities.”

CASES CITED
In Progressive Homes Ltd. v. Lombard General
Insurance Co. of Canada, a ruling issued in
2010, the Supreme Court of Canada re-
iterated that coverage provisions are to
be interpreted broadly and exclusion
clauses narrowly. Furthermore, the focus
should be on the language of the policy
read as a whole.

In Bawden, Justice Sanderson found that
in following these principles, the word-
ing of the exclusion is consistent with
an intent to exclude only direct claims
between or among family members
and to leave coverage for indirect claims
by third parties against household
members intact.

By contrast, in Quick v.MacKenzie, a 1997
ruling by the Court of Appeal for On-
tario, the exclusion clause referred to
claims made against the insureds arising
from bodily injury to their daughter.
The words “arising from” were used in
both the coverage provision and the
exclusion provision. Ontario’s appeal
court found that the exclusion, there-
fore, clearly covered indirect claims.

In Bawden, the words “arising from”
were left out of the exclusion. As such,
the exclusion did not clearly cover indi-

rect claims. Furthermore, unlike in Des-
ormeaux v. Dominion of Canada General Insur-
ance Co., handed down last year by the
Ontario Superior Court of Justice, the
wording of the exclusion clause did not
clearly link the scope of the exclusion
clause to the extent of coverage.

Justice Sanderson also considered the
reasoning of the dissent in Rabas v. Claim
Management Services, Inc., a ruling by the
Court of Appeals of Wisconsin in 1996.
The court stated the following:

“Although an exclusion properly
aimed at contribution claims does not
have to contain the word ‘indirect’ to be
viable, the exclusion must contain some
language which tells the reasonable in-
sured that contribution claims are not
covered.”

Justice Sanderson observed that there
are policy reasons to warrant making a
distinction between direct and indirect
claims. In the 2004 decision, Wawanesa
Mutual Insurance Co.v.Hewson, Saskatchewan’s
Court of Appeal noted that exclusions
clauses are intended to prevent collusive
claims by members of the insured’s
family and household.

In reviewing the policy as a whole, the
court in Bawden noted that the words
“arising out of” were repeatedly used in
other exclusions. As such, in drafting
the policy, Wawanesa was aware of the
distinction between “arising out of…
bodily injury” and “for bodily injury”

because the insurer made that distinc-
tion repeatedly in many of the other
exclusion clauses in the policy.

The court, therefore, found that the
wording of the exclusion clause was
consistent with an intent to exclude
only direct claims, thereby preserving
coverage for indirect claims. Justice
Sanderson noted this interpretation rec-
ognizes “an insurer’s apparent intent to
protect against collusion between and
among family members, but would not
in the absence of a clear intent to ex-
clude indirect claims, not deprive [sic]
family members of insurance protec-
tion for indirect claims for bodily injury
arising from their actions brought
against them by third parties.”

COMMENT
This case again demonstrates the impor-
tance of carefully selecting the language
used in insurance policies. Insurers must
prudently choose the language they
employ when drafting policies to make
sure that what is meant to be included
and/or excluded is clear.

As can be seen from the contrasting
wording between policies, and even
within the policy at issue, discussed by
Justice Sanderson in Bawden, litigation may
ensue, leaving policies to be interpreted
by the courts to the best of their abilities,
which may not align with what the pol-
icy drafters ultimately intended.

In reviewing the policy as a whole, the court in Bawden noted that the 
words “arising out of” were repeatedly used in other exclusions. 
Wawanesa was aware of the distinction between arising out of bodily 
injury and for bodily injury because the insurer made that distinction 
repeatedly in many of the other exclusion clauses in the policy. 
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1Aviva plc has announced
Maurice Tulloch [1],
current chief executive

officer of Aviva Canada, is the
new CEO of Aviva U.K. & 
Ireland General Insurance, 
subject to regulatory approval.
Tulloch joined Aviva in 1992
and was appointed CEO of the
Canadian business in 2009.
Greg Somerville, executive vice
president of broker distribution
for Aviva Canada, will lead the
Canadian business while a
search for Tulloch’s replace-
ment is under way. Robin
Spencer, who was CEO of U.K.
& Ireland General Insurance, 
is leaving the group at the 
end of October.

2Western Financial
Group Inc. has acquired
Prestige Insurance Bro-

kers Inc. of North Battleford,
Saskatchewan. Originally
known as Lewchuk Insurance,
Prestige becomes Western
Financial’s 24th wholly owned
location in Saskatchewan.
Keith Bossaer [2], owner and
general manager of Prestige,
“will remain in his leadership
role to guide the Prestige
team through the Western
transition,” notes a statement
from Western Financial.

3AIR Worldwide has 
announced its Touch-
stone software will now

include the ability to account
for catastrophe and non-
catastrophe risk in a single
platform. By adding non-cat

MOVES & VIEWS
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analytics, companies will be
able to analyze their risk of
property exposure using the
same exposure data input for
catastrophe modelling, AIR
Worldwide notes. Touchstone
will now include information
from Verisk Analytics Inc.,
AIR Worldwide’s parent firm,
such as ISO advisory prospec-
tive loss costs and ISO’s
Commercial Property Size-
of-Loss Database, as well as
non-cat information for both
insurance and reinsurance
pricing analysis. Non-catas-
trophe risk could include fire,
lightning, explosion, vandal-
ism, sprinkler leakage, fallen
trees and wind.

4George Cooke [4], 
former chief executive
officer of The Dominion

of Canada General Insurance
Company, has been named
the first-ever independent
chair of the Ontario Municipal
Employees Retirement System
(OMERS) Administrative Cor-
poration (OAC). Rick Miller,
current OAC board chair, will
remain on the board until 
December 31, 2013. Cooke’s
appointment took effect Octo-
ber 1. Over his two decades
at The Dominion, Cooke also
was both an executive vice
president and director of E-L
Financial Corporation, the 
insurer’s parent company. He
has served as a director of the
Insurance Bureau of Canada
and the Property and Casualty
Insurance Corporation, as well
as on Ontario’s Auto Insurance
Anti-Fraud Task Force.

sues policies in real time. We
expect to have all our broker
partners writing personal 
insurance business in B.C.
with Family by September
2014,” Kloosterhuis adds. 

6The Regroupement des
cabinets de courtage
d’assurance du Québec

(RCCAQ) recently announced
it has appointed Guy Parent
[6] as executive director,
replacing Isabelle Perreault,
who held the position for 
the past three years. Parent
has managed non-profit 
organizations in the university
and professional sectors,
notes a statement from
RCCAQ. His appointment
took effect September 3,
2013. RCCAQ represents
4,500 brokers working in
615 firms and branch offices
throughout Quebec.

5Economical Insurance 
of Waterloo, Ontario is
integrating the manage-

ment of its personal lines
business in British Columbia
under Family Insurance 
Solutions, a wholly owned
subsidiary. As of September,
the distribution, underwriting
and policy administration for
Economical’s personal auto
and property insurance were
brought under Family Insur-
ance. “Given the large number
of broker partners we have in
B.C., we will be implementing
this conversion on a staggered
basis,” Harry Kloosterhuis [5],
president of Family Insurance
Solutions, says in a statement.
“We will be communicating
with each broker three months
before their conversion date to
facilitate a seamless transition
to our easy-to-use policy 
distribution system that is-
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7Opta Information 
Intelligence’s iClarify
services have been 

integrated directly into the
Applied CQ Rating Services
system under the Applied 
ITV brand. The latest version
of iClarify offers replacement
cost values while automati-
cally uploading verified 
construction features and
property valuations directly
into the Centre for Study of
Insurance Operations habita-
tional application, Opta notes
in a press release. That data
is immediately stored for 
Applied brokers within their
respective brokerage manage-
ment system and is then 
uploaded to the chosen un-
derwriting company selected
by the broker, the company
adds. Opta claims that 
Applied ITV with iClarify will
reduce the home valuation

to mitigate damages, often
without the need for an inter-
mediate field adjuster report.

9Mitchell International
Inc. has announced the
general availability of

its RepairCenter Reputation
Manager package. It adds 
online customer satisfaction
surveys, and reporting and 
analytics technology for repair
shops to identify steps in their
process that can be improved,
notes a press release from
Mitchell. The product gathers
data from open-ended survey
questions and “social media
chatter,” producing a Cus-
tomer Sentiment Dashboard.
It will also include the Repair-
Center Web Status tool, which
allows shops to communicate
the status of a repair to 
customers via an online web
portal, e-mail or text message.

5 6

10e

4

10The CIP Society,
comprised of
graduates of 

the Insurance Institute of
Canada’s Chartered Insurance
Professional (CIP) and Fellow
Chartered Insurance Profes-
sional (FCIP) programs, has
named its five National Lead-
ership Award honourees for
2013. Those honoured as 
established leaders are Ginny
Bannerman [10a], vice presi-
dent, finance west at Intact
Insurance, and James
Cameron [10b], president of
Cameron and Associates. 
The category is designed to
recognize CIP Society mem-
bers who “have achieved sus-
tained success through their
demonstrated leadership
qualities and the significant
impact they have made on
their organization, their com-
munity and the industry.” The
emerging leaders category
recognizes members who,
through early achievements
and successes, are seen as
emerging leaders within their
organization or the industry.
The honourees for 2013 are
Anne-Marie Deschênes [10c],
marketer, medium to large-
sized companies at Aon Risk
Solutions; Lindsay Mackenzie
[10d], commercial lines man-
ager at Intact Insurance; and
Tammie Norn [10e], CEO of
ProFormance Group Inc.

process from about 15 
minutes to two minutes.

8Lloyd’s syndicate
AEGIS London has
launched a claims

service for Canadian cover-
holders, in partnership with
disaster restoration firm
FirstOnSite. The offering,
which rolled out as a pilot 
in Canada, allows for “rapid
collection and transmission of
information directly from the
scene of a loss to a dedicated,
specialist office-based claims
examiner,” AEGIS notes in a
statement. The FirstOnSite
team uses tablet technology
to transmit inspection reports,
photographs and project 
management information
from the loss scene to the 
examiner. The system sup-
ports rapid decision-making
and allows immediate efforts
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GALLERY

QRIMA, RIMS Québec Chap-
ter hosted their annual golf
tournament on August 12.
This event has been held for
over 30 years at the presti-
gious Hudson, Québec’s
Whitlock Golf & Country
Club. This year’s tournament
was won by the foursome of
Daniel Desjardins, Keith
Jones, Pierre-Alexandre
Lussier and Glenn Lucas.
Among the guest who came
from across Canada to this
annual happening, three 
honorary members of RIMS
were present, Diane Wolfson,
Brian Hammond and 
Marc Darby. 
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See all photos from this event at www.canadianunderwriter.ca/gallery
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WICC Ottawa held its 3rd An-
nual ‘Drive for Hope’ Golf Tour-
nament on Monday August
19, at the Camelot Golf &
Country Club in Cumber-
land, Ontario. Foursome’s
competed in the day-long
event that included compli-
mentary use of driving
range, putting greens and
pro staff; box lunch; dinner;
silent auction as well as
prizes and raffles. Leave a
little extra room here for pos-
sible cheque for $10,000
was donated copy when 
actual copy arrives. 
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On September 9, Western 
Financial Group hosted its
12th annual Fall Classic Golf
Tournament in support of the
Western Communities Foun-
dation (WCF). The event was
held just outside of Calgary at

Heritage Pointe Golf and
Country Club in DeWinton,
Alberta. WCF’s mission is to
give back to the communities
in which we live and work
through a variety of charita-
ble programs that focus on
public health, education and
recreation.

Red River Mutual donated
$5,000 to the Children’s Hos-
pital Foundation for their “be
my hero” capital campaign.
This campaign enables the
Manitoba Institute of Child
Health to provide world-class
pediatric research. 
Dr. Nathan E. Wiseman, 

Pediatric General Surgeon
said, “There is nothing that
tugs at your heart more than
a sick child. Children are so
innocent – any condition or
illness they have is no fault of
their own, yet they have to
suffer the consequences –
and trust and rely on adults
to help them. They need us.” 

Pictured is Red River Mutual Vice President of Finance, Geoff Branson,
presenting a $5,000 cheque to the President & CEO of The Children’s
Hospital Foundation, Lawrence Prout.
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The Canadian Independent
Adjusters’ Association
(CIAA) held its 29th Annual
General Meeting and Confer-
ence in beautiful Banff, Al-
berta at the Fairmont Banff
Springs Hotel from Sept.
12-15. More than 100 at-
tendees joined together for
a packed trade show, edu-
cation sessions, social
events and the member
meeting. The President’s
Banquet & Ball saw Marie
Gallagher of Granite
Claims Solutions take over
the reins as president of
CIAA for the 2013-14
year. She succeeds outgo-
ing president John Seyler.
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Sensational jazz crooner
Sophie Milman enter-
tained a crowd of insur-
ance industry professionals
at La Maquette Restau-
rant in Toronto on Sep-
tember 12. The 'Evening
of Jazz' was presented by
CKR Global Investigations
and Beard Winter LLP.
Guest’s had the pleasure
to enjoy an evening of a
live jazz, fine cocktails
and delectable hors
d’oeuvres.
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A.M. Best Company’s 2013
Insurance Market Briefing
- Canada was held in
Toronto on September
11. More than 250 
insurance executives 
attended to hear A.M.
Best rating analysts dis-
cuss the impact of cur-
rent economic conditions
and rating trends on
members of the insurance
industry in Canada. 
Attendees heard pan-
elists discuss Canadian
life, property and casualty
and reinsurance.

APPOINTMENT

Karen Barkley

Elliott Special Risks (A Markel Interna-
tional company), is pleased to announce 
that Karen Barkley has joined the company 
as Deputy President and Chief Underwrit-
ing Officer.

Karen began her insurance career in the 
claims department at Zurich Insurance 
Company in Ottawa in 1977, later trans-
ferring to Commercial Underwriting in 
Toronto. Continuing in the underwriting 
field with Markel and experiencing life as a 
broker with Chris Steer Insurance Brokers.
She has held various underwriting and 
management positions at AIG and CIGNA 
Insurance Company of Canada. Karen was 
the President of ACE INA Insurance prior to 
venturing into the equity and ownership of
an independent wholesale brokerage firm 
Specialty Risk Underwriters Inc.

Karen brings with her, vast underwriting 
and management experience and she val-
ues staff as the team behind a company. She 
is respected throughout the industry for her 
commitment to continuous learning, de-
velopment and education. Karen holds the
designations of CIP, CRM, MBA, and is also 
the immediate Past Chair of the Insurance 
Institute of Canada. She has also served on 
the boards of ACE INA Insurance & ACE 
INA Life Insurance.

Elliott Special Risks (ESR) is a specialist 
insurer. With offices in Montreal, Toronto,
Calgary & Vancouver, it was purchased in 
2009 by Markel International Insurance 
Company Limited (MIICL), a London based 
specialty property and casualty insurer. MI-
ICL is a subsidiary of Markel Corporation 
of Richmond, Va., U.S., and writes business 
either through Syndicate 3000 at Lloyd’s or 
through MIICL. Markel Corporation is rated 
A (Excellent) by A.M. Best and A (Strong) by 
Standard & Poor’s.

www.elliottsr.com
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The Toronto Insurance
Women’s Association
(TIWA) held its September
dinner meeting on Sep-
tember 17 at the Hyatt
Regency Hotel (King
Street) in Toronto. Spe-
cial guest speaker was
Stuart Knight who deliv-
ered an intimate and in-
teractive presentation on
The Art of Powerful Con-
versation, focusing on
the importance of face-
to-face communication,
and bringing the human
factor back to the office,
in an age where technol-
ogy plays such a promi-
nent role. Knight is the
author of You Should
Have Asked – the Art of
Powerful Conversation,
and strongly believes that
the daily interaction we
have with one another,
will strengthen the bond
we have with our customers.

See all photos from this event at www.canadianunderwriter.ca/gallery
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See all photos from this event at www.canadianunderwriter.ca/gallery

The Institute for Cata-
strophic Loss Reduction
(ICLR) hosted an
Urban/Basement Flooding
Symposium on September
19, bringing together
representatives of the in-
surance industry and mu-
nicipalities. Held at The
Board of Trade in
Toronto, more than 140
stakeholders learned
about the causes and
complexities of
urban/basement flooding,
mitigative best practices,
how various municipali-
ties have dealt with the
increased frequency of
floods. Presentations dis-
cussed the application of
household-level meas-
ures and infrastructure
measures to reduce risk
in new and existing
homes and subdivisions,
as well as innovative
Low-Impact Development
programs and the impacts
of climate change on
urban sewer infrastructure.

APPOINTMENT

www.caiw-acfa.com

Laura Greening, BA, CIP, CRM 
CAIW President
2013 – 2014

The Canadian Association of 
Insurance Woman (CAIW) 
are pleased to announce the 
appointment of Laura Greening as 
President for the 2013-2014 term.
Laura is currently employed by 
Sovereign General Insurance 
Company in Halifax, Nova Scotia 
as a Senior Property Casualty 
Underwriter. Laura has been in 
the Insurance Industry since 1989 
working exclusively for insurers. 

Laura is a Past president of 
Nova Scotia Insurance Women’s 
Association and has been an active 
member since 1994. She has 
served on the Board of Directors 
of CAIW from 2005-2007 and on 
the Executive board since 2008.
Laura is involved in many 
community fundraising events such 
as Love Well Project, Children’s 
Wish Foundation, and SAINT 
– Student Mentoring Program 
for St. Francis Xavier University 
to list a few. Laura also enjoys 
singing, playing guitar and theater.
CAIW is made up of 9 chapters 
across Canada and provides 
excellent opportunities for their 
members to better themselves both 
professionally and personally through 
networking and continuing education.
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ADVERTISERS’ INDEX

Maltman Group Interna-
tional hosted the 
Maltman Cup golf 
tournament, pitting
12 insurance profes-
sionals from across
Canada against 12
from England in a
Ryder Cup style for-
mat over a 3 day pe-
riod, September 4-8.
Played out of Charlot-
tetown, PEI, the first
day was a practice
day at the Eagles
Glenn of Cavendish
course, the second
day was the team
event at the Dundar-

ave golf course and
the third day was the
singles event played
at The Links at Crow-
bush Cove. Those par-
ticipating from
Canada included 4
adjusters, 3 lawyers,
3 MGA's and 2 inde-
pendent Insurance
consultants. From the
English side there
were 5 Lloyd's bro-
kers, 6 Underwriters
and 1 MGA (Canadian
playing for the 
English). This year's
event was won by 
the English.
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TIWA’s Annual
Wine & Cheese

Wine &
Cheese

Don’t miss out on our
event of the year!

Thursday February 20, 2014
5:00 pm – 8:00 pm
The Hyatt Regency

370 King St. West, Toronto
Deadline for ticket orders is noon on

Thursday, February 10, 2014

Plan today to attend the premier social networking 
event of the  New Year – the Toronto Insurance Women’s 

Association (TIWA) 2014 Wine & Cheese
(…a proud member of the Canadian Association of Insurance Women)

Tickets are only available through advance purchase and will not be sold at the door.

TICKETS:  $70 each before January 15
$85 after January 15

Go to www.tiwa.org for tickets and information

Or for ticket Inquiries contact:

Reception

Door Prizes Contributions are Welcome!

Recently via Twitter, 
Worden Insurance Brokers
of Oshawa challenged
Gifford Associates Insur-
ance Brokers of Ottawa to
raise food donations for
The Salvation Army of
Oshawa and The Ottawa
Food Bank in a challenge
titled, “The Insurance Can
Count Challenge!”. This
good-natured rivalry took
place during the month
of August, a time when
food donations are tradi-
tionally low during the
summer holidays. Unfor-
tunately, hunger never
takes a vacation. With

great enthusiasm both
brokerages, in their
rookie food drives, did
quite well. Worden col-
lected 230 cans/food
items; Gifford collected
789. But the real win-
ners are the hard-working
organizations serving
those in need. The duel-
ing brokers acknowledge
the important role social
media played in promot-
ing this cause and con-
necting the insurance
industry with the com-
munity at large. Rumor
has it a rematch is on 
for next year!
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ARC Group Canada held its
2013 Annual Seminar &
Cocktail Reception at the
St. Andrews Club & Con-
ference Centre in Toronto
on September 19. This
year’s seminar saw a panel
of experts present on the
topic of ‘Defending Brain
Injury Claims’ including
speakers: Dr. Charles
Tator, Neurosurgeon,
Toronto Western Hospital;
Dr. Grant Iverson, Ph.D,
Harvard Medical School;
Ms. Laurie Walker, Execu-
tive VP, Granite Claims So-
lutions; David Cameron,
Burchells LLP, ARC Group
- Nova Scotia Affiliate;
panel moderated by
Ronald Silverson, Gasco
Goodhue St-Germain LLP,
ARC Group - Quebec Affil-
iate. Attendees had the
chance to network and
discuss the activities of
the day at a cocktail re-
ception after the event.
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See all photos from this event at www.canadianunderwriter.ca/gallery
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The Insurance Brokers As-
sociation of Canada (IBAC)
held it 92nd Annual Gen-
eral Meeting at the Shera-
ton Hotel Newfoundland
in historic, joyful and
screech-worthy St. John’s
on September 19-21. At-
tendees networked and
took part in social func-
tions that ranged from
viewing the stark beauty of
Cape Spear, the eastern-
most point in North Amer-
ica, tasting the goodness
of a Newfoundland
kitchen party meal and
hearing music steeped 
in tradition and wit. Ken
Meyers was welcomed 
as IBAC’s new president,
emphasizing the need for
brokers to take hold of op-
portunities before them,
while past executive mem-
bers were honoured.

See all photos from this event at www.canadianunderwriter.ca/gallery
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business
is insured
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Insurance for businesses, families and individuals  |  acegroup.com/ca

© 2013 ACE Group. Coverages underwritten by one or more companies of the ACE Group. Not all coverages available in all jurisdictions. ACE®, ACE logo®, and ACE insured are trademarks of ACE Limited.

What does it mean to be ACE insured?
	

	 It means my business is protected by an AA- rated insurer, one of the largest

and strongest in the world. ACE people truly understand my risks and go out of their way 

to help. I can focus on growing my company because ACE is there when I need them.

www.acegroup.com/ca


A Full Line of 
Products to Help 

Grow Your Business

As one of the largest property and casualty 

insurers in Canada, Wawanesa Insurance 

has the breadth of products to meet your 

customers’ diverse and ever-changing needs. 

With our outstanding claims service, 

policyholders become customers for life.

www.wawanesa.com

Auto  –  Home  –  Business  –  Farm  –  Life and Group

http://www.wawanesa.com



