
 Risk Elements   BY GREG MECKBACH

 Opportunity in Risk
  BY PAUL CLEVELAND

 No Relief
  BY MURRAY HARRIS & GRAHAM HENDERSON

C A N A D A ’ S  I N S U R A N C E  A N D  R I S K  M A G A Z I N E .  C A N A D I A N U N D E R W R I T E R . C A

AUGUST 2014
A Business Information Group Publication #40069240

http://issuu.com/action/page?page=40
http://issuu.com/action/page?page=18
http://issuu.com/action/page?page=34
www.canadianunderwriter.ca


www.zurich.com/internationalprograms


3August 2014 Canadian Underwriter

 Risk Elements   BY GREG MECKBACH

 Opportunity in Risk
  BY PAUL CLEVELAND

 No Relief
  BY MURRAY HARRIS & GRAHAM HENDERSON

C A N A D A ’ S  I N S U R A N C E  A N D  R I S K  M A G A Z I N E .  C A N A D I A N U N D E R W R I T E R . C A

AUGUST 2014
A Business Information Group Publication #40069240

Cover Story 

Risk Elements
While not every organization 
has launched enterprise risk 
management (ERM), there is 
growing awareness of its value 
among risk managers who 
recognize essential elements 
must be identified to reach 
a core understanding of the 
hazards their respective 
organizations face.
By GREG MEckBAch

Tornado Response
Lessons learned from a 
recent tornado could prove 
of value to communities, 
responding agencies and 
insurers in future disasters.
By ALEx VindEn

Anti-Spam Legislation
Activities such as prospecting,  
use of third-party marketing 
services and social media 
may get caught in the web of 
canada’s new anti-spam law.
By cRAiG hARRis

40

18

26

52

62

22 Seeking Advice
A junior underwriter is being 
tested by ethical dilemmas, 
but her manager does not 
seem open to providing 
guidance. is it okay for her to 
seek advice from someone 
other than her manager?
By ThE ciP sociETy

30 Interest Rates
how is the current interest 
rate environment affecting 
the p&c insurance industry? 
Experience has shown that 
low rates take a bite out of 
insurers, but a persistent spike  
in inflation would be worse.
By kuLLi TAMM

34 Forfeiture Relief 
A recent case out of Alberta 
considering relief from 
forfeiture illustrates the need 
for fleet and risk managers to 
consider fleet lists provided 
to and by insurers to ensure 
comprehensive coverage.
By MuRRAy hARRis &  

GRAhAM hEndERson

featUreS

CANADIAN UNDERWRITER
voL. 81, No. 8, aUgUSt 2014
Canada’s InsuranCe and rIsk 
MagazIne. PublIshed by 
busIness InforMatIon grouP

www.canadianunderwriter.ca

Risks and Opportunities
A new kPMG survey shows 
management of both p&c 
risks and opportunities is 
key to ensure the insurance 
industry evolves as rapidly as 
the risk environment.
By PAuL cLEVELAnd

Pay First, Dispute Later
A recent ruling shows the 
importance of substance over 
convenience in determining 
what contracts fall within the 
ambit of ontario’s “pay first, 
dispute later” regime.
By MARk GELoWiTz & GERARd kEnnEdy

58 Manufacturing Cover 
The manufacturing industry, 
which has seen dramatic 
change in the last five years, 
requires complete, tailored 
insurance solutions to compete  
in today’s global economy.
By dMiTRi iAnkinE

68 Wildfire Precautions
Building near more densely 
wooded areas in Western 
canada brings with it an 
increased risk of damage and 
loss from wildfires. That said, 
there are things homeowners 
can do to protect their homes 
during hot summer months.
By cynThiA MELick

72 Cooling System                       
         Breakdowns
Rising summer temperatures 
— coupled with equipment 
complexity and inadequate 
maintenance — make cooling 
systems a main source of  
equipment breakdown claims,  
and their rising costs.
By dAVid PiVATo

http://issuu.com/action/page?page=40
http://issuu.com/action/page?page=18
http://issuu.com/action/page?page=34
http://issuu.com/action/page?page=52
http://issuu.com/action/page?page=26
http://issuu.com/action/page?page=62
http://issuu.com/action/page?page=22
http://issuu.com/action/page?page=30
http://issuu.com/action/page?page=58
http://issuu.com/action/page?page=68
http://issuu.com/action/page?page=72
http://www.canadianunderwriter.ca


4 canadian underwriter august 20144

SpeCiaL foCUS 

12 Editorial 

14 Marketplace

76 Moves & Views

78 Gallery

voL. 81, No. 8,aUgUSt 2014

16 Risk Ready     
carolyn snow, 2014 
president of RiMs, suggests 
that risk managers and their 
respective organizations 
would be well-advised to 
work together to ensure 
that they keep pace with 
the quickly evolving risk 
management scene.
By AnGELA sTELMAkoWich

profiLe

P
ho

to
: 

s
up

pl
ie

d 
by

 R
iM

s

4 Canadian Underwriter February 2014

14 Leading by Example                
James Cameron, president of
Cameron & Associates 
Insurance Consultants Limited,
was recognized by the CIP 
Society when he received its 
Established Leader Award. 
BY ANGELA STELMAKOWICH

P
ho

to
:
P

at
ri

ck
Th

om
ps

on

SPECIAL FOCUS

6 Editorial

8 Marketplace

56 Moves & Views

58 Gallery

Editor
Angela Stelmakowich
astelmakowich@canadianunderwriter.ca
(416) 510-6793

Associate Editor
Greg Meckbach
gmeckbach@canadianunderwriter.ca
Twitter: @CU_Greg
(416) 510-6796

Online Editor
Harmeet Singh
hsingh@canadianunderwriter.ca
Twitter: @CU_Harmeet
(416) 442-5600 ext. 3652

Associate Publisher
Paul Aquino
paul@canadianunderwriter.ca
Twitter: @InsuranceCanuk
(416) 510-6788

Account Manager
Michael Wells
michael@canadianunderwriter.ca
(416) 510-5122

Account Manager
Elliot Ford
eford@canadianunderwriter.ca
(416) 510-5117

Senior Publisher
Steve Wilson
steve@canadianunderwriter.ca
Twitter: @InsuranceMedia
(416) 510-6800

Art Director
Gerald Heydens

Art Consultation
Sascha Hass

Production Manager
Gary White
(416) 510-6760

Subscriptions/Customer Service
Gail Page
gpage@bizinfogroup.ca
(416) 510-5187

Circulation Manager
Mary Garufi 
mgarufi@bizinfogroup.ca
(416) 442-5600 ext. 3545

Print Production Manager
Phyllis Wright

President
Bruce Creighton

Vice President
Alex Papanou

VOL. 81, NO. 2, FEBRUARY 2014

PROFILE

Canadian Underwriter is published thirteen times yearly (monthly + the Annual Statistical Issue) by BIG 
Magazines LP, a division of Glacier BIG Holdings Company Ltd., a leading Canadian information company
with interests in daily and community newspapers and business-to-business information services.

Business Information Group is located at 80 Valleybrook Drive, Toronto, Ontario, M3B 2S9 
Phone: (416) 442-5600. 

All rights reserved. Printed in Canada. The contents of this publication may not be reproduced or transmitted
in any form, either in part or in full, including photocopying and recording, without the written consent of the
copyright owner. Nor may any part of this publication be stored in a retrieval system of any nature without
prior written consent.

© Published monthly as a source of news, technical information and comment, and as a link between 
all segments of the insurance industry including brokers, agents, insurance and reinsurance companies, 
adjusters, risk managers and consultants.

Privacy Notice
From time to time we make our subscription list available to select companies and organizations whose 
product or service may interest you. If you do not wish your contact information to be made available, 
please contact us via one of the following methods:

Phone: 1-800-668-2374 Fax: 416-442-2191        
E-mail: jhunter@businessinformationgroup.ca
Mail to: Privacy Officer, 80 Valleybrook Drive, Toronto, Ontario, M3B 2S9

Subscription Rates: 2013 Canada 
1 Year $49.95  plus applicable taxes
2 Years $73.95  plus applicable taxes

Single Copies $10 plus applicable taxes

Elsewhere
1 Year  $73.95

Annual Statistical Issue 
(included with above subscription) 
or separately $38 plus applicable taxes

Subscription Inquiries/Customer Service
Gail Page (416) 442-5600 ext 3549
gpage@bizinfogroup.ca 

GST Registration number 890939689RT0001
Second Class Mail Registration Number: 08840
Publications Mail Agreement #40069240

Return undeliverable Canadian addresses to:
Circulation Dept. 
Canadian Underwriter
80 Valleybrook Drive, Toronto, Ontario
M3B 2S9

We acknowledge the financial support
of the Government of Canada through
the Canada Periodical Fund of the 
Department of Canadian Heritage ISSN Print: 0008-5251 

ISSN Digital: 1923-3426

twitter.com/CdnUnderwriter

Connect with Canadian Underwriter

facebook.com/CanadianUnderwriter

linkd.in/CanadianUnderwriter

www.CanadianUnderwriter.ca/MediaGroup

instouch.com/group/CanadianUnderwriter

Contents(Feb14) AS GM.qxp  8/13/14  10:20 AM  Page 4

http://issuu.com/action/page?page=16
http://issuu.com/action/page?page=12
http://issuu.com/action/page?page=14
http://issuu.com/action/page?page=76
http://issuu.com/action/page?page=78
www.twitter.com/cdnunderwriter
linkd.in/canadianunderwriter
www.facebook.com/canadianunderwriter
www.instouch.com/group/canadianunderwriter
www.canadianunderwriter.ca/mediagroup
mailto:astelmakowich@canadianunderwriter.ca
mailto:gmeckbach@canadianunderwriter.ca
mailto:hsingh@canadianunderwriter.ca
mailto:paul@canadianunderwriter.ca
mailto:michael@canadianunderwriter.ca
mailto:eford@canadianunderwriter.ca
mailto:steve@canadianunderwriter.ca
mailto:gpage@bizinfogroup.ca
mailto:mgarufi@bizinfogroup.ca
mailto:jhunter@businessinformationgroup.ca
mailto:gpage@bizinfogroup.ca


Refine your 
analysis.
Uncover the core elements of Canadian 
insurers’ financial performance with the gold 

standard in insurance data and reports: 

Best’s Statement File – Canada.

� �A.M.�Best�Company�•�(908)�439-2200,�ext.�5311�•�sales@ambest.com�•�www.ambest.com/sales/ambfinancialsuite

With meticulous cross-checks, valuable ratios, and industry composites available nowhere else, 
Best’s Statement File – Canada provides invaluable insight into the forces that shape the Canadian 
insurance market. Enrich your research with five years of complete annual and quarterly OSFI filings, 25 
years of Best’s Credit Ratings, dozens of standard and custom report options, and more, all via our powerful 
BestLink ® online service. 

Get to know the Canadian insurance market with A.M. Best.
Call (908) 439-2200, ext. 5311,�or�e-mail sales@ambest.com to learn more. 13

.0
41

9

mailto:sales@ambest.com
mailto:sales@ambest.com
http://www.ambest.com/sales/ambfinancialsuite


Covers:  1936,1942-43,1952-53,1964,  
 1966, 1968

CUW 80th SPREAD COVERS AUG.indd   1 14-08-13   4:26 PM



Covers:  1936,1942-43,1952-53,1964,  
 1966, 1968

Covers:  1969,1970,1971,1972,  
 1974,1976

CUW 80th SPREAD COVERS AUG.indd   2 14-08-13   4:27 PM



Articles:1966 – 1968

CUW 80th SPREAD ARTICLES AUG.indd   1 14-08-13   4:29 PM



Articles:1966 – 1968 Articles:1968 – 1970

CUW 80th SPREAD ARTICLES AUG.indd   2 14-08-13   4:29 PM



Advertisements: 1955

CUW 80th SPREAD ADVERTS AUG.indd   1 14-08-13   4:31 PM



Advertisements: 1955 Advertisements: 1955 – 1957

CUW 80th SPREAD ADVERTS AUG.indd   2 14-08-13   4:31 PM



12 Canadian Underwriter August 2014

editorial

Despite some discussion of  
a disconnect between how 
much of a threat cyber risk is 
(as portrayed in the media) 
and how high it is ranked by 
organizations (measured by 
actions taken), talk of cyber 
risk/security/attacks abounds.

The issue received yet  
another unwelcome reboot 
here at home with allegations  
in July that Chinese hackers  
had infiltrated the IT network 
of the National Research 
Council of Canada (NRC), the 
very council now working  
with others to develop a 
photonics-based, quantum-
enhanced computer encryp-
tion system that would make 
such infiltrations a no-go. 

“The emerging field of 
quantum communication 
promises unhackable, 
secure communication that 
can be applied to protect 
our digital infrastructure,” 
notes information on NRC’s 
website. For the time being, 
NRC computers will remain 
isolated from the rest of the 
federal government systems. 

A study issued last year 
by the International Cyber 
Security Protection Alliance 
shows that 69% of surveyed 
Canadian businesses reported 
experiencing an attack in a 
12-month period.

Another recent survey, this 
one released by ForeScout 
Technologies Inc., indicates 
96% of the responding 
organizations, spanning five 
industries in the United 
States and Europe, had a  
significant IT security  
incident in the past year. 

The majority of IT organiza-
tions are aware that some 

of their security measures 
are immature or ineffective, 
ForeScout Technologies 
notes, but only 33% are very 
confident in the likelihood 
that their organizations  
will improve less mature 
security controls.

The lack of confidence 
is hardly heartening. The 
Insurance Information 
Institute (III) in the United 
States reports there were 
614 publicly disclosed data 
breaches in the U.S. last year 
compared to 449 in 2012,  
419 in 2011 and 662 in 2010.

Cyber risk is a concern 
that has received notice 
from regulators and legisla-
tors both north and south 
of the border. In the paper, 
Plans and Priorities for 
2013-2016, the Office of the 
Superintendent of Financial 
Institutions (OSFI) has listed 
cyber risk as one of its top 
priorities, notes a recent  
bulletin from Clyde & Co. 

OSFI has made clear that 
the regulator expects senior 
management of all federally 
regulated financial institu-
tions (FRFIs) to review cyber 
risk management policies to 
ensure they remain effective 
in light of changing cir-
cumstances and risk, writes 
Shani Briffa, an associate 
with Clyde & Co. As well, 
Briffa adds, “OSFI appears 
committed to providing the 
guidance and oversight  
required to encourage FRFIs 
to use (its) template to  
develop and maintain effective 
cyber security practices.”

As for the U.S. House of 
Representatives, it has passed 
the National Cybersecurity 

and Critical Infrastructure 
Protection Act of 2013, 
which includes provisions to 
strengthen public and private 
information-sharing, a move 
that could incentivize  
behaviour to deal with the 
increase in cyber attacks.

That is all encouraging, but 
not everything is in the wake 
of attacks that have put a 
decidedly fine point on how 
close to home (and business) 
cyber attacks can come.

“Despite the fact that cyber 
risks and cyber security are 
widely acknowledged to 
be a serious threat, many 
companies today still do not 
purchase cyber risk insurance,”  
notes the III, although that 
appears to be changing.

“As the standalone market 
for cyber insurance grows and 
as existing covers expand to 
encompass cyber exposures,  
we will see more and more 
claims come into the 
market,” notes a white paper 
from Crawford & Company. 

There is also some encour-
agement in statistics from 
Munich Re. Responses from 
more than 100 risk managers 
at this year’s RIMS annual 
conference in Denver shows 
that 77% reported they plan 
to have some level of cover-
age in the next 12 months. 
As well, 42% said they plan 
to increase their level of 
cyber insurance or buy cover-
age for the first time.

Risk managers “understand 
that having financial protection 
is an important component 
of managing this increasing 
risk,” Gerry Finley, a senior 
vice president at Munich Re 
America, said at the time. 

The majority of 
the polled IT 
organizations 
are aware that 
some of their 
security measures 
are immature or 
ineffective. 
angela Stelmakowich, editor
astelmakowich@
canadianunderwriter.ca

Cyber Evolution
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marketplace

Risk
 

“TOTAL COST OF RISK” 
TRENDS HIGHER: RIMS
The average “total cost of 
risk” (TCOR) for companies 
trended higher for the third 
consecutive year in 2013, 
notes the RIMS Benchmark 
Survey, issued in late July.

RIMS reports that TCOR 
increased 2% from $10.70 
per $1,000 of revenue in 
2012 to $10.90 per $1,000 
of revenue in 2013. It had 
increased 5% in 2012 and 
1.7% in 2011, “reflecting 
the influence of hardening 
insurance market conditions,”  
states the report, which 
includes data for more than 
52,000 insurance programs 
from 1,400-plus companies.

The contribution of property  
premiums to average TCOR 
also rose 15%, from $3.09 
per $1,000 of revenue to 
$3.54 per $1,000 of revenue.

“The value of risk manage-
ment and its impact on an  
organization’s sustainability  
has emphasized the importance  
of developing comprehensive 
risk financing programs,” 
says RIMS president Carolyn 
Snow. “Benchmarking the 
total cost of risk gives risk 
managers an undeniable 
advantage when structuring 
their risk financing programs, 
especially in today’s competi-
tive insurance market.”

ZURICH OFFERS ADVICE ON 
SOLAR PANEL SAFETY
Zurich Insurance Group is 
recommending commercial 
building managers and risk 
managers try to avoid the 

installation or integration of 
photovoltaic (PV) systems 
onto or into buildings until  
associated risks are fully 
understood and addressed.

The recommendation is  
included in Zurich Insurance’s  
new white paper on PV solar 
panel systems, information 
meant to help risk managers 
understand associated risks 
and how businesses can 
protect themselves before 
moving forward with green 
technology.

“Solar PV system use has 
increased three-fold over the 
last three years, which means 
more and more businesses 
need to understand the risks 
associated with them in order 
to help protect their property 
and business operations,” says  
Mike Widdekind, technical 
director, property for Zurich 
Services Corporation.

Fire-related risks are among 
the top challenges with PV 
systems, Zurich notes, add-
ing the systems have more 
fire ignition sources and pres-
ent more opportunity for fires 
to occur beyond the reach of 
standard fire protection and 
fire detection systems. 

As well, risk managers need 
to be aware of unexpected 
structural loads, such as 
snow or ice that accumulates  
in shaded areas below panels;  
and that PV solar panel 
systems can be susceptible  
to damage caused by  
wind-borne debris.

U.S. SENATE VOTES TO 
EXTEND TERRORISM 
INSURANCE ACT
The United States Senate 
voted in mid-July in favour of 

a bill that, if passed into law 
un-amended, would extend 
the Terrorism Insurance 
Program from the end of 
2014 until the end of 2021, 
and would increase the  
insurance marketplace ag-
gregate retention amount by 
US$10 billion, bringing the 
amount to US$37.5 billion. 

On July 17, 93 of America’s 
100 senators voted in 
favour of the Terrorism 
Risk Insurance Program 
Reauthorization Act of 2014. 
A separate bill proposing to 
extend the U.S. government 
terrorism coverage program to 
2019 was tabled June 17 in 
the House of Representatives, 
but had not been put before 
the full house for a vote.

TRIA requires insurers to 
cover losses in incidents 
“certified” by the U.S. gov-
ernment as terrorist acts, and 
requires the U.S. government 
to pay a portion of a carrier’s 
insured losses that exceed 
the carrier’s deductible. 

The bill passed by the 
Senate proposes reducing the  
federal share of compensation  
for insured losses of an 
insurer during each program 
year (after the bill is passed 
into law) by 1% “until that 
share equals 80% of that 
portion of the amount of such 
insured losses that exceeds 
the applicable insurer deduct-
ible for such program year.”

The Senate also proposed 
increasing the insurance 
marketplace aggregate reten-
tion amount, currently at 
US$27.5 billion, by  
US$2 billion per calendar 
year until the industry’s 
retention is US$37.5 billion.

Canadian 
Market

 
ADJUSTER, PROVIDER TO 
OFFER REAL-TIME INFO ON 
CANADIAN CAT ZONES
Canadian independent 
adjusting firm Catastrophe 
Response Unit Adjusters Inc. 
(CRU) has partnered with an 
online loss index provider to 
offer real-time information 
from Cat zones in Canada.

Subscribers to the recently  
launched Catastrophe Indices  
and Quantification Inc. (CatIQ)  
will now have access to 
photos, videos and text-based 
reporting from catastrophe 
zones across Canada. Users 
will have the information 
within the first hours and 
days following an event, 
and then periodically as the 
recovery process unfolds.

The online subscription-
based application provides 
insured loss indices, granular 
industry-wide loss estimates, 
Geographic Information 
System (GIS) mapping and 
other related information.

AIR RELEASES UPDATED 
QUAKE MODEL FOR CANADA
AIR Worldwide’s Earthquake 
Model for Canada — which 
the risk modelling firm 
calls a significant tool for 
compliance with Guideline 
B-9 — has been updated to 
provide insurers and other 
industry stakeholders with an 
enhanced means of assessing 
potential losses from ground 
shaking, fire following  
earthquake, tsunami,  
liquefaction and landslide.



15August 2014 Canadian Underwriter

marketplace

“The model reflects an 
up-to-date view of seismicity 
based on the latest hazard in-
formation from the Geological 
Survey of Canada and 
collaboration with leading 
academics,” says Dr. Jayanta 
Guin, executive vice presi-
dent, research and modelling 
for AIR Worldwide.

Among the model’s features 
are detailed geotechnical 
and microzonation studies of 
several metropolitan areas, 
including Ottawa, Montreal, 
Victoria and Vancouver, to 
account more accurately for 
the impact of surface soils on 
ground shaking; and damage 
functions for industrial facili-
ties and infrastructure.

Claims
 

“CALM CONTINUES” AS  
CAT LOSSES DECLINE  
IN CANADA, U.S.
Catastrophe losses in Canada 
during the first six months of 
2014 fell 98% over 2013, 
with only two catastrophe 
events designated so far, note 
figures released by Property 
Claims Services (PCS).

The wind and thunderstorm 
events occurred in June. 
The first event’s losses are 
estimated at $34 million;  
the estimate for the second  
is not yet available. 

Catastrophe losses for the 
first half of 2014 (excluding 
the second June loss event) 
are also below the five-year 
average of $641 million.

“The steep year-over-year 
decline results from the 
fact that last year’s flooding 
— which led to the highest 

catastrophe loss levels since 
PCS Canada began operations 
in 2010 — was followed by 
the quietest first half in the 
service’s history,” the report 
notes. “However, the results 
for 2013 may change based 
on future re-surveys.”

In the United States, PCS 
designated 20 Cat events for 
the first six months of 2014, 
slightly above the 10-year  
average of 18.6. Insured 
losses for that period reached 
$9.5 billion, while losses in 
2014 Q2 were $6.5 billion, 
the lowest level since 2010.

$200,000 FINE, 
RESTITUTION ORDERED  
FOR REHAB CLINIC
Toronto-area Ontario Rehab 
Centre was fined $200,000 
in July after being convicted 
of auto insurance fraud-
related offences.

The clinic — charged in 
the wake of co-operative 
investigations involving 
the Financial Services 
Commission of Ontario 
(FSCO), Insurance Bureau 
of Canada (IBC), multiple 
insurers and Toronto police 
— flows from an investigation 
into a staged accident ring. 

IBC reports insurers paid 
out an estimated $4 million 
in fraudulent claims as a 
result of the scam.

Charges under Ontario’s 
Insurance Act against the 
clinic include knowingly 
making false representations 
to State Farm to obtain pay-
ments for services provided 
to auto insurance claimants; 
and charging amounts to 
State Farm for the payment 
of services not provided.

Ontario Rehab Centre was 
found guilty on both counts 
and was fined the maximum 
$100,000 on each count. 
The clinic was also ordered 
to provide restitution to State 
Farm for amounts proven to 
have been falsely billed and 
paid, totalling $609,112.

EDMONTON POLICE 
RECOVER EQUIPMENT IN 
FALSE VIN SCHEME
The Edmonton Police Service 
(EPS) recently announced 
it has recovered more than 
$863,000 worth of travel 
trailers and other allegedly 
stolen property following an 
investigation into false ve-
hicle identification numbers.

The trailers and recreational 
equipment that EPS recovered 
were “allegedly stolen and 
resold to unsuspecting buyers 
across Western Canada,” the 
police report. EPS has “recov-
ered an estimated $664,830 
in additional stolen property.” 
 

Technology
 

PROPER USE OF TECHNOLOGY  
COULD LEAD TO SAVINGS
The insurance industry is 
poised to see high perfor-
mance claims transformation  
if it takes steps to turn 
routinely overlooked data into 
actionable information and 
knowledge, notes Aite Group.

Aite Group research finds 
that about 15% of loss costs 
and loss adjustment expense 
could be saved with the 
proper use of technology,  
notes the research and 
advisory firm focused on 
business, technology and 

regulatory issues and their 
impact on the financial 
services industry. 

The findings are based in 
part on a 2013 study of new 
entrants to the United States 
property and casualty insur-
ance claims-handling market.

Using the 15% figure, 
the innovation opportunity 
could be more than US$110 
million for a carrier with 
US$750 million in premium.

Claims-handling proficiency 
can be increased by making 
better use of what they  
operate on (data) which is 
found in underwriting, policy 
and claims systems, as well 
as external data sources.

Reinsurance
 

GLOBAL CATS CAUSE 
US$22 BILLION INSURED 
LOSSES FOR FIRST HALF
Global natural catastrophes 
for the first half of the year 
accounted for US$22 billion  
in insured losses, with 
more than half occurring in 
the United States, Impact 
Forecasting notes in a report.

Roughly 55% of the insured 
losses came from the U.S., 
with 23% in Europe and 
19% in Asia, reports the  
catastrophe model develop-
ment arm of Aon Benfield.

But insured losses were 
about 19% below the 10-year 
average of US$27 billion. 
Economic losses for the first 
half of 2014, as well, were 
below the 10-year average,  
at US$54 billion compared 
with the US$106 billion  
average for the period of 
2004 to 2013. 
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Angela Stelmakowich
editor

RIMS president 
Carolyn Snow 
advises that risk 
managers and  
their organizations  
can work together 
to keep pace 
with the quickly 
changing risk 
scene.
There is no argument, no 
doubt. The risk landscape 
is changing — and both 
organizations and their risk 
managers would do well to 
remain in step.

Risk management has  
always been an evolving 
thing, but why has the pace 
of change ramped up?

“I think with the advent of 
ERM (enterprise risk man-
agement) that risk managers 
really broadened their scope 
of responsibility. Obviously 
not all risk managers do  
enterprise risk or strategic 
risk, but many more are 
than were in the past,” says 
Carolyn Snow, president of 
RIMS and director of risk 
management for Humana Inc.

“In some ways, people look 
at ERM and say, ‘Well, it’s 
been around for a while,’ 
— and it has. But it’s really 
caught hold in the last few 
years,” she points out.

Driving that profile higher 

are a number of develop-
ments, not least of which 
is that risk managers and 
others have done a good job 
of educating people about  
enterprise risk, additional 
tools are available to help  
develop enterprise risk 
frameworks, and there are 
more training and develop-
ment opportunities.

Maybe the biggest con-
tributor, though, is the 
influence that comes when 
rating organizations — more 
are requiring analysis of a 
company’s ERM program — 
and regulatory areas take 
notice. When they start 
talking about enterprise risk, 
“then, obviously that moves 
up on the radar screen for 
organizations,” Snow says.

pArt of the conversAtion
The extra notice is welcome, 
since it helps risk become a 
larger part of both everyday 
and strategic conversations. 
That said, a seat at the table 
comes with expectations that 
risk managers will be well-
versed and well-prepared.

“It’s great to talk about 
strategic and enterprise risk 
and all those things, but then 
you have to bring those skills 
along with you,” Snow em-
phasizes. For risk managers 
to continually broaden their 
skills and their expertise in 
these areas, she suggests 
it is a matter of education, 
training and developing  
expertise in bigger areas, 
such as strategy, that “tradi-

tionally risk managers really 
didn’t get involved with.”

Snow says she believes that  
there will be more and more 
people coming into risk 
management who understand 
strategy and who under-
stand claims management. 
“Fifteen, 20 years from now, 
I think the backgrounds of 
some of the people in risk 
management will be very 
interesting.”

Risk managers today are 
“more articulate about the 
value they bring and the 
other things they can do,” 
Snow comments. But to fully 
realize that value, she says, 
they need more access to 
the C-suite and the senior 
leadership of an organization 
or a company. 

Leadership, in turn, must  
provide support and resources  
for initiatives that, ultimately, 
are for the organization’s 
protection and benefit. 

“The whole time you’re 
talking about strategic risk 
or enterprise risk, you’re also 
probably asking for more 
resources and more oppor-
tunities to do those things,” 
Snow says. Being comfortable  
to do so is also likely part of 

a transformation going on 
with risk management. 

As risk management 
evolves, risk managers will 
work not only with traditional 
areas like workplace solutions  
and safety, Snow says, but 
also functions such as IT, 
strategy, and mergers and 
acquisitions. Those relation-
ships will provide a view of 
not just current risks, but 
those that may develop down 
the road as an organization 
and its objectives change.

Noting she has been with 
Humana for 14 years, Snow 
says she is still learning 
about the company. “The  
reason is because we’ve 
changed as a company,” she  
says. “As your company grows  
and as your industry changes, 
you’ve really got to keep 
up with all of that. So it’s a 
continuous learning process.”

And that is where building 
relationships with different 
departments and functions 
within a company or organi-
zations will pay off. “If you 
sit behind your desk all day 
long, you probably don’t have 
a clue what’s going on in your 
organization,” she ventures.

Really good risk managers 
get out into the company 
and are known, says Snow, 
a member of RIMS for 14 
years, including seven years 
on its Board of Directors. 

“When things happen, or 
even before things happen, 
when people are thinking 
about doing something  
different, they call you up.” 

risk ready

“i think with the 
advent of erM 
that risk managers 
really broadened 
their scope of 
responsibility.”
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vAlUe of experience
Snow would likely agree there 
is value in many types of work 
experience. In her current role 
at Humana, she manages the 
corporate insurance program,  
including its captive and 
RMIS system, serves on the 
corporate acquisition team 
and the legal entity commit-
tee, and is a member of the 
core advisory group for ERM.

Previously, she served as 
vice president of marketing 
at Aon Risk Services and in 
underwriting and marketing 
management positions with 
Fireman’s Fund and Cigna 
P&C. At Cigna, “I learned a 
lot about analysis in terms 
of really analyzing risk,” says 
Snow, a skill that, no doubt, 
can be applied in today’s 
fast-changing environment.

When developing a risk 
management program, “you 
try to analyze and measure, 
you try to gauge all of the 
exposures that you’re faced 
with,” she says. “Risk man-
agement programs should 
never be filed away or put 
away. You should always be 
working on it, adjusting it.”

At Aon, Snow gained a 
much broader view of things. 
“I saw things more from the 
customer’s point of view 
because as a broker, you’re 
all about service,” she says. 

As a risk manager in an 
organization, “my customers 
are the other departments.”

The idea is that both 
experience and relationships 
can work together to help risk 

managers identify issues be-
fore they become concerns. 

Consider how cyber risk, 
which Snow views as the 
most pressing risk manage-
ment issue, has transformed.

“It’s hard to measure, 
it’s hard to know what your 
exposures are,” she points 
out. “You can put all the 
mitigating things in place, 
but the people who do the 
cyber attacks are very, very 
sophisticated,” she says, 
making it difficult “to do 
everything you need to do in 
a mitigation landscape.”

Cyber is unlike damage to, 
for example, a building, where 
replacement costs can be 

calculated fairly easily, Snow 
says. Boards of directors are 
becoming very concerned 
about the issue, she says. 
“It’s something that senior 
leadership no longer says, 
‘Well, I’ve got a good IT staff 
and they’ll take care of that.’”

But there are some positives.  
“I think organizations and 
companies are doing a much 
better job of analyzing their 
risk and learning from mis-
takes of other organizations,” 
Snow says. “I also think the 
individual is doing a better 
job of taking care of their 
information when they can 
and being a little bit more 
diligent,” she adds.

Diligence, though, is need-
ed whatever the risk.“We 
are such a small world and 
we are so closely intercon-
nected in ways that we don’t 
even think about it,” Snow 
comments. The world seems 
more complex, as do the 
risks, she notes. As “that risk 
becomes more complex, then 
we have to think broader and 
maybe think about things 
that are risks that we never 
thought were in the past.”

WiDer vieW
Adopting a wider view 
marries well with RIMS’s 
focus areas for 2014. RIMS 
2020, the goal of which is to 
develop a long-range plan for 
the society, has three main 
areas: supporting tomorrow’s 
leaders, knowledge and 
expertise, and globalization. 

“What are risk managers 
going to look like five, 10 
years from now? What are 
risks going to look like? And 
what do we need to do as an 
organization to support those 
risk managers in their role, 
whatever it is?” Snow asks.

There is negative risk, but 
there is also opportunity risk. 
“It’s really easy to always just 
be focused on the negative 
side of risk, but I think what 
strategic risk does and what 
enterprise risk does is moves 
you more into looking at  
opportunities, because  
really at the end of the day, 
my job, in risk management, 
is to support my company’s 
business plan.” 

P
ho

to
: 

S
up

pl
ie

d 
by

 R
IM

S



18 Canadian Underwriter August 2014

Risk and 
         Opportunity

The property and casualty insurance industry 
is in the risk business. As an industry driven by 
risk, it is reasonable to assume that p&c insurers 
understand and manage risk better than most. 
However, only history, and thus hindsight, can 
prove this assumption right or wrong.

KPMG recently conducted a survey on risks 
and opportunities in the Canadian insurance sec-
tor, seeking to identify the top risks and the top 
opportunities perceived by respondents as it per-
tains to their businesses. The first-ever Canadian 
Insurance Industry Risks & Opportunities Survey, released 
in May, reflects the views of 172 participants, of 
which 58% are within the p&c insurance indus-
try and 42% are in the life insurance industry.

TOP RISKS FOR P&C COMPANIES
Not surprisingly, regulatory and compliance bur-
den was identified as the top risk by two-thirds 
of survey respondents (see chart on page 20). 
The introduction of Own Risk and Solvency As-
sessment (ORSA) for federally regulated insurers 
in 2014, as well as auto insurance in Ontario, are 
certainly subjects of intense focus at this time. 

Furthermore, it is soon expected that the pro-
vincial regulators will follow regulatory trends in 
both the United Kingdom and the United States, 
bringing market conduct to the fore. 

Without doubt, catastrophic loss events that 
took place in 2013 weighed heavily on the minds 
of Canadians. Prior to 2013, the increasing fre-
quency and severity of water-related disasters had 
already begun to make waves. Water Damage Risk and 
Canadian Property Insurance Pricing, a research paper 
issued by the Canadian Institute of Actuaries in 
February 2014, states that the past is no longer 
predictive of the future, and identifies numer-
ous reasons behind the systemic under-pricing 
of water damage risk in the insurance industry. 

When examining these reasons, it is hard not 
to ask why industry stakeholders did not already 
know this. Why could industry not have taken 
action earlier? Remember, hindsight is 20:20, 
and although identifying the risk is the first step, 
it is not necessarily the most important one. The 
most critical element of risk management is what 
action is taken and when. Of course, the cynic 
would say that there are no prizes for acting pre-
emptively on a risk that never happens, but then, 
that is what risk management is all about.

One of the more interesting findings presented 
in the water damage research paper is the impact 
of human behaviour on the increasing water-
related losses. Human behaviour (often referred 
to as behavioural economics) is a subject of in-
creasing research, looking to explain how people 

Paul 
Cleveland 
Vice President, 
Insurance  
Advisory Services, 
KPMG
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A recent KPMG survey on risks and opportunities in the Canadian 
insurance sector shows both some familiar patterns and some 
surprises. Management of both, however, is necessary to ensure the 
insurance industry evolves as rapidly as the risk environment it faces.
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reflected in the KPMG survey top identi-
fied risks. It is best not to forget that at 
one point water-related loss was itself 
an emerging risk.

Today, many insurers are focused on 
the business opportunities provided by 
telematics and big data. However, in the 
longer term, the widespread adoption 
of driverless cars, although not identi-
fied as a significant risk in the survey, 
does pose a significantly disruptive risk 
to the insurance industry — thus tele-
matics may be just a passing fad on the 
insurance continuum. 

Those in the insurance industry should 
be considering how adaptive and flex-
ible the current business model is with 
regard to the insurance industry of the 
future. The potential for new entrants 
with disruptive business models, wheth-
er auto manufacturers or companies like 
Google, cannot be ignored. To mitigate 
these emerging risks in the insurance 
industry, it is necessary to incorporate 
time-based scenario planning as part of 
the risk management process.

TECh ANd CybER RISKS
In an industry bedeviled by legacy tech-
nology, 45% of respondents identified 
the cost of IT investment as a significant 
risk. Cost overruns, delayed implementa-
tion timelines and concessions on func-
tionality delivered are historical truisms 
of the changing world of technology. 

make economic decisions that are not 
consistent with conventional wisdom 
and economic facts. 

The number of people living in areas 
considered to be earthquake zones who 
do not have earthquake insurance is a 
clear example of behavioural economics 
at work. The rational decision would be 
to buy insurance, but the observed hu-
man behaviour provides a different story. 

Increasing collective understanding 
of behavioural economics is an impor-
tant key to better managing risk in the 
insurance industry.

EMERgINg INduSTRy RISKS 
When asked about risk, people tend to 
first consider their immediate outlook. 
It is common to consider what is top of 
mind, possibly even overstating an im-
mediate risk, while understating future 
risks. As such, emerging risks or risks 
with longer timelines may not get the 
attention that they should — as possibly 

Notwithstanding significant IT spend 
in the p&c industry between 2006-2012, 
the industry has yet to see technology 
investment drive down expense ratios. 

Based on KPMG calculations for a select 
sample of 12 larger p&c insurers, their 
expense ratio (commissions and gener-
al expenses, excluding taxes) went from 
26.4% in 2006 to 26.1% in 2012. This 
is a significant risk for the future of the 

insurance industry, especially while an-
ticipating new entrants into the industry 
at some point down the road.

One risk that surprisingly did not gain 
prominence in the survey was cyber 
security and the associated reputational 
risk. It is certainly a risk perceived by the 
media and broader market, as compa-
nies scramble to acquire insurance cov-
erage protecting themselves against the 
impact of cyber attacks. Despite survey 
findings, more recent anecdotal evi-
dence suggests this risk is rapidly gain-
ing mindshare with industry executives.

P&C Insurance
Top 10 Risks

1. 67% Regulatory and compliance burden

2. 63% Catastrophic loss events

3. 60% Low interest rates

4. 52% Accounting and actuarial changes

5. 47% Climate changes affecting claims costs

6. 45% Cost and risks of IT investments

7. 42% Consumer preferences that shift to newer 
distribution channels

8. 39% Regulation of insurance pricing

9. 36% Competitors with better data analytics capability

10. 34% Consolidation resulting in dominant competitors

P&C Insurance
Top 10 Opportunities

1. 64% Improved understanding of risk and capital (better use of
capital and management of risk)

1. 64% Customer data analytics to improve underwriting, pricing
and marketing

3. 56% Improvement of operation processses and technology

4. 49% Technology to charge for risk better (e.g. telematics)

5. 40% Customer self-service technology to improve customer
service satisfaction and reduce costs

6. 39% Technology to prevent and detect claims fraud

7. 38% Mergers/acquisitions to improve market position and
economies of scale

8. 36% “Treating customers fairly” intiatives to reduce market
conduct risks and strengthen customer loyalty

8. 36% Investment in organic growth (new products, pricing
strategies, geographic expansion)

10. 34% Consumer preferences that shift to newer 
distribution channels



ments, geographic regions or specific 
risks types — means that the insur-
ance industry will seek to obtain far 
more information than it can and does 
today. 

The industry will also need to at-
tract a new breed of employee: the data 
scientist. This person will have skills in 
data mining, analytics, math and statis-
tics. They will need to be able to explain 
the data collected and what it means, in 
a way on which the business can profit-
ably capitalize. 

The main challenges here are two-
fold: first, the insurance industry must 
convince bright young people (the data  
scientists) that their future lies in the  
industry; and second, the regulatory 
environment must be responsive and 
collaborative so as to allow companies 
to take advantage of the opportunities 
that will be available. Certainly jurisdic-
tions with a “file and use” regulatory ap-
proach enable companies to take more 
timely advantage of the insights gained 
through data analytics.

TOP OPPORTuNITIES FOR P&C FIRMS
Turning to the opportunities available 
to p&c insurers, respondents surpris-
ingly identified the need for improved 
understanding of risk and capital (ORSA 
anyone?) as a top opportunity. 

This response is likely driven by two 
primary factors: a better understanding 
of capital requirements is necessary to 
fuel more informed decisions, and a 
broader and deeper understanding of 
risks across the organization is desired, 
and may be driven by discussions dur-
ing the development of Risk Appetite 
Statements.

Customer data analytics
The other top opportunity identified 
relates to the use of technology and 
customer data analytics to enable better 
underwriting, pricing and marketing. 
The opportunity to gather data (both 
structured and unstructured) and then 
analyze it to identify profitable market 
segments and better understand the 
risk profiles — for specific market seg-

Technology and process improvement
Interestingly, technology and process 
improvement was considered a signifi-
cant opportunity by more than half of 
the respondents and, thus, represents 
both one of the main opportunities and 
one of the biggest risks in the industry. 

It has been clear for many years that p&c 
companies must improve their business 
processes. It is also clear money invested in 
new technology has yet to deliver industry-
wide reductions in ongoing operating costs. 

Despite these challenges, customer 
preferences are changing and they want 
services provided differently than in the 
past. To satisfy customers, new technol-
ogy that meets these preferences must 
be deployed. Ultimately, the deploy-
ment of technology must be less about 
cost and more about service.

Generally, in the current environment, 
managing risks and capitalizing on op-
portunities is an extremely dynamic pro-
cess. The question is, can the insurance 
industry evolve as rapidly as the risk en-
vironment that exists today? 

www.harmonie.org
www.dacbeachcroft.com
www.clcnow.com
mailto:clcrobinson@mccagueborlack.com
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A junior underwriter was gaining a reputation 
for doing a good job and wanting to do what 
is right. Her technical knowledge was as good 
as her experienced counterparts, but she felt 
continually tested by ethical dilemmas that con-
fronted her. 

Typically, the underwriter would look at each 
situation from all sides, although she felt better 
if she could run the situation by her manager. 
Unfortunately, the manager tended to shut out 
the underwriter, making statements such as, “I 
expect you to know this or to think for your-
self.” This tended to inhibit questions from all 
staff.  

On one occasion, the junior underwriter de-
cided to discuss a situation with her manager’s 
counterpart in another department. This had the 
effect of garnering contempt from her manager, 
who indicated that she should come to see only 
him if she had any questions. 

The junior underwriter felt that she was in 
a no-win situation with her boss. Many of the 
ethical dilemmas she encounters do not have writ-
ten precedents she can refer to, nor do they call 
upon her well-developed technical knowledge.

What should the junior underwriter do? She 
follows the rules to the letter and relies upon her 
technical skill-set, but there are definitely people 
issues within her company’s management team. 
And these issues seem to manifest themselves on 
a situation-by-situation basis. 

Should she find answers and advice outside of 
her company? Is she within her rights to under-
take some form of action?

Diane Brickner, CIP, ICD.D.
President & Chief Executive Officer
Peace Hills Insurance Company
In this scenario, I do not believe the junior un-
derwriter should take her questions outside of 

The CIP Society
Insurance Institute  
of Canada
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A junior underwriter is being tested by ethical dilemmas, 
but her manager does not seem open to providing guidance. 
On one occasion, she feels compelled to seek advice from 
a manager in another department, which creates tension 
between her and her manager. Is it okay for her to seek 
advice from someone other than her manager?
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So, my suggestion to the junior under-
writer in this scenario would be to take 
another shot at approaching her man-
ager, but with a deliberate focus on pre-
senting suggested solutions to the ethical 
dilemmas that are confronting her. 

If the manager remains non-respon-
sive to her requests for guidance, despite 
this change in approach, this at least of-
fers an opportunity for a further con-
versation about where the junior un-
derwriter can go for assistance. 

Despite the lack of support offered 
to this point, I would suggest that the 
junior underwriter still owes the man-
ager the opportunity to engage in this 
conversation, before she begins seeking 
counsel elsewhere. 

While this might be a tough conversa-
tion for the junior underwriter to raise 
— and it will certainly take guts for her 
to put her hand up and state that she 
is not getting the support she needs — 
the benefits of this conversation will be 
realized in one of two ways. Either the 
manager will become more responsive 
to her requests for assistance and be-
gin providing the necessary support she 
requires, or she will be able to confi-
dently reach outside the department for 
help (to HR, another manager, a men-
tor, etc.) with the full confidence that 
she respected the established reporting  
structures and provided her manager 

The underwriter and 
manager can decide, 
for example, that the 
underwriter will copy her 
manager on her decisions, 
but if there is an ethical 
dilemma she cannot solve 
on her own, she will 
schedule a brief meeting 
with the manager to discuss 
the particular situation in 
more detail. 

the organization, especially if those 
questions pertain to issues that are of an 
ethical nature. She may have a mentor or 
close confidant with whom she could 
have a conversation. However, those con-
versations would have to be very, very 
confidential.

An employee should always feel that 
he or she has the right to take action on 
a situation when warranted. However, 
in this case, I believe it would not serve 
her well to go above the manager and 
take action against him. There is a good 
chance that the action would backfire 
on her and destroy any working rela-
tionship she and her manager may have.

So what can she do? I suggest she use 
her knowledge and experience to make 
the best decision she can in the situation. 
Once she has made her decision, she 
should immediately forward an e-mail to 
her manager explaining how she came 
to the decision and close the e-mail by 
saying that if he has any concerns with 
her position, he should let her know by 
a certain time. 

In this way, she gives her manger an 
opportunity to weigh in on her deci-
sion-making if he has any concerns.

Drew Collins CIP, CRM, ACS
Vice President, Casualty
Totten Insurance Group
Very early on in my career, I received 
some valuable guidance from an individual 
to whom I reported that would appear 
to have some applicability in this sce-
nario. Often approaching him in search 
of counsel, he would regularly begin our 
conversations with a reminder: “Now 
remember, I don’t want to hear about 
your problems; I want to hear your sug-
gested solutions.”

While a seemingly simple steer of the 
conversation, this direction drove home 
the realization that his role in these con-
versations was to provide guidance and 
advice, not to become a dumping ground 
for my difficult challenges. 

When I heeded this advice and started 
consistently approaching him with so-
lutions instead of problems, he became 
more receptive, our discussions were 
more efficient and my confidence grew

every opportunity to step up to the plate 
before she engaged others.

David McCauley
Senior Vice President, Human Resources
Northbridge
At Northbridge, we believe that having 
an open and collaborative work environ-
ment is absolutely critical to the success 
of our business. 

That is why, if one of our junior un-
derwriters came to me with this issue, 
I would first ask if she has had a frank 
and open discussion with her manager 
about the challenges she feels she has 
been having. If not, I would recommend 
she do just that. 

The situation, as it is presented, gives 
us the junior underwriter’s perspective, 
but does not account for that of the 
manager. Maybe the manager knows the 
junior underwriter’s technical skills are 
strong and he is looking to help her 
develop her ability to make the right 
judgment call. 

Another possibility is this manager be-
lieves in empowering his team to make 
decisions, and that mistakes are learn-
ing opportunities, which is why he is 
encouraging the junior underwriter to 
make decisions. Perhaps his actions are 
being misinterpreted because he is not 
effectively communicating his intentions.

Whatever the case may be, an open 
discussion on what is happening will en-
sure both parties understand each other’s 
point of view, which can often be the 
key to resolving this type of challenge. 

Should the junior underwriter decide 
to have a discussion with her manager, 
it is very important that she identify 
two or three concrete examples of situ-
ations when she felt she needed support 
from him, but did not get it. 

She should also tell her manager how 
each of these situations made her feel, 
and why she thought that she could have 
benefited from his guidance. 

The manager should then have a 
chance to explain his point of view, and 
from there, they can work together to 
agree on what they can do to ensure that 
the junior underwriter feels comfort-
able and supported. 



During the discussion, the junior underwriter should also 
bring up the specific instance when she discussed a challenging 
situation with her manager’s counterpart in another department 
to find out why he asked that she come to him with questions 
instead. 

Connected organizations are stronger. That is why it is so 
important that the junior underwriter and her manager work to-
gether to identify the types of situations for which she should 
seek out advice from other managers or colleagues, so that she 
is empowered to deliver an exceptional customer experience.

THE LAST WORD
The issues raised in this scenario point to, at the very least, 
a communications problem between the junior underwriter 
and her manager, but also suggest a workflow problem for the 
manager, and a lack of clear direction and learning opportuni-
ties for the underwriter.

While working with different personalities is a reality for all 
employees, as the insurance industry’s demographics change 
with the impending exodus of workers through retirement, 
employees may find themselves working more frequently 
with people who have different communication styles and 
workplace values associated with different age groups. 

These relationships may be characterized by more tension 
and uncertainty. In order to ensure workplace cohesion, orga-
nizations will need to acknowledge that those differences ex-
ist and respond by creating opportunities to bring employees 
together.

In this case, the junior underwriter can try to address the 
issue she is having with her manager by proposing a solu-
tion that includes defining her scope of decision-making and 
when it is appropriate to escalate an ethical issue. 

The underwriter and manager can decide, for example, that 
the underwriter will copy her manager on her decisions, but 
if there is an ethical dilemma she cannot solve on her own, she 
will schedule a brief meeting with the manager to discuss the 
particular situation in more detail. 

The underwriter can also ask the manager for a list of senior 
underwriters in the organization that can help answer ques-
tions and bounce around ideas when the manager is unavailable. 
As she acquires more experience, the underwriter and man-
ager can revisit the workflow arrangement. 

In the end, the underwriter will need to communicate 
clearly about her needs for direction while respecting the 
manager’s time, to find a balance that ensures she can make her 
decisions and be confident that they are the right ones.  

Fundamentally, because mature, seasoned workers have more 
experiential knowledge than younger ones, organizations need 
to promote knowledge transfer through a culture of learning, 
as well as programs like mentoring and coaching — and they 
need to do this before the workers retire! 

Teaching ethical and professional competencies from one gen-
eration to the next can empower young employees and help 
organizations maintain continuity of business practices. 

Environmental  Fire & Explosions  Materials 
Accident Reconstruction  Structural  Remediation 

Biomechanical  Electrical  Mechanical  Forensics

Perpetrator:  
Visibility Obstruction

Case 4713

1.888.Rochons (762.4667)
rochons.ca

Toronto - Barrie - Halifax

Analysis and Performance You Can Trust

When there is a motor vehicle collision, there are 
countless contributing factors to be considered 
relating to the incident. Experienced professional 
engineers can conduct a full vehicle examination 
and incident site inspection, thoroughly docu-
menting all of the possible factors, many of which 
may not have been considered by police in their 
initial investigation.

Getting the right Forensic Engineering firm to  
handle your case is critical to a successful claim 
management process. And hiring the right firm 
early and proactively will make the difference in 
the long term litigation process.

Rochon’s expertise brings clarity. Our  Professional 
staff sets the industry standard for excellence with 
our state-of-the-art laboratory, securely man-
aged and protected evidence warehouse and 
on-site technical testing equipment.  

Our professionals get to the root cause of a claim.  
You can count on it.

www.rochons.ca


26 Canadian Underwriter August 2014

Lessons from a Disaster Zone
Lessons learned on the 
ground from the EF2-rated 
tornado that touched down 
in Essa Township June 17 
could prove of value to 
communities, responding 
agencies and insurers in 
future disasters.

EVENT OVERVIEW
On June 17, 2014, at approximately 5:20 p.m., 
a tornado touched down in the Central Ontario 
community of Essa Township. The EF2-rated tor-
nado damaged more than 100 houses, lifting the 
roofs off some and throwing debris into others. 

The affected houses were primarily located in a 
residential subdivision between two parallel streets. 
Amazingly, just across the street from severely 
damaged houses, the houses were in pristine or 
near-pristine condition.

RESPONSE
Essa Township declared a state of emergency that 
very evening and police closed the site to pub-
lic access. A team of workers from the township 
and various emergency services reached the site 
shortly after the incident, working late into the 

night to assess the extent of the damage, place un-
safe building orders and evacuate residents from 
affected houses.

Utility companies worked to shut off power 
and gas to the affected houses, a process that 
took some time. Meanwhile, insurance compa-
nies were working to take inventory of insured 
houses in the area and assign teams to handle 
related claims, arrange access for their own en-
gineers and provide any required information to 
their clients. 

By the next day, utility shutdown was complete 
and the site in question was ready for a large-scale 
inspection by insurance adjusters, engineers and 
building officials.

At a township meeting on the morning of 
June 21, attended by adjusters and engineers to 
outline safety issues and details of the large-scale 
inspection, a system was implemented to assess 
all affected houses for safety. The township had 
earlier set up an emergency command post on 
the most affected street, where documentation 
on each house in the disaster zone was kept to 
maintain records of all inspections. 

Professional engineers were to be accompanied 
by a building inspector and to categorize the 
houses into one of three groups: 
•	Category	1:	fit	for	occupancy;
•	Category	 2:	 minor	 temporary	 work	 required,	

which allows removal of contents, but no occu-

Alex Vinden 
Associate,
Giffin Koerth
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semi-detached or link-style houses, sep-
arated from one another by demising 
walls that served as fire separations be-
tween the houses. Since a fire separation 
functions in both directions, inspecting 
just one side is not enough to ensure 
integrity and re-instate occupancy. 

As adjacent units often had different in-
surers, an individual engineer was unable 
to access both sides of the fire separation 
since, in most cases, each insurer had 
retained its own engineer. This placed 
the onus on the building department to 
review inspection notes and reports be-
fore removing unsafe building orders on 
houses with demising walls. 

Several homeowners expressed con-
cern that their foundations had been 
affected by the tornado. However, the 
forces exerted by the wind would not 
be expected to cause minor damage, 
such as cracking to foundation walls. 

As is often the case following a ma-
jor event, some homeowners were more 
critical about the appearance of their 
property, identifying cracks that in many 
cases clearly predated the incident event. 

LESSONS LEARNED
While the disaster recovery is ongo-
ing, and will likely not be complete for 
months, the initial response was highly 
effective. The Giffin Koerth team noticed  

pancy	at	present;	and	
•	Category	 3:	 building	 is	 unfit	 for	 oc-

cupancy without major work.
Safety was paramount in this process. 

Protocol prevented residents from enter-
ing unsafe buildings, while the goal was 
to provide rapid re-occupancy to resi-
dents of houses determined to be safe.

Once the inspection was completed, 
a demolition permit was issued on site 
with the fees waived. This permit al-
lowed contractors to seal off the house 
and commence the temporary repairs 
specified by the engineer. 

A sticker was also placed on the door 
of each unit, with a simple colour code 
to correspond to the damage category. 
This was a simple yet effective way to 
communicate important information, 
and enabled the police to monitor the 
situation and ensure that only qualified 
persons entered unsafe buildings.

Once the initial safety assessment was 
completed, the damaged house was 
turned over to the insurance adjusters, 
who could then schedule further inspec-
tion to develop a scope of work, arrange 
clean-up and minor repairs through res-
toration contractors, or arrange for utili-
ties to be reconnected and for occupancy 
to be reinstated.

ON THE GROUND
Early on June 21, a team of six Giffin 
Koerth employees attended the disaster 
zone, where police had already secured 
the area and were permitting only emer-
gency service vehicles and approved 
contractors	on	site.	The	team	inspected	33	
houses to assign a damage category. 

Prior to inspection, Giffin Koerth engi-
neers had developed a specific inspection 
protocol, which was strictly followed no 
matter how structurally sound a house 
appeared. This ensured a consistent eval-
uation process and result. 

Observed damage in inspected houses 
ranged from missing shingles to punc-
tured walls and windows, completely 
missing roof structures or shifted walls. 
A number of houses sustained significant 
damage, requiring demolition down to 
the foundation.   

Many of the affected houses were 

a number of processes that could have 
run more smoothly with additional 
planning. The lack of established process-
es speaks to the need for a standardized 
set of guidelines to follow in the event of 
a similar catastrophe. 

The Ontario Building Officials Associa-
tion is planning to develop such a pro-
cedure, which will be of great future 
benefit to local municipal authorities. 

Below are some lessons learned that 
may prove helpful for insurance profes-
sionals dealing with future disasters.

Safety gear 
Many of the insurance personnel who at-
tended the secured disaster area were not 
prepared to enter a potentially dangerous 
site. Safety boots, hard hats and reflec-
tive vests must be considered mandatory 
gear for any individuals attending such 
scenes, which are akin to very disorga-
nized construction sites.

Response overkill
Giffin Koerth was initially retained to 
inspect substantially fewer houses than 
it ultimately did. Excess personnel were 
brought to the site in anticipation that 
additional work would likely be required. 

It was understood that work needed 
to be completed quickly given the need 
for our clients (insurers) to get insureds 
back into their houses as soon as pos-
sible. The “response overkill” proved ex-
tremely effective as the team was able to 
assist all initial client requests, as well as 
the many more that materialized. 

This approach is recommended for all 
companies responding to such events, 
including insurers.

Fire separations
Some of the most significant confusion 
involved fire separations, which are a life 
safety element and must be verified in-
tact before re-occupancy of either house 
can be granted. As the same engineer was 
often unable to inspect both sides of a 
fire separation, separate house inspec-
tions had to be documented and com-
pared. This process was time-consuming 
and introduced the potential for error. 

In future emergency work, houses with 



literally just had their lives turned up-
side down, the better prepared the in-
surer is to respond, the happier the cli-
ent will be with their insurer.

LOOKING FORWARD
While there is still significant work ahead 
to restore the damaged houses, the initial 
response to the tornado by the Township 
of Essa and the involved insurers has 

shared demising walls should be identi-
fied prior to inspection. Special assess-
ment instructions should be given to 
the engineers and a second colour cod-
ed sticker placed on the door once the 
inspection has been completed. 

This simple process would reduce time 
and confusion while allowing more 
transparent inspections. Even better would 
be for insurers to retain the same engi-
neering firm for attached houses. 

Access
Some delays occurred in obtaining ac-
cess to the affected houses, as homeown-
ers were reluctant to hand over keys to 
field adjusters. Once the field adjusters 
obtained the keys, they had to be in sev-
eral places at once to give access to con-
tractors, engineers and building officials. 

A system for handling keys, such as 
handing them to the building officials to 
be stored with the documentation for 
each house, or placing lock boxes on 
each house prior to the inspection date, 
would save time and reduce confusion.

Building permit authorizations
Once the inspections were carried out, 
many building permits were required. 
Engineers are often asked to apply 
for building permits on behalf of the 
homeowner. Bringing authorization 
forms on the date of inspection would 
help, as many homeowners could sign 
them on site, reducing delays.

Managing the process
With so many moving parts, it was 
difficult to keep track of who was re-
sponsible for what. With many Cat field 
adjusters responding on site and then 
passing off claims to local adjusters 
following the initial inspection, trying 
to get the proper documentation to or 
from the correct adjuster proved prob-
lematic. 

This process was most successful when 
establishing a single project manager, 
who could keep track of all moving 
parts and ensure constant communica-
tion was maintained, to handle all of an 
insurer’s tornado claims. 

As insureds in disaster scenarios have 

been extremely positive. Significantly, 
no injuries were reported as a result of 
the clean-up and inspection efforts. 

Several challenges were identified, and 
lessons were learned. The hope is that 
through documenting this entire pro-
cess, other communities, and respond-
ing agencies and insurers, will be able 
to build upon the success in the Town-
ship of Essa.  

www.winmar.ca
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f  Interest
What is the impact of 
the current interest rate 
environment on the property 
and casualty insurance 
industry? Experience has 
demonstrated that low  
rates are taking a bite 
out of p&c insurers, but a 
persistent spike in inflation 
would be worse.

With the post-financial crisis low interest rate 
environment persisting longer than most econo-
mists expected, Swiss Re’s latest Expertise Publication 
looks at an extended history of Canadian interest 
rates and how the current environment is im-
pacting insurers. Although p&c companies are not 
affected to the same degree as their life industry 
counterparts, low rates nevertheless hurt.

LOWER FOR LONGER
Nominal interest rates in Canada have been on 
the decline for about three decades. Rates have 
remained stuck at historically low levels for 
about half a decade now — with the Bank of 
Canada pausing on any rate hikes since Septem-
ber 2010, and the 10-year government bench-
mark rate below 3.5% for more than four years.

For some time after the financial crisis, the 

ultra-low, long-term rates were due to low 
growth, limited inflation pressures and massive 
monetary stimulus. Today, growth is getting back 
towards more normal levels, or even slightly 
catching up with the output gap, as is inflation, 
but rates remain low. 

Monetary policy, including policy measures 
outside of Canada, is still a main driver, although 
other factors are also at play. 

For example, vast savings in emerging markets 
have been offered up as a weight on rates. Simi-
larly, actions by some countries’ authorities to 
control their exchange rates by buying Canadian 
and United States government bonds are main-
taining downward pressure on long-term inter-
est rates across North America. 

A few commentators even talk of a “new nor-
mal,” where the environment seen today is here 
to stay. At the same time, others worry about the 
impact of all the monetary stimulus, particularly 
in the U.S., on future inflation.

INVESTMENT YIELD UNDER PRESSURE
The low share of multi-year contracts coupled 
with an absence of product guarantees mean that 
property and casualty insurers are generally less 
sensitive to interest rate changes than life com-
panies. Nevertheless, long-tail lines of p&c in-
surance — such as casualty — are dependent on 
investment returns earned on underwriting cash 
flows and, therefore, are negatively impacted by 
the current low rates.

Kulli Tamm 
Senior Economist, 
Swiss Re
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The more closely asset  
and liability durations  
are matched, the lower  
the vulnerability of the 
balance sheet and  
capital position to  
interest rate changes.

sibly unclear path to unwinding it. 
A spike in rates caused by surging in-

flation would lead to a confluence of 
falling asset values with simultaneously 
rising claims costs. Higher claims costs 
would necessitate reserve increases and 
erode profitability, and again, would 
have the greatest effect on long-term 
lines such as casualty. Additionally, gen-
eral expenses would also be impacted. 

The costliest would be a longer period 
of high inflation. Even a temporary spike 
can be challenging, as it would likely 
coincide with heightened uncertainty. 

Expenses and p&c claims would likely 
increase, and volatile markets and policy 
uncertainty could see economic growth 
stutter. This scenario is much less stable 
than the lower-for-longer one, com-
pounding the risks to insurers.

A sudden switch to high interest 
rates would also mean a rapid decline 
in the value of insurers’ fixed income 
portfolios — p&c insurers in Canada, in 
particular, held nearly three-quarters of 
their investable assets in interest-sensi-
tive bonds at the end of 2013. The more 
closely asset and liability durations are 
matched, the lower the vulnerability of 
the balance sheet and capital position to 
interest rate changes. 

Given the relatively short-term nature 
of p&c liabilities, asset liability match-
ing (ALM) is not as difficult for p&c as it 
is for life products. ALM risk cannot be 
entirely eliminated, however, as prices 
of assets and liabilities do not move in 
a linear manner. Even slowly rising rates 
would not be a clear boon if insurers 
had to pass on expected higher invest-
ment returns to policyholders as a result 
of competitive pressures.

Property and casualty investment 
yields have fallen markedly over the past 
few decades, from low double digits in 
the early 1990s, to around 6% by the 
early 2000s, to just 3.2% for 2013, the 
last full year for which data is available. 
In 2014, medium- and long-term gov-
ernment bond yields have dipped to be-
low end-2013 values again, putting fur-
ther pressure on investment yields and 
profitability.

In general, profitability of p&c com-
panies is driven by both underwriting 
and investment performance. Addition-
ally, pricing for p&c products takes ex-
pected future interest rates into account, 
as the premium charged to the buyer is 
arrived at by calculating today’s value 
of all the future expected cash flows on 
the particular product — the concept of 
time value of money. 

However, p&c products are typically 
re-priced every year, and this can miti-
gate the impact of low rates and declin-
ing investment income to a great degree. 
Overall profitability has, thus, not de-
clined to the same extent as investment 
yields.

Even so, for a given return on equity, 
a lower investment yield would neces-
sitate an improvement in the combined 
ratio, including raising premium rates. 
The adjustment via higher premium 
rates comes with a lag and may be in-
complete. 

Moreover, falling yields cannot be 
fully compensated for by premium rate 
increases in times of economic weak-
ness. That is because capital and capacity 
are inflated at the same time, intensify-
ing competitive pressures while insur-
ance buyers’ demand is low. 

On the other hand, to the extent that 
the prolonged low interest rate environ-
ment forces companies to focus on 
making an underwriting profit, this may 
be a small positive.

HAUNTING SPECTRE OF INFLATION
There is a much bigger potential threat 
to p&c insurers, and that is persistent  
inflation, which some fear may be caused 
by the massive monetary stimulus still 
ongoing in some places, and the pos-

A NEW NORMAL?
Gradually improving rates are the most 
likely path forward, as accelerating eco-
nomic growth closes the output gap, 
and both the Canadian and U.S. mone-
tary policy authorities start to lift policy 
rates. However, this still implies several 
years of low rates. A continued “lower-
for-longer” environment is also a pos-
sible outcome, as exemplified by Japan 
since the mid-1990s.

Despite the projected uptick in the 
interest rate environment over the next 
few years, past averages of long-term 
interest rates — such as the 7.4% over 
the prior 40 years, or the 5.2% average 
since the Bank of Canada adopted infla-
tion targeting in 1991 — are unlikely 
to be repeated, and the “run rate” once 
the economy returns to full capacity is 
closer to 4.5%. 

Though this is not quite the pessi-
mists’ Japan-redux scenario, such long 
run levels are nevertheless not expected 
until 2017 at the earliest, and, thus, in-
surers’ investment results likely remain 
under pressure for some years to come.

The challenging scenario of persis-
tently high inflation and interest rates is 
the least likely, mainly due to the strong 
credibility of the Bank of Canada, and 
its solid inflation-targeting focus. 

DARE TO BE PREPARED
History has shown that a number of 
different interest rate paths are possible, 
and that actual outcomes often deviate 
greatly from previous expectations. En-
terprise Risk Management (ERM) is the 
most crucial component of insurer pre-
paredness for all eventualities, including 
interest rate changes. 

The insurance industry is generally 
more aware of ERM than other sectors, 
but even in 2012, a Towers Watson sur-
vey in North America found that almost 
a quarter of financial services compa-
nies, including insurers, did not have an  
ERM program. Thus, more awareness and 
implementation is necessary.

Canada may be somewhat ahead of the 
curve, as the federal regulator requires 
the appointed actuary to develop an un-
derstanding of the company’s financial 
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lationships between its risk profile and 
capital needs.”

Life insurers’ most effective means to 
manage interest rate sensitivity going 
forward is new product design. Most 
p&c products are underwritten on an 
annual basis, so no significant product 
re-design is necessary to deal with the 
persistently low interest rates. The dura-
tion of long-tail liabilities is inherent in 
the underlying risks insured and usually 
not a function of product design. 

However, given the limited pricing 
power in today’s environment, an in-
creased focus on operational efficiency 
is likely. Underwriting know-how and 
discipline remain key success drivers.

At the same time, as is done in some 
markets, inflation sensitivity can be re-
duced by contract design, for example 
through introducing “claims made” 
policies or adding sunset clauses — 
approaches that shorten the tail and, 

sensitivity to several risk categories con-
sidered material to the firm through Dy-
namic Capital Adequacy Testing (DCAT). 

But incorporation of DCAT into a 
firm’s risk management processes is not 
mandatory, and many insurers report-
edly still view it as purely a compliance 
matter rather than as a risk manage-
ment tool. 

Additionally, as of January 2014, an-
other step toward a fully functioning 
ERM framework for insurers has been 
mandatory in Canada — the Own Risk 
and Solvency Assessment (ORSA). The 
ORSA process should provide a com-
pany’s management with an assessment 
of the current adequacy of risk man-
agement, as well as the likelihood of 
future adequacy, and adds an Office of 
the Superintendent of Financial Institu-
tion (OSFI) draft guideline from Janu-
ary 2013, “serve as a tool to enhance an 
insurer’s understanding of the interre-

hence, the development risk. 
Similarly, contract clauses indexing 

premiums, limits and deductibles to in-
flation can also help. While such designs 
are not the market practice in Canada, 
it is something to keep in mind for the 
future. Additionally, reinsurance can 
partially protect primary p&c companies 
from inflation surprises.

Many insurers already have solid risk 
management processes in place and 
have also taken a number of the other 
aforementioned steps to minimize their 
interest rate sensitivity, both to a lower-
for-longer scenario and to an unexpect-
ed spike. 

However, risk management is a con-
tinuous process and, therefore, it is 
important to periodically re-evaluate the 
approach, to update scenario testing and 
to make sure that the company is well-
positioned to deal with the various sce-
narios the future may hold. 

www.frankcowan.com
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Fleets ofFancy
A recent case out of 
Alberta considering relief 
from forfeiture illustrates 
the need for fleet and 
risk managers to carefully 
consider vehicle fleet  
lists provided to and 
by insurers to ensure 
comprehensive coverage.
Underwriters of fleet policies, as well as risk and 
insurance managers whose responsibilities in-
clude fleet policies, should take note of a case 
handed down earlier this year by Alberta’s Court 
of Queen’s Bench. The case relates to the little-
considered area of relief from forfeiture, along 
with policyholders’ obligations under fleet en-
dorsements and the insurer’s duty to defend.  

The case discussed is Northbridge General Insurance 
Corporation v. 943240 Alberta Ltd. et al, decided March 
6, 2014 by Justice J. T. McCarthy of the Court of 
Queen’s Bench.

In order to understand the judgment, some 

facts are necessary: The policyholder, a family-
owned gas servicing company, entered into an 
insurance contract (the policy, SEF No. 21 B-1, 
Blanket Basis Fleet Endorsement Policy) with an 
endorsement that provided blanket coverage for 
fleet vehicles.

The endorsement required the policyholders to 
submit a list of vehicles owned or leased by the 
policyholder at the inception of the policy. The 
policyholder would then pay an advance pre-
mium based on the vehicle list. At the end of the 
policy term, the policyholder was required to 
provide an “updated vehicle list.” 

In theory, the insurer would use the updated 
vehicle list to adjust the insurance premiums 
(i.e., based on the updates to the vehicle list, the 
insurer would reimburse the policyholder or 
request additional payments). 

Important to the court was that any vehicles 
the policyholder owned prior to the start of the 
policy, but that were not included on the initial 
vehicle list, would not be covered by the policy. 
Aside from that exception, the policy covered 
all of the policyholder’s vehicles.

Early in the placement of the policy, one of the 
insured’s trucks was tangentially involved in a 
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liver to the policyholder a true copy of 
any “amendment” to an insurance con-
tract. The policyholder argued that its 
vehicle list submissions amended the 
insurance contract because the list fun-
damentally changed coverage otherwise 
provided by the policy. 

If successful, this argument would 
have held that the insurer was required 
to provide the policyholder with a re-
vised policy, including a clear description 
of the vehicles covered by the policy. 
The argument goes along that since the 
insurer did not provide a revised policy, 
the insurer was in breach of the Insur-
ance Act and, therefore, could not deny 
coverage. 

The court found the insurer was not in 
breach as the list of vehicles was not an 
“amendment” to the policy. Rather, the 
court held that vehicle lists are schedules 
to a policy that the insurer merely uses 
to calculate premiums. Updated vehicle 
lists are not used by the insurer to deter-
mine coverage. 

car crash. (The insured’s truck received 
a broken tail-light lens in the collision, 
but the results were catastrophic for a 
passenger in the other vehicle.)

The policyholder had purchased the 
truck in 2006, before entering into the 
policy. The policyholder provided a list 
of vehicles to the insurer at the incep-
tion of the policy and an updated list at 
a later date. However, the truck was not 
included in any of the policyholder’s 
vehicle lists.

ARGUMENTS FOLLOWING  
DENIAL OF BENEFITS 
The insurer denied coverage on the ba-
sis that the policyholder did not include 
the truck in the list of vehicles given 
by the brokerage at the policy’s incep-
tion. In response to the insurer’s denial 
of coverage, the policyholder raised a 
number of arguments:
1. Alleging the insurer breached Section 612(3) 

of Alberta’s Insurance Act.
The section requires an insurer to de-

The court held the intent of the poli-
cy was to cover all automobiles owned 
by the insured, except those previously 
owned and undisclosed. Therefore, so 
long as the policyholder provided a 
proper vehicle list at the outset of the 
policy, then the policyholder would have 
blanket coverage of all of its vehicles, 
regardless of any additions and deletions 
throughout the course of the policy. 

In the result, the insurer was found 
not to have breached the policy.

2 Relief from forfeiture.
The court considered the availability 

of both common law and statutory re-
lief from forfeiture (under Section 521 
of Alberta’s Insurance Act), and found that 
the policyholder was not entitled to re-
lief under either category. 

In regards to statutory relief from for-
feiture, the court stated it is only avail-
able when there is an imperfect com-
pliance with a term or condition of an 
insurance contract in the proof of loss. 
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may result in legal liability for which 
there is insurance coverage. The court 
found that since the insurance contract 

The court held that Section 521 did 
not apply in this case because the issue 
was related to proof of coverage.

The court also found common law re-
lief from forfeiture is only available after 
coverage has already been established. 
Denying the insureds the requested re-
lief, the court stated, “… the Truck was 
never covered by the Policy and therefore 
no coverage is being forfeited... There 
can be no loss of insurability when there 
is no insurability in the first place.”

3. Even if there is no liability coverage for the 
truck, the insurer has a duty to defend the 
policyholder in a separate court proceeding re-
lated to tort claims arising from the accident.

The court held that the insurer did not 
have a duty to defend, relying on the 
oft-cited Supreme Court of Canada case, 
Nichols v. American Home Assurance, handed 
down in 1990. 

The Alberta court’s holding was based 
on the principle that the duty to defend 
only arises with respect to claims that 

does not cover the truck, no duty to de-
fend is triggered.

4. Confusion as to which vehicles were covered 
under the policy.

The policyholder argued the policy 
identifies an “Auto Schedule” or “Sched-
ule of Automobiles” as schedules that 
set out the specific scope of coverage 
under the policy. The policyholder noted 
the policy does not actually include any 
document by either of those names, and 
instead uses “Lists of Vehicles” and other 
named schedules. 

The policyholder argued it was con-
fusing to know what document the 
insured should refer to when trying to 
determine which vehicles were covered. 
As such, the insurer could not rely on 
confusing documents and schedules that 
were not correctly described in the cov-
ering language.

Further, the insurer provided its own 
list of vehicles with different versions of 
the policy. These showed only one VIN 

Ultimately, this is what the 
policyholder felt a blanket 
fleet endorsement was to 
accomplish: to provide 
coverage for a number of 
vehicles within a certain 
class, even if certain 
vehicles were taken in 
and out of service over 
time. This is, of course, a 
business reality required to 
ensure proper maintenance 
and retirement of vehicles 
worn through usage.
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The court held the policyholder was the only party with knowledge of the 
relevant information, and, in fact, only the policyholder had knowledge  
of which vehicles it owned. In the result, the court agreed with the 
insurer on all arguments, and, thus, found that the insurer was not 
obligated to indemnify or defend the policyholder.

(vehicle identification number), but stat-
ed that a number of vehicles of certain 
class were covered.  

The policyholder argued this should 
demonstrate there was insufficient cer-
tainty in the subject matter of the insur-
ance: the policyholder’s covered vehicles. 

By extension, the policyholder should 
be able to rely on the lists provided by 
the insurer as covering a certain number of 
vehicles within a class at any one time, 
rather than only specific vehicles within 
that class.

AMBIGUITY IN DOCUMENTS  
IRRELEVANT
In finding the name of the document 
referred to in the covering language was 
effectively immaterial, the court simply 
noted the following: (a) the onus to 
provide the list comprising the “Sched-
ule of Automobiles” was on the policy-
holder; (b) neither the Insurance Act nor 
the policy requires the insurer to pro-
vide the policyholder with any schedule 
or list of vehicles covered; and (c) the 
truck was never listed or described any-
where. Therefore, the court held, any 
ambiguity or inconsistency in the docu-
ments is irrelevant.

Moreover, the court did not regard 
the lists provided by the insurer to the 
insured as being an important aspect  
of describing the subject matter of the 
insurance. 

In other arguments, the policyholder 
provided Ontario case law in support 
of its position, and argued that the pro-
vision of a pink card showing blanket 

coverage should be combined with the 
above factors to demonstrate a broader 
covering intent.  

Unfortunately for the policyholder and 
the injured party, the court distinguished 
the Ontario case, holding that there, the 
policyholder did not have knowledge or 
control of the relevant information. (In 
that case, the insurer had failed to pro-
vide the policyholder with information 
that indicated that one driver was not 
covered by the policy.)

Conversely, in the case at bar, the court 
held the policyholder was the only party 
with knowledge of the relevant infor-
mation, and, in fact, only the policy-
holder had knowledge of which vehicles 
it owned.

In the result, the court agreed with 
the insurer on all arguments, and, thus, 
found that the insurer was not obligated 
to indemnify or defend the policyholder.

IMPLICATIONS OF DECISION
The significance of this case resides in 
the court’s strict construction of the 
relief from forfeiture provisions in Al-
berta’s Insurance Act, and refusal to grant 
relief for what was effectively a minor 
clerical error by the policyholder’s rep-
resentative. 

With respect to His Lordship, the de-
cision relates to what knowledge was 
in the possession of the policyholder, 
and this was not considered within the 
context of the documents the insurer 
provided at its own initiative. Specifi-
cally, the policyholder, in fact, relied on 
schedules provided by the insurer, and 

these only listed one VIN, but stated 
that a number of vehicles were afforded 
coverage. 

Which of those vehicles on the list were 
provided coverage was, with respect, 
only within the knowledge of the in-
surer. Without a complete list being pro-
vided to the policyholder by the insurer, 
that knowledge could not be in the in-
sured’s knowledge.  

Further, evidence was tendered to 
demonstrate that the insurer did not 
maintain its own list of the vehicles 
covered, and merely relied on the list 
provided by the policyholder’s repre-
sentative. 

The insurer, however, did make ab-
breviated lists and issued them to the 
policyholder, which relied on those 
lists as a representation that a number of  
vehicles were covered rather than specific 
vehicles.

Ultimately, this is what the policy-
holder felt a blanket fleet endorsement 
was to accomplish: to provide coverage 
for a number of vehicles within a certain 
class, even if certain vehicles were taken 
in and out of service over time. This is, 
of course, a business reality required to 
ensure proper maintenance and retire-
ment of vehicles worn through usage.

Fleet and risk managers should take a 
specific look at the lists provided to and 
by insurers. 

In situations where ambiguity in lists 
or schedules provided by insurers is 
present, a prudent practice is likely to ask 
for confirmation of exactly which vehi-
cles are afforded coverage.    
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While not every organization has launched enterprise risk 
management (ERM), there is growing awareness of its  

value among risk managers who recognize essential 
elements must be identified to reach a core understanding 

of the challenges their respective organizations face.

GREG MECKBACH

Risk Elements



   Risk is everywhere. The challenge that 
risks managers face — regardless of the sector in which they operate — is how 
best to identify existing and emerging risks, while at the same time understand-
ing how risks can work individually and in combination. Enterprise risk man-
agement (ERM), which seeks to address and manage the full spectrum of an 
organization’s risk, is the goal.

To meet that objective, though, participation of all departments and functions 
is necessary. This will allow a complete picture of risks to form and for all parts 
of an organization to continuously feed understanding of not only risks that are 
easily manageable, but also those that could contribute to worst-case scenarios.

Some Canadian risk managers are implementing ERM while others are using 
integrated or strategic risk management. ERM may mean slightly different things 
to different organizations, but RIMS (Risk and Insurance Management Society) 
defines this as “a strategic business discipline that supports the achievement of an 
organization’s objectives by addressing the full spectrum of its risks and manag-
ing the combined impact of those risks as an interrelated risk portfolio.” 

Being in Canada, when talk turns to risks that organizations face, severe weather 
predictably is often top of mind; so too are global concerns such as cyber risk. Of 
course, issues currently on risk managers’ radars go far beyond that.

Consider the risk management approach taken in the oil and gas industry. 
Javier Pardo, Calgary-based manager of risk management and insurance for 
Nexen Energy ULC, offers his view on how the global oil and gas company does 
strategic risk management (which PwC has been defined as an organization’s 
response to the uncertainties and untapped opportunities embedded in strategic 
intent and how well they are executed).

Nexen Energy operational people from countries where Nexen has operations 
(including Western Canada and the North Sea) “gather around a meeting room 
table and they will brainstorm all of the horrible things that could happen with-
in their divisions,” Pardo reports. “One example is, you have 10 or 11 Nexen 
people or Nexen contractors in a helicopter flying towards a platform. There is a 
mechanical issue with the helicopter, it ends up crashing into the platform, kill-
ing or seriously injuring everyone on board.”
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Jeff Schaafsma, president of B.C. 
Risk and Insurance Management 
Association Inc. (BCRIMA), would 
likely agree ERM offers value as a 
planning tool that can benefit the 
whole. “What ERM does is allows me 
to map the risks from the various de-
partments and see how they tie into 
some more strategic risks and how miti-
gating one risk will affect the others,” 
Schaafsma comments.

Mount Royal University saw the ben-
efits of ERM during its response to the 
June 2013 floods in southern Alberta, 
which are reported to have caused more 
than $5 billion in economic losses and 
inundated many areas, such as the Town 
of High River and downtown Calgary. 

Bow Valley College’s Calgary Campus, 
which is located in an area affected, re-
sponded by issuing “a mandatory evac-
uation of all its campuses in Calgary and 
surrounding areas.”

AGGREGATING RISK
Risks may not always be this dramatic, 
but all need to be carefully considered 
and taken into account. At Mount Royal 
University in Calgary, senior members 
of faculty and staff are finding a “com-
monality of risks percolating between 
a lot of different departments,” says 
Darius Delon, associate vice president 
of risk services at the university. 

“Independently, they don’t think it’s 
necessarily all that important, but in 
an aggregate, it becomes very impor-
tant because they are all dealing with 
it at the same time,” Delon explains.

In essence, members of Mount Royal 
University’s ERM group gather infor-
mation on risk and identify significant 
risks to provide to the school’s Board 
of Governors, thereby helping to give 
the board ready access to key concerns 
while increasing ERM’s profile. 

“One of my primary mandates was 
to get more traction with the ERM pro-
gram,” Delon says. “We tried to teach 
people about the benefits of it (ERM). 
There was still some resistance. They 
weren’t able to see the actual benefit in 
front of their eyes,” he suggests.

That said, deans and directors at 
the university were often “quite suc-
cessful at identifying the different 
risks that they deal with on an op-
erational hazard basis,” Delon notes. 
Department chairs, as supervisors of 
faculty members, are often “quite 
successful at identifying the different 
risks that they deal with on an op-
erational hazard basis, some of them 
financial and academic, and they are 
quite capable of actually developing 
that risk register,” he adds.

With ERM, Mount Royal University 
officials can “identify those pieces 
that people think are low risk, or even 
isolated, aggregate them together and 
say, ‘Hey, actually, this is a system-
wide risk that we need to address 
and we need some resources. We can-
not continue to try to manage it on 
an ad-hoc basis, so let’s come up with 
a plan, let’s come up with some re-
sources and figure out an owner for 
that risk,’” Delon adds.

In its own response, Delon reports that 
Mount Royal established an emergency 
operations centre. “We also became the 
emergency operations centre for Bow 
Valley College, because their building 
was actually out of commission because 
of the flood and because of the power 
being taken out,” he points out.

However, some good emerged from 
the disruption and loss, Delon reports. 
The flooding resulted in “a lot of inter-
est in mitigation work” on the part of 
Alberta policyholders to prevent flood 
losses in the future,” he says. 

Some of that work includes backup 
power for sump pumps. “If you didn’t 
have emergency back-up able to run 
continuously for, let’s say, two weeks, 
then the sump pump fails,” he explains. 
“If the sump pump fails, then your low-
er level is actually flooded,” he adds. 

“There are examples of buildings in 
(Calgary) where a crafty building op-
erator had all of his ducks in a row, had 
a lot of diesel to fill up his emergency 
generator set, his generator was at-
tached to his sump pumps and they just 
made sure it never flooded.”

MAP CONFUSION
Following flooding in southern Alberta 
last year, and more recently with the 
Oldman River (which runs through 
Lethbridge), “we did not have a lot of 
exposure in the river valley, other than 
our water treatment plant, our waste-
water treatment plant, and a couple of 
facilities that would not be substantial 
hits to us financially,” says Len Cheryk, 
Lethbridge’s manager of integrated risk 
management. 

That may be thanks to precautions tak-
en. “We have taken steps to reduce the 
flood risk on both the water and waste-
water treatment plant by building sub-
stantial berms,” Cheryk says.

“Several years ago, our city fathers 
made a decision to move all the residen-
tial development out of the river valley 
and that’s proved to be quite attractive 
for insurers. Unless we just get a Noah’s 
ark-type of rainstorm, flood and so on, 
we are not going to have that kind of 
exposure to flood,” he says.
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“What ERM does is 
allows me to map the 

risks from the various 
departments and see 

how they tie into some 
more strategic risks  

and how mitigating one  
risk will affect the 

others,” comments  
says BCRIMA’s  
Jeff Schaafsma.
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“There were probably 40 or 50 units that 
had to be evacuated, and they had to find 
alternate accommodations for them.”

There was also a situation this past 
March when the river from which the 
city draws its water had increased tur-
bidity because of a quick spring melt 
over land that was still frozen. 

Production at the water treatment 
plant was halted, the city declared a state 
of emergency and residents were told 
not to use washing machines or dish-
washers, Cheryk says.

“We were at the stage where we had 
to actually shut off the system in order 
to clean the water properly. We had to 
potentially warn our citizens that we 
may not be able to have any clean water 

In the aftermath of the Alberta flood-
ing, however, some policyholders are 
facing steep deductibles, Delon says, 
pointing out that some policyholders 
do not have access to new flood maps 
in Alberta. 

“Some of the flood deductible word-
ings are based on someone else’s refer-
ence map of what is a flood zone and 
what is not a flood zone,” he reports. “It’s 
not really clear if you have a property in 
a certain area, whether or not you have 
this flood deductible or another.”

This is likely because some insur-
ers have not informed policyholders in 
which zones they are located, rather say-
ing more generally that changes are re-
lated to a specific map. “Well, if that map 
changes, unbeknownst to the insured, 
then we have no idea if that deductible 
has changed,” Delon suggests, adding he 
is convinced downtown Calgary “now 
has a different flood map compared to 
2012,” or from before the 2013 floods.

Clearly, questions (and maybe con-
fusion) related to severe weather and 
its effects persist in other parts of the 
country as well.

Having talked to some risk managers, 
Schaafsma comments that “the insurance 
markets, we think, are fairly stable right 
now. It’s a soft market... some people are 
interested in what’s going to happen in 
the next couple of years on the property 
side, particularly if there is more and 
more water damage and catastrophic 
weather events, how that’s going to af-
fect the marketplace.”

Asked about emerging risks, “climate 
adaptation and climate change is one 
that a lot of people are starting to be alive 
to and the impact that it will have when 
you actually drill down and look at vari-
ous sectors, like agriculture and forestry,” 
Schaafsma says. “Those sectors could 
have, potentially enormous impact.”

With the possibility of more frequent 
and more severe events, there is a very 
real need to be prepared.

“During a recent rainfall flood event 
this past spring, we had a situation 
where we had to evacuate a camp-
ground, so they had to co-ordinate with 
police and fire to evacuate,” Cheryk says. 

at all in the system because we would 
not have had enough water to fight a 
fire, had a fire occurred,” he reports. 

If unclean water had been pumped 
into the system, Cheryk says, “it would 
have taken us probably four to five 
weeks to clean out the system and 
Alberta Health would have had to cer-
tify the water as being clean and potable 
and so on,” he adds. The boil water ad-
visory was lifted March 14.

In 2005, the City of Lethbridge be-
gan moving to an “integrated risk 
management system, which is one step 
down from an enterprise risk man-
agement system,” Cheryk says. (The 
Treasury Board Secretariat defines in-
tegrated risk management as promot-
ing “a continuous, proactive and sys-
tematic process to understand, manage 
and communicate risk from an organi-
zation-wide perspective.”)

One way that the city manages risk 
is to take the occupational health and 
safety program for municipal employ-
ees and use that information for its haz-
ard management program, says Cheryk. 

“What we found is that a lot of the 
things that our health and safety pro-
gram was doing was mitigating our risk 
to our employees for injuries and so 
on,” he says. “We thought that what we 
should do is to take that good informa-
tion from the health and safety side, de-
silo it and bring that information over 
to the risk management, or in other 
words, the hazard management side of 
our business.”

Cheryk notes he is currently working 
with city managers to move from inte-
grated risk management to ERM, which 
he sees as taking “risk management to 
the strategic level, looking at objec-
tives that the corporation sets for itself, 
identifying those risks that might cause 
us to fail, and developing mitigation 
strategies in response to those risks that 
we’ve identified so that we do not fail.”

Says Schaafsma, ERM allows munici-
pal risk managers to “map the risks 
from the various departments and see 
how they tie into some more strategic 
risks and how mitigating one risk will 
affect the others.”
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or risk managers with organizations 
that are not PCI-compliant that do have 
that risk.”

Cyber risk, of course, applies to any 
industry — and can have some long-
reaching and costly implications.

If an oil and gas company had prob-
lems with its computers in the process 
control systems in either its offshore oil 
platforms or its on-shore field facilities, 
there could be a “significant loss,” says 
Nexen Energy’s Javier Pardo. 

What if the screens that provide data 
on pressures, temperatures levels of liq-
uids — monitored by control room op-
erators — all went black, Pardo offers. 

“So are you now operating your facili-
ties blind? Or do you shut everything 
down because you are nervous about 

“We thought that 
what we should do 

is to take that good 
information from the 
health and safety side, 

de-silo it and bring that 
information over to the 
risk management, or in 
other words, the hazard 
management side of our 

business,” says the  
City of Lethbridge’s 

Len Cheryk. 

COVER STORY
Risk Elements

Cheryk expects that he will likely have 
a helping hand, saying that municipali-
ties tend to share information with oth-
er municipalities. “It makes it a little bit 
easier where I don’t have to re-invent 
the wheel,” he suggests. 

“I can go to Calgary or Edmonton and 
talk to them about, ‘How do you get 
started? What are your steps? How do 
I make my risks better here? How do I 
understand what risks we have?’”

SHARED EXPERIENCE
Schaafsma agrees that it is very helpful to 
gather experience from other risk man-
agers. He notes, for example, that some 
of his recent conversations indicate that 
an issue high on risk managers’ radar 
screens is fraud and embezzlement, es-
pecially for banks and credit unions.

To help reduce the risks, “educate the 
managers that supervise cash handling, 
that supervise people who have the op-
portunity (to steal), so they see the signs 
when somebody is defrauding the com-
pany. The banks have a well-developed 
system for identifying fraud and that sort 
of thing, but it’s something the smaller 
organizations have to be aware of, par-
ticularly not-for -profits, where they put 
a lot of trust in one or two people, with 
insufficient checks and internal audits to 
make sure that what’s supposed to hap-
pen is happening. That’s when they be-
come victims,” he cautions.

Looking externally, another major 
concern is cyber risk. “Anybody in-
volved in e-commerce has a risk of 
having credit card data compromised,” 
says Schaafsma, suggesting one way to 
reduce risk is to use standards from 
PCI Security Standards Council LLC, a 
Wakefield, Massachusetts-based forum 
that represents merchants, banks, pro-
cessors and vendors. The PCI Security 
Standards Council reports on its website 
that its security standards include the 
Payment Card Industry Data Security 
Standard, Payment Application Data 
Security Standard, and PIN Transaction 
Security requirements. 

“The costs associated with the theft 
of credit card data is expensive as 
well,” Schaafsma says. “There are a lot 

what could actually be happening in 
the field and you don’t know about it? 
It could be that you are still looking at 
your screens, but your screens are giv-
ing you false data and that false data 
could be problematic. It could be a valve 
that isn’t working, maybe it’s leaking 
hydrocarbons into the sea, or you could 
have lost equipment that you just don’t 
know about because you don’t have vis-
ibility into the system,” he points out.

And what is the cause for screens go-
ing black? Is it an accident or “bad guys 
hacking into your systems,” Pardo says. 
“It is unclear to us whether we have 
insurance against those kinds of perils 
from a traditional property and casualty 
insurance policy.” 

With regard to cyber risks in oil and 
gas, Pardo says “we don’t think the in-
surance industry is mature enough yet 
to properly understand what these risks 
are, and so it’s difficult to find a policy 
that gives you the certainty that you 
need. That’s a new developing area.”

Pardo says even if underwriters could 
determine “what could go wrong with 
all the various computerized systems an 
oil and gas producer has,” the under-
writers “are having a tough time under-
standing what would be the impact on 
either physical loss or damage, business 
interruption or liabilities. What would 
be the impact of that if those things ac-
tually did go wrong?”

Pardo suggests “until you get some 
actual claims experience, and some ac-
tual losses to rely on, you don’t know 
how big of a problem you have.”

BUYING GLOBALLY
One watershed moment for risk man-
agers in oil and gas was the April 2010 
Deepwater Horizon incident, when an 
explosion killed 11 workers and caused 
a drilling rig in the Gulf of Mexico to 
sink. The tragedy “was an industry-
changing event,” Pardo says. “We spend 
a lot more time performing audits on 
our drilling contractors. We ensure that 
the blowout preventer that the drilling 
rig contractor owns is tested… in the 
water, in the depths that the well is ex-
pected to be in,” he adds.
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With regard to cyber risks involving oil and gas operations, says Nexen 
Energy ULC’s Javier Pardo, “we don’t think the insurance industry is 

mature enough yet to properly understand what these risks are, and so it’s 
difficult to find a policy that gives you the certainty that you need.”

Many insurance carriers do not offer 
full limits on coverage of a blowout be-
cause they could be insuring multiple 
parties, Pardo says, noting that now the 
coverage limit would be reduced by 
the policyholder’s interest in the well. 
This makes it difficult to provide one 
number related to a company’s limit of 
third-party liability and pollution insur-
ance “because that number will be re-
duced according to whatever working 
interest you have in that particular well 
in that particular location,” he says.

“Oil and gas companies today tend 
to go into areas with harsher climates, 
such as the arctic. Some are also dig-
ging deeper offshore wells where there 
are higher temperatures and higher 
pressures,” conditions that “could lead 
to larger losses,” Pardo suggests. 

“Even though your risks might be 
higher, you might not be able to buy 
as much as you need, so you end up, 
by default, self-insuring the top por-

tions of big losses where your program 
ends. That just forces you into better 
and better operational controls because 
you know you can’t transfer those risks 
to insurance companies,” he explains.

Although a helicopter has never 
crashed on a Nexen Energy offshore 
oil platform, perhaps resulting in in-
juries or deaths and demanding re-
pairs, company managers still con-
template that risk. Everything up to 
and including monetary loss because 
the company cannot produce while 
its assets are being repaired must be 
taken into account. 

“We add that all up to get a severity 
and then we put a probability of that 
occurrence happening,” Pardo says.

Mount Royal University’s Darius 
Delon says that the university partici-
pates in the Campus Alberta Risk and 
Assurance (CARA) Committee, which 
this past May launched an effort to 
educate staff and students at several 

Alberta schools about how to respond 
to a shooting in which people on cam-
pus are being targeted. 

CARA — whose partner institutions 
include Concordia University College, 
MacEwan University, NorQuest College, 
SAIT Polytechnic, the University of 
Alberta and the University of Lethbridge 
— consulted with police experts to de-
velop awareness materials. 

“I think there is a great benefit to all 
institutions to take a very close look at 
their emergency response plan,” Delon 
says. “Think of really the worst-case sce-
narios, and not the most probable sce-
narios,” he emphasizes.

It all ties into the risk manager’s role. 
“The role of risk management is to bring 
those different scenarios forward and 
have people contemplate it,” Delon says. 
“If it’s never contemplated, that’s a loss. At 
least if you contemplate it, you bring in 
some experts, you talk about it, and you 
say, ‘Will we ever be exposed to it?’” 
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Substance Over 
Convenience

A 2014 ruling by the 
Court of Appeal for 
Ontario, which considers 
the province’s “pay first, 
dispute later” regime for 
insurance, demonstrates the 
importance of substance 
over convenience in 
determining what contracts 
fall within the ambit of  
this regime.

The Court of Appeal for Ontario’s recent deci-
sion, Zurich Insurance Company v. Chubb Insurance Com-
pany of Canada, addresses important questions of 
insurance law that will have implications beyond 
the specific facts of the case. Most notably, the 
case considered the breadth of Ontario’s “pay first, 
dispute later” regime for insurance. 

The decision demonstrates the importance of 
substance over convenience in determining what 
contracts fall within the ambit of this regime. It 
also presents risk mitigation opportunities for 
insurance companies, though such opportunities 

must be approached with caution. 
The deference the majority suggested should 

be accorded to an arbitrator’s decision may also 
affect future practice in this area. The division 
among Court of Appeal judges demonstrates the 
difficult nature of these issues, and the possible 
need for clarification in the future. 

THE FACTS
Ontario’s “pay first, dispute later” regime for mo-
tor vehicle insurance requires that the first insur-
er who receives an application under the Statutory 
Accident Benefits Schedule pay said statutory accident 
benefits (SABS) if there is a non-random nexus 
or connection between the claimant and the in-
surer. If that insurer believes that another insurer 
should be responsible for payment of the SABS, 
the first insurer must nonetheless pay them, but 
give notice within 90 days to the other insurer, 
and follow a statutory scheme of arbitration to 
determine which insurer should pay the SABS.

In Zurich v. Chubb, Sukhvinder Singh rented a 
vehicle from Wheels 4 Rent. Chubb Insurance 
Company of Canada issued an accident policy to 
Wheels 4 Rent and Zurich Insurance Company 
issued a policy insuring the vehicle. 

Chubb’s policy was limited, providing “option-
al death and dismemberment insurance to Wheels 

Mark 
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ing insurers other than “motor 
vehicle liability insurer[s]” to re-
spond to a claim for SABS. An in-
surer providing fire or life insur-
ance or some group or accident 
or disability insurance not having 
the features of a “motor vehicle 
liability policy” may have no ex-
pertise in adjusting these claims, 
and should not be expected to re-
spond to them where it has not 
issued a motor vehicle liability 
policy even if there is a nexus or 
relationship between the claimant 
and such insurer. 

[23] The priority and dispute resolu-
tion regime established under O. 

Reg. 283/95 applies to “disputes 
as to which insurer is required 
to pay benefits under s. 268 of the 
Insurance Act.” [emphasis added by 
Justice Pardu]

[24] Section 268 says every contract 
“evidenced by a motor vehicle li-
ability policy” shall be deemed to 
provide for SABS. These benefits 
are not incorporated into insur-
ance policies which are not motor 
vehicle liability policies and those 
insurers may have no expertise in 
adjusting these claims.

[25] All of the cases cited in which an analysis 
is made to ascertain whether there was a 

4 Rent customers, and extended to death 
or dismemberment unrelated to a mo-
tor vehicle accident, provided it occurred 
during the rental period,” the decision 
notes. Singh did not purchase Chubb’s 
optional insurance.

After an accident, Singh submitted a 
claim for SABS to Chubb. Chubb refused 

to pay. Zurich began paying the SABS, 
but shortly thereafter, Chubb and Zurich 
agreed to submit their dispute to arbi-
tration, with the arbitration agreement 
stating, among other things, that the 
arbitrator was to determine whether or 
not Chubb is an “insurer” under Section 
268 of Ontario’s Insurance Act and Ontar-
io Regulation 283/95, and whether or 
not Chubb was responsible for indem-
nifying Zurich for any amounts.

The arbitrator concluded Chubb was 
not a “motor vehicle liability insurer.” 
On appeal to Ontario’s Superior Court 
of Justice, this finding was set aside.

THE DECISION
Justice Gladys Pardu (Justice Sarah Pepall 
concurring) agreed with the arbitrator 
that Chubb was not a “motor vehicle 
liability insurer” on these facts. Justice 
Pardu accordingly found that the “pay 
first, dispute later” regime imposed 
pursuant to Section 268 of the Insurance 
Act was inapplicable. She reasoned:
[21] The content of “motor vehicle 

liability policies” is highly regu-
lated. These policies must provide 
for payment of SABS, and a statu-
tory minimum amount of liabili-
ty coverage. The Chubb policy has 
none of these characteristics. 

[22] The rationale [of the legislation] 
would not be furthered by requir-

sufficient nexus between the claimant and 
the first insurer to review an application for 
SABS are premised on there having been an 
actual or purported motor vehicle liability 
policy in place at some time. [emphasis 
added by Gelowitz and Kennedy]

 [27] Ms. Singh’s choice to send her ap-
plication to Chubb was not ran-
dom or arbitrary, but was based on 
the optional coverage provided to 
Wheels 4 Rent customers. None-
theless, Chubb was not required 
to respond as it was not a “motor 
vehicle liability insurer,” nor had 
it held out or represented to have 
ever provided such coverage at any 
relevant time.

Justice Russell Juriansz dissented. Jus-
tice Juriansz would have applied the 
“nexus” test. 

For him, the fact that Chubb regularly 
provided motor vehicle insurance cov-
erage placed it within the ambit of the 
rule. He expected that future adjudica-
tors “would have difficulty reconciling 
the conclusion that the plain meaning 
of the Regulation excludes ‘non-motor 
vehicle liability insurers’ [a term he had 
difficulty understanding] with the prop-
osition that the pay first obligation will 
continue to apply in cases where there is 
no actual coverage, but only ‘purported’ 
or ‘represented’ coverage.”

Justice Juriansz continued:
[37] In the earlier cases, the rationale for 

applying the Regulation in cases 
of “purported” or “represented” 
coverage was that the applicant 
chose the insurance company 
based on a non-arbitrary belief that 
the insurance company provided 
coverage on the relevant vehicle. 

Justice Pardu found that 
the arbitrator’s decision 
was correct. However, 
a deferential attitude is 
nonetheless implicit in 
her decision, as she held 
that “whether there was a 
sufficient nexus between 
Chubb and the claimant 
is a question of mixed 
fact and law reviewable 
on the standard of 
reasonableness.”
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legislature clearly contemplated that the 
obligation to “pay first, dispute later” 
would only apply to insurers whose 
policies contemplated the payment of 
SABS, which Chubb’s did not.

The primary advantage of obligating 
such insurers to nonetheless “pay first, 
dispute later” is predictability and con-
venience for consumers, as highlighted 
by Justice Juriansz’s dissent. The ma-
jority encourages consumers to under-
stand the policies under which they are 
insured.

Second, the decision should be noted 
for what it did not decide. It did not 
hold that the “nexus” test was to be jet-
tisoned — rather, it is only relevant if a 
claimant seeks SABS from an insurance 
company that is, indeed, a motor vehi-
cle liability insurer. 

Future cases will need to be monitored 
to determine whether and how insur-
ance companies are found to be “mo-
tor vehicle liability insurers” on the facts 
of particular cases. In deciding whether 
or not to pay SABS in a particular case, 
insurance companies will need to make 
decisions carefully. 

Given the large number of insurance 
policyholders and the commonality be-
tween insurance policies, class proceed-
ings are not an academic concern should 
insurance companies be alleged to make 
a habit of improperly refusing to pay 
SABS.

Third, the case considers the inter-
section of arbitrators’ decisions and the 

This is the crux of the nexus test. 
If the claimant’s non-arbitrary but 
mistaken belief is a basis for re-
quiring the insurance company to 
pay benefits in cases of “purport-
ed” or “represented” coverage, I 
see no reason to treat claimants 
differently if their non-arbitrary 
beliefs are based on information 
other than a false representation. 
In my view, it would be best to 
allow adjudicators to continue to 
consider whether there is some 
connection between the parties as 
set out in the familiar and estab-
lished nexus test. ...

[40] The overriding public policy of 
the Regulation is to provide timely 
delivery of benefits to all persons 
injured in car accidents in Ontario, 
despite the inconvenience to insur-
ance companies who must provide 
benefits immediately and seek 
reimbursement from the correct 
insurance company later. ... 

THE IMPLICATIONS
The first and most obvious implication 
of the decision is the holding that the 
“pay first, dispute later” regime in On-
tario insurance law is confined to “motor 
vehicle liability insurers.” 

From the perspective of insurance 
companies, this is a triumph of sub-
stance. Chubb, on the facts of this case, 
was not in the business of insuring in-
dividuals in Singh’s situation, and the 

courts. In this case, a right of appeal ex-
isted pursuant to the arbitration agree-
ment between Zurich and Chubb. 

The most important element of the 
case — whether Chubb was a motor ve-
hicle liability insurer within the mean-
ing of the statute and regulations — was 
reviewed on the correctness standard. 

Justice Pardu found that the arbitrator’s 
decision was correct. However, a defer-
ential attitude is nonetheless implicit in 
her decision, as she held that “whether 
there was a sufficient nexus between 
Chubb and the claimant is a question 
of mixed fact and law reviewable on the 
standard of reasonableness.”

The standard of review analysis was 
based on the specific arbitration agree-
ment at issue. Such agreements should 
be considered carefully as insurers make 
more frequent use of arbitration as a 
preferable vehicle, occasionally (as in 
this case) imposed by statute, to resolve 
disputes more efficiently than the courts.

CONCLUSION
Zurich v. Chubb is an important case in 
Ontario insurance law that clarifies the 
need to establish that an insurer is, in-
deed, a “motor vehicle liability insurer” 
before it can have duties under Ontar-
io’s “pay first, dispute later” system. 

Though the precedential value of the 
case outside that context remains uncer-
tain, its impact may be broader — the 
full impact of the decision may require 
future assessment. 
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Manufacturing 
CHANGE
The manufacturing industry 
has changed dramatically  
in the last five years, 
featuring among other  
things, global supply chains, 
just-in-time delivery,  
third-party outsourcing and 
technological innovation. 
Those changes demand 
complete, tailored insurance 
solutions to compete in 
today’s global economy.

Many economic and political observers have com-
mented on the declining manufacturing base in 
Canada, particularly Ontario. While the country 
continues to see headlines of plant closures and 
job losses, the reality is not so simple. 

It has certainly been a challenging time for the 
manufacturing sector since the global economic 
downturn of 2008-2009, but there have been 
strong signs of resurgence in recent years. 

Statistics Canada reports that industrial produc-
tion in Canada increased 3.29% in 2013 over the 
previous year as the economy slowly recovered 
from the financial crisis (industrial production 
in Canada has averaged 2.93% from 1962 until 
2013). 

Since June 2009, Canadian exports of manu-
factured products have increased at a rate of 7% 
per year to 2013, Andrew Leach, an associate pro-
fessor in the School of Business at the University 
of Alberta, notes in an article in the November 
19, 2013 edition of Maclean’s, entitled Why Cana-
da’s Manufacturing Sector is Stronger Than You Think.

The fact is that the manufacturing industry 
has changed dramatically in the last five years 
— and not just in Canada. Global supply chains, 
just-in-time (JIT) delivery, single or sole source 
suppliers, third-party outsourcing, research and 
development, logistics management, process im-
provement and technological innovation — are 
just some of the trends and buzzwords that de-
fine modern manufacturing. 

With these changes, it makes sense that prop-
erty and casualty insurance solutions are — or at 
least should be — adapting to new and emerg-
ing risks. 

Dmitri 
Iankine 
Underwriting 
Manager, National 
Manufacturing 
Advocate,
CNA Canada 
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Most traditional 
commercial insurance 
and business interruption 
policies do not offer 
coverage for resulting 
loss of profits, delays or 
alternate parts sourcing in 
supply chain failures.

or limitations of coverage in these and 
other areas. 

A hot-button topic is global supply 
chains, which have become a reality in 
today’s interconnected world. It is com-
mon to see parts of the manufacturing 
process outsourced to countries around 
the world, including those in Asia, South 
America and Europe. 

With agile manufacturing and mass 
customization of products, companies 
do not want to carry huge inventories 
and are looking to outsource key com-
ponents to specialized third parties. 

A manufacturer will frequently have 
only one supplier for a purchased part, 
so that close relationships can be estab-
lished with a smaller number of suppli-
ers. However, this can also increase risk 
if a strategic supplier experiences pro-
longed downtime. 

A 2013 survey from the Business 
Continuity Institute, a research firm 
based in the United Kingdom, revealed 
deep-rooted sources of supply chain 
failure. Responses from across 71 coun-
tries showed 75% of polled organiza-
tions recorded at least one supply chain 
disruption in 2012. For 9% of the re-
spondents, the financial costs of the larg-
est single incident totalled US$1.3 mil-
lion or more. 

Most traditional commercial insur-
ance and business interruption policies 
do not offer coverage for resulting loss of 
profits, delays or alternate parts sourc-
ing in supply chain failures. If a com-
pany in North America, for example, 
experienced disruptions because of a 
supplier problem in Asia, this would 

COMPREHENSIVE SOLUTION 
DESIRABLE
CNA Canada recently asked leading 
manufacturers, along with its broker 
partners, what they want to see in in-
surance and risk protection. What keeps 
them awake at night? How do they per-
ceive insurance in the context of busi-
ness and revenue growth? What will 
give them the greatest ease of mind in 
the changing world of global manufac-
turing?

The results of the focus groups were 
very informative. Manufacturers want 
insurance solutions that allow them to 
pursue opportunities with confidence, 
whether geographically or by product 
line. They do not like surprises or cover-
age gaps that fail to provide protection 
in certain regions or for non-specified 
exposures. They are keen to place confi-
dence in a comprehensive solution that 
will cover the vast majority of business 
risks, including lost sales from product 
recalls, supply chain disruptions, loss or 
damage to research and development 
prototypes, resultant business income 
losses, and legal settlements for punitive 
damages. 

And they eschew fine-print exclusions 
that fail to meet their business needs. 

Commercial brokers also expressed 
interest in insurance solutions that pro-
tect them from potential errors and 
omissions (E&O) liability claims. If an 
insurance product is patched together 
with endorsements and non-admitted 
cover in some regions (especially the 
United States), the ensuing headaches 
could be substantial. 

It turns out that many of the same is-
sues also keep insurance intermediaries 
up at night. 

BRIDGING THE GAP
So what are the main gaps in insur-
ance coverage for manufacturing firms? 
There are several, one of the recurring 
problems being that companies may 
perceive they have existing protection in 
areas such as product recall, E&O or re-
search and development. However, most 
general liability and commercial prop-
erty policies have specific exclusions 

not be covered under most standard 
commercial insurance policies. 

This reality was evidenced in the af-
termath of Japan’s 2011 Tohoku earth-
quake. Japan is a critical link in the 
global supply chain of many automak-
ers and electronics manufacturers, to 
name just a few affected industries. 

The quake and ensuing tsunami de-
stroyed infrastructure, knocked out 
factories and forced port closures. The 
resulting drop in production levels af-
fected companies and retailers around 
the world, many of which were not 
covered for the exposure in their supply 
chains.

TAILOR COVERAGE TO EXPOSURE
Insurance solutions have to recognize 
the emergence of global supply chains 
and provide coverage tailored to this 
exposure.

Single-source suppliers
Single-source suppliers are a reality for 
many multinational manufacturing firms. 
Contingent business interruption (CBI) 
can respond to losses beyond triggers of 
traditional business interruption poli-
cies. CBI, for example, reimburses lost 
profits or earnings, as well as extra ex-
penses resulting from an interruption 
of business at the premises of a supplier. 
It also addresses issues around alternate 
delivery of parts. 

Over the last few years, several high-
profile product recalls have garnered the 
attention of the media — and raised 
concern amongst consumers. Whether 
the issue is cars, consumer goods or 
pharmaceutical products, the number 
of product defects and ensuing recalls 
seems to be on the rise. 

This may also be a feature of globalized 
manufacturing, with firms outsourcing 
production facilities to other regions 
for lower labour costs. As shown with 
recent recalls, however, product defects 
can also be “made” in North America.

Product recall 
Product recall is another exposure that 
is not typically covered by traditional 
business insurance policies. Although 
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This can be a substantial threat to a 
manufacturer’s financial stability, par-
ticularly if products are sold or supplied 
in the aggressive U.S. legal climate.

It is increasingly clear that firms are 
looking for complete, tailored insur-
ance solutions that address the demands 
of modern manufacturing in today’s 
global economy. They are also looking 
for innovative forms of protection that 

similar to products liability insurance 
— which requires an actual accident 
— coverage for a product recall claim is 
normally triggered by the risk of injury 
to people or damage to property by a 
product. 

Comprehensive insurance solutions 
for modern manufacturing firms should 
also offer coverage for the loss of profits 
as a result of product recalls.

Canadian manufacturing firms rely on 
innovation to differentiate themselves 
from global competitors. Thus, invest-
ing heavily in research and develop-
ment (R&D) processes and prototypes is 
clearly a significant concern for Canadian 
companies. 

A 2011 report released jointly by 
Industry Canada and McMaster Uni-
versity, entitled State of Advanced Manu-
facturing: A Canadian Perspective, notes the 
following: “The manufacturing sector 
outpaces all other industries in the in-
troduction of process, organizational, 
product and marketing innovations in 
Canada.” 

However, many companies do not re-
alize that they are not always covered by 
traditional insurance if an R&D model 
or prototype is stolen, damaged or de-
stroyed. Innovative insurance solutions 
should offer this kind of coverage to the 
modern manufacturing firm, including 
lost revenue or cancellations of govern-
ment grant funding related to research 
and development claims.

Emerging vulnerabilities
General liability insurance also does 
not fully protect manufacturing firms 
from emerging vulnerabilities and fi-
nancial loss resulting from a failure 
of a product or service to perform to 
specifications. Manufacturers’ E&O in-
surance is designed to cover these gaps 
in coverage. 

This highly customizable insurance 
protection covers an insured for legal 
obligation to pay financial damages aris-
ing out of covered products and/or ser-
vices. If a product fails in its warranted 
capacity and causes financial loss to a 
customer, the right E&O insurance can 
cover a company from lawsuits. 

cover against emerging risks and expo-
sures. 

Brokers enter a potentially confusing 
new world of international exposures 
when they seek to provide comprehen-
sive products for their manufacturing 
and export-based clients. 

Knowledge, expertise and experience 
are the critical factors in choosing the 
right insurance market. 
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July 1 came and went with the introduction of 
Canada’s anti-spam legislation (CASL), touted by 
many as one of the toughest regulatory crack-
downs on unsolicited e-mails. Although those 
who opened their inboxes July 2 likely did not 
find a reduction in the amount of spam, that was 
not the immediate intent of the legislation. 

CASL, officially known as Bill C-28, governs 
the use of commercial electronic messages (CEM) 
sent to e-addresses. A CEM is defined as a mes-
sage that encourages participation in a com-
mercial activity, such as product promotion or 
advertising (this does not necessarily have to be 
for profit). As of July 1, companies cannot send a 
CEM without the receiver’s consent. 

The line between implied and express consent 
is key, as it differentiates between an existing 
customer (i.e., renewing client of a brokerage) 
and a prospect. Today, firms cannot send a CEM 
to any e-address without at least implied con-
sent. However, brokers and insurers can ask ex-
isting customers for express consent through a 
message that should include an opt-in/opt-out 
choice with clear “unsubscribe mechanism” for 
continuing electronic communication. 

To allow businesses time to adjust, CASL pro-
vides a three-year transition related to consent 
requirements. There is a delay period of three 
years before “Right of Private Action” is allowed, 
meaning individual or class action lawsuits can-
not be brought until 2017.

As the federal government notes on its anti-spam 
website: “No law will eliminate all spam, including 
that from overseas.” Instead, CASL governs spam-
mers operating in Canada. It also puts enforcement 
into the hands of the Canadian Radio-television 
and Telecommunications Commission (CRTC).

Craig Harris
Freelance Writer
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Although brokers and 
insurers generally do 
not send mass e-mail 
solicitations, some industry 
activities — such as 
prospecting, use of  
third-party marketing 
services and even social 
media — may get caught 
in the web of Canada’s new 
anti-spam legislation.

SPAM 
ALERT
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for Whitby, Ontario-based Beyond In-
surance Brokers Inc. 

“We have made it part of our process 
on all new business, that is, asking ex-
plicitly for consent. We have also made 
available on our website a CASL toolkit 
for our business community, so they 
understand this important piece of leg-

islation,” Thompson reports.
The Insurance Brokers Association of 

Ontario (IBAO) has provided member 
brokers with education and self-learn-
ing modules related to CASL, as well as 
supporting documentation and sample 
scripts for seeking consent. 

“I think brokers were relatively pre-
pared for the anti-spam legislation,” says 
Lola Thake, IBAO’s director of education. 
“People are getting their heads around 

The CRTC has a range of tools avail-
able to it, from warnings to penalties. 
Penalties can go as high as $1 million 
for individuals and $10 million for 
businesses. These fines, however, are 
reserved for the most serious violations 
of CASL. 

In the days following July 1, the CRTC 
reported that it received hundreds of 
reports of spam violations submitted to 
fightspam@gc.ca, which have resulted 
in investigations. As of early August, no 
fines or penalties had been levied. 

HOW TO GET READY
Getting ready for the new anti-spam 
measures has become a micro industry, 
with a spate of legal firms weighing in 
with advice and recommendations. These 
tips for business include formation of a 
compliance committee, development of 
guidelines and policy for staff, and in-
vestment in computer systems/database 
management to ensure adherence to the 
legislation.

In general, insurance organizations are 
aware of requirements related to CASL. 
Insurance Bureau of Canada (IBC), for 
example, has implemented an inter-
nal CASL compliance program, as well 
as training and ongoing monitoring of 
compliance, notes IBC’s senior counsel 
Mario Fiorino. The same is true of mem-
ber companies. “IBC members are aware 
of CASL requirements and have imple-
mented compliance programs as each 
insurer deems appropriate for their re-
spective operations,” Fiorino says. 

However, it is brokers, in their direct 
customer contact and marketing capaci-
ties, who will likely be on the front lines 
of CASL requirements. This is especially 
true for activities such as administra-
tion, prospecting and use of third-party 
marketers or customer list providers. 

However, many brokers are tackling 
the anti-spam compliance challenges 
sooner rather than later.

“While this legislation is still fresh in 
everyone’s minds, our brokerage has taken 
an initiative to obtain expressed consent 
in order to continue sending valuable 
information,” says Debbie Thompson, 
vice president of business development 

the fact that this applies only to electronic 
messages with a commercial or sales fo-
cus. It doesn’t involve electronic servicing 
of accounts, for example,” Thake adds.

Kat Macaulay, a communications spe-
cialist with Calgary-based Rogers Insur-
ance, says the nine member firms of the 
Canadian Broker Network (CBN, which 
includes Rogers) were aware of CASL and 
its impact on operations. 

“Right across the board, we were all 
prepared for (CASL) and how it will af-
fect all commercial electronic messages,” 
Macaulay notes. “But some brokers were 
more concerned than others, depending 
on how they use e-mail.” 

No members of CBN use spam, re-
ports Macaulay, but adds that some bro-
kers still rely on e-mail for marketing 
and prospecting.

CLEARING HURDLES 
Sources suggest that the main obstacle for  
brokerages in CASL compliance seems 
to involve administrative headaches — 
especially for smaller firms. 

“The concern was more the amount 
of administrative work required,” Ma-
caulay says. “If you are a smaller broker, 
for example, you don’t have resources 
or systems in place to set up and capture 
consent or opt-in/opt-out subscriber 
forms. It can be an expensive process 

With social media, “the list 
of domains that constitute 
social networking sites 
is always growing and 
changing due to the  
nature of the Internet — 
this will be a challenge  
in itself to monitor,” 
Thompson suggests. 

mailto:fightspam@gc.ca
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nicate immediately regarding opt-outs, 
as well as alert us if they are cited for 
violation of CASL,” she adds. 

SOCIAL MEDIA GREY AREA
A grey area of CASL relates to social me-
dia. The federal government indicates on 
its anti-spam website that the legislation 
“applies to e-mails, texts and instant mes-
sages and any similar messages sent to 
electronic addresses… CASL does not 
apply to promotional information you 
post online in places like blogs or social 
media.” 

But there is a fine line between an on-
line conversation or interaction related 
to a business and a CEM.

“We were concerned about this be-
cause Rogers Insurance uses social me-
dia a lot to reach out to our communi-
ties and our customers,” says Macaulay. 
“Our understanding from our lawyers 
is that social media is excluded from 
CASL, in the sense that social media sites 
have their own agreements and terms.” 

Macaulay uses the example of the net-
working site, LinkedIn, where members 
must agree to its terms before signing up. 
“It is a platform built outside of CASL,” 
she says. 

“I believe (social media) is still an area 
that is unclear, as most consumers who 

for smaller companies to invest in these 
tools and people who, for example, can 
actively scrub lists,” she says.

“I think the main issue from a broker’s 
perspective is workflow and having to 
add this to their administrative processes 
to ensure compliance,” Thake suggests. 
“However, the three-year grace period 
definitely gives time to move from im-
plied to express consent, so it is not all 
at once,” she adds.

Generating new business through e-
mail may also pose a significant hurdle 
in the wake of CASL’s implementation. 

“For our commercial producers, CASL 
has caused some friction when it comes 
to prospecting,“ Macaulay reports. “The 
producer’s job is to make sure they are 
reaching out to prospects and driving 
new business. There is frustration that 
now there is an added layer of work in 
terms of compliance.”

Another potential issue is the use of 
third-party services, such as marketers 
and data/customer list providers. 

“We have taken a closer look at our 
third-party relationships that provide 
‘ready to buy’ lists as permission is not 
transferable, as well as third-party rela-
tionships that we use for e-mail market-
ing,” Thompson says. “It’s important to 
ensure that the third party will commu-

use social media have taken the initiative 
to communicate that way with our busi-
ness,” Thompson comments. 

“The list of domains that constitute 
social networking sites is always grow-
ing and changing due to the nature of 
the Internet — this will be a challenge in 
itself to monitor,” she suggests.

CANADIAN CONTENT
The complexity of CASL compliance can 
sometimes blur the fact that the legisla-
tion focuses specifically on Canadian 
companies that regularly use spam. For 
some, it represents a fairly blunt instru-
ment to address the unsolicited e-mail 
problem — a sledgehammer to swat 
pesky mosquitoes.

“It is important to remember that this 
legislation (CASL) was targeted at spam-
mers, and my understanding is that only 
about 5% of Canadian companies ac-
tively use e-mail spam,” says Thake. “So 
this is a heck of a piece of legislation to 
target that 5%.” 

For Macaulay, the effectiveness of CASL 
comes down to enforcement. 

“The proof is in the pudding,” she 
suggests. “In three year’s time, it could 
be very similar to what happened with 
illegal downloads and the music indus-
try. That was only taken seriously when 
the first fines were handed out, which 
involved hundreds of thousands of dol-
lars to regular people.” 

Thompson explains that when the 
Private Right of Action comes into force 
in 2017, individuals who feel they have 
been affected by a CASL violation can 
pursue their own legal remedies.  

“This Private Right of Action will also 
open the door for anti-spam class ac-
tion lawsuits, with maximum damages 
capped at $1 million per day,” she says. 
“Furthermore, under this provision, di-
rectors and officers can be held person-
ally liable for violations of the law if they 
directed, authorized or consented to the 
violation of the law.” 

Of CASL’s ongoing compliance re-
quirements and the potential for penal-
ties, Thompson argues that it is far better 
to be safe than sorry. 

“My advice is: be prepared, take action 
and be compliant,” she says. 
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Fire [Defence]
Western Canada is wildfire 
country — and no stranger 
to the displacement, damage 
and complete loss that 
such fires can bring. With 
more building in densely 
wooded areas, the potential 
for associated loss also 
rises. But there are steps 
homeowners can take to 
protect their homes during 
the hot summer months.
Following a winter that was dryer than usual, a 
bolt of summer lightning or a forgotten camp-
fire is more likely to spark a wildfire in Western 
Canada. And as more homes and businesses are 
being built near the dense woods in the region, 
the threat of destructive wildfires grows.

The Alberta government reports, on average, 
wildfires burn 2 million hectares of forest in 
Canada each year, and half of those blazes are 
caused by people. Most of these wildfires are 
extinguished before they burn more than 100 
hectares, but many of them have forced residents 
to evacuate their homes and have caused millions 
of dollars in property damage.

In 2011, a wildfire decimated the community 
of Slave Lake, Alberta, destroying 374 homes while 
accumulating more than $700 million in insurable 
property damages. More than 700 people were 
displaced because of the fire, which burned for 
more than two days.

Fires raged in British Columbia’s Okanagan 
Mountain Park in 2003, causing $33.8 million of 
destruction. Spanning 25,912 hectares, the fires 
forced the evacuation of some 27,000 residents 
throughout the province.

Another wildfire spread through British Co-
lumbia in 2009 in Kelowna, driving 12,500 resi-
dents from their homes and putting thousands 
more on alert at the peak of the blaze. While there 

Cynthia 
Melick 
Canadian 
Appraisal and 
Loss Prevention 
Manager,
Chubb Insurance 
Company of 
Canada
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options include metal or fibre cement.
Agents and brokers can also speak to 

their homeowner customers about the 
potential hazards of the surrounding 
foliage. Overgrown vegetation — which 
includes long grass, untrimmed trees 
and neglected plants and bushes — can 
catch fire easily and quickly spread fire 
to a nearby home. 

It is up to the homeowners to main-
tain their properties. They can help pro-
tect their homes by trimming flammable 
branches while keeping the plant life 

around the home as moist as possible 
during the hot summer months. It is also 
wise to remove highly combustible plants 
such as pine and juniper trees in the area. 

PRIORITY ZONES
A customer’s property should be split 
into three specific zones. 
•	 Priority	 Zone	1,	 the	10-metre	 space	

surrounding the home, must be free 
of any plant life and dry material that 
could serve as fuel to a fire.

•	 All	vegetation	in	Priority	Zone	2,	the	
next 20 metres around the property, 
should be trimmed and pruned. 

•	 Priority	 Zone	 3,	 the	 remaining	 area,	
does not necessarily need to be cleared, 
but rather thinned to reduce the risk 
of fire spreading.
For properties located in wildfire-

susceptible areas, here are some more 
tips to help mitigate wildfire exposures: 
•	 When	constructing	a	new	home,	use	

was little property damage, hundreds of 
homes were directly exposed to the fire.

Low humidity has already helped ig-
nite uncontrollable blazes this summer. 
On July 13, thousands of homeowners 
vacated the Cariboo Regional District in 
British Columbia because of a wildfire 
that grew to more than 1,200 hectares.

While there are well-documented cases 
of wildfires throughout Western Canada, 
cities such as Vancouver and Whistler, 
which have seen significant housing 
growth in recent years, have so far been 
spared from the destruction of wildfire.

THE URBAN-WILDFIRE INTERFACE
People continue to build homes in 
these highly desirable areas, where the 
landscape is ideal for winter vacations 
for those who enjoy skiing and snow-
boarding. However, these destinations of 
choice also often provide the ideal condi-
tions for potential wildfires. 

With liveable land becoming scarcer, 
plot holders are forced to pin their prop-
erties right up against the luscious coni-
fer forests of the area. Being so close to 
dense woods may put a home at risk if 
a fire breaks out during the warm sum-
mer season. 

Building in remote areas also makes 
it more difficult for fire departments to 
reach the homes, making those proper-
ties much harder to protect. 

Wildfire assessments and advice about 
how customers and homeowners can 
mitigate wildfire exposure is available, 
including from insurers, but many hom-
eowners in the region use their proper-
ties as vacation rentals and some neglect 
to practice safe property management. 

One of the vulnerable areas of a home 
that is most susceptible to wildfire is the 
roof. Many rooftops are finished with 
cedar shake or wood, highly flammable 
materials that serve as kindling when 
they come in contact with hot embers. 

Ember storms, which can occur as far 
as two kilometres away from the initial 
fire, can quickly ignite these materials. 

These flammable roof coverings should 
be replaced with fire-resistive materials 
such as concrete, clay or slate tiles. Other 

fire-retardant materials such as stuc-
co, metal, brick and concrete. Avoid 
using heavy timber, vinyl and wood. 
All of the latter provide little protec-
tion against a blaze and can serve as 
more fuel for the fire.

•	 For	 windows,	 use	 metal	 frames,	 as	
this will withstand fire more so than 
vinyl clad. Vinyl clad can melt and sag 
if not reinforced with metal, which 
can create gaps to the inside. Also, uti-
lize metal screens that will not ignite 
due to falling embers.

•	 If	 constructing	 a	 deck	 of	 less	 than	
three metres, or one connected to the 
home, it should be built with ignition-
resistant materials. It is also wise to 
have the area below the deck enclosed, 
eliminating the chance for flammable 
debris to accumulate. If not enclosed, 
make sure to thoroughly clear brush 
out from underneath.

•	 Use	a	metal	screen	to	prevent	embers	
from escaping through the top of the 
chimney and spreading embers onto 
the roof.

•	 Install	flame-resistive	vents	to	help	pre-
vent burning embers from entering 
the home. Weather stripping around 
and under the garage door should also 
be implemented to help restrict embers.

•	 Unconnected	 structures	 —	 such	 as	
sheds, fences, patio furniture, trash 
cans and other property items — are 
usually built using flammable mate-
rial. These items should be kept as far 
away from the house as possible. 

•	 If	possible,	make	sure	the	property	has	
access to an on-site emergency water 
supply, which includes a pond, tank, 
creek or lake. An emergency vehicle 
should also be in close proximity.
Expansion into this area is only in-

evitable as the demand for land in these 
parts of the country continues on an 
upward trajectory. But with more prop-
erty owners erecting homes in or near 
wooded areas, agents and brokers can 
provide advice to help customers pro-
tect their homes. 

In the end, though, it is up to the home-
owner to implement wildfire-preventive 
measures to their property.  

With liveable land 
becoming scarcer, plot 
holders are forced to pin 
their properties right up 
against the luscious conifer 
forests of the area. Being  
so close to dense woods 
may put a home at risk if a 
fire breaks out during the 
warm summer season. 
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C            ling

Climate change and geography influence air con-
ditioner failures. And Canadian summers have 
been getting hotter. Two years ago, the country 
experienced the warmest summer on record, 
followed by the eighth hottest in 2013. 

Still, there appears to be little relief on the way, 
with heat alerts becoming more frequent. 

The City of Toronto, for example, saw a 66% 
increase in the number of heat alerts declared in 
the last three years compared to the three years 
prior. This puts added strain on cooling systems, 
increasing chances of failure. 

Consequently, the economic costs to homes 
and businesses without equipment breakdown 
insurance are rising along with the temperatures. 
From 2008 to 2013, total breakdown claims for 
cooling equipment increased 82%, while the 
average claim size more than doubled. 

Although traditional insurance policies cover 
certain weather perils, only equipment breakdown 
insurance covers accidental electrical and mechan-
ical equipment failures. The average cost per claim 
in 2013 for a cooling system failure was $5,600. 

FACTORS FUELLING BREAKDOWNS 
Over-frequent on/off cycling
It should come as no surprise that, as illustrated 
by claim data from HSB BI&I, home air-con-
ditioning units in Canada have a higher like-
lihood of failure during the summer months. 
This is partly because of constant on/off cy-
cling, which is expected to happen frequently 
this summer. 

Environment Canada has predicted a 2014 
summer of “warm weather with cool breaks.” 
While cool breaks provide welcome relief, they 
can also wreak havoc on air-conditioning systems. 
Over-frequent on/off cycling shortens the life of 
the insulation surrounding the motor windings, 
causing motors to burn out prematurely. 

Also causing frequent on/off cycling is the no-
tion that “bigger is better.” Many air-condition-
ing systems are far too large for their applications. 
And an air-conditioning motor or compressor 
that is too big will bring down temperatures far 
too quickly, adding more on/off cycles and fur-
ther straining the system.

David Pivato  
Vice-President, 
Underwriting
and Professional 
Engineer, 
The Boiler Inspection 
and Insurance 
Company of Canada,  
part of Munich Re

Hotter, intermittent summer 
temperatures, mixed with 
equipment complexity and inadequate maintenance, make cooling 
systems the number one source of equipment breakdown claims.

Meltdown
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perhaps because tenants expect it. 
But it is the smaller systems, such as 

those found in homes and smaller busi-
nesses, that may not be serviced as of-
ten as recommended, resulting in more 
frequent breakdowns, especially in the 
early summer. 

It is recommended that pre-season 
check-ups be carried out, applying the 
same diligence to cooling systems as 

Changes in voltage and brown-outs
As with all electrical equipment, any 
sudden change in voltage will cause mo-
tor strain and increase the risk of break-
down. A utility’s maximum current is 
generally finite, and if everybody sud-
denly switches on their air conditioners 
at the same time, a brown-out will occur, 
in which the voltage reaching cooling 
systems drops. Low voltage puts more 
strain on motors, which must then run 
harder to generate the same power.

Systems sitting idle
Most failures occur when equipment is 
started after sitting idle through a long 
winter, or when it cycles on and off fre-
quently during hot weather. Equipment 
idleness is likely here to stay because of the 
nature of the Canadian climate, although 
one way to reduce its negative effects is 
regular maintenance. 

Drivers would never dream of keep-
ing cars on the road without adequate 

maintenance, but an air conditioner is  
much like an automobile in stop-and-
go traffic during a rush-hour commute 
— intermittent hotter days cause the 
equipment to work in the same way as 
a car driving uphill in heavy traffic. It 
really takes a toll on the equipment.

Maintenance and smaller systems
Oftentimes, owners of very large air-
conditioning systems, like those found 
in office buildings, are more consci-
entious about scheduled maintenance, 

applied to heating. Typically, maintenance 
should check thermostat settings, elec-
trical connections and currents, lubri-
cation of mechanical parts, air coils and 
refrigerant. 

Complexity of systems
Breakdown rates are also linked to sys-
tem complexity. Air-conditioning systems 
do more than just remove heat; they 

While cool breaks provide 
welcome relief, they can 
also wreak havoc on  
air-conditioning systems. 
Over-frequent on/off cycling 
shortens the life of the 
insulation surrounding  
the motor windings,  
causing motors to burn  
out prematurely. 
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control humidity and air quality, and 
distribute conditioned air throughout a 
building. 

Many different types of components —  
from pressure vessels and piping to me-
chanical compressors, electrical wiring 
and electronic control systems — need 
to work together to create a comfort-
able indoor climate. If one component 
of the system fails, the whole system 
may break down. 

Consider a recent home air-condi-
tioning claim in which a cracked pipe 
caused refrigerant to leak. As a result, 
the whole system broke down and was 
replaced at a cost of $4,526. 

In another instance, condenser tub-
ing in a central air-conditioning system 
cracked due to thermal stresses. The 
tubes were not accessible for repair and 
had to be replaced, costing $3,100.

Inadequate maintenance a big issue 
HSB BI&I has found that about 35% 
of equipment breakdowns can be at-
tributed to the human factor. Examples 
include inadequate or improper main-
tenance, as well as the failure to replace 
or calibrate controls, such as thermo-
stats. 

A room thermostat that informs an 
air-conditioning system that it is too hot 
when, in fact, it is not, causes excessive 
wear and tear that can lead to a system 
breakdown. 

A loss was recently paid where, as a 
result of a thermostat failure, a home air 
conditioner operated in an overheated 
condition for an extended period of time. 
The whole system had to be replaced, 
costing $5,101. That thermostat could 
have been purchased for $70 from most 
local hardware stores.

LOSSES CAN EXTEND BEYOND  
DIRECT DAMAGE
A small business, such as a restaurant 
or retail store, has a lot to lose if its air-
conditioning system suddenly fails. Cus-
tomers may opt to go elsewhere and the 
business may be forced to shut down, 
which can lead to business interruption 
losses. Business interruption or extra 
expense losses are seen in around 30% 
of air-conditioning breakdown claims. 

In addition, direct damage losses can 
be hefty — refrigerant replacement can 
cost thousands of dollars. If a system 
is located on the business’s rooftop, 
a crane would be required to remove 
or replace the unit. If a business could 
not afford to shut down, portable refrig-
eration units would need to be rented, 
adding extra expense.

Recently, there was an incident in a 
restaurant where workers found smoke 
pouring through the dining room. The 
investigation found extensive control wir-
ing damage to the rooftop air-condition-
ing unit because a transformer failure sent 
high voltage surging through the circuits. 

The repair cost alone was $49,516, 
but the total loss included business in-
terruption expenses of $6,463.

SIMPLE HOMEOWNER  
TIPS TO STAY COOL
A number of conditions can ultimately 
lead to equipment breakdown. Consid-
er the following:
•	 Outdoor	 units	 blocked	 with	 debris	

and vegetation: Not only do blocked 
coils and vents increase the risk of 
equipment damage, they can signifi-
cantly reduce air-conditioning oper-
ating efficiency. Clean the condenser 
unit at least twice during the cooling 

season, remove all leaves, seedlings and 
weeds with a light brush or shop vac, 
and cut back all plants at least three 
feet in all directions from the exterior 
of the condenser unit.

•	 Filter	 replacement:	 An	 indoor	 filter	
should be replaced every two months 
during the cooling season. A dusty air 
filter, which causes the house temper-
ature to rise well above the thermostat 
setting and the unit to run longer to 
produce the same cooling effect, is the 
most common and easily fixed prob-
lem. It is a good idea to keep a stock 
of replacement filters.

•	 If	 cooled	 air	 does	 not	 come	 within	
five minutes of a unit being turned 
on, the air conditioner may have lost 
its refrigerant charge, or the compres-
sor, condenser or air circulation fan 
may have failed. Seek a diagnosis from 
a qualified professional. In most cases, 
fan failure is the issue.

•	 Annual	 service	 by	 a	 qualified	 profes-
sional will keep air-conditioning units 
operating at the lowest cost, and re-
duce chances of service interruption.
With that in mind, HSB BI&I engineers 

suggest consideration of the following:
•	 replacing	older	equipment	can	save	as	

much as 80% in energy costs;
•	 installing	a	programmable	thermostat	

and operating air conditioning only 
when the house is occupied or soon-
to-be-occupied;

•	 locating	(or	relocating)	the	thermostat	to	
the area most frequently occupied to min-
imize over-cooling of less-used spaces;

•	 using	the	“fan	only”	option	when	tem-
peratures permit; and

•	 always	 disconnecting	 power	 before	
performing any type of maintenance 
activity.    

If cooled air does not come within five minutes of a unit being 
turned on, the air conditioner may have lost its refrigerant 
charge, or the compressor, condenser or air circulation fan 
may have failed.
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MOVES & VIEWS

1 CNA Financial 
Corporation announced 
in August that John 

Hennessy [1a] will take on 
duties as president and 
chief operating officer (COO) 
of CNA Canada, effective 
September 15. Hennessy 
replaces Gary Owcar, who has 
led CNA Canada since 2009 
and is retiring. Hennessy, 
most recently chief executive  
of CNA Europe, has previously  
held roles at CNA, including 
Milwaukee branch manager, 
central region president, 
senior vice president for 
casualty underwriting and 
middle market, and senior 
vice president of distribution  
management. Also at CNA, 
David Brosnan [1b] has been 
named chief executive of 
CNA Insurance Company 
Limited (CNA Europe) as 
of August 18. Brosnan 
will maintain his post as 
chief executive of Hardy 
Underwriting Bermuda 
Limited (acquired in 2012 by 
CNA). He served as division 
president (property & casu-
alty) and chief underwriting 
officer for ACE Canada from 
July 2012 through May 
2013, when he joined CNA 
as senior vice president, 
international. Brosnan has 
held various roles with the 
Chubb Group of Companies, 
notes his LinkedIn profile.

2 FM Global has  
announced Thomas 
Lawson [2a], with 

the company since 1979, 
began serving as president 

on August 1. Previously 
executive vice president, 
Lawson has also been elected 
to FM Global’s Board of 
Directors. He will replace 
Shivan Subramaniam [2b] 
as CEO on January 1, 2015. 
Subramaniam, who has 
been with FM Global for four 
decades, was named CEO 
in 1999 and will stay on as 
chairman. Also at the company,  
Jonathan Hall, most recently 
executive vice president, has 
taken on the role of chief 
operating officer. With FM 
Global since 1980, Hall will 
oversee insurance operations 
and insurance staff functions.

3 Hub International 
Limited has acquired 
the shares of Gibson’s 

Insurance Agency Ltd. The 
locations in Treherne and 
Notre Dame de Lourdes, 

Manitoba will remain in 
operation and become part 
of the Hub International 
Horizon operations. The 
acquisition brings to 22 the 
number of Hub International 
locations in Manitoba, notes 
the company, formed in 
1998 through the merger 
of 11 Canadian brokerages. 
“Because Gibson’s agricultur-
al clients are similar to Hub’s 
Manitoba client profile, they 
are in a great position to take 
advantage of Hub’s unique  
innovative insurance products  
developed for crop production,  
employee benefits, and life 
and estate planning,” Keith 
Jordan, president and CEO 
of Hub International Horizon, 
says in a statement.

4RSA Canada’s new 
vice president of 
underwriting, global 

specialty lines is Colette 
Taylor [4]. Taylor was previ-
ously global specialty lines 
underwriting director for the 
Ontario region. Before joining 
RSA Canada in 2010, her 
LinkedIn profile notes Taylor 
worked for Jones DesLauriers 
Insurance Management 
Inc., St. Paul/Travelers, QBE 
Insurance and Marsh. Her 
experience as a broker “has 
given her a balanced perspec-
tive of how RSA Canada can 
best develop and deliver 
propositions that work for its 
customers,” the insurer notes.

5 Elliott Special Risks 
recently announced 
three appointments 

to its leadership team in 
Canada. Effective August 1, 
Rod Spurrell is vice president 
of underwriting and business 
development, Ray Gimble is 
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vice president of technical 
underwriting and Jaime yoon 
is manager of environmental 
liability. Spurrell “will be 
responsible for national 
audit reviews and ensuring 
the clarity of policy docu-
mentation, while managing 
operational and compliance 
related activities,” notes a 
company press release, while 
Gimble “will be responsible 
for leading a national team 
of regional and product 
line leaders to enhance the 
company’s market position-
ing and improve product 
line profitability.” yoon 
will manage the company’s 
environmental impairment 
liability book of business and 
lead the team in its Toronto 
office. In Canada, Elliott 
Special Risks has offices in 
Montreal, Toronto, Calgary 
and vancouver.

6  Risk and Insurance 
Management Society 
Inc. (RIMS) announced 

in July that its executive 
director, Mary Roth [6], has 
been named president of 
the International Federation 
of Risk and Insurance 
Management Associations 
(IFRIMA). Roth will continue 
to serve as RIMS executive 
director, a role she has held 
since October 2004. Having 
joined RIMS in 1985, her 
past roles with the society 
include assistant director of 
research, director of member-
ship and chapter services, 
and chief operating officer.

7  The Centre for Study of 
Insurance Operations 
(CSIO) has hired Ian 

Ferenci [7] as its manager 
of technology and advisory 

services. Ferenci “will be 
responsible for enhancing 
CSIO’s membership value 
proposition by overseeing the 
development of all leading-
edge technology standards, 
solutions and process 
improvement initiatives,” 
notes a CSIO statement. 
Before joining CSIO, Ferenci 
was manager of business 
planning and analysis 
for Grey Power Insurance 
Brokers. Also at the centre, it 
recently announced availabil-
ity of its eSignatures vendor 
Dashboard, a web page on 
which CSIO publishes a 
review of eight electronic sig-
nature products in Canada. 
CSIO reviewed the electronic 
signature products against 
the following criteria:  
legislative and regulatory 
compliance; workflow ef-
ficiency and user experience; 
and pricing and support.

8  Disaster restoration 
firm DKI Canada has 
hired Paul Burns [8] 

as its director of global busi-
ness development. Before 
joining DKI, Burns was vice 
president, Ontario operations 
and national sales for Capital 
Claims Adjuster Ltd., notes 
his LinkedIn profile. He has 
also been vice president 
of London market services 
for Cunningham Lindsey. 
Among DKI’s services are 
emergency response, water 
damage mitigation, fire 
and contents cleaning, and 
mould remediation.

9   Crawford & Company 
(Canada) Inc.  
announced in July that 

Kelly Albert [9] is its new 
national account executive, 
global client and business 
development, for the Western 
Canada region. “His immedi-
ate focus will be on working 
with the company’s Western 
Region offices to help in-
crease business with existing 
and new clients in the west,” 
the company reports. Albert, 
who holds both the Chartered 
Insurance Professional and 
Canadian Risk Management 
designations, has worked for 
several insurers, adds his 
LinkedIn profile.

10 Michael Georgiev 
[10] is the new 
vice president 

of construction and infra-
structure practice at Jones 
DesLauriers Insurance 
Management Inc. (JDMI). 
Before joining JDMI, Georgiev 
managed the surety  
department at Aviva Canada. 
He is “well-versed in many 
areas of insurance and risk 
management as related to 
the construction industry, 
including financial analysis, 
project planning and portfolio 
management, as well as under-
writing negotiations and best 
practices,” JDMI notes. 

1David Richards [1] has
been appointed chief
executive officer of JLT

Canada, part of the Jardine
Lloyd Thompson Group, risk
specialists and employee ben-
efit consultants. Having more
than 20 years of experience in
the insurance and risk man-
agement industry, Richards
joined JLT Canada in 2013 as
executive vice president and
national specialty leader for
natural resources. He has held
various senior management
positions within the insurance
broking sector, including as
executive vice president for
Aon Canada. “His client advo-
cacy, management experience
and deep knowledge of the
Canadian insurance industry is
ideally suited to leading JLT
Canada on its next phase of
growth, supported by the
strong senior management
team that has been assem-
bled over the last two years
and a continued appetite from
the JLT Group to invest in
building out its Canadian 
operations,” says JLT Canada
chairman John Lloyd.
Richards succeeds Steve
Thomas who, after completing
JLT Canada restructuring over
the last two years, has de-
cided to return to Australia.

2Toomas (Tom) Reikman
and Max Weis [2] have
joined Economical 

Insurance. Reikman has been
named senior vice president
and chief operating officer,
effective January 20. He has
held various executive roles at

MOVES & VIEWS

57February 2014 Canadian Underwriter

MOVES & VIEWS

56 Canadian Underwriter February 2014

UPCOMING EVENTS: FOR A COMPLETE LIST VISIT

www.canadianunderwriter.ca
AND CLICK ‘MY EVENTS CALENDAR” ON THE HOME PAGE

109

Follow @CdnUnderwriter on

http://twitter.com/CdnUnderwriter

positions have included gen-
eral adjuster, branch manager,
vice president of operations
and Lloyd’s Division leader.

6Macdonald Chisholm
Trask Insurance (MCT)
announced in early

January that it will join prop-
erty and casualty brokerage
BrokerLink. The terms of the
transaction were not dis-
closed, notes a statement
from BrokerLink. BrokerLink
companies, subsidiaries of
Intact Financial Corp., 
include 84 offices serving
clients in Atlantic Canada,
Alberta and Ontario. Dating
back more than 60 years,
MCT has more than 110 in-
surance professionals in 18
offices. Michael Brien, who
has led MCT over the last 12
years, joins BrokerLink as
head of its Atlantic operations.

1

of Calgary; Gordon Adams;
Robert Cartwright, Jr.; 
Al Gorski; Leslie Lamb; John
Phelps; Michael Phillipus;
Frederick Savage; and Lori
Seidenberg.

8As of January 8,
Toronto insurance bro-
ker Jones DesLauriers

Insurance Management Inc.
(JDIMI) had acquired Whitley
Insurance and Financial Ser-
vices. Whitley Insurance has
offices in Belleville, Ontario
and the nearby communities
of Trenton, Deseronto and
Stirling. “The acquisition is
expected to build a solid
presence for JDIMI in Eastern
Ontario and position the firm
to better service their clients,
with strengthened commer-
cial and personal insurance
offerings in the region and a
new financial services divi-
sion,” notes a statement from
JDIMI. President and CEO
Shawn DeSantis will lead the
teams from both companies.
Loris Clarke [8] has been
named successor to Paul
Whitley, president of Whitley
Insurance, who will remain
during a transition period.

9Ken Rayner [9] has
joined Anderson 
McTague & Associates

Ltd. as its director of busi-
ness development, Central
Region. “Ken brings a wealth
of experience to our com-
pany, having held various
senior management positions
with insurers and other MGAs,”

Aviva Canada, including 
senior vice president for the
Ontario region, senior vice
president of Pilot Insurance
Company and Scottish and
York Insurance Company, and
senior vice president of 
national marketing. He also
previously worked at Econom-
ical Insurance. Reikman will
report directly to Karen
Gavan, president and CEO of
Economical Insurance. Weis,
who previously held various
roles at RBC Capital Markets,
is the new vice president of
corporate development as of
January 21. Weis will be inte-
gral to “continued focus on
its demutualization and 
public company readiness ac-
tivities,” says chief financial
officer Phil Mather.

3Dan Kleiman [3] took
on duties as vice presi-
dent and regional

leader, Canada Commercial
for Zurich North America at
the beginning of 2014. In his
new position, based in
Toronto, Kleiman will oversee
the almost 100 market-
facing underwriters and 
underwriting managers who
are part of the Commercial
Markets regional field organi-
zation within Canada, reports
Zurich Insurance Group.
Kleiman began with Zurich 
in its Kansas City office in
2007 and most recently
served as segment head of
the commercial real estate
practice within Zurich North
America Commercial. Before
joining Zurich, he held com-
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get back to normal faster
after a claim,” says Irene
Bianchi, senior vice president
of claims, corporate services
and strategic sourcing for
RSA Canada.

5Scott McFie has been
named executive vice
president of business

development for Granite
Claims Solutions. McFie, who
has been involved at the ex-
ecutive level within the insur-
ance industry for more than
25 years, has held executive
operational and business de-
velopment positions at a na-
tional independent adjusting
company. Denis Houle [5]
will oversee the operational
and sales activities of the
company’s Atlantic Region as
part of his new role as 
regional manager. Over the
course of his career, Houle’s

says Chuck McTague, 
president of Anderson Mc-
Tague & Associates, a  family-
owned MGA based in New
Brunswick. In January, An-
derson McTague & Associates
announced it was expanding,
adding an office in Toronto to
service the brokers of Ontario
and Manitoba. Rayner’s 
appointment confirms the
company’s “commitment to
the Ontario/Manitoba market-
place, and to the building of
a local support team to assist
brokers with their surplus
lines and difficult to place
business,” McTague adds.

10The Guarantee
Company of
North America

has announced that Tara
Wishart [10] became vice
president of claims for the 
insurer’s Toronto branch on
December 2, 2013. Having
21 years of experience in The
Guarantee’s claims 
department, Wishart will be
responsible for the operations 
of the Toronto Branch Claims.
She first joined The Guaran-
tee in 1995 as an adjuster
and has held roles of increas-
ing seniority with the com-
pany, including, most
recently, claims manager for
specialty lines. Wishart is a
member of both the Surety
Association of Canada and
the Canadian Association of
Women in Construction. 

mercial lines roles with in-
creasing levels of responsibility
at Chubb and Fireman’s Fund
Insurance Company in Kansas
City, Chicago and New York.

4RSA Canada is looking
to streamline its
claims-handling

process and condense cycle
times through a new partner-
ship with Audatex Canada, a
global claims solution
provider serving the automo-
tive industry. The partnership
replaces multiple software
programs with Audatex
Canada’s software suite,
which will standardize work-
flow and procedures across
all of RSA Canada’s compa-
nies. “This solution enables
RSA Canada to leverage its
size and scale to provide
even better service to our
customers and helping them

7Carolyn Snow [7] will
lead RIMS as president
for the 2014 term,

which took effect January 1.
Snow, who has been on the
RIMS Board of Directors for
seven years, is currently di-
rector of risk management for
Humana Inc. She previously
served as RIMS’s treasurer,
secretary and director of 
external affairs. The RIMS
board for 2014 also includes
vice president Richard
Roberts, Jr.; treasurer Julie
Pemberton; corporate secre-
tary Nowell Seaman, director
of global risk management for
Potash Corporation of
Saskatchewan Inc.; Gloria
Brosius; Steve Pottle, director
of risk management services
at York University; Jennifer
Santiago; Janet Stein, direc-
tor of risk management and
insurance at the University 
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Putting the pieces together.

Events and Seminars Calendar
You work hard to protect your clients’ property. Now, it’s time  to ensure that you apply the same kind of energy 
and commitment to your own success. CIP Society Events and Seminars give you the opportunity to learn,
to network, to catch up on industry developments and to think about your career.

CIP Society Events:

Hamilton – Volleyball Tournament  . . . . . . . . . . . . . . . . . . . . . . . . . . . . August 27

Brooklin, ON – Beach Volleyball Tournament  . . . . . . . . . . . . . . . . . . September 4

London – Golf Tournament  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . September 12

Toronto – Indoor Beach Volleyball Tournament . . . . . . . . . . . . . . . . . . . October 1

Edmonton – Battle of the Bands . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . October 7

North Bay – Curling Bonspiel  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . October 30

Keeping you at the forefront of the P&C industry.

The CIP Society. MEMBERS BENEFIT.
www.insuranceinstitute.ca/cipsociety

Professional Development Courses:

Vancouver – Think on Your Feet  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . October 7-8

Edmonton – Think on Your Feet  . . . . . . . . . . . . . . . . . . . . . . . . . . . October 21-22

Edmonton – Building Better Relationships at Work  . . . . . . . . . . . . . . October 23

Calgary – Think on Your Feet . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . October 28-29

Winnipeg – Essential Management Skills  . . . . . . . . . . . . . . . . . . . November 4-6

Ottawa – Essential Management Skills  . . . . . . . . . . . . . . . . . . . November 11-13

CU Seminar ad August 2014  14-07-22  9:18 AM  Page 1
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See all photos from this event at www.canadianunderwriter.ca/gallery

The Professional Liability 
Underwriting Society (PLUS) 
Canadian Chapter held a 
workshop on The Future of 
Professional & Executive 
Liability, on June 5 at the 
McCague Borlack LLP offices in 
downtown Toronto. Presenters 
examined case law to explore 
the increasing trend of how dis-
cretionary trading can be cause 
for termination, how planners 
can protect themselves from 
clients who ignore the invest-
ment plans delivered, and new 
proposed legislation that, if 
enacted, would require advi-
sors to comply with a fiduciary 
standard. Kelly MacDonald 
of Aon Risk Services moder-
ated a panel of experts from 
various insurance and legal 
backgrounds. The presentation 
was preceded by lunch and 
networking.

http://www.canadianunderwriter.ca/gallery
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The GTA Fellows and their guests 
gathered for the CIP Society’s 
Annual Fellows’ Golf Tournament 
June 9 to enjoy a beautiful day at 
Wyndance Golf Club in Uxbridge, 
Ontario. For the second consecu-
tive year, Steamatic — represent-
ed by golfers Eric Higgins, David 
Bonnar, Jean-Denis Paré and 
Toby Struewing — took home first 
prize. Thank you to all our spon-
sors and to everyone who came 
out. In addition to a great day on 
the course, participants had a 
number of opportunities to take 
home some great prizes from a 
raffle draw, with all proceeds going 
to the John E. Lowes Insurance 
Education Fund.

See all photos from this event at www.canadianunderwriter.ca/gallery
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In early July, RSA Canada wel-
comed its new global CEO, Stephen 
Hester, from England, and took 
the opportunity to host approxi-
mately 75 of the insurer’s brokers 
at an exclusive executive reception 
held at its head office in Toronto. 
RSA reports that Hester, now 
settling into his role, is looking to 
deepen his understanding of the 
RSA business and its people. The 
reception was co-ordinated with 
Hester’s July visit to Toronto to  
introduce himself to employees, 
and to spend time meeting 
with key partners, brokers and 
regulators.

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

TIG (Totten Insurance Group) is 
pleased to announce the appointment 
of Muriel Schmidt to the position 
of Senior Underwriting Specialist, 
Casualty. 

Having 30+ years in the Canadian 
marketplace, Muriel supports a 
high commitment work environment 
and motivates people to achieve 
success through empowerment. 
Her assistance in the development 
and implementation of Casualty/
Construction Underwriting, Marketing 
and Production goals/strategies, align 
directly to the corporate objectives 
that support the delivery of client 
service excellence for TIG’s client 
base. By implementing cross selling 
opportunities in Central Canada 
and the development of integrated 
relationships between TIG, Brokers, 
and Markets, Muriel will support the 
execution of the distribution strategy 
and customer centric propositions.

Muriel’s extensive experience at 
major National Insurers encompassed 
a broad range of responsibilities and 
underwriting of large and risk managed 
Canadian-based Commercial, 
Industrial, Manufacturing , Resource 
and Energy-based risks. For many 
years, she was the Canadian Casualty 
Manager of a large multi-national 
insurer. 

Being recognized as one of the top 
Casualty experts in Canada, Muriel 
prides herself on her proven ability 
to forge sustainable relationships 
with Markets, Brokers, Clients and 
Risk Managers. This extensive 
expertise directly compliments her 
demonstrated ability to develop 
portfolio growth with profitability 
through market analysis and strategic 
planning, reinforcing TIG’s primary 
goal of adding additional strength to 
the strategic growth plans.

Muriel Schmidt, CIP, CRM

Appointment
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ASSOCIATIONS
Canadian Independent Adjusters'
Association (CIAA) "The voice of
Independent  Adjusters in Canada"
www.ciaa-adjusters.ca

Honourable Order of the 
Blue Goose—Ontario Pond
Dedicated to fellowship and charity.
www.bluegooseontario.org

The Insurance Institute of Canada
The professional educational 
arm of the industry.
www.insuranceinstitute.ca

Risk & Insurance 
Management Society Inc.
Dedicated to advancing the practice
of effective risk management.
www.rims.org

CLAIMS ADJUSTING FIRMS
Crawford & Company (Canada) Inc.
Enhancing the customer experience,
every day.
www.crawfordandcompany.com

Cunningham Lindsey
International independent claims
services.
www.cunninghamlindsey.com

DSB Claims Solutions
High Performance Speciality Adjusting
Satisfaction Guaranteed!
www.dsbclaims.com

Granite Claims Solutions
Global Adjusters and Marine Surveyors
www.graniteclaims.com

PCA Adjusters Limited
Adjusting to Meet your needs™
www.pca-adj.com

Quelmec Loss Adjusters
Identifying, Investigating, Resolving...
for over a quarter century!
www.quelmec.ca

CONSTRUCTION  CONSULTANTS
MKA Canada, Inc. 
Providing creative solutions to the Con-
struction, Legal and Insurance Industries.
www.mkainc.ca

DAMAGE COST CONSULTANTS
SPECS Ltd. (Specialized Prop-
erty Evaluation Control Services)
Providing Innovative Solutions to
Control Property Claim Costs
www.specs.ca

EMPLOYMENT ONLINE
I-HIRE.CA Canada's Insurance 
Career Destination.
www.i-hire.ca

ENGINEERING SERVICES
Giffin Koerth Forensic 
Engineering and Science
Investigate Understand Communicate
www.giffinkoerth.com

GRAPHIC COMMUNICATIONS
Informco Inc. Integrated Graphic
Communications Specialists.
www.informco.com

INSURANCE COMPANIES
Aviva Canada Inc.
Home Auto and Business Assurance.
www.avivacanada.com

Catlin Canada
Underwriting Ambition.
www.catlincanada.com

FM Global
The leader in property loss prevention.
www.fmglobal.com

National Bank Insurance 
Auto | Home
Home and Auto Insurance in Quebec.
www.nbc-insurance.ca

RSA
Leading car, home and business insurer.
www.rsagroup.ca

Sovereign General Insurance
Company of Canada 
Since 1953
www.sovereigngeneral.com

The Guarantee Company 
of North America
“Specialized insurance
products...professional service”
www.gcna.com

Wawanesa Insurance
Earning your trust since 1896.
www.wawanesa.com

INSURANCE LAW
The ARC Group Canada Inc.
Your Partner in Insurance 
Law & Risk Management.
www.thearcgroup.ca

REINSURANCE
Guy Carpenter & Company
The world’s leading reinsurance
intermediary.
www.guycarp.com

Swiss Reinsurance 
Company Canada
The leading P&C reinsurer in Canada.
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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BROKERS FIRST™
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Operated by the CG&B Group Inc.  
We are the Professional Liability Program Administrators for IBAO and IBAN 

www.cgbgroup.com • 800.267.6670  
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The Magnes Group Inc. recently held 
its annual Charity Golf Classic on 
June 12 at Heron Point Golf Club 
in Ancaster, Ontario. More than 
120 golfers and volunteers came 
out to enjoy a wonderful day on 
the course. Through the generous 
financial support received from both 
corporate and individual sponsors, 
this year’s event was able to raise 
$45,000 for some very deserving 
charities in the local region. This 

marks the 16th annual event hosted 
by Magnes, get-togethers that have 
allowed the group to donate in 
excess of $900,000 to local chari-
ties. The proceeds from the 2014 
Charity Tournament were donated 
to Ian Anderson House, Camp 
Trillium, Kerr Street Ministries, 
Children’s Aid Foundation of Halton, 
WICC (Women in Insurance Cancer 
Crusade), InterVarsity and Bridges  
to Community.

McKellar Structured Settlements Inc. would like to thank all those who took part in the 
16th Annual McKellar Charity Golf Day on June 16. The event raised $23,975 for WICC 
(Women in Insurance Cancer Crusade) for use and support in its fight against cancer.

APPOINTMENT

Olivia Cheng

Claude Blouin and Jamie Dunn, Partners at 
Blouin, Dunn LLP, are pleased to announce that 
former articling student Olivia Cheng has been 
hired back as an associate at the firm.

Olivia (Sin Ying) Cheng received her Bachelor 
(Honours) degree in Finance from York 
University in 2010, graduating on the Dean’s 
Honour Roll.  She obtained her Juris Doctor 
degree at the University of Windsor in 2013.

Prior to law school, Olivia gained valuable 
experience working in the accident benefits 
department of a reputable law firm. She also 
has extensive knowledge of the residential and 
commercial real estate practice.

Olivia received a Golden Key International 
Honour Society award for placing within the 
top 15% of her class in 2011. She was also 
heavily involved with Community Legal Aid 
and Pro Bono Students Canada. 

Olivia completed her articles and was called to 
the Ontario Bar in 2014. During her articling 
year, Olivia attended the Superior Court of 
Justice for routine and contested matters, and 
was responsible for many Small Claims Court 
files.

Olivia is a member in good standing of the Law 
Society of Upper Canada.

Outside of work, Olivia’s interests include 
fashion, travelling and ethnic cuisines.

Olivia’s contact information is:
ocheng@blouindunn.com

(416) 365-7888 ext. 158

Blouin Dunn is one of Ontario’s leading insurance 
defence firms whose members have been 
providing quality legal support to the insurance 
community for over 30 years. We offer services 
in Ontario to property and casualty insurers 
throughout North America, at all levels of 
experience, at appropriate and competitive rates.

www.blouindunn.com

Because Our History is Your History – Help Us Build the Journey 
Submit Your Historical Photos at CU80Years.com!

mailto:ocheng@blouindunn.com
http://www.blouindunn.com
www.CU80Years.com
www.CU80Years.com
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More than 100 young 
brokers attended the 10th 
Annual IBAO Young Brokers 
Council (YBC) Conference, 
held June 11-13 in Niagara 
Falls, Ontario. YBC Exhibitor 
Night was held on June 12 
and provided sponsors and 
vendors an opportunity to 
lead a variety of interactive 
and fun-filled ice-breaker 
activities. To satisfy the 
palate, the dinner menu fea-
tured “Little Sips & Little 
Plates,” including both food 
and Niagara wine tasting 
stations. 
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“Now Serving… You”

Service 
Excellence. 
Delivered One  
Policy at a Time™

 
With a 45-year history and 
an unprecedented client 
retention rate, GroupOne is the 
Broker’s Source for standard, 
substandard, specialty and hard-
to-place insurance programs.  

Our personalized service, along 
with access to the best domestic 
and Lloyd’s markets, provides 
you with best-in-class programs 
to suit your clients’ needs.  

Please contact us and let us 
introduce you to the standard in 
service. 

GroupOne Insurance Services
888-489-2234

www.grouponeis.com

http://www.grouponeis.com
http://www.canadianunderwriter.ca/gallery
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On June 18, Gore Mutual cel-
ebrated its 175th anniversary. 
Gore Mutual transformed 
the grounds of its head 
office in Cambridge, Ontario 
into an elegant garden party 
for more than 600 guests, 
complete with food stations, 
musical entertainment and 
an archive tent showcasing 
Gore Mutual’s rich history. 
Gore Mutual was founded in 
1839, 28 years prior to the 
founding of modern Canada. 
“Our company’s long history 
instills a deep pride and 
sense of purpose in all of 
us,” said Kevin McNeil, 
President and CEO of Gore 
Mutual, who retired at the 
end of June. “There is an 
unspoken commitment that 
we share and a responsibil-
ity to uphold the values that 
have continued to beat at  
the heart of our company for 
175 years.”

www.inswire.ca
www.insNews.ca
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Swiss Re Corporate Solutions 
enjoyed a great turn-out June 
19 for its summer cocktail 
event on the rooftop terrace 
of Maison Mercer in Toronto. 
Guests enjoyed a delightful 
summer party, complete with 
sunshine, a fine selection of 
gourmet passed appetizers, a 
live DJ and, of course, great 
company.
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The 2014 version of the 
Canadian Cancer Society’s 
Relay For Life featured one 
of the largest-ever num-
ber of insurance industry 
participants. The Relay 
is a tribute to the lives of 
loved ones who have been 
touched by cancer. Teams 
took part in the 12-hour, 
overnight, non-competitive 
relay, taking turns walking, 
running or strolling around 
a track. Across Canada, 
friends and members of the 
insurance industry formed 
teams under the ‘WICC Relay 
For Life’ banner, participating 

in the Relay of their choice 
across various locations. 
According to Paul Martin 
and Mariellen Glover WICC 
Co-Chairs, Relay For Life, 
dozens of teams raised more 
than $198,746 in pledges 
with sponsorships raising the 
total to $359,746. Relay For 
Life is now WICC Ontario’s 
largest fundraising activity. 
WICC Ontario’s headquarters 
Relay event was Relay For 
Life in North York held at 
Esther Shiner Stadium on 
June 22. (Photos taken at 
Relay For Life North York, 
June 22).
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Hub International HKMB held 
the Shadow Lake Centre 46th 
Annual Golf Tournament at 
Coppinwood Golf Club on 
June 23. Golfers enjoyed 
a breezy beautiful day on 
the scenic and challenging 
Coppinwood layout. CTV’s 
Bill Hutchinson emceed the 
afternoon reception, which 
included a silent auction, 
tournament prizes and a 
draw for the Grand Prize 
Trip to Aruba. All proceeds 
were donated in support of 
Community Living Toronto, 
which owns and operates 
Shadow Lake Centre, a 
year-round outdoor recre-
ation facility for all ages of 
people with an intellectual 
disability.
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Done.

TM

PROPERTY
CLAIMS 
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Cowan Insurance Group’s 
2014 golf tournaments held 
in Ottawa and Waterloo 
Region raised $57,500, 
matched by The Cowan 
Foundation for a total dona-
tion of $115,000. With this 
donation, the Cowan Charity 
Classic will now have dis-
tributed over $1 million dol-
lars to Canadian charities. 
The Cowan Charity Classic 
was launched in 2002, 
and through the support of 
Cowan’s insurance company 
sponsors, business partners, 
golf tournament participants 
and annual matching by 
The Cowan Foundation, 
has been able to support 
charities such as iSisters 
Technology Mentoring, 
House of Friendship, 
The Heart and Stroke 
Foundation, Easter Seals 
Ontario, Big Brothers Big 
Sisters, The John Howard 
Society and Pathways to 
Education. This year, funds 
will be directed towards 
The Royal in Ottawa and 
KW Counselling Services in 
Waterloo Region.

“Now Serving… You”

VALUE.
In today’s challenging insurance 
market, too many confuse value 
with price. At GroupOne, our 
personalized service, along with 
access to the best domestic and 
Lloyd’s markets, provides program 
options that protect your clients 
based on their specialized risks.

With a 45-year history,  
unprecedented client retention 
and competitive rates,  
GroupOne is the Broker’s  
Source for vALue in standard,  
substandard, specialty and  
hard-to-place insurance. 
 

GroupOne Insurance Services
888-489-2234

www.grouponeis.com

Service
Excellence. 

Delivered One  
Policy at a Time™

http://www.grouponeis.com


Our TIME MACHINE is 
ready for you to climb aboard!

Prepare for the journey of a lifetime and climb aboard 
Canadian Underwriter’s time machine to the industry’s past –  

all the way back to the start of the magazine in 1934, 
with stops at every year along the way… 

Because Our History is Your History — Help Us Build The Journey — 
Submit Your Historical Photos at CU80Years.com!

www.CU80Years.com

TIME MACHINE AD 3.indd   1 14-07-14   11:41 AM

http://www.CU80Years.com
http://www.cu80years.com/
www.cu80years.com
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On June 24, the Ontario 
Risk and Insurance 
Management Society (ORIMS) 
held its annual golf tourna-
ment at Deer Creek Golf 
Club in Ajax, Ontario. It 
was a well-attended and 
successful day, with 279 
golfers taking part. ORIMS 
members and their guests 
enjoyed a fantastic day of 
socializing and fun. ORIMS 
was pleased to announce 
that the tournament raised 
$3,190 in support of the 
Juvenile Diabetes Research 
Foundation. Prior to the 
tournament, ORIMS held 
its 54th Annual General 
Meeting at the golf club. At 
the AGM, outgoing presi-
dent David Beal handed the 
reins to incoming 2014-
2015 term president, Julian 
Valeri, and the new ORIMS 
Board of Directors was 
introduced.

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

http://www.canadianunderwriter.ca/gallery


Looking for markets 
for specialty, niche 
and non-standard  
risks could be  
frustrating…

…thankfully, there is a Solution that Insurance Brokers Love
and have Used Daily for Over 40 Years!

Published annually in July by  
Canadian Underwriter magazine 
and distributed to more than  
13,000 subscribers nationally,  
the extremely popular  
Insurance Marketer is referenced  
daily by brokers across Canada.

Fully searchable online at InsuranceMarketer.com,  
the Insurance Marketer is The Year-Round  
Source to assist brokers in finding a market 
for even the most unique risk!

To order extra copies of the Insurance Marketer magazine edition call:

1-800-668-2374 or order online: 
http://bit.ly/marketerorder

www.InsuranceMarketer.com

2014 ad 2014.indd   1 14-05-30   2:25 PM

http://bit.ly/marketerorder
http://www.InsuranceMarketer.com
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CARTSTAR held its annual 
Charity Golf Classic at Beverly 
Golf & Country Club on June 
26. Industry colleagues and 
associates were treated to a 
fantastic day of golf on this 
classic parklands layout. 
Several on-course contests 
were in play, including 
three different hole-in-one 
cash prizes of $20,000. All 
proceeds from the event were 
donated to Cystic Fibrosis 
Canada. A presentation was 
made by Cystic Fibrosis 
Canada to help raise aware-
ness of the disease and ongo-
ing research efforts. The day 
culminated with cocktails and 
dinner, where tournament and 
raffle prizes were awarded to 
the various winners.

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

http://www.canadianunderwriter.ca/gallery
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180 golfers attended the 
15th Annual WICC Ontario 
Golf Tournament on July 7 
at Angus Glen Golf Club 
in Markham, Ontario. The 
weather co-operated with 
the day’s schedule and 
attendees enjoyed a BBQ 
lunch, silent auction, raffle 
and delicious dinner. A 
WICC cheque in the amount 
of $75,000 was presented 
by Golf Committee Chair, 
Jean Faulkner,  to the 
Canadian Cancer Society.

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

http://www.canadianunderwriter.ca/gallery
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What does it mean to be ACE insured?
 

 My broker and I work with local experts who truly understand my cyber risks. I can count 

on the people at ACE for everything from loss prevention advice to information on data breach 

responses. I can get on with growing my business, knowing that in the event of a claim I’m 

protected by one of the largest and strongest insurers in the world.
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