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editorial

’Tis the season to think about 
giving… and getting.

And if that gift to self 
includes a fine new automo-
bile, no doubt the newest 
and coolest technology will 
be part of the conversation, if 
not the actual purchase.

All of these new things — 
back-over protection, front 
crash prevention, park assist, 
lane departure warning, blind 
spot detection and adaptive 
this, that and the other — 
are all good. All should help 
avoid collisions and, in turn, 
deaths, injuries and losses.

However, the concern 
comes with the influence all 
this good may be having on 
overall driving. When things 
are done for drivers, how 
much attention are they  
giving to the task of driving? 

Driving has cognitive, 
sensory, motor and physical 
demands, and is certainly far 
more than strapping in for a 
quick drive to wherever. 

Now add the availability of 
other technologies in many 
cars — those not focused on 
crash avoidance, but rather 
convenience or entertainment  
— as well as devices voluntari-
ly brought into vehicles. That 
challenged attention could 
easily ratchet up to distraction.  
And distraction, everyone would  
agree, is certainly no good… 
for motorists, their insurers 
or anyone else on the road.

A study released in June 
by the Washington, D.C.-
based AAA Foundation for 
Traffic Safety suggests that 
text-to-speech e-mail can 
impair driving despite there 
being no need for drivers to 
take their eyes off the road 

or their hands off the wheel. 
Driver performance was 
measured while, among other 
things, listening to a radio, 
talking to a passenger, talk-
ing on either a hands-free or 
a hand-held cellphone, and 
using text-to-speech e-mail. 

The last task was found 
to be the most cognitively 
distracting. “This clearly 
suggests that the adoption of 
voice-based systems in the 
vehicle may have unintended 
consequences that adversely 
affect traffic safety,” notes a 
foundation statement.

The recommendation to 
auto-makers? “These increas-
ingly common voice-driven, 
in-vehicle technologies 
should be limited to use for 
just core driving tasks unless 
the activity results in no  
significant driver distraction,” 
Robert Darbelnet, president 
and chief executive officer of 
AAA, says in the statement.

But survey results released 
by State Farm in November 
show getting people to keep 
their mitts off their devices 
may be a big ask. Even as 
a large majority of polled 
drivers in the United States 
support laws banning phone 
use while driving, motorists 
continue to use them.

Where do they use their 
devices most? Almost  
two-thirds, 63%, said while 
at a red light and 30% said 
while on an open highway.

Perhaps more troubling, 
even though respondents 
said they would be less likely 
to use their phones in certain 
conditions — including when 
dark, foggy, snowing, icy or  
in heavy traffic — that rec-

ognition did not necessarily 
extend to understanding that  
driving demands full atten-
tion whatever the conditions.

Over the six years the State 
Farm survey has been done, 
there has been a steady 
reduction in the number of 
drivers talking on hand-held 
cellphones, but the number  
of people who text while  
driving has remained stable. 

As well, there has been a 
significant increase in drivers 
using their phones to access 
the Internet, read e-mail,  
respond to e-mail, program and  
listen to a navigation system, 
and read social media. 

One would think there is 
no longer a need to discuss 
the dangers and costs of 
distracted driving, but one 
would be wrong. 

There is no shortage of 
reminders about still more 
charges for people caught  
engaged in the activity — 
presumably far fewer than 
the actual number of perpe-
trators on the roads. 

Saskatchewan is just 
one jurisdiction to offer 
up some unnerving stats. 
Following a blitz in August, 
Saskatchewan Government 
Insurance reported that law 
enforcement issued 319 tick-
ets for distracted driving that 
month. Of those, 228 were 
for phone use while driving; 
91 were for driving without 
due care and attention.

Really? To say distraction 
kills is trite, but it most 
certainly can and does. 

So when toy and want meets 
cold hard facts, motorists 
should simply kick distracted 
driving to the curb. 

That challenged 
attention could 
easily ratchet up 
to distraction. 
And distraction, 
everyone would 
agree, is certainly 
no good… for 
motorists, their 
insurers or anyone 
else on the road.

Angela Stelmakowich  
editor
Canadian Underwriter
astelmakowich@
canadianunderwriter.ca

Driving Forward
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Regulation
 

SGI SEEKS FEEDBACK ON 
AUTO INJURY PROGRAM
Saskatchewan Government 
Insurance (SGI) has issued a 
request for the public’s views  
on proposed changes, based 
on earlier input from key 
stakeholders, to the province’s  
auto injury program. 

SGI began a review of auto 
injury coverage earlier this 
year, asking for feedback 
from current and former auto 
injury customers, as well as 
key stakeholders, including 
medical, legal and insurance 
industry representatives.

That input, combined with 
feedback from SGI employees  
who work with the program, 
produced a number of options  
for possible changes.

The consultation seeks 
public opinions on no-fault 
injury, including related to 
coverage, benefit levels and 
limits, changes regarding 
the ability to sue an at-fault 
driver, and options for injury 
coverage for motorcyclists. 
For tort injury, input on  
benefit levels is being sought.

The feedback, which was 
gathered until the end of 
November, will be used to 
make recommendations to 
government early next year.

AGRICULTURAL ECONOMIC  
HARDSHIP IN ALBERTA
The Government of Alberta 
recently declared “the  
agricultural economic  
hardship resulting from 
extreme weather conditions 
with early snowfall and frost 
damaging crops throughout  

the province to be a disaster.”
Cabinet approved an Order 

in Council recently presented 
by Verlyn Olson, Alberta’s 
minister of agriculture and 
rural development. 

Media reports indicate 
Alberta’s Agriculture Financial 
Services Corporation could 
need to pay out approximately 
$589 million — although 
the final tally will depend on 
claims and indemnities — in 
crop and hail coverage to 
farmers in the province this 
year. This is up substantially 
from the earlier expected 
payout for damage claims  
of $467 million.

RESTRICTIONS ON 
REBRANDING IRREPARABLE 
VEHICLES PROPOSED
The Ontario government is 
targeting fraudsters who ille-
gally rebuild and sell vehicles 
written off after collisions as 
part of omnibus legislation.

In late November, Steven 
Del Duca, Ontario’s trans-
portation minister, tabled 
Bill 31 for second reading. 
If passed into law with no 
amendments, the bill would 
“improve the Mandatory 
Vehicle Branding Program 
to prevent vehicle fraud and 
protect consumers who buy 
used vehicles,” Del Duca  
said in the Ontario legislature. 

Under the program, ve-
hicles that have been written 
off because of a collision or 
a flood are branded by the 
ministry as either salvageable 
or irreparable, he said. 

By stipulating that only the 
person who owned a vehicle 
at the time it was damaged  
and reported it to the ministry  

could appeal its brand, “this  
would prevent appeals by 
those looking to make a profit 
by illegally rebuilding vehicles 
or selling damaged vehicles 
to the unsuspecting public.”

Canadian 
Market

 
RISKING FAILURE PART OF 
MOVING FORWARD: CEO
The force of product sophis-
tication and segmentation in 
the insurance industry may 
cause some companies to 
choose one of two paths to 
be more competitive: go the 
niche market route or “opt 
out” and sell to a company 
that does have scale in terms 
of technology and talent, 
Brigid Murphy, president  
and chief executive officer  
of Travelers Canada, said at  
a recent event in Toronto.

Murphy argued that despite 
insurance companies being 
generally risk-averse, those 
that embrace change will 
ultimately benefit most. “I 
think, first of all, corporations 
have to get better at risking 
failure,” she told attendees.

Citing examples such as 
Kodak and BlackBerry,  
Murphy suggested business 
models and strategies that 
were once considered disrup-
tive, ultimately, do become 
traditional, highlighting the 
need to embrace change.

ACE ADDS NEWS DATA 
BREACH FUND SIDECAR 
ENDORSEMENT IN CANADA
ACE Group has announced 
a new option for its ACE 

Privacy Protection policy-
holders in Canada.

The Data Breach Fund 
Sidecar Endorsement 
provides a single data breach 
fund limit, one that falls 
outside the policy’s liability 
limits for all data breach 
expenses, notes a statement 
from ACE Group. 

Policyholders in Canada 
can now obtain both the ACE 
Data Breach Team and a 
single data breach expense 
limit, separate from the 
policy’s liability limit.

NEW PRIVACY/NETWORK 
SECURITY PRODUCT 
FOR CANADIAN MARKET
Allied World North America 
has launched privacy and 
network security insurance 
specifically designed for 
small to mid-size companies 
in the Canadian market.

The product is intended 
for small and medium-sized 
enterprises — such as law 
firms, healthcare facilities 
and other organizations — 
that experience a data breach 
involving lost or stolen private 
information, whether paper or 
electronic, notes Allied World.

The insurance offers  
coverage for costs associated  
with a data breach, as well  
as provides coverage for 
third-party financial claims.

Claims
 

ALBERTA, B.C. RESIDENTS 
OVERLOOKING INDOOR 
WATER DAMAGE RISKS: POLL
A new poll released by 
Canadian Direct Insurance in 
November notes only a small 
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percentage of homeowners 
and tenants in Alberta and 
British Columbia cite water 
damage as a top concern.

Results are based on an 
online survey of homeowners  
and renters. Just 23% of 
Alberta homeowners and  
tenants, and only 17% of 
those in B.C., considered 
water damage to be a major 
concern.

Comparing results from 
Alberta and B.C. respondents, 
66% reported they engage 
in gutter cleaning to protect 
from water damage compared 
to 75%; 63% said they do 
a roof inspection compared 
to 69%; and 70% arrange 
to have someone check their 
homes for water leaks when 
travelling longer than a  
weekend compared to 52%.

ONLY HALF OF RESPONDENTS  
USING WINTER TIRES: POLL
The belief that all-season 
tires are “good enough” may 
be why only 51% of surveyed 
Canadian drivers use winter 
tires, outside of Quebec, 
notes a new poll from the 
Tire and Rubber Association 
of Canada (TRAC).

The poll asked about 
1,000 Canadians whether 
or not drivers had used the 
specialized tires this past 
winter. Outside of Quebec, 
usage was highest in Atlantic 
Canada at 73%, followed 
by 56% in Ontario, 45% 
in Alberta, 39% apiece in 
Manitoba and Saskatchewan, 
and 38% in British Columbia.

Among those not using 
winter tires, 63% said they 
thought all-season tires were  
good enough for winter driving. 

“Despite all the evidence 
pointing to the fact that  
winter tires decrease collisions  
and reduce personal injury  
accidents, resistance to  
adopting winter tires remains  
strong,” says Glenn Maidment, 
president of TRAC, which 
represents tire makers.

In Quebec, where winter 
tires have been mandatory 
since 2008, a 2011  
government survey noted 
road accidents have dropped 
by 5% and serious injuries 
and fatalities from winter 
road accidents by 3% since 
the law was introduced.

Technology
 

QUOTING, ANALYTICS 
TECHNOLOGY TOP 
PRIORITIES FOR INDUSTRY
Technology, particularly to 
enhance underwriting, was 
ranked as the highest priority 
for 2015 by almost half of 
surveyed Canadian insurance  
industry respondents.

The online survey by tech-
nology provider Xchanging 
plc found 49% of respondents  
said technology was their big-
gest priority from a resource 
perspective, followed by 
underwriting at 23%.

Underwriting was also a  
priority for the technology 
itself, with 31% naming 
quoting/underwriting portals 
as the top priority, followed 
by big data/analytics technol-
ogy and mobile apps.

In addition, predictive 
modelling and analytics was 
considered the most valued 
claims-related technology by 
54% of respondents. 

Risk
 

LOCATION OF SUPPLIERS, 
RISKS THEY FACE KEY TO 
CALCULATING CBI: CUTBUSH
Commercial policyholders 
looking to meet the challenge 
of calculating contingent 
business interruption (CBI) 
losses from catastrophes 
need to know where their 
suppliers and customers 
are located and what risks 
they face, Paul Cutbush, 
senior vice president at Aon 
Benfield Analytics, suggested 
during a speech in Toronto.

Over the last 20 years, 
there has been an “exponen-
tial increase” in losses from 
catastrophes, while at the 
same time, companies are 
becoming more dependent 
on just-in-time production 
and offshore suppliers,  
Cutbush told event attendees.

“Contingent business 
interruption policies normally 
require that first-tier suppliers  
and end-customers are listed 
in the policy,” Cutbush said. 
If a business is in certain 
areas, “there’s a good  
possibility that (sub-tier  
suppliers) are not listed.”

PWC: DETECTION OF SOME 
SECURITY BREACHES DROPS
Globally, the number of 
reported information security 
incidents rose 48% to 42.8 
million, states a worldwide 
survey released by PwC.

The survey report was 
based on responses from 
9,700 C-suite executives and 
IT security heads from more 
than 154 countries.

As many as 71% of security  

compromises go undetected, 
PwC notes, based on an 
estimate from the 2014 
Trustwave Global Security 
Report, released in May. 

Detection rates in small 
Canadian organizations rose 
by 311% over 2013, the 
report notes. For medium-
sized companies, there was 
a 21% decrease in detected 
incidents, while for large 
Canadian organizations, the 
rate of detected incidents  
fell 22% since 2013.

Reinsurance
 

WINDSTORM DECLARED A 
CATASTROPHE: CATIQ
Catastrophe Indices and 
Quantification Inc. (CatIQ) 
has declared the windstorm 
that hit parts of Ontario and 
Quebec in November to be  
a catastrophe.

The storm downed hydro 
lines, delayed a GO train in 
Toronto when the track was 
blocked by live wires, and 
uprooted trees, which caused 
extensive damage to houses 
and automobiles, CatIQ 
reports. Roof shingles and 
siding were also damaged  
by blowing debris. 

“In Montreal, the roof of 
a four-storey building was 
lifted, causing damage to 
other buildings and automo-
biles on the street below,” the 
company statement adds.

There was also damage to 
homes and cars and private 
planes at the Burlington Air 
Park (west of Toronto) when 
the wind blew the roof off of 
a row of airplane hangars, 
CatIQ reports. 
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Anne Chalmers  
— recipient of 
the Donald M. 
Stuart Award — 
sees risk  
management  
as a journey, one 
that continuously  
evolves and 
transforms.
Journeys — whether personal 
or professional — can take 
many different paths and begin 
in many different places. Anne 
Chalmers’s risk management 
journey began on a bus.

Chalmers, recipient of the 
Donald M. Stuart Award — 
widely regarded as Canada’s 
highest risk management 
honour, handed out each 
year by the Ontario Chapter 
of the Risk and Insurance 
Management Society, Inc. 
(RIMS) — would ride on the 
bus every morning with a 
woman who worked in the 
personnel department at the 
predecessor company of  
Teck Resources Limited. 

One day, the woman asked 
Chalmers if she would be 
interested in working for a 
guy who had gone through a 
whole lot of assistants. For 
some reason, the prospect 
was appealing and she 
ended up working with Don 
MacCullouch for 12 years.

Chalmers reports that Teck 
Resources’ risk approach has 

evolved since the company 
had an insurance department 
in the 1970s, the focus of 
which was property risk. 

That focus continued under 
MacCullouch’s “journey 
and then I took it to other 
areas of risk in my journey, 
partly because you could 
see that risk needed to be 
harnessed and expanded,” 
says the company’s now vice 
president of risk and security, 
and chair of the Materials 
Stewardship Committee.

Noting that she has been 
with Teck Resources for 29 
years, Chalmers says she has 
seen a number of shifts in 
risk culture, both internally 
and externally, and in the 
mining industry. “Compared 
to what I saw in the insurance  
side of things 20-some 
years ago, the risk culture 
in mining is now completely 
different,” she points out. 

“Appropriate risk transfer is 
very important and certainty 
of the contract and coverage 
for mining — where they can 
get it at a reasonable price — 
is very important,” Chalmers 
says. Individuals responsible 
for a mining company’s in-
surance portfolio must clearly 
understand the importance 
of relationships with insurers, 
disclosure and the types of 
risks that should be covered. 

“Not understanding that 
as well as you should in 
business can really lead to 
problems,” she suggests.

Chalmers’s risk management  
journey is hardly over and — 
though challenging — still 
has great appeal as the world 

of risk, and risk management 
itself, evolve and transform. 

“Never before has this 
world seen risk issues like we 
see today,” she says. 

“Risks are not just confined 
to one industry or to two 
industries; there are risks in 
countries, in communities 
and in businesses,” she adds. 
“Everything is intertwined, 
and the profile of risk in  
itself has blossomed.”

At Teck Resources, 
Canada’s largest diversified 
resource company, Chalmers 
leads the nine-member Risk 
Group, which is responsible 
for the company’s global risk 
management program. 

Chalmers and her team 
also address loss control, 
operational risk mitigation, 
country and security risk, 
contracting, some compo-
nents of safety, commercial 
insurance, corporate security 
and emergency preparedness 
liaison and crisis manage-
ment for Teck Resources  
and its partnerships.

Regardless of the industry 
in question, risk management  
is not about thinking outside 
of the box; it is about  
thinking way outside the box, 

Chalmers suggests. 
“You have to constantly 

think about what could 
happen in the future. You 
have to ask questions even 
though people may not want 
to answer them, or may not 
want to hear the questions. 
You have to look at it with a 
global footprint all the time,” 
she says. “You can’t assume 
anything is the status quo.”

As always, decisions made 
must be based on facts.  
That caution is particularly  
relevant in an age when  
sharing data and information  
— whether personal or 
professional — provides a 
bridge to connectedness. 

“People can put their 
own lens or filter on a piece 
of information,” Chalmers 
notes, meaning those in risk 
management need to do a bit 
more research and confirming  
to ensure things are right. 
“Confirming the facts to help 
you in your decision-making 
process is very important.”

The approach should be a 
given regardless of the peril 
faced. Weather is always a 
topic of discussion, but for 
Teck Resources — which 
operates in, among other 
places, the high Arctic — 
specific plans are needed  
to manage related risks. 

But specifics and prepared-
ness are also key when  
considering other perils — 
the timeframe for which  
may be guesswork, but the 
potential impact heavy — 
such as earthquakes. Not 
only does her company take 
account of geographic loca-

Unending Journey

“You have to ask 
questions even 
though people may 
not want to answer 
them, or may not 
want to hear the 
questions.”
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tions (such as the Vancouver 
Harbour, where there is 
infrastructure that belongs  
to railways and ports), but 
there are also manuals,  
policies and procedures, 
annual drills, data back-up 
plans, on-site supplies and  
protective gear and devices. 

Prudent steps must be 
taken “to manage as much 
as you can and try to mitigate 
the effect of what that would 
be,” Chalmers emphasizes.

VALUE OF EDUCATION
Chalmers has spent the  
lion’s share of her working  
life at Teck Resources, taking  
on progressively more respon-
sible positions over time. As  
her knowledge and experience  
grew, helping to provide new 
ways of looking at problems 
and solutions, so too did  
her education.

Holding Chartered Insurance 
Professional (CIP) and 
Canadian Risk Management 
(CRM) designations, Chalmers 
is also an associate of the  
Insurance Institute of Canada 
(AIIC), has completed the  
Leadership Program at the 
Banff Centre for Management 
and has pursued studies at  
Wharton Executive School at 
the University of Pennsylvania.

Of course, learning is about 
more than just courses; it  
is about life’s experience,  
networking and listening to the  
lessons (both good and bad) 
of others that can, in turn, 
help round out perspective. 

That perspective includes 
an understanding of the value 
of giving back. Chalmers has 

written several risk manage-
ment manuals and lectured 
on risk management at, 
among other places, Simon 
Fraser University. She is also 
currently a member of the 
British Columbia Chapter 
of RIMS, a director on the 
Bermuda-based Board of Oil 
Casualty Insurance Company,  
an executive member of FM 
Global’s Risk Management 
Council, a director of the 
Mining Insurance Group and 
vice chair of the conference 
planning committee of RIMS.

The need to give back 
should apply whether local or 
distant, whether internal or 

external, Chalmers says. In 
her industry, with its global 
reach, there is a need to rec-
oncile differences, but also an 
opportunity to affect change.

“I think we have to demon-
strate and show the world,” 
Chalmers says, suggesting 
that there is a need to foster 
a culture of risk management 
daily. “If we do it right, and 
our leadership is done right, 
then we can lead others to 
make those better choices for 
themselves. Especially when 
you operate elsewhere in the 
world, including the devel-
oping world, by leading by 
example, by not changing your 

standards just because you’re 
somewhere that has fewer 
standards at the moment, 
is very key. It’s a personal 
integrity issue and it has to 
show up in your work.”

A three-decades-long 
career has been rewarding for 
Chalmers. “I was lucky enough 
to be given an opportunity 
in an industry that is never 
boring… one that gave me the 
chance to grow and learn, 
and one that is filled with 
people who supported and 
mentored me to success.” 

So when people from other 
companies and industries 
ask her where they should 
start with risk management, 
Chalmers responds that it is 
critical they truly understand 
the business. “What do we 
do? Where do we do it? How 
do we do it? And what’s 
involved in the doing?” 

By starting out small, a 
company can build on the 
approach as new assignments 
and new risks unfold. “Then, 
just start over and over and 
over again,” Chalmers notes.

“Whether you have the  
experience that I now have 
over these years or are  
generally coaching or working 
with people who are just 
beginning their journeys  
in the risk discussion,” 
she says, understand that 
“it’s constantly moving, it’s 
diverse, it’s quite broad, 
and you’ll always have risks 
associated with the perils of 
the world and associated with 
what people choose or choose 
not to do. But you’ve got to  
be there in the journey.” 
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Retention 
Attention

Research from Accenture 
shows that claims experience 
is a key determinant 
in customer retention. 
That experience plays a 
powerful role in influencing 
customers’ decisions to 
switch providers, but other 
factors, such as customer 
service and technology,  
are also important and  
must be considered.
At the end of the day, property and casualty in-
surance is all about claims. More particularly, it 
is about the claims experience — the way claims 
are handled, and, just as important, the way cus-
tomers believe that they have been treated by 
their insurers.

Accenture’s research — including a global sur-
vey of nearly 8,000 auto and home insurance 
customers conducted earlier this year — indicates 
that customers are generally satisfied with the 
way their claims are handled. Worldwide, only 
14% of those who had filed a claim said they 
were dissatisfied with the way their last claim 
was handled. Canadian respondents, for their 
part, were less likely to be dissatisfied (11%).

Unfortunately, that is where the real problem 
begins for p&c insurers. Of that global 14%, a re-
markable 83% plan to switch to a new provider, 
or have already done so. (Again, Canadian respon-
dents were less likely to switch, or to plan to switch, 
at 70%).

Even when customers are satisfied with the 
claims process, the claim itself is a trigger for 
switching. Customers who have filed a claim are 
nearly twice as likely to switch as those who have 
not (41% versus 22%).

Respondents were asked about a number of 
factors that influence customer satisfaction, aside 

Michael A. 
Costonis  
Managing Director,
Accenture  
Property and Casualty 
Insurance Services
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nels were not available for actions such 
as first notice of loss (FNOL), checking 
the status of a claim and checking the 
status of repairs or replacement. 

Canadian respondents, at 38%, were 
somewhat less likely to switch.

Customers are also quick to turn to 
social media, either to report on a good 
claims experience or to complain about 
a bad one — 29% of respondents said 
they had either posted or planned to post 
about a positive experience, while 30% 
said they had either posted or planned 
to post about a negative experience. 

In addition, 44% of those taking part 
in the survey either read or planned to 
read such reviews.

Canadians are somewhat less avid 
users of social media when it comes to 
claims; only 22% of respondents said 
that they had posted or planned to post 
about a positive experience, while 26% 
either had posted or planned to post 
about a negative experience. Just 35% 
of Canadian respondents said they read 

from the perceived fairness of the settle-
ment itself. Key determinants of satis-
faction include the following: 
1. the speed and transparency of the 

claims process (each identified by 94% 
of respondents who had filed claims); 

2. the customer’s ability to contact the 
insurer at any time to check on the 
status of the claim (90% worldwide); 

3. detailed, timely communications that 
keep the customer informed (90%); 

4. empathetic interactions with the in-
surer’s staff (86%), and

5. the ability to engage with the insurer, 
using the channels that the customer 
prefers (80%).

FACTORS CONTRIBUTING  
TO SWITCHING
The claims experience plays a powerful 
role in influencing customers’ decisions 
to switch providers, but other factors are 
also important. For example, 44% of re-
spondents said that they would switch 
providers if their preferred digital chan-

or plan to read such reviews. 

ENHANCING CUSTOMER 
RETENTION
The thought is anything insurers can 
do to increase the proportion of satisfied 
customers will have a direct benefit in 
terms of customer retention. 

Insurers that are also able to use their 
claims performance as a differentiator 
— establishing their reputation (especial-
ly on social media) as an insurer that is 
committed to settling customers’ claims 
quickly, fairly and transparently — will 
increase retention, but will also improve 
its chances of picking up other insurers’ 
dissatisfied customers.

That is easy enough to say, but opti-
mizing the claims function takes hard 
work at a number of levels.

Customer service
Insurers need a deeper understanding 
of their customers — and the claim is 
an opportunity to capture a great deal of 
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prevention; and e-FNOL, including data 
capture, document upload coverage and 
liability checks. 

The workforce
For the customer, the claim is an appeal 
for assistance following a traumatic event, 
and empathy and authentically personal-
ized support are the least that are expect-
ed. For the insurer, efficiency, accurate 
settlement and a keen eye for fraud are 
key to minimizing loss costs.

Property and casualty insurers face the 
challenge of an aging claims workforce 
and the imminent retirement of a great 
deal of skill and accumulated wisdom rep-
resented by these individuals. To attract 
skilled, enthusiastic younger workers, the 
claims-handling job needs to become 
less transactional and more consultative. 

Systems should be in place to ensure 
the right people are working on the right 
claims. Collaborative tools, for example, 
can provide access to experts working 
from a wide range of locations.

Data and analytics
Insurers should be able to collect and 
organize the vast quantities of data avail-
able from all parts of the enterprise, as 
well as from new sources such as social 
media, telematics, GPS and other inno-

information to which they might other-
wise never have access. Carriers that can 
acquire and analyze this data will not 
only be able to enhance their segmen-
tation and provide more differentiated, 
relevant service, they will also improve 
their claims-prevention modelling and 
fraud-detection capabilities.

Many insurers spread service initia-
tives too thinly in a well-intentioned 
attempt to delight every customer every 
time. Instead, they should adopt a more 
focused, segmented approach based on 
value analytics and propensity to defect.

Technology
The foundation of a digitalized claims op-
eration is a modern core processing sys-
tem that delivers efficiency, precision and 
agility. It should enable a high degree of 
automation, freeing up claims profession-
als to concentrate on more complex claims 
and value-added activities. It should also 
support all channels that have become 
an essential part of the digital insurer.

Ideally, insurers would employ digi-
tally enabled, end-to-end servicing to 
optimize the customer claims experi-
ence. This would include e-tracking for 
claims consultation, document consulta-
tion and the claims agenda; e-pre-claims 
services for claims simulation and claims 

vations. Claims professionals have been 
responsible for collecting most of the 
information during the claims process, 
which is time-consuming and costly. 
Technology captures so much data from 
so many sources (both structured and 
unstructured, such as voice, text, video 
and pictures) but much of the informa-
tion is lost or never used.

Most insurers would benefit from 
having a dedicated claims analytics or-
ganization, as well as a centralized por-
tal system for customers to view their 
claims status, submit personal prefer-
ences and monitor follow-up actions, 
entering or updating data as needed. 

The ultimate goal should be to acquire 
a 360-degree view of the customer, and 
to create a data-driven claims lifecycle 
that unlocks the hidden value in the 
claims organization.  

As the survey research indicates, cus-
tomers dissatisfied with how their in-
surers handle claims are not only likely 
to switch insurers, they are also likely to 

turn to social media to share their un-
happy experiences with a few million of 
their closest friends. To prevent switch-
ing — and to differentiate themselves 
from competitors — carriers must take 
an outside-in approach, reviewing the 
claims organization, its processes and 
its skills from the customer’s perspec-
tive. 

Insurers pursuing this path can create 
a solid foundation for cost reduction, 
growth and an enduring competitive 
advantage.    

Canadians are somewhat 
less avid users of social 
media when it comes 
to claims — only 22% 
said they had posted or 
planned to post about a 
positive experience, while 
26% either had posted or 
planned to post about a 
negative experience.
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There is a need for more 
information about privacy 
insurance in Canada. Any 
organization that collects, 
transmits or stores customer, 
employee sensitive personal 
or corporate information 
should consider buying the 
insurance, but a number of 
important factors must be 
reviewed prior to purchase.

Inundated daily by reports of the latest cyber 
attacks, one cannot help but assume an insur-
mountable number of incidents go unreported. 
However, the Armageddon-like articles about 
high-profile clients and worst-case breaches do 
not represent the day-to-day realities of under-
writing privacy risks. 

Although much can be learned from these 
breaches, often they do not correlate with the ex-
periences or needs of a typical buyer of privacy 
insurance coverage.

A broker will be hard-pressed to convince a 
first-time buyer of the need for privacy in-
surance when these high-profile breaches do 
not represent the exposures and claims faced 

by small, middle market customers. Instead, 
companies contemplating privacy insurance 
coverage need to consider a number of impor-
tant factors before purchasing a policy.

NOT ALL BREACHES CREATED EQUAL
Like other insurance companies, ACE has insured 
some highly publicized, prolific hacker and mal-
ware-related breaches. However, the company’s 
historical loss data clearly shows that the majori-
ty of the incidents for which notice was received 
are much smaller in size and not the result of 
hacking. As of March 2014, just 24% of all no-
tices received were due to a hack. 

Interestingly, 36% of all incident notices were 
not IT-related. A strong firewall is critical to pro-
tect data, but many breaches are the result of 
human error, vendor-related mistakes and lost 
paper files and laptops.

The International Cyber Security Protection Al-
liance (ICSPA) provides another perspective for 
Canadian organizations in its 2013 study relat-
ing to Canadian cyber crime exposure. The study 
included survey results of 520 Canadian business-
es, with 341 participants having annual revenue 
of $10 million or less.

ICSPA reported 69% of respondents had some 
type of cyber-crime attack in the past 12 months. 
Even more staggering, a total of 5,866 attacks were 
reported or 16.5 attacks per affected business. 

When purchasing privacy insurance, it is im-

Bobbie Goldie  
Vice President, 
Professional Risk,
ACE Group

Teach Breac
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Interestingly, 36% of all incident notices were 
not IT-related. A strong firewall is critical to pro-
tect data, but many breaches are the result of 
human error, vendor-related mistakes and lost 
paper files and laptops.

The International Cyber Security Protection Al-
liance (ICSPA) provides another perspective for 
Canadian organizations in its 2013 study relat-
ing to Canadian cyber crime exposure. The study 
included survey results of 520 Canadian busi-
nesses, with 341 participants having annual 
revenue of $10 million or less.

ICSPA reported 69% of respondents had some 
type of cyber-crime attack in the past 12 months. 
Even more staggering, a total of 5,866 attacks were 
reported or 16.5 attacks per affected business. 

When purchasing privacy insurance, it is im-

Bobbie Goldie  
Vice President, 
Professional Risk,
ACE Group

Teach

h

24 Canadian Underwriter December 2014 25December 2014 Canadian Underwriter

There is a need for more 
information about privacy 
insurance in Canada. Any 
organization that collects, 
transmits or stores customer, 
employee sensitive personal 
or corporate information 
should consider buying the 
insurance, but a number of 
important factors must be 
reviewed prior to purchase.
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However, the Armageddon-like articles about 
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not represent the day-to-day realities of under-
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breaches, often they do not correlate with the ex-
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surance when these high-profile breaches do 
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coverage need to consider a number of impor-
tant factors before purchasing a policy.

NOT ALL BREACHES CREATED EQUAL
Like other insurance companies, ACE has insured 
some highly publicized, prolific hacker and mal-
ware-related breaches. However, the company’s 
historical loss data clearly shows that the majori-
ty of the incidents for which notice was received 
are much smaller in size and not the result of 
hacking. As of March 2014, just 24% of all no-
tices received were due to a hack. 

Interestingly, 36% of all incident notices were 
not IT-related. A strong firewall is critical to pro-
tect data, but many breaches are the result of 
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When purchasing privacy 
insurance, it is important 
to recognize that every 
breach response is different 
and, consequently, costs 
associated with each 
breach response are 
unique. Consideration must 
be given to the type and 
format of the compromised 
information in question. 

berta and certain health laws require 
notification. 

However, anecdotal reports from Ca-
nadian privacy experts who manage 
breaches on a daily basis indicate that 
organizations are notifying affected 
individuals even though there may be 
no requirement to do so. Organizations 
recognize notification as a way to man-
age reputational and legal risk. 

From a legal perspective, notifying 
people allows entities to take steps to 
mitigate potential damage, while failure 
to notify has led to liability in recent 
actions in Canada.

ONE SIZE DOES NOT FIT ALL
It can be difficult to determine the ex-
tent of privacy insurance in Canada since 
almost every commercial insurance com-
pany provides some sort of privacy cov-
erage. These offerings range from robust 
standalone policies to built-in enhance-
ments within another coverage, or an 
endorsement added to an existing policy. 

This can be daunting to the first-time 
purchaser of privacy coverage and also 
makes it difficult for insurance brokers 
to compare offerings available in the 
marketplace. 

Coverage has expanded considerably 
in recent years. Offerings can range from 
third-party liability to costs associated 
with responding to a potential breach, 
and coverage for business interruption 
and extortion.

Historical data demonstrates the costs 

portant to recognize that every breach 
response is different and, consequently, 
costs associated with each breach re-
sponse are unique. Consideration must 
be given to the type and format of the 
compromised information in question. 

For example, if a manufacturing com-
pany’s human resources department 
misplaces a box containing the private 
information of pension plan participants, 
computer forensics services will not be 
needed. However, while breaches may 
not always trigger the need for forensics, 
the majority of breaches will require 
legal expertise.

MYTH VERSUS REALITY
The privacy myth suggests that there is 
minimal exposure in Canada with few 
claims or class actions. In reality, there 
has been an unprecedented uptick in 
legal actions — ranging from class ac-
tions that are easily being certified to 
individual plaintiff cases — related to 
privacy in the past 12 months.

There have been at least 13 class ac-
tions, five of which are already certified. 
One of these classes had just slightly 
more than 200 individuals, which dem-
onstrates that class actions are a reality 
for any business.

In addition, courts are allowing ac-
tions to proceed based on the assertion 
that private information was compro-
mised, not that the affected individuals 
suffered an actual loss. 

Taking this a step further, those or-
ganizations that did not maintain the 
appropriate privacy policies and system 
infrastructure — or poorly handled the 
breach response — are not only threat-
ening their corporate brand and repu-
tation, but are also creating liability. The 
regulators and courts have clearly dic-
tated stricter judgments for these orga-
nizations. 

Within the underwriting arena in the 
Canadian marketplace, one often hears 
the close rate on first-time buyers pur-
chasing privacy insurance will increase 
significantly once more established 
mandatory notification requirements are 
introduced. 

Based on current legislation, only Al-

associated with the potential breach are 
the most triggered part of coverage 
under privacy insurance. These costs 
include, but are not limited to, notifica-
tion, credit monitoring, forensics, pub-
lic relations and legal costs, although 
how each carrier provides these expens-
es may vary widely.
1. a carrier may provide a dollar amount 

to respond to these costs, and the in-
sured is responsible for handling the 
breach and contracting with the ap-
propriate third-party service providers; 

2. a carrier could provide a dollar amount 
and specifically state that an insured 
must use the carrier’s contracted one 
or two vendors for all losses — or the 
breach may be excluded; or

3. a carrier may provide an insured a 
dollar amount and a greater variety of 
vendors with breach-related experience. 
It is vital that this portion of coverage 

is reviewed prior to purchasing insurance.
As expected, many organizations pur-

chasing privacy insurance are in the re-
tail, healthcare, education and financial 
institution sectors. As of March 2014, 
however, company data shows that these 
sectors only accounted for 48% of all 
incidents reported to ACE. 

It is important to consider purchas-
ing privacy insurance for any organi-
zation that collects, transmits or stores 
any type of customer, employee sensi-
tive personal or corporate information. 

Additionally, if an organization uses a 
third-party vendor to manage data, there 
may be an assumption that the exposure 
is minimized. That may not be the case 
since it is the organization’s employees 
and customers who are impacted, not 
those of the vendor. 

Some carriers provide coverage for 
these kinds of breaches where a third-
party service provider is at fault.

In today’s connected environment, cy-
ber security is now a widespread concern.  
When dealing with evolving privacy 
exposure, informed companies are look-
ing for more than just a liability insur-
ance policy. They want risk management 
tools to mitigate risk and, in the event 
of a privacy breach, access to experts to 
assist in responding to the breach.    
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or Go? 

The Ontario government 
has taken another step 
toward what it hopes will 
be enhanced efficiency, 
affordability and fairness — 
and reduced fraud — in the 
province’s auto insurance 
system. And while the 
advance has generally been 
welcomed, some argue 
additional measures are 
essential around claims to 
ultimately get the system to 
its intended destination.

In late November, the Ontario legislature gave 
the green light to Bill 15, Fighting Fraud and Re-
ducing Automobile Insurance Rates Act, 2014. The latest 
package of auto insurance reforms is geared at 
reducing auto insurance fraud and, in turn, the 
costs associated with a system that many argue 
has long been fraught with inefficiency, far-too-

generous benefits and lengthy delays.
Bill 15 is the latest step in the journey to get On-

tario’s auto insurance system to a more desirable 
destination, in line with that envisioned by the 
Auto Insurance Anti-Fraud Task Force report and 
its 38 recommendations, released in late 2012. 

Ontario’s Ministry of Finance reports that to 
date, the province has taken action to address 
more than half of the recommendations to curb 
fraud and protect consumers.

By helping the government fight fraud and 
abuse in the auto insurance system, the new re-
quirements “will contribute to lower claims costs 
for insurers and more certainty in Ontario’s auto 
insurance system,” notes a ministry statement. 
Bill 15 received Royal Assent November 20.

The act combines provisions of the Fighting 
Fraud and Reducing Automobile Insurance Rates Act, 2014, 
originally introduced this past March, and the 
Roadside Assistance Protection Act, 2014, originally 
tabled last April. Among other things, the com-
bined bill will do the following:
•	 enhance consumer protections around the tow-

ing and vehicle storage industries by requiring 
tow and storage providers to make their rates 
available publicly, accept alternative forms of 
payment from consumers and not insist on 

Angela 
Stelmakowich 
Editor
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was heavily criticized by various stake-
holders — the government notes pre-
miums have dropped by an average of 
more than 6% to August 2014.

As late as this fall at the National In-
surance Conference of Canada in Ottawa, 
however, Barbara Sulzenko-Laurie, vice 
president of policy development for the 
Insurance Bureau of Canada (IBC), told 
attendees that the average 15% reduc-
tion is not doable. 

cash only, and provide an itemized 
invoice, including specific costs, before 
receiving payment;

•	 give the province authority to change 
the current 60-day period a vehicle 
can be stored following an accident, 
accruing charges, without notice to 
the owner where required; and

•	 transform the auto insurance dispute 
resolution system — including mov-
ing the system from the Financial Ser-
vices Commission of Ontario to the 
Ministry of the Attorney General’s li-
cence appeal tribunal — to allow for 
more timely settlement of disputed 
claims and faster receipt of benefits. 
Changes to the dispute resolution sys-

tem “will put an end to the chronic 
backlogs,” argues a statement from the 
Insurance Brokers Association of On-
tario (IBAO). 

“There are over 10,000 cases back-
logged in the arbitration system. The 
new system intends to hear and decide 
a case within six months from start to 
finish,” the IBAO adds.

Noting that the provincial govern-
ment is building on earlier efforts to 
fight fraud and abuse, finance minister 
Charles Sousa reports that “we’re work-
ing hard to help Ontario drivers save 
money on their auto insurance rates.”

Since the provincial government man-
dated an average 15% reduction in auto 
insurance rates over two years (August 
2013 to August 2015) — a promise that 

JUST A START
Some stakeholders are fairly clear that 
while they welcome the advances made 
with legislative changes to date, these are 
not sufficient to achieve true fairness — 
defined by some as in line with other 
provincial auto insurance systems across 
the country — and to allow for lower 
rates to result. 

Calling Bill 15 “a good first step,” Karin 
Ots, Aviva Canada’s senior vice president 

Changes to the dispute 
resolution system “will 
put an end to the chronic 
backlogs. There are over 
10,000 cases backlogged 
in the arbitration system. 
The new system intends 
to hear and decide a case 
within six months from  
start to finish.”
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ly in place in some other jurisdictions 
across the country:
•	 reduce the claiming period for medi-

cal and rehabilitation benefits from 10 
years to four years;

•	 streamline care for motor vehicle ac-
cidents with workers’ compensation;

•	 clarify the definition of catastrophic 
impairment to ensure that the most 
seriously injured claimants are covered;

•	 implement a tort cap similar to Alberta, 
Nova Scotia and New Brunswick; and

•	 cap plaintiff lawyer contingency fees.
Aviva Canada maintains that although 

there would be a decrease in the basic level 
of coverage, additional benefits would be 
available as optional coverage, thereby 
bringing Ontario in line with other 
provinces.

Ontario’s finance minister recently 
received an independent third-party as-
sessment of the impact of auto insurance 

of regulatory and government relations, 
suggests that “to truly affect long-term 
change for the Ontario auto insurance 
system, we need to reduce claims costs 
to be in line with other provinces.”

Saying that government-mandated ben-
efits in Ontario are the most expensive 
in the country, Aviva Canada reports that 
for every $1 of premium the insurer 
earns, $0.65 is paid out in claims costs. 
Based on company data, accident benefit 
claims in Ontario have an average cost 
of $26,863 compared to $3,628 in Al-
berta, a company statement notes.

Slightly less than half of the Ontario 
costs, 48%, go to non-treatment expenses 
(such as legal fees and assessments) while 
just slightly more than half, 52%, go to 
treating of victims, the statement adds. 

Claims costs must come down to re-
duce premiums, especially when 92% of 
the insurer’s policyholders in Ontario do 
not make a claim, Aviva Canada argues. 
Specifically, the insurer reports that 31% 
of its claims costs are for accident ben-
efits, 33% for auto physical damage, and 
36% for bodily injury.

Reducing the high claims costs cur-
rently being spent on healthcare provid-
ers, lawyers and other service providers 
would go a long way toward lowering 
premiums, the company contends.

As part of a plan sent to Sousa earlier 
this year, Aviva Canada makes a number 
of recommendations to government, 
which borrow from measures current-

reforms on costs and premiums, which 
the ministry reports is currently under 
review and will be released soon.

Although progress has been made to 
date, the ministry reports that the review 
indicates “more action must be taken in 
order to meet the government’s average 
rate reduction target by August 2015.”

The passage of Bill 15 is “a great step 
and strikes a blow at those in the car 
accident business who have wrongly 
profited from the current auto insurance 
product,” Ralph Palumbo, IBC’s vice 
president, Ontario, says in a statement.

A 2012 report by KPMG estimated 
that auto insurance fraud costs Ontar-
ians between $769 million and $1.6 bil-
lion annually. 

In a statement in July, IBC comment-
ed on a number of the then-proposed 
legislative measures. With regard to 
towing and storage, it pointed out that 
some towing and storage facilities actu-
ally delay notifying the vehicle owner 
just to increase their revenues.

With regard to prejudgment interest, 
IBC added the bill aligns prejudgment 
interest rates on pecuniary and non-
pecuniary damages (pain and suffering) 
to what are typical rates in today’s mar-
ket. The bureau further noted that the 
prejudgment interest on non-pecuniary 
damages is currently 5% (established 
in 1989-1990 when interest rates were 
about 13%) and 1.3% on pecuniary 
damages.

“Prejudgment interest is meant to 
compensate — but not over-compensate 
— the plaintiff for the lost time value of 
money,” IBC reported. “Reducing pre-
judgment interest rate will save millions 
in costs, ensure that claimants are not 
overcompensated and that they receive 
their settlements in a timelier manner,” 
the bureau added.

“This is a good step towards the re-
sponsible reduction in insurance costs 
by fighting fraud,” IBAO president Chris 
Floyd says of the passage of Bill 15. 

“The faster fraud can be tackled, the 
faster premiums can be lowered for 
Ontario drivers,” Floyd says in a state-
ment. “It’s essential that these reforms 
are done responsibly and effectively,” he 
emphasizes.    

Slightly less than half of 
the Ontario costs, 48%, go 
to non-treatment expenses 
(such as legal fees and 
assessments) while just 
slightly more than half, 
52%, go to treating  
of victims.
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Diseaseby

Interru    tedp

An outbreak of a disease 
— such as Ebola, SARS, 
tuberculosis or measles — 
can put companies at risk 
of business interruption and 
lawsuits. Although property 
and business interruption 
policies generally have not 
covered such outbreaks,  
the Ebola epidemic in  
Africa has spurred some 
insurers to move forward  
with new coverage and 
others to retreat with 
specific related exclusions.
As of mid-November, the Canadian government 
was advising against non-essential travel to three 
African nations where thousands have died from 
Ebola. In October, the Associated Press reported 
14,000-plus cases of Ebola and more than 5,000 
deaths have been recorded in Africa. 

Most of those cases were in Liberia, Guinea 
and Sierra Leone, the countries cited by Ottawa 
in its advisory, which also applies to all travel to 
the eastern and northeastern areas of the Demo-
cratic Republic of the Congo. 

Ebola spreads among humans through direct 
contact with bodily fluids, with materials con-
taminated with the bodily fluids of people who 
are infected, or with organs or bodily fluids of 
infected animals, notes information from the 
World Health Organization (WHO).

Canada’s travel advisory is in place amidst 
moves by certain insurance providers to adopt 
inclusions or exclusions when it comes to Ebola, 
specifically, or pandemics, generally.

Businesses “tend to overlook” the risks from 
pandemics, but they do affect supply chain opera-
tions, says Susan Delicata, a Toronto-based client 
executive and producer with the employee-owned 
commercial brokerage, BFL Canada Risk and In-
surance Services Inc.

“Business interruption (BI) is the class most 
tangibly affected by a pandemic such as Ebola,” 
adds an e-mail response from Miller Insurance 
Services LLP, a broker in the United Kingdom. 

For Ebola, Delicata advises coverage is avail-
able “in a limited form, but (the disease) has to 
be named” in the policy. Epidemic policies are 
available from the Lloyd’s market, she reports.

In October, Miller Insurance and William Gal-
lagher Associates Insurance Brokers Inc. jointly 
announced the availability of Pandemic Disease 
Business Interruption Insurance, provided by Ark 
Syndicate Management Ltd., which manages two 
Lloyd’s syndicates. Ark Syndicate’s new pandemic 
BI coverage, which is available in Canada, “would 
respond to loss of income arising directly out of 

Greg Meckbach
Associate Editor
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Bank “had estimated the net cost of the 
outbreak to the national economy at 
between $1.5 billion and $2.1 billion.” 

Commenting on epidemics in general, 
Miller Insurance cites closure of prem-
ises, quarantine of key staff and revenue 
drop-off following closure as some risks 
associated with a disease outbreak.

NEED TO BE PREPARED
“Every business should have a pandemic/
business continuity plan in place and 
consider purchasing specific insurance 
that responds in the wake of a forced 
closure following pandemic,” notes the 
information from Miller Insurance.

A technical advisory bulletin from 
Willis North America emphasizes that 
business continuity plans should give 
“special consideration” to infectious dis-
ease outbreaks. “Unlike other potentially 
catastrophic events, the Ebola epidemic 
may not always be geographically or 
temporally bound,” the bulletin states.

Willis suggests that a business conti-
nuity plan for an epidemic should ad-
dress, among other issues, the following: 
•	how long a firm can sustain its opera-

tions if a number of its own employ-
ees (or the employees of suppliers) are 
unable to continue operations;

•	if companies have “contingency sig-
natory authorizations” for disbursing 
funds, in the event that an executive 
with signing authority is sick; and

•	whether or not firms could be fined 
or penalized if they are unable to meet 
their contractual obligations to deliv-
er goods and services.
Commercial policyholders “have to 

have a contingency plan,” for a disease 
outbreak, Delicata says. “They have to 
actually look at it as an exposure.”

She reports some carriers recently be-
gan adding exclusions for Ebola in poli-
cies for “hospitals, event organizers and 
other businesses that are vulnerable,” such 
as those with staff who travel abroad.

Media reports in October indicated 
Ebola may be excluded in some general 
liability policies written by ACE. 

During an October conference call 
with financial markets analysts discuss-
ing the company’s 2014 Q3 results, 

quarantine shutdowns of healthcare fa-
cilities, as well as diminished revenues 
in the aftermath of a quarantine,” notes 
a statement from Miller Insurance.

A client advisory from Willis North 
America Inc. notes that if Ebola, for ex-
ample, causes loss or damage, property 
insurance policies would not normally 
provide coverage. 

“Property insurance policies require a 
trigger for coverage, which is physical 
loss or damage caused by an insured per-
il, and disease or virus is not considered 
an insured peril,” the advisory states.

Willis notes there are insurance prod-
ucts covering interruption by communi-
cable disease, interruption by infectious 
or contagious disease and mandatory clo-
sure for pandemic disease. 

“Some insurers would actually endorse 
these various forms of coverage to an ex-
isting policy (subject to a separate limit 
and deductible) or establish a separate in-
surance product providing this coverage,” 
notes the advisory. “Absent these forms of 
coverage endorsed to the policy, it is not 
the intent of a property insurance policy 
to provide coverage for the Ebola virus.”

OUTBREAKS HAVE HAPPENED,  
CAN HAPPEN AGAIN 
In the past, property insurance policies 
“did not respond” to outbreaks of com-
municable diseases, such as H1N1, avian 
or bird flu, or severe acute respiratory 
syndrome (SARS). The SARS outbreak that 
resulted in the deaths of 44 people and 
the illness of more than 300 in Toronto 
a decade ago prompted WHO to issue a 
travel advisory applying to the city. 

“Although no one did foresee and 
perhaps no one could foresee the unique 
convergence of factors that made SARS a 
perfect storm, we know now that new 
microbial threats like SARS have happened 
and can happen again,” the Ontario 
Commission to Investigate the Introduc-
tion and Spread of SARS states in its 
report, Spring of Fear. As many as 20,000 
people may have been quarantined.

In a separate report, Learning from SARS: 
Renewal of Public Health in Canada, the Na-
tional Advisory Committee on SARS and 
Public Health notes Toronto Dominion 

however, Evan Greenberg, chairman 
and chief executive officer of ACE, said 
risk exposures of ACE clients “include 
the types of activities they are engaged 
in, the locations where they take place 
and the kind of safety protocols that they 
employ.” The exclusion is “not being ap-
plied in some indiscriminate unilateral 
or blanket way to address the Ebola risk.” 

Delicata expects the cost of policies that 
specifically include Ebola are “going to 
be quite expensive,” especially for firms 
whose employees travel on business.

Business interruption can result in cases 
where employees become sick or need to 
be evacuated or quarantined, she points 
out, adding that a disease outbreak can 
also create liability risk for companies. 

Consider, she notes, that companies 
could be sued by plaintiffs who allege a 
business failed to protect “customers or 
invitees from being exposed to the vi-
rus,” while directors and officers could 
be individually sued by shareholders “in 
the event that companies are inadequate-
ly prepared to handle the pandemic and 
it hurts the company’s business.”

To the list of concerns is the potential 
effect on trade credit and event cancel-
lation covers, says Scott Kelly, director 
of the External Advisory Board for the 
Cambridge Centre for Risk Studies. In a 
pandemic, Kelly explains in a statement, 
underwriting losses could be com-
pounded by an impact on an insurer’s 
investment portfolio.

The insurance industry needs to edu-
cate policyholders on disease outbreaks, 
Delicata says. “Most people don’t think 
it can ever hit here... but (a disease) can 
be here in 10 hours,” she cautions. “The 
spread of Ebola is the most severe disease 
outbreak ever,” she says. “There are a lot 
of other ones — tuberculosis, measles 
and mumps — people don’t think of 
those, but those are breaking out too.”

Adds Kelly, “The threat of new diseases 
in distant populations may seem of little 
relevance to a global business in an era 
of medical miracles, but our intercon-
nectivity and human nature’s fear factor 
is strong enough to make these outbreaks 
a genuine risk and potentially cause sig-
nificant economic disruption.”    
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Options Abound
The year ahead for property and casualty insurance 

in Canada feels a bit like a mix of hard facts and  
wishful thinking. With change the only constant, is the 
market signalling how best to match opportunity and 

risk? Will the industry come up with a pleasing palette 
— satisfying to its customers — or do ongoing challenges 

threaten to produce a total mismatch?
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           The events that typified 2013 and 2014 
are near polar opposites in some respects, particularly with respect to the number 
of catastrophes and severity. That said, certain things remain consistent for the 
property and casualty industry despite the specifics of a particular year, including 
the demand to respond to customers’ ever-changing wants and needs, the necessity 
to innovate, and the requirement to predict what lies ahead.

While some existing issues remain, other new ones have entered the space. 
Consider Ontario auto (moving forward with reforms is welcomed, but there is a 
call to bring the provincial system in line with those in other jurisdictions); climate 
change (having insurers collaborate will help set and advance common positions); 
community resilience (combating both overland and urban flooding, as well as 
communicating with policyholders about how rating for water perils is developed, 
is essential); usage-based insurance (making the technology affordable can help 
support widespread use and the hope is that safer driving behaviour will result); 
technology transformation (key to meeting the ever-changing expectations and 
behaviours of customers); innovation (relating to product, service and distribution 
channels); data (shifting how it is assessed, priced and underwritten); and attracting 
skilled professionals and young talent with high potential.

So what lies ahead? Have p&c companies operating in Canada selected the right 
options moving forward?

Canadian Underwriter asked senior executives for some of the country’s primary 
insurance companies the following question: What are the key trends affecting the 
Canadian property and casualty market and what sort of responses are needed to 
meet those challenges and opportunities in 2015?

Here is what executives had to say, presented in alphabetical order by last name.
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1            Kathy Bardswick  
  President & Chief Executive Officer,    
  The Co-operators Group Limited

Considering current trends in the prop-
erty and casualty industry and looking 
into the future, two topics are cur-
rently top of mind: climate change and 
Ontario auto. 

The Co-operators has been advocat-
ing for more resilient communities 
and better protections for homeowners 
against overland flooding. 

Working with researchers from the 
University of Waterloo, the company re-
cently brought together industry leaders 
to discuss what it would take to make 
overland flood insurance viable. 

In the second phase of the project, 
a broader group of stakeholders iden-
tified the priority areas where action 
could be most effective in reducing the 
risk of flood damage for homeowners, 
while the third phase, currently under 
way, will assess the preparedness of ma-
jor Canadian cities for extreme weather 
and flooding.

Other organizations are doing im-
portant work in this area as well, and 
the federal government has committed 
itself to looking into the issue of over-
land flood insurance, and has undertak-
en important work on flood mapping 
across the country. There appears to be 
some momentum building.

If there was one positive outcome 
of the recent catastrophic floods, it is 
that they helped to raise awareness of 
the industry’s lack of preparedness for 
such events, and helped both the in-
dustry and key stakeholders focus more 
intently on finding a solution to that 
particular challenge. 

Looking at the bigger picture, how-
ever, it is time for the insurance indus-
try to step up and take on more of a 
leadership role in the very important 
climate change discussions currently 
under way. Important decisions on 
long-term issues such as carbon pricing 
are being made, and insurers must col-
lectively be prepared to take positions 
on these issues and be assertive in ad-
vancing them. 

Auto insurance remains an ongo-
ing topic of discussion and concern in 
Ontario. More reforms are being in-
troduced as the government hopes to 
achieve its stated rate reduction target 
of 15%. 

Other jurisdictions have auto insur-
ance systems that are relatively simple, 
efficient and affordable. Everyone con-
cerned — drivers, insurers, regulators 

and government — would be well-
served if Ontario could achieve a similar 
result, and put an end to the constant 
tinkering and uncertainty.

2  Barbara Bellissimo  
 Senior Vice President,      
  State Farm Canada 

The Ontario government’s decision to 
swiftly pass Bill 15, which in itself 
represents an important and necessary 
step towards meaningful reform of the 
Ontario auto insurance product, is wel-
comed. However, due to the mandatory 
industry-wide nature of the product and 
system costs, Ontario drivers continue 
to pay too much for auto insurance. 

Continued vigilance will be important 
as the insurance industry as a whole 
collaboratively explores opportunities 
with the government to find the right 
balance between stable price and cov-
erage in order to make auto insurance 
more affordable for consumers.

Over time, it is anticipated there will be 
continued development in usage-based 
insurance (UBI) initiatives and related 
technology to assist with affordability. 

To support this, insurers look to a 
more responsive regulatory environment 
aimed at promoting greater innovation 
with usage-based analytics. These ini-
tiatives provide real opportunities for 
consumers to proactively adjust their 
driving behaviours to be safer, have few-
er accidents and injuries, and as a result, 
lower auto insurance rates. 

The technological development of 
autonomous vehicle systems such as 
UBI, accident avoidance features, and in-
creasingly complex vehicle construction 
presents new opportunities and risks. 
Industry and regulators must consider 
and address the impacts now so that 
insurers can respond to these develop-
ments in a cost-effective and timely way 
for the benefit of the consumer.

Beyond a focus on innovation and 
technology in the auto sector, the in-
dustry also needs to better understand 
the risks of severe weather incidents and 
aging infrastructure in order to be pre-
pared for the future. 
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Consumers today expect from insur-
ers the same seamless experience in 
real time, 24/7 and across all touch 
points that is being offered by other 
financial institutions. They want ease of 
interaction, they want simplicity, they 
want transparency and, above all, they 
want a personalized experience. They 
also want products and services tailored 
to their real needs, better choices and 
more control over their protection.

In response, Intact Insurance has un-
dertaken a major transformation of its 
systems to improve customer experi-

Insurers have all seen the impacts 
of weather events on homeowners and 
business owners, and the challenge these 
events have on the price of the property 
insurance product. 

Insurers must continue encouraging 
all levels of government to look into the 
building of more resilient communities 
as a long-term investment.

Consolidation is another issue having 
a significant influence on the insurance 
industry in Canada. 

Insurers involved in consolidations 
— including State Farm Canada, which 
anticipates its sale to the Desjardins 
Group will be completed in 2015 — 
would do well to determine how best 
to serve Canadian customers by assessing 
their needs and helping them realize 
their insurance and financial goals.

3  Jean-François Blais 
 President, 
 Intact Insurance

The past few years have created numer-
ous underwriting, pricing, claims ser-
vice and profitability challenges for the 
insurance industry that will still require 
insurers’ attention in the upcoming  
12 months. 

Not only shall insurers deal with 
the traditional risks associated with 
the physical environment — climate 
change, changing precipitation pat-
terns, floods or earthquakes — they 
will also address emerging ones like 
cyber risks that may cause significant 
threats to businesses, governments 
and society. 

These challenges pale in compari-
son, however, to the efforts that will 
be required to successfully manage the 
tsunami of technological transforma-
tions that will take place in the years 
to come.  

This is not about the industry’s ability 
to manage its legacy systems; it is about 
its ability to use technologies to meet 
the ever-changing expectations and 
behaviours of customers. Technology is 
now at the heart of the customer expe-
rience, which insurers need to deliver 
to be successful. 

ence, make it easier for its people and 
help brokers deliver the outstanding 
experience that consumers have come to 
expect from them. 

It has also made available a buy online 
solution and launched a usage-based in-
surance solution.

Technology and customer experience 
will be the cornerstone of the insur-
ance industry’s future. Insurer successes 
and those of brokers will depend in our 
collective ability to innovate and to de-
liver a simple and seamless experience 
based on the needs and expectations 
of consumers.

4  Alister Campbell 
 Chief Executive Officer,             
 The Guarantee Company  

  of North America

Over the past few years, the insurance 
industry has witnessed the sustained 
fall-out from the freakish and ahistorical 
policy of “low for long” interest rates, as 
implemented by central banks through-
out the Western developed world. 

As investors pursue yield, they are 
bidding up the value of other asset 
classes and seeking to allocate capital to 
alternative forms of investment vehicle. 
Hedge funds, private equity firms and 
pensions funds are all now engaged in 
the primary insurance and reinsurance 
markets, and the knock-on effect in 
reinsurance markets is contributing to 
continued soft-market conditions. 

Forced to adjust their strategies in 
response, reinsurers are engaging in 
primary markets. Partly in response to 
this, but also fuelled by the desire to 
use their own capital more effectively, 
primary carriers are seeking to expand 
their range of products — particularly 
by expanding into severity lines that 
appear to the uninitiated to offer “low-
er loss ratios.”

Looking through the toolbox for 
strategies to respond to these pres-
sures, old tools are still good ones, but 
everyone is using the same strategies 
(including product diversification, geo-
graphic expansion, distribution strategy 
and price changes). 

This is not about the 
industry’s ability to 

manage its legacy 
systems; it is about 

its ability to use 
technologies to meet 

the ever-changing 
expectations and 

behaviours of 
customers. Technology 
is now at the heart of the 

customer experience, 
which insurers need to 

deliver to be successful. 
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As catastrophes become more frequent, 
insurers and governments will have to 
work more closely in the future to mit-
igate the risks associated with overland 
flooding and the more problematic ur-
ban flooding. 

As an industry, insurers have to help 
policyholders mitigate the risk of urban 
flooding, but also work with govern-
ment policymakers to change building 
code regulations so that mechanisms, 
like back-up valves, are mandatory fea-
tures in homes during construction. 

Regulations could also require homes 
to be built with more weather-resilient 
materials, such as long-life shingles and 
longer nails to secure them to the roof, 

Future winners will seek to change 
the rules of the game through prod-
uct innovation.  

Historically, the insurance industry 
has excelled at supporting the innova-
tion of others. Risks associated with cli-
mate change, cyber crime or terrorism 
all have seen rapid innovative response 
from the industry, but are insurers in-
novating fast enough? 

The Insurance Bureau of Canada is 
now starting to push on the flood in-
surance issue and drive the prospect of 
joint industry/government solutions, 
but did the industry really have to wait 
for the 2013 floods to move forward 
on this?

Telematics offers a rare example of 
the insurance industry innovating on 
its own rather than waiting to develop 
solutions in response to risk transfer 
needs driven by the innovation of oth-
ers. But more is needed. 

In 2015, the industry must increase 
the creative focus on product and ser-
vice innovation, the only real source of 
new value. In markets like these, it is the 
best bet for long-term sustainable profit-
able growth — and way more fun!

5 Karen Gavan  
President & Chief Executive Officer, 
Economical Insurance

Commercial property results continue to 
cause concern. Losses are steadily increas-
ing and profitability is decreasing. Loss 
ratios are not sustainable, particularly in 
residential realty, retail and hospitality. 

Companies that step forward first with 
pricing sophistication and address the 
need for appropriate rating at a risk 
level in specific segments will be in a far 
better position in the future. 

With Ontario auto, it will take sev-
eral years before insurers see any ma-
terial benefit from the cost-reduction 
reforms in Bill 15. As long as accident 
benefits in Ontario are among the rich-
est in North America, the combination 
of mandatory rate reductions and on-
going claims inflation in the province 
will continue to put upward pressure 
on loss ratios.

to withstand extreme weather conditions. 
In Alberta, for example, hail-resistant 
siding should be mandatory for new 
homes in hail zones. 

Public policy must be in lock-
step with innovation and real-time 
regulation must reflect the current  
risk environment. 

6  John Hennessy 
 President & Chief Operating Officer, 
 CNA Canada

Recently, there has been a great deal of 
discussion around the headwinds of the 
global economy continuing to present a 
challenge to growth in 2015. And in the 
insurance industry, it is clear that there 
is already a transformation under way 
within distribution channels and prod-
uct offerings. 

Successful carriers will be those 
that have the flexibility and talent to 
cultivate their product offerings and 
continually seek to improve delivery 
to market, while finding ways to make 
their distribution more efficient and 
profitable. 

But with an already saturated insur-
ance market, how can insurance carriers 
differentiate themselves?

Focusing on specialized markets and 
placing more resources behind devel-
oping industries such as healthcare, 
technology and professional services 
is one way to differentiate one’s busi-
ness offering. 

In addition, financial strength and 
expertise will certainly play a part in en-
suring carriers are charging appropriate 
rates for the exposures involved, particu-
larly on catastrophe-prone business.

Business leaders know that maintain-
ing a competitive edge has much to do 
with investing in customer intelligence. 
A well-developed broker relationship is 
vital to a strong understanding of cus-
tomers’ needs. 

The true opportunity lies in these 
relationships and an ability to leverage 
insights gained. Ideally, leaders want to 
know customers’ needs before they do, 
and energy spent on this endeavour can 
result in greater profitability.
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make better use of the data they already 
have, but find useful new sources of 
data, all without adding complexity to 
processes or negatively impacting a 
customer’s ease of doing business.

Insurers will have to start innovating 
faster simply to keep up with a world 
that is continually creating new risks. 
Evolving cyber risks, self-driving cars 
and drone technology are all areas the 
insurance industry is only beginning to 
come to grips with. 

At the same time, insurers must in-
novate in a climate of increasing regula-
tory enforcement, especially in the area 
of market conduct. 

As much as insurers are in a global 
economy, brokers are looking for un-
derwriting expertise in the local market. 
Carriers that continuously evolve their 
product offerings to meet emerging 
customers’ needs and provide cost effi-
ciencies in the distribution channel will 
continue to accelerate profitable growth. 

By providing underwriting expertise 
in the local market while expanding 
technology, professional services and 
healthcare business in 2015, carriers will 
better serve the needs of their brokers 
and customers.

7  Patrick Lundy 
  President & Chief Executive Officer, 

Zurich Canada

Looking back to the 2014 outlook un-
derscores that many of the industry’s 
biggest challenges are persistent and 
will not be solved from one year to the 
next. For example, the fact that there 
were fewer headline-grabbing floods 
in Canada this year than last has not 
diminished the need for updated flood 
zone maps.

Likewise, it will take a demographic 
shift spanning many years to impact 
the fierce competition in the industry 
for skilled professionals and young tal-
ent with high potential. 

Successful employers must focus on 
cultivating a high-performance culture 
where people feel empowered and rec-
ognized for their contributions, and have 
meaningful opportunities for develop-
ment and advancement.

Indeed, human capital will be the criti-
cal ingredient for insurers that want to be 
defined by their value propositions rather 
than by price. Companies will need to 
be very good at articulating those value 
propositions to customers to build last-
ing relationships in a market that con-
tinues to be defined by an influx of 
capital from various sources.

Another key success factor for lead-
ing companies will be the investments 
they make in predictive analytics to 
generate distinctive risk insights that 
can improve risk selection and pricing. 
The winners will be those that not only 

Despite these pressures, companies 
that rely on the basic guiding principle 
of putting customer needs first will 
always find opportunities to achieve 
growth and profitability, even in a 
brave new world of flying cars and 
unmanned machines.

8  Ellen Moore 
 President & Chief Executive Officer, 
 Chubb Insurance Company of Canada

After a difficult year characterized by 
CAT events, the industry has rebounded 
in 2014 and underwriting results have 
normalized. The 2013 catastrophes did 
not spare the industry’s customers, 
yielding unprecedented dislocation 
personally and at work. 

Although less significant, the industry 
has experienced a number of extreme 
weather events in 2014. The threat of 
natural disasters must remain one of 
industry’s greatest concerns and focus.  

With 2013 gone but not forgotten, 
the industry approached 2014 cau-
tiously and there are many challenges. 

The industry continues to operate 
in a protracted soft market. Margins 
have been under pressure after several 
years of low investment yields, rising 
operating costs and loss development 
trends.  

The litigation climate has shifted in 
Canada and legal costs are spiraling, as 
are healthcare costs. The insurance in-
dustry is seeing a proliferation of class 
actions happening or on the horizon, 
which is a relatively new phenomenon 
for Canada.

To this, add a highly competitive 
market with significant excess capital. 
New entrants and insurer consolidation 
are creating one of the more difficult 
global insurance landscapes. 

Additionally, broker consolidation and 
insurers with multi-distribution strate-
gies that are buying brokers or funding 
brokers are a troubling trend in prod-
uct distribution.  

Regulation at both the federal and pro-
vincial levels will continue to increase. 
Companies exposed to Ontario auto in 
any meaningful way are likely to see re-

Everyone is using 
the same strategies 
(including product 

diversification, 
geographic expansion, 

distribution strategy 
and price changes). 
Future winners will  

seek to change the rules 
of the game through  
product innovation.  
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Insurers will have to 
start innovating faster 

simply to keep up with a 
world that is continually 

creating new risks. 
Evolving cyber risks, 
self-driving cars and 

drone technology are 
all areas the insurance 

industry is only 
beginning to come  

to grips with.

driven by an emergence of young new 
talent who can get the most out of 
future technologies. 

The work being done by the Insurance 
Institute of Canada to educate students 
at the college and university levels with 
regard to the opportunities in the in-
surance industry is commendable. 

If the industry is serious about inno-
vation and growth, it needs to be serious 
about its talent, too.

sults deteriorate as government struggles 
to get the best balance between coverage 
and premium charged.  

To combat these challenges, Chubb re-
mains focused on underwriting discipline 
and profitable growth. 

The company is experiencing strong 
organic growth this year both in its com-
mercial and personal segments. Growth 
has been underpinned by product de-
velopment, introducing new offerings 
and reinvigorating others. 

Chubb is optimistic about 2015 and 
looks forward to working closely with 
its brokers and clients.  

9  Sean Murphy  
 President, 
 Lloyd’s Canada 

Few would argue the insurance indus-
try is today facing many unprecedent-
ed challenges.

The pressures on the industry are 
many: severe weather events, increased 
competition, a low interest rate envi-
ronment, the effects of alternative capi-
tal, the need to attract and retain talent, 
and the pressure to innovate are just a 
few examples of the challenges that the 
industry faces.

Many of these challenges are square-
ly outside of the control of insurers that 
are tasked to manage and react to them. 
But of those that insurers do have the 
ability to directly influence, there is still 
much work to do as an industry. 

A global survey on innovation and 
growth conducted by PwC highlight-
ed that a significant difference exists 
among financial institutions in Canada, 
the United States, the United Kingdom 
and other countries. 

In the PwC report, Canadian financial 
services institutions (which included 
insurers) struggle the most in the areas 
of attracting and retaining talent, inno-
vation progress and establishing an in-
novative culture.

There is a tangible link between 
a lack of innovation and a compa-
ny’s inability to attract young talent. 
Innovation and new product develop-
ment in the insurance industry will be 

10       JOHN O’DONNELL 
  President & Chief  
Executive Officer, 
Allstate Canada Group  

The past year brought many changes to 
the industry, and those who use inno-
vative approaches to adapt will gain an 
advantage. This is easier said than done 
in Canada’s insurance marketplace. 

True innovation, while hard to find in 
the insurance industry, is not impossible. 
Insurers have many new opportunities 
resulting from the need for reform, 
climate change, advanced technology 
and new or non-traditional entrants. 

We need to address the impact these 
will have on issues as diverse as capital 
management, product design, regulation 
and customer experience.

In Ontario, insurers need to challenge 
themselves, working together with gov-
ernment, to bring more flexibility to the 
auto product. Customers expect a per-
sonalized protection solution and are 
not willing to pay for redundant cover-
ages across their product suite. 

It is important to address this consum-
er need for efficient coverage and price. 

In property lines, there are advances 
in homes that enable insurers to provide 
enhanced protection and prevention for 
customers. New pricing models for the 
risk addressed by smart home technol-
ogies is an opportunity, though these 
can also cost more to replace in cata-
strophic situations. 

From a distributor perspective, un-
derstanding one’s value proposition 
to consumers remains critical. It is 
a matter of time before the industry 
sees non-traditional distributors enter 
Canada. Understanding these potential 
entrants must be part of our collective 
strategic thinking and planning now.

In summary, flexibility and innova-
tion in thinking and approach for all 
stakeholders in the market — regula-
tors, insurers and distributors — will 
be the most important trend for 2015 
and beyond. 

Tinkering with existing frameworks, 
whether they are regulatory or part of 
the insurance industry’s infrastructure, 
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it more plainly, clients are looking for 
end-to-end risk management solutions 
and the insurer or insurers that can 
deliver, will likely prevail. 

By strategically harnessing big data, 
brokers and clients obtain a partner to 
help navigate events such as cyber se-
curity, climate change, pandemics or 
disruptive innovation. 

Partnering with the right insurance 
company will permit Canadian brokers 
and clients to convert the current risks 
of the day into the rewards of tomorrow.

is no longer enough. To keep pace with 
customer expectations, true leaders in 
the industry will push the boundaries 
of strategy and execution.

11       LYNN OLDFIELD 
  President & Chief  
Executive Officer, 
AIG Canada 

In the near term, certain factors appear 
to remain a constant in the insurance 
industry and they continue to challenge 
us to innovate. Consistent for a number 
of years, modest investment returns, in-
creasing regulatory oversight, catastrophic 
losses, industry consolidations and new 
market entrants will be on the industry’s 
radar in 2015. 

Insurer clients will continue to el-
evate the function of risk management 
within the C-suite and board level, as 
this critical function gains much-de-
served weight. 

The rise of big data is one of the most 
exciting and transformative trends facing 
the industry — 90% of the world’s data 
was created in the last two years and 
the amount of data has doubled every 
three years. 

Companies with the know-how to 
mine the 2.5 quintillion bytes created 
daily will likely prosper, as they better 
understand the needs of their clients 
and their buying behaviour. The ques-
tion for many insurers is how to har-
ness this information for the benefit of 
broker partners and clients. 

Beyond improved risk assessment, 
the widening spectrum of innovation 
includes catastrophe modelling, fraud 
detection and most exciting, helping 
clients identify risks within their busi-
ness, such as the root causes of industri-
al accidents or how to mitigate the risk 
of climate change on their operations. 

This is some of the work that AIG’s 
Science Team has been charged with since 
the group was established two years ago.

Today’s sophisticated insurance buyer 
is looking beyond insuring against any 
specific risk; they are looking for a 
partner to help mitigate the risk from 
occurring in the first place. Or to put 

12       SYLVIE PAQUETTE 
  President & Chief  
Operating Officer, 
Desjardins General  
Insurance Group  

There was good news for Canada’s insur-
ers this past year, as the Ontario govern-
ment brought much-needed changes to 
the Ontario auto insurance market. 

By clamping down on fraud and abuse, 
and addressing the costly delays and 
uncertainties in the system, the govern-
ment made good progress reining in 
insurance costs.

More needs to be done, of course. But 
the trend is positive, as the government 
is continuing to build on the reforms of 
2010, working with insurers and other 
stakeholders to fix problems as they 
emerge. This reflects more of a shared 
understanding between the industry and 
government and an alignment of inter-
ests to the benefit of customers.

The Insurance Bureau of Canada (IBC) 
has played a major role in achieving this 
understanding, with the support and 
active involvement of its members. This 
has allowed the industry to speak with a 
united voice on the big issues that affect 
everyone in the market. 

In addition, Desjardins and a number 
of other insurance companies have ac-
tively participated in this effort. With 
insurers collectively serving millions of 
consumers and having thousands of 
employees, along with agents, brokers 
and suppliers, their voices hold weight 
with governments.

Another key trend is the evolution 
of distribution models to what’s being 
called the “omni-channel” — providing 
a seamless approach to the consumer 
experience through all channels. 

While insurance is lagging behind 
other industries, it is clear that customers 
will increasingly expect more flexibility 
and a more integrated experience when 
dealing with their respective insurance 
companies. 

The question each insurer must an-
swer is how quickly should it adapt to 
stay relevant to its customers. Clearly, 
doing nothing is not the answer. 

12

There is a tangible 
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of innovation and a 

company’s inability to 
attract young talent. 
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become increasingly frustrated with 
insurance companies owning equity, 
seeing it as a conflict of interest. 

Narrowing the company’s strategic 
focus — having its core business be an 
underwriting company as opposed to a 
brokering company — means brokers 
are no longer seeing it as a competitor, 
enabling the company to create better 
partnerships with brokers in the future. 

This raises a key challenge facing all 
insurers, regardless of distribution mod-
el or size: where to invest for the future. 

There are so many changes impact-
ing the industry — big data, analytics, 
digital, omni-channel distribution, tele-
matics, the Internet of things, climate 
change, industry consolidation and 
many more. All of these require big in-
vestments in terms of money, staff and 
corporate energy.

Understanding the trends, focusing on 
the right opportunities and choosing 
where to invest to move forward are 
the key issues that will cause insurance 
executives more than a few sleepless 
nights in the year ahead.

13       ROWAN SAUNDERS 
  President & Chief  
Executive Officer, 
RSA Canada

This past year has been a challenging 
year for the insurance industry. 

Insurers have seen changes in regula-
tions, with Bill 15 passing. The industry 
must continue to work with the Financial 
Services Commission of Ontario to iden-
tify further reforms that can help achieve 
fraud reduction targets. 

In addition, the increasingly compet-
itive nature of the commercial market and 
the severe weather insurers have expe-
rienced is becoming the new normal.

With the increase in frequency of 
extreme weather came the need for a 
shift in how data is assessed, priced and 
underwritten. RSA is investing in data 
collection technology, like flood map-
ping and geocoding, to ensure that risks 
are effectively priced and claims can be 
managed quickly. 

As an industry, insurers must also use 
technology to make transactions with 
brokers easier, faster and more efficient. 
Insurer investment in pricing sophis-
tication and technology solutions will 
make it easier for brokers to do busi-
ness with insurers and to improve the 
experience for the customer.

Broker feedback plays a key role in 
shaping RSA’s strategy and from what 
the company has heard, brokers have 

Looking ahead to 2015 and beyond, 
it is anticipated the challenging proper-
ty and casualty environment will con-
tinue. To succeed in this ever-changing 
industry, insurers will need to adapt to 
change, maintain close relationships 
with their broker partners and consum-
ers, and continue to focus on customer 
service as the ultimate priority.

14       HEIDI SEVCIK 
  President & Chief  
Executive Officer, 
Gore Mutual  
Insurance Company

Many key trends impacting the insur-
ance marketplace are influenced by 
evolving technology. Managing Ontario’s 
heavily regulated auto product is chal-
lenging. To balance this, insurers turn to 
technology solutions to help improve 
efficiency. 

Technology is also being deployed in 
telematics solutions to improve driving 
behaviour, with the ultimate aim of re-
ducing claims costs.   

Consider property. Again, investments 
are made in technology to streamline 
the way the product is processed and to 
reduce operating expense. 

Predictive tools and models are lev-
eraged in the hope of making better-
informed underwriting decisions and 
improving loss experience.

Consumers are expecting efficient, 
informed service avenues and new 
technology solutions will help facilitate 
these expectations while integrating the 
personal advice and advocacy that bro-
kers provide in an efficient way. 

While technology is an enabler, it is 
how that technology is deployed that 
will drive differentiation and consum-
er satisfaction. 

Delivering technology solutions in a 
cost-efficient manner becomes a chal-
lenge for the entire industry. What is 
needed is collaboration in implement-
ing unified solutions. 

When insurers pursue individualized 
solutions, it adds to the complexity of 
the insurance industry and makes it 
difficult for brokers. 
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In 2015, the hope is that the entire 
property and casualty industry will sup-
port the IBC’s campaign: Drive Now, 
Text Later, Live Longer.

The use of telematics will continue to 
proliferate, allowing insurers the oppor-
tunity to create new value for customers. 
Apart from lowering prices, there is the 
social benefit of reducing injuries and 
saving lives. 

Recognizing that there are times when 
individualized solutions are necessary 
and/or beneficial, there are other times 
when common platforms are more ef-
fective. When there is a sharing of re-
sources and expertise, it multiplies the 
results and increases the solutions’ value.

Every insurer is looking for a com-
petitive edge and wants to protect its 
intellectual property, but there is merit 
in collaborating to propel the entire in-
dustry forward with common solutions. 

The Centre for Study of Insurance 
Operations’ eDocs initiative is an example 
of good collaboration that has benefited 
everyone by reducing costs, providing a 
common integrated platform and im-
proving service levels. 

The technology landscape should be 
considered carefully and incorporated 
into all planning, including product 
development. Working together, it is 
possible to find meaningful solutions 
to respond to evolving customer needs 
and new cost pressures. 

The industry will benefit by collabo-
rating to find collective wins and har-
ness thought leadership.

15       GREG SOMERVILLE 
  Chief Executive Officer, 
Aviva Canada Inc.

Continued extreme weather, distracted 
driving and evolving technology are 
among the big-ticket items for 2015. 

Climate change is here to stay and 
with it more frequent, severe weather 
events. The insurance industry as a whole 
must continue to seek solutions and 
offer affordable flood coverage to the 
majority of consumers. 

With the Insurance Bureau of Canada 
at the helm, the industry is making 
progress on this issue, including assess-
ments of flood mapping, better exposure 
analysis and more dialogue with all 
levels of government.

Distracted driving is a huge problem 
for society. In the United States, distract-
ed drivers cause 10 fatalities per day and 
300,000 accidents annually. This needs 
to become as socially unacceptable as 
drinking and driving. 

Consumers are more in control of 
their insurance choices than ever before. 
This will continue to evolve with the 
widespread adoption of usage-based 
insurance (UBI). 

Broadly speaking, consumer attitudes 
are warming to UBI and insurers can 
expect to see more companies offer-
ing customers this type of insurance  
in 2015.

And finally, insurers continue to seek 
a balance between benefits and costs 
for auto insurance in Ontario. As pri-
mary stakeholders, auto insurers are 
pleased that the Ontario government 
passed Bill 15 — it is a good first step.  

But to truly affect long-term change 
for Ontario drivers, claims costs must 
be reduced in line with other provinces 
and the government needs to commit to 
taking costs out of the system.

16       JOHN TAYLOR 
  President & Chief  
Executive Officer, 
Ontario Mutual  
Insurance Association

Automobile insurance in Ontario contin-
ues to be a work in progress. However, it 
appears that in 2015, there may be some 
light at the end of the tunnel on imple-
mentation of some of the reforms that 
were first proposed in 2010. 

In 2013 and 2014, there were man-
dated premium reductions, despite the 
fact that the reform package remained 
only partially implemented. The insur-
ance industry responded to these on a 
good faith basis and now it is impor-
tant for the government to continue 
doing its part to build stability into the 
Ontario automobile claims process.

Action on a minor injury treatment 
protocol and a catastrophic injury defi-
nition are two of the more important 
reforms that remain outstanding. With 
a stable majority government, perhaps 
the legislative agenda will be able to take 
a stable long-term view.

At the same time, insurers are see-
ing significant changes in automobile 
technology that have the property and 
casualty sector considering what the 
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17       SILVY WRIGHT 
  President & Chief  
Executive Officer, 
Northbridge Financial 
Corporation

Often when insurers think about how 
technology is impacting the insurance 
industry, thoughts turn to its influence 
on the continuously evolving expecta-
tions of customers.

However, the accelerated pace of 
change driven by technology is not only 
changing how insurers serve customers; 
it is having a profound effect on how 
insurers respond to losses, as well as how 
they help customers mitigate risk and 
better prepare them for emerging risks. 

That said, investing in modernizing 
operations to deliver better service to 
customers at every touch point — sales, 
service and claims processing — will 
continue to be a trend in the year ahead. 

As customers increasingly expect 
tools and information to be available 
digitally, insurers can anticipate more 
innovative uses of technology to inter-
act with customers.

Customers also expect value beyond 
what they are able to Google. Many of 
them are well-informed about potential 

car and insur-
ance policy of the 
future will look 
like. The advent 
of autonomous or 
driverless vehicles 
would essentially 

change the insuring agreement to one 
based on rating a technology, as op-
posed to a driver.

Severe weather events and frequent 
storms continue to dampen industry 
results. In 2015, it will be important to 
keep the dialogue moving forward on 
issues, including assessing and improv-
ing storm water infrastructure, as well 
as strengthening building codes so that 
new housing stock is storm-resistant.

2015 may also hold some surprises 
in regards to consumer activism con-
cerning residential property policies. 
It will be important for the industry to 
ensure it is clearly communicating with 
policyholders on how rating for water 
perils is developed. 

Highly sophisticated rating mecha-
nisms that cannot easily be understood 
by consumers will lead to significant 
public relations pushback, and prob-
ably increase the activity by market 
conduct regulators.

insurance solutions long before they 
contact their brokers or agents. 

Insurers need to offer more than just 
insurance and to work closely with 
their distribution channels to thorough-
ly understand customers’ businesses, 
assess current and future exposures, and 
deliver business-specific risk mitigation 
solutions.  

One emerging threat that was not on 
anyone’s radar 10 years ago is cyber risk. 

Despite all of the publicity, cyber 
risk is still largely misunderstood, and 
many Canadians are still vulnerable to 
its potentially devastating effects, par-
ticularly small business owners.

Technology is also playing a huge role 
in how insurers support customers with 
loss prevention. 

For example, a European insurance 
company recently launched a telemat-
ics system that uses a series of sensors 
to detect fire, smoke, flooding or a 
lack of electricity, and then sends an 
alarm to both the customer and an op-
eration centre.

The insurance industry has a role 
to play in educating customers about 
these emerging risks, and developing 
solutions that protect their businesses 
for today and tomorrow. 

That said, investing in modernizing operations to deliver better service  
to customers at every touch point — sales, service and claims handling —  
will continue to be a trend in the year ahead. As customers increasingly 

expect tools and information to be available digitally, insurers can 
anticipate more innovative uses of technology to interact with customers. 
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Pollution Solution
Brokers would be well-advised  
to think beyond the 
commercial general liability 
policy when it comes to the 
environmental exposures 
contractors face. Having a 
clear understanding of client 
exposures is particularly 
important in light of the 
complex legal issues, 
regulatory provisions and 
contractual requirements 
that could unfold.
Most construction contractors carry commer-
cial general liability (CGL) insurance to protect 
them from third-party claims for bodily injury 
or property damage. It is a mainstay insurance 
policy that has provided a sturdy coverage model 
for commercial operations. 

However, the CGL policy is not without poten-
tially serious gaps and limitations for some con-
tractors. One key area of risk involves pollution 
claims. While standard insurance products include 

limited coverage for environmental losses, rely-
ing on a CGL policy to fully cover these exposures 
is not prudent risk management. 

Contractors rely on brokers for sound risk as-
sessment and coverage review. Knowing the expo-
sures that their clients face and finding the right 
insurance to address those risks is crucial for 
today’s intermediaries. This is particularly impor-
tant given the complex legal issues, regulatory 
provisions and contractual requirements facing 
contracting firms today.

GAPS AND BENEFITS
Below are five key potential gaps in CGL cover-
age, and reasons why brokers should consider 
pollution liability insurance for contractors.

1. Most CGL policies contain  
a pollution exclusion

The majority of CGL policies contain a pollution 
exclusion. Notably, claims resulting from the 
escape of pollutants brought to the job site by 
the contractor are typically excluded. Most CGL 
policies also exclude losses arising from the re-
lease of pollutants on a site that has been used to 
handle, store or process waste.

This common exclusion is often referred to as 
an “absolute pollution exclusion,” although there 

Brian Cane  
Vice President
ENCON Group Inc.
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tor that installed a tack coat (a thin layer 
of protectant) between two layers of as-
phalt. Shortly after installation, there was 
a violent rainstorm and some contami-
nants from the tack coat washed into a 
roadside ditch. Two months later, the 
contaminants reached a nearby stream. 
Clean-up costs exceeded $150,000. 

In this case, no coverage would ap-
ply under a CGL policy with the sudden 
and accidental pollution endorsement.

are two exceptions whereby contractors 
may find some coverage under their CGL 
policies:
a) if the environmental contamination is 
consequent to bodily injury or property 
damage covered by the CGL policy; or
b) if the environmental damage occurs 
during the completed operations period. 

Some CGL policies contain an even more 
restrictive exclusion, often referred to 
as the “total pollution exclusion.” This 
eliminates the coverage provided in the 
two exceptions above. 

For example, if a contractor hits an 
existing oil pipe and causes environmen-
tal contamination, only damage to the 
pipe itself would be covered — the pol-
icy would not indemnify the contractor 
for any costs to clean up the oil spill. 

Moreover, there is no longer any 
completed operations coverage for en-
vironmental spills.

2. Limited value in sudden and  
accidental pollution coverage  
endorsement

Some insurers provide limited pollution 
coverage on the CGL policy under the In-
surance Bureau of Canada’s endorsement 
2313, or the more recent endorsement 
2336, commonly referred to as “sudden 
and accidental pollution coverage.” 

This endorsement is intended to restore 
coverage for pollutants that the contractor 
brings to the job site. For coverage to ap-
ply, the pollutants must be detected with-
in 120 hours (in some cases, 240 hours) 
of the commencement of discharge and 
must be reported to the insurer within 
specified timeframes. 

While this endorsement provides 
limited coverage, brokers and contrac-
tors should consider that many pollu-
tion losses occur over a much longer 
period and the sudden and accidental 
pollution endorsement solely covers 
events that are sudden in nature. 

When there is uncertainty or disagree-
ment between the insurer and insured, de-
lays or even denials of coverage often en-
sue. There have been real-life cases where 
disputes arise from these time limitations.

Consider the loss scenario of a contrac-

3. Most CGL policies exclude claims 
involving asbestos and fungi

Asbestos is a risk excluded by most CGL 
policies. Contractors performing renova-
tion projects in older buildings should 
be aware of the potential for asbestos. 

Moreover, Canada is one of the few 
developed countries that has never 
banned the use of asbestos, and con-
tinues to import and export asbestos-
containing materials such as pipes and 
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5. Pollution-related fines, punitive 
damages can be substantial

CGL policies typically cover the insured 
for compensatory damages — those that 
are due or awarded in payment for actu-
al injury or economic loss. Compensatory 
damages do not include court-ordered 
fines, punitive or exemplary damages, 
or the multiple portion of any multiplied 
damage award.

Amidst growing public concern for 
the natural environment, legislation has 
been introduced at all levels of govern-
ment in Canada. Businesses that fail to 
comply with these regulations may face 

fines and penalties from each level of 
government. In some cases, assessments 
have been as high as $300,000.

In one example, a building firm in Al-
berta was hired to construct a new aquat-
ic centre. During construction, a drilling 
subcontractor struck and ruptured a 
watermain, leading to the discharge of 
12 million litres of chlorinated water 
into the North Saskatchewan River. 

Testing of the river water showed 
chlorine content was 3,900 times great-
er than permissible. The building firm 
was charged under the provincial Fish-
eries Act and ordered to pay a total fine 
of $285,000. 

Contractors are held to a very high 
standard of care when working in and 
around potential pollutants or when han-

tiles that are used in new construction. 
Demolition operations, in particular, 
can result in the accidental spreading of 
asbestos particles throughout an exist-
ing building. 

Similarly, mould and fungi are also 
risks not covered by most CGL policies. 
In rare cases where coverage is provided, it 
is typically subject to a very low sub-limit. 

The growth of mould in buildings can 
lead to several health problems. Some 
moulds, referred to as “toxic mould,” even 
produce mycotoxins. Virtually all build-
ing projects have mould exposure given 
that water can infiltrate structures in 
many ways.

Often, only specialized remediation 
contractors recognize they have asbestos 
or mould exposures. While these opera-
tions are more susceptible to risk, any 
contractor can be exposed to an asbes-
tos or mould claim, particularly if they 
are involved in renovation projects. 

4. Excavation work poses  
specific risk exposures

Excavation can be unpredictable — con-
tractors never really know what lies be-
low the surface, and the locates can be 
inaccurate or miss an old, or forgotten, 
utility. 

For instance, consider a recent project 
in a major Canadian city for construc-
tion of a new office tower. During ex-
cavation, the contractor struck an oil-
heating reservoir. The investigation later 
revealed the tank was more than 100 
years old and had not been in use for 
over 60 years. 

Had the tank contained a substantial 
amount of product, a significant envi-
ronmental loss could have ensued. For 
contractors with a total pollution exclu-
sion in their CGL policies, this represents 
a significant coverage gap.

Another Canadian case involving ex-
cavation work was the Burnaby, British 
Columbia crude oil spill, where an ex-
cavator digging a sewer trench pierced 
an oil pipeline. The rupture released more 
than 250,000 litres of crude oil into sur-
rounding areas, including Burrard Inlet. 
The resulting clean-up operations cost 
more than $15 million. 

dling substances that could contaminate 
the environment. Fines, legal defence 
costs and the cost of clean-up from just 
one loss can be financially devastating 
to a company. 

ROLE OF POLLUTION  
LIABILITY INSURANCE 
Accidents do happen. And when they 
involve pollution or environmental dam-
ages, these accidents tend to have signifi-
cant repercussions. The fact is that the 
CGL policy was never designed to address 
the complex and long-term nature of 
environmental exposures. 

Brokers who understand these risks 
can ensure contractors are protected 
through tailored pollution liability in-
surance. Many policies provide coverage 
for pollution incidents both of a grad-
ual and sudden or accidental nature — 
without the need to prove that the dis-
charge was detected within 120 hours.

Both the asbestos and fungi/mould 
risks are exposures covered by virtue of 
pollution liability insurance for contrac-
tors, either in standard wordings or 
through endorsement. And this form of 
coverage provides additional protection 
for pollution incidents resulting from 
excavation work. 

In most cases, pollution liability in-
surance will include coverage for exem-
plary or multiplied damages, as well as 
for civil fines, penalties or assessments 
in the definition of loss. Brokers should 
check carefully when researching pollu-
tion liability insurance products to ensure 
key risks and exposures are covered.

Contractors are involved in a wide 
variety of construction projects, with 
most firms focused on the day-to-day 
tasks of organizing materials and labour 
under tight timeframes and strict budgets. 
In many cases, it is the role of the insur-
ance broker to identify exposures, discuss 
current and emerging risks with clients 
and find appropriate coverage solutions.

Knowing the difference between stan-
dard commercial coverage and specialized 
pollution liability insurance can protect 
clients from serious exposures, poten-
tially saving them a great deal of money 
and frustration.    
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Beyond
Limits

Modern society has taken for granted creature 
comforts such as how electricity powers a fur-
nace that provides warmth or a lamp that offers 
illumination, which a large part of the world can 
only dream about. 

Where does that electricity come from? If one 
lives in Ontario, about 60% of the electricity is 
generated by nuclear power; in New Brunswick 
the figure is more like 30%.

However, the generation of electricity by 
nuclear power requires added layers of safety 
and security that other forms do not. The many 
layers of protection are military strategy called 
“defence-in-depth.”

In the highly unlikely event of a nuclear incident, 
a special nuclear liability regime exists in Canada, 
as well as in many other parts of the world, to 
address the civil nuclear damage that may occur. 
“The 1976 Nuclear Liability Act establishes a com-
pensation and civil liability regime to address 

damages resulting from a nuclear accident. It 
applies to Canadian nuclear facilities such as nu-
clear power plants, nuclear research reactors, fuel 
processing plants and facilities for managing used 
nuclear fuel,” notes information from Natural 
Resources Canada.

NUCLEAR LIABILITY REGIMES  
AROUND THE WORLD
The operators of nuclear power installations in 
Canada are required to insure this liability with 
an insurer who has been approved by the Minis-
ter of Natural Resources. The Nuclear Insurance 
Association of Canada (NIAC) has been an ap-
proved insurer of nuclear liability since 1976 and 
has been providing the required limit of $75 mil-
lion for these many years. 

Unfortunately, this limit has not kept pace with 
international norms for the nuclear sector. Further-
more, other nuclear regimes in the world, such 

Colleen 
DeMerchant  
General Manager,
Nuclear Insurance 
Association of 
Canada

Opinion/Analysis

The Nuclear Liability and Compensation Act, now being 
reviewed by the Senate, will ultimately increase the 
liability limit for operators of nuclear facilities to  
$1 billion, contain expanded definitions of compensable 
damage, provide a longer limitation period for submitting 
compensation claims for bodily injury, and allow Canada 
to become a party to the Convention on Supplementary 
Compensation for Nuclear Damage.



59December 2014 Canadian Underwriter

ular courts if necessary, to accelerate 
claims payments and to provide an ef-
ficient and equitable forum.

THE CONVENTION ON 
SUPPLEMENTARY COMPENSATION 
FOR NUCLEAR DAMAGE
The new legislation will also imple-
ment the provisions of the International 
Atomic Energy Agency’s Convention on 

as the Paris Convention on Nuclear Third Party 
Liability and the Vienna Convention on Civil 
Liability for Nuclear Damages, have been 
revised and are nearing ratification by 
their respective participants.

The Paris and Vienna regimes were 
developed in the mid-1950s and were 
revised after the accident at Chernobyl. 

The pooling system is closely aligned 
with the various nuclear liability conven-
tions in force throughout the world, and 
was developed because of the main prin-
ciples established under these conventions 
(commonly referred to as “channelling”). 
These main principles are as follows:
1. strict liability, that is, liability without 

fault;
2.  exclusive liability of the operator;
3.  limitation of this liability in amount 

and in time; and
4. obligation on the operator to cover 

this liability by insurance or other fi-
nancial security.
The operation of the first two prin-

ciples creates a channelling concept, in 
that all liability is channelled to the op-
erator without right of recourse. These 
revised regimes seek to provide victims 
with broader protections, much higher 
limits of insurance coverage, and other 
improvements, including permitting a 
longer limitation period for submitting 
compensation claims for bodily injury, 
such as for latent illnesses. 

The Nuclear Liability and Compensation Act, 
Bill C-22, currently being reviewed by 
the Senate of Canada, will include other 
significant improvements. 

The legislation will contain expand-
ed definitions of compensable damage 
to include economic loss, preventive 
measures and environmental damage. It 
will contain a longer limitation period 
for submitting compensation claims for 
bodily injury (30 years versus the cur-
rent 10 years) to address latent illnesses, 
such as certain forms of cancer detected 
more than 10 years after an incident. The 
10-year period would be maintained 
for all other forms of damage. 

The proposed legislation will elabo-
rate the features of a quasi-judicial claims 
tribunal to be established to replace reg-

Supplementary Compensation for Nuclear Damage 
and allow Canada to become a party to 
the convention, notes a 2013 background-
er from Natural Resources Canada. This 
convention is an international instrument 
to address nuclear civil liability in the 
event of a nuclear incident resulting in 
transboundary damage.    

Joining the convention would bolster 
Canada’s nuclear civil liability regime 
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the nuclear department of all member 
companies that controls the underwrit-
ing, loss control and claims management 
activities for this line.

All insurers have nuclear exclusions 
on property, liability and auto wordings, 
and because of this, their participation in 
the pool would not create a clash within 
their own book of business. Further-
more, insurers participate to a maximum 
of a “net-line,” based on their respective 
risk tolerance. 

Each insurer can decide the level of 
commitment to the pool; there are no 
dictates from regulators, as the pool is 
a volunteer association. The operators 
are required to insure the limit imposed 
upon them by the Nuclear Liability Act. 

A strong viable pool in Canada pro-
vides security to garner all the necessary 
capacity to cover this important risk from 
international nuclear pools.

HOW SAFE ARE NUCLEAR  
POWER STATIONS?
This is a question that is often asked, 
especially since there have been two 
nuclear accidents — Three Mile Island 
(1979) and Chernobyl (1986) — caused 
by human error and design, and Fuku-
shima (2011) caused by external natu-
ral disaster. 

However, the lessons learned in these 
accidents and the resulting changes have 
transformed the way nuclear power sta-
tions are built, maintained and operated. 

Many redundant safety systems and 
advances in technology, coupled with 
the checks and balances of quality pro-
grams, human performance reviews and 

by financially supplementing Canada’s 
domestic regime and by clarifying lia-
bility and compensation rules for trans-
boundary and transportation incidents. 

Of the existing international nuclear 
liability conventions, the Convention on 
Supplementary Compensation for Nuclear Dam-
age is the most attractive for Canada as 
it would establish nuclear civil liability 
treaty relations with the United States, 
which is already a party.  

In addition, the new legislation would 
ultimately increase the liability limit 
to $1 billion. (The initial limit will be 
$650 million, which will increase over 
a three-year time frame to $1 billion.) 

This is important in light of an emerg-
ing nuclear insurance landscape — 
changes reflect elements in the revised 
Paris convention to update nuclear li-
ability and also the recent catastrophic 
events at Fukushima — that is putting 
upward pressure on capacity for the 
country’s nuclear operators.

OPPORTUNITY FOR  
CANADIAN INSURERS
As an approved insurer of nuclear li-
ability in Canada, NIAC is responding 
to this requirement for increased limit. 
NIAC has prepared for an expected in-
crease of nuclear liability from $75 mil-
lion to $1 billion, with increased efforts 
to attract additional Canadian capacity 
by reaching out to both current and 
past stakeholders.

Canadian insurers now have an op-
portunity to be involved in a non-corre-
lated line of business that in the past 38 
years has had no losses. NIAC is basically 

“beyond-design-based” analysis, have 
resulted in a safety culture, prevention 
and mitigation techniques for extremely 
low-probability, but high consequence, 
external events. 

Notwithstanding these improvements 
and the confidence about the safety of 
nuclear power plants exhibited by the 
pools, increasing use of nuclear energy 
continues to demand an efficient and 
equitable method of providing compen-
sation to victims of a nuclear accident.

TRUE RISK TRANSFER
The nuclear insurance pools were formed 
when there were very few nuclear risks 
and the financial resources of many 
insurers were required to provide the 
necessary coverage. The worldwide nu-
clear pooling system that was developed 
represented the best risk transfer mech-
anism for this potentially catastrophic 
exposure. 

The pools are not subject to the in-
surance market price fluctuations that 
characterize the hard and soft markets 
that the conventional insurers must deal 
with. The pools are, in effect, funding 
for a catastrophe; it is, therefore, im-
portant that the underwriting approach 
be conservative and consistent, preserv-
ing the assets of its members. 

The solvency of the member com-
panies is also protected even should a 
catastrophic loss occur.

The Canadian nuclear pool is well-
positioned to meet the nuclear insur-
ance requirements of the nuclear in-
dustry with the changes coming under  
Bill C-22.    

The pools are, in effect, funding for a catastrophe; it is, therefore, 
important that the underwriting approach be conservative and 
consistent, preserving the assets of its members. The solvency 
of the member companies is also protected even should a 
catastrophic loss occur. 
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Approaching 
CriticalMass?

Insurance is an old industry, but has always been 
data-led, even when that data was in short supply. 
There has been much discussion lately in the 
insurance industry regarding the increasing role of 
data and the opportunities of fast, verified and, 
possibly, big data. 

Imagine a world where insurers did not need 
to ask as many questions, but could source the 
answers from other data stores. What if the in-
surer could warn the insured before a car was 
going to fail, before the insured’s crops failed 
due to drought, before the insured walked into 
an area that had seen activity from pickpockets, 
or before the insured entered a country not  
covered by its travel insurance?

Modern technology promises that this data 
is available, and some customers are sharing 
enough information to make such interactions 
and risk management possible. Might consumers 
be ready for a different kind of product and a 
different kind of engagement? 

Results of an online survey from Celent sought 
to understand perhaps the most important voice 

in the data question: consumers. Are consumers 
willing to share personal data with insurers? 
What incentives or conditions make this possible? 
How should insurers launch programs aimed 
at leveraging this data? How might consumers 
respond to messages that insurers might send 
them in the future using this data?

In all, 2,460 consumers split between the Unit-
ed States and the United Kingdom were asked 
about their views on use of data by financial ser-
vices firms. Full survey results are available in 
two reports, Insights on Sharing: Financial Consumers 
and Their Data and Customers Don’t Want to Buy Insurance 
from Big Brother.

MORE DATA BEING COLLECTED  
THAN EXPECTED
When it comes to consumers and data-sharing, 
a world of possibility is emerging. Consumers are 
already collecting more data about themselves than 
was expected, and many are willing to share it. 

This data collection may be just short of a use-
ful, critical mass for banks and insurers to use 
in its current state. Banks and insurers may need 
to either induce consumers to collect new data 
for data-driven models to work across broad cus-
tomer groups or wait for wider adoption.

Trust levels for various types of institutions vary, 
but banks and insurers are positioned relatively 
well. Customers expect a tangible quid pro quo if 

Craig Beattie  
Senior Analyst, 
Insurance Practice,
Celent
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Surveyed consumers in the 
United States and the United 
Kingdom are already collecting 
more data about themselves 
— and many are willing to 
share in exchange for a benefit. 
Beyond discounts, though, are 
consumers ready for a different 
kind of engagement and  
to collect new data for  
data-driven models?
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Tying the sharing and  
use of data to discounts 
misses the huge  
opportunity for both 
consumers and the 
insurance industry.  
With real-time, better  
data and automation  
come the opportunity to 
intervene — to mitigate  
risk before a loss rather 
than responding to a  
claim request. 

as well as discounts and other offers for 
good behaviour. 

What if insurers took this a step further 
and used other data to send messages 
to consumers? 

Well, the results on this point were 
fairly conclusive; today, most people 
would hate receiving such messages, 

feeling them to be a gross invasion of 
privacy. What then is the advice to in-
surers? Offer such messages as an opt-in 
service, or not at all. 

For each message included, however, 
there were respondents who would love 

they are to willingly share data. The 
strongest quid pro quo would be reduced 
premiums, but banks and insurers may 
need to identify other benefit streams to 
make the economics of data-driven mod-
els work. 

Many customers report thinking that 
insurers are using more data than they 
really are, with over a third of respon-
dents believing insurers already use per-
sonal location data, for instance. One’s 
home address has been used in insur-
ance for decades, and it is true that many 
insurers in the target countries now of-
fer telematics-based propositions where 
one’s vehicle is tracked.

However, this figure, in particular, 
seemed at odds with reality. Perhaps, 
then, there is openness to insurers using 
more data than they currently do? 

BENEFITS FOR CUSTOMERS
When customers were asked about possi-
ble benefits, lowering fees or offering dis-
counts were the most common responses. 
Interestingly, the second most popular 
was more gregarious: “improving the 
way they [insurers] deliver services to 
customers generally.” 

Findings indicate that wealthier house-
holds taking part in the survey were 
markedly more interested in any and 
all of the benefits compared to the rest 
of the population. It may be that these 
offerings will be seen first in high net 
worth and premium policies. 

In some ways, however, this misses 
the point. Tying the sharing and use of 
data to discounts misses the huge op-
portunity for both consumers and the 
insurance industry. With real-time, better 
data and automation come the oppor-
tunity to intervene — to mitigate risk 
before a loss rather than responding to 
a claim request. 

The research also sought to understand 
consumer response to messages that in-
surers are sending to customers not only 
now, but could send in the future with 
more data. 

In many countries, insurers are already 
using telematics devices in cars to evalu-
ate driving behaviour. Many of these in-
surers are providing feedback on driving 

to receive them. Once again, this is not 
yet near critical mass, but many of the 
fans were in the younger age group and 
were more trusting of insurers than 
their middle-aged parents. 

Perhaps, this indicates a trend for the 
not-too-distant future. 

Upon a closer look at those fans, it 
was found to be more about sharing 
behaviour than familiarity with technol-
ogy. Thus, insurers should target social 
media users rather than smartphone 
owners and geeks. 

Folks already collecting the data about 
themselves were more likely to respond 
positively, and, perhaps surprisingly, those 
who had signed up to grocery store 
loyalty schemes were more likely to 
respond positively too, having already 
traded privacy for benefits. 

FOSTERING CUSTOMER,  
INSURER PARTNERSHIP
It is recommended that insurers looking 
at data and data-led products should 
start with a discovery process. 

When big data is discussed with in-
surers and brokers, the response is 
often that one must sort out the little 
data first. Understanding what data an 
insurer has, what data is available to the 
insurance industry, and what data the 
customer can offer is a key first step on 
the journey. 

Another crucial step is working out 
what the benefits are for consumers — 
what it is they will get for sharing their 
data and losing a little of their privacy. 
A discount is an obvious benefit, but 
there is an opportunity here to engage 
the customer differently and become a 
partner in the insured’s life rather than 
being the source of just another bill. 

Finally, the disparity between what 
data the insurance industry uses and what 
customers thought the industry used was, 
in some cases, quite alarming. 

In this age of hacking scandals and 
privacy concerns, it is imperative that the 
industry accurately communicates what 
data it holds and why it holds it. Great-
er transparency and understanding are 
better for the industry and the custom-
ers it serves.    
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Warming to the                     Cold

The forecast for the coming 
winter may not be as harsh 
as the reality of 2013, 
but that does not mean 
businesses should sit back 
and expect things to be 
fine this year. Precautions 
need to be taken and plans 
must be in place to ensure 
conditions do not get the 
best of business properties.

Last winter was one few people will forget. The 
term “polar vortex” entered the popular vocabu-
lary as record-low, Arctic temperatures swept 
through Canada and were felt as far away as 
Florida. Another blast of Arctic air made an un-
seasonable appearance in mid-summer, making 
July feel like September in parts of the country, 
and the forecast this year is for another unusually 
cold and snowy winter.

After last winter’s particularly harsh weather, 
CNA reviewed thousands of weather-related 
commercial property losses, gaining a number of 
insights into what steps building owners and 
managers should take to better protect their prop-
erties in advance of the worst of the winter.

More than 1,300 claims from the winter season 
were reviewed that accounted for about $58 mil-
lion in losses. Of those, 95% of the losses were for 
water damage, and of those, about 60% related to 
malfunctioning sprinklers. 

What was also noteworthy was the number of 
large water damage claims in excess of $100,000, 
with fewer than 100 claims accounting for more 
than $20 million in losses.

First and foremost, what stood out from the 
claims data was how much damage had been 
done to the interiors of buildings by fire sprinkler 
systems. In some cases, these systems were trig-
gered by freezing pipes that exploded in ceilings, 
attics and entryways — areas that typically are not 
as well-insulated or well-heated as work spaces.

The reason sprinkler system floods can be so 
devastating is that the pipes feeding the systems 
are built to carry a large volume of water quick-

Bill Boyd  
Senior Vice President 
of Risk Control,
CNA

Severio Pacini 
Vice President  
of Risk Control,
CNA Canada



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.

Convocations

IADQ – Quebec  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . January 11

IIO – GTA Toronto  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . January 22

IIO – Kawartha Durham  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . February 7

IIO – Hamilton . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . February 18

IIO – Conestoga . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . February 26

IADQ – Montreal  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . March 20

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

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

CIP Society Events & Seminars

Toronto – PROedge: Advanced Business Interruption . . . . . . . . . . . . . January 16

Toronto – Industry Trends Breakfast featuring Phil Cook  . . . . . . . . . . January 20

Edmonton – PROedge: Business Interruption  . . . . . . . . . . . . . . . . . . . January 28

Ajax, ON – PROedge: Off the Grid  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . February 6

Edmonton – PROedge: Understanding Fire Grades . . . . . . . . . . . . . . February 11

Toronto – Curling Bonspiel  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . March 4
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With energy conservation  
in mind, many businesses 
turn thermostats down  
after hours and on 
weekends, but the 
aforementioned data 
showed that many of the 
pipes that did burst did so 
overnight and at off-hours. 

Ensure employees know how  
to turn off water valves
While most people know where the 
main water valves are in their homes, 
many do not know where they are at 
work. The location and operation of all 
water control valves should be docu-
mented in emergency plans and incor-
porated into drills, including how to 
access and shut off any valves that are 
chained and locked in an open position. 

Valves should also be clearly labeled 
as to what they control. That way — if, 
for example, the sprinkler system goes 
off during the night — it will trigger 
an alarm that summons fire responders, 
who will be able to more quickly deter-
mine which valve needs to be closed.

Of course, always make sure there is 
no chance of a fire before an employee 
shuts off a sprinkler control valve.

Monitor exterior structures for  
blockage and freezing
When parking lots are ploughed and 
sidewalks shovelled, external valves, 
vents, manhole covers and fire hydrants 
can all too easily get buried in snow 
and ice. There should be a plan in place 
to guarantee that these are cleared on a 
regular basis. 

If there are any louvers, they should 
be checked as well, to be sure none are 
frozen in an open position, thereby al-
lowing cold air inside. 

And when the thaw starts, be sure to 
check roof drains and downspouts for 
ice and snow build-up.

ly to help douse a fire. For example, a 
one-inch pipe delivers about four times 
more water than a half-inch pipe. 

And the water that streams from a 
busted sprinkler system is often stagnant, 
dirty water that can easily ruin furniture, 
carpeting and drywall.

WINTER PREP FOR  
COMMERCIAL BUILDINGS
The good news is that preventive steps 
can be taken to protect businesses. Experi-
ence has demonstrated the value of certain 
measures that building owners can take 
as the winter season begins once again.

Keep it heated — everywhere
Businesses should maintain an adequate 
level of heat — at least 4.4 degrees Cel-
sius — in all parts of the building at all 
times, and take into account the effect 
of severe wind chill. 

With energy conservation in mind, 
many businesses turn thermostats down 
after hours and on weekends, but the 
aforementioned data showed that many 
of the pipes that burst did so overnight 
and at off-hours.

Businesses should also identify if any 
parts of the building are difficult to heat 
or lose heat rapidly, perhaps considering 
installing thermometers and supplemen-
tal heating devices in those areas. In par-
ticular, businesses should be sure to have 
reliable heat in dry pipe valve enclosures.

Do regular maintenance checks  
of sprinkler systems
Businesses should check to ensure sprin-
kler systems were installed properly and 
are being properly maintained by carry-
ing out rounds of regular maintenance 
before the weather turns cold. Impor-
tantly, valved drains should be installed 
at all low points, and drain pipes should 
be checked regularly by a qualified con-
tractor or maintenance person to make 
sure they are entirely free of water. 

Since it is mandatory that water be 
present in the supply piping up to the 
dry pipe valve, it is especially important 
to make sure the area in question is 
well-heated.

Remember employee safety
In advance of a winter event, make sure 
the company’s winter plan includes em-
ployee safety recommendations for the 
vehicles and equipment they will be op-
erating to move and remove snow and ice.

Work wisely with contractor services
Businesses should know what their risk 
transfer exposures are for any vendors 
they hire during the winter for services 
such as ploughing and snow removal. 
They should obtain or update their cer-
tificates of insurance, verifying the lim-
its, as well as have themselves named as 
an additional insured on the contractor’s 
policy, where possible.

Keep sidewalks, entryway  
paths clear and dry
It is also important to remember that 
last year’s conditions were so extreme, 
some areas were completely sold out on 
salt, ice melt and sand. Be sure to have 
adequate stocks for the property in ad-
vance of any storms this winter.

Floor mats around business entrances 
need to be large enough to accommo-
date expected foot traffic, and should be 
resilient enough to continue to lie flat 
even after heavy use. Mats should be 
checked on a regular basis and reserve 
mats should be available to replace any 
that become soaked.

WINTER IS COMING
Though last year’s polar vortex felt like a 
once-in-a-lifetime event to many people, 
it is actually a well-known weather oc-
currence that persistently exists at the 
poles. During the previous winter, a shift 
in the polar vortex’s oscillation brought 
extreme cold weather down to many 
parts of the Northern Hemisphere. 

So while last winter was extreme, it was 
not without precedent, and researchers say 
it may become more common because of 
increased ice melt in the Arctic regions, 
along with other recent climate trends. 

The conditions of extreme cold, snow 
and ice seen last winter are, unfortunately, 
likely to recur, meaning businesses need to 
do their best to be prepared.    
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MOVES & VIEWS

1 Munich Reinsurance 
Company of Canada 
recently announced 

the appointment of Philipp 
Wassenberg [1] as president 
and chief executive officer of 
both Munich Re Canada and 
Temple Insurance Company. 
Wassenberg will serve on the 
Boards of Directors of both 
companies. In his new role, 
he will be responsible for the 
operation of all of Munich 
Re’s non-life business  
in Canada. Holding a PhD 
in public international and 
European law, Wassenberg 
joined Munich Re’s office in 
Munich, Germany in 2000  
as a general liability and 
directors’ and officers’ liability 
underwriter, later transferring 
to Canada to serve as head  
of casualty treaty in the  
reinsurer’s global clients/
North America division.

2 In mid-October, Brian 
Mills took over duties 
as acting chief execu-

tive officer of the Financial 
Services Commission of 
Ontario (FSCO) and acting 
superintendent of financial 
services following the retire-
ment of Philip Howell. Mills 
previously served as FSCO’s 
deputy superintendent of  
pensions. Before joining 
FSCO, his other positions 
included vice president of 
administration for the Ontario 
Pension Board and managing 
partner at Towers Perrin.

3 T. Neil Morrison 
[3a], executive vice 
president of operations 

for Hub International Ltd. 
in Toronto, has been elected 
as chair of the Insurance 
Institute of Canada’s 
Board of Governors. The 
other members of the board’s 
2014-2015 executive 
committee are deputy chair 
Bob Tisdale [3b], president 
and chief operating officer 
of Pembridge Insurance 
Company of Canada and 
Pafco Insurance Company; 
immediate past chair Silvy 
Wright [3c], president 
and chief executive officer 
of Northbridge Financial 
Corporation, and vice chair 
and governor at large  
Jean-François Blais [3d], 
president of Intact Insurance. 

The regional vice chairs are 
Glenda Ouellette, western 
provinces; Chantal Gagnon, 
Quebec; Pat Van Bakel, 
Ontario; and Darrel Coates, 
Atlantic provinces, while 
the divisional vice chairs are 
Michael Wills, academic, and 
Julie Pingree, professionals.

4 New Brunswick-based 
Plant Hope Adjusters 
Ltd. has opened two 

new offices in Nova Scotia, 
reports company president 
Fred Plant [4a]. Plant Hope 
Adjusters opened its first 
Nova Scotia office in 2013. 
In the newly opened office  
in Antigonish, Doug Stewart 
[4b], whose expertise includes  
commercial and personal 
property, general liability 
and municipal liability, and 

Jason MacLellan [4c], who 
has worked in the restora-
tion business as a project 
manager, estimator and water 
restoration technician, will 
cover eastern Nova Scotia  
and Cape Breton Island.  
Bruce Olie [4d], who has, 
among others, certification 
in inspection, cleaning and 
restoration, will cover the 
western and southern areas 
of Nova Scotia from the new 
office in Annapolis Valley. 
Company services include loss 
investigation, marine survey-
ing and claims management.

5 Paul Meinschenk was 
recently named vice 
president of sales and 

producer management for the 
commercial insurance carrier, 
CNA Canada. Meinschenk 

UPCOMING EVENTS: FOR A COMPLETE LIST VISIT 

www.canadianunderwriter.ca 
AND CLICk ‘My EVENTS CALENDAR’ ON THE HOME PAGE 
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has previously served as vice 
president of broker distribu-
tion at Simmlands Insurance 
Services Limited and has 
held leadership positions 
at Berkley Canada and 
Creechurch International.

6  Property restoration 
firm Winmar Franchise 
Corp. has hired Sean 

Hobson [6] as vice president 
of national programs. Hobson 
has more than 18 years in 
sales and operations roles 
in the restoration, insurer, 
adjusting and brokerage 
fields, notes a statement from 
Winmar. He has qualifications  
from the Institute of 
Inspection, Cleaning and 
Restoration Certification, and 
holds the Certified Insurance 
Professional designation. 

7  A wholly owned 
subsidiary of The 
Co-operators General 

Insurance Company has 
purchased all of the issued 
and outstanding shares of a 
company that operates Drost 
Insurance Brokerage, based 
in Bath, New Brunswick, 
for an undisclosed amount. 
“This acquisition fits well 
with our growth strategy, 
which calls for an expansion 
of our distribution system 
in the Atlantic region and 
throughout Canada,” kathy 
Bardswick, president and 
chief executive officer of 
The Co-operators, says in a 
statement. Drost Insurance 
principal Michael Blanchard 
will remain on to help with 
the transition for a year  
following the closing.

8  Firstbrook Cassie & 
Anderson Limited  
announced in 

November that it had become 
a member of Global Broker 
Network (GBN) Worldwide 
Ltd., an international network 
with more than 5,000  
insurance professionals, 
including brokers, carriers, 
suppliers and underwriters. 
“With our experience in the 
international market, at FCA 
we believe that GBN is a key 
new partner for us to deliver 
solutions for both Canadian 
and global businesses, wher-
ever they operate,” says FCA 
chairman John van Bilsen.

9   Ron Pavelack [9] is 
the new vice president, 
Quebec for Echelon 

General Insurance Company, 
owned by EGI Financial 
Holdings Inc. With 37 years 
of experience in property and 
casualty insurance, Pavelack 
has held senior positions 
with Federation Insurance 
Company, Missisquoi 
Insurance Company and 
L’Union Canadienne.

10 Phillip Best has 
been named  
head of market 

management for Allianz 
Global Corporate & Specialty 
SE, effective November 1. 
Best will be responsible for 
oversight, service and growth 
of all Canadian brokers and  
clients for both specialty  
and corporate market man-
agement, AGCS reports. He 
is a former head of marine, 
Canada, for the commercial  
insurer, and has also 
worked at Commonwealth 
Insurance Company, Marsh 
& McLennan, William H. 
McGee & Company and 
Elliott Special Risks.

11 Carl Warren 
& Company 
and Strategic 

International Advisers have 
formed an alliance to provide 
third-party administration 
services to clients in the 
United States and Canada. 
Among others, Toronto-based 
SIAdvisers provides subroga-
tion claim recovery, litigation 
oversight and dispute  
resolution, while California-
based Carl Warren & 
Company offers litigation 
management and subrogation 
services in the U.S. 

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
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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 

http://twitter.com/CdnUnderwriter


70 Canadian Underwriter December 2014

GALLERY

Lloyd’s Canada held its “Meet 
the Market” event in Toronto on 
October 16. Held at the Metro 
Toronto Convention Centre, the 
event was an opportunity for 
attendees to spend half a day 
with Lloyd’s underwriters and 
London brokers. The afternoon 
kicked off with opening remarks 
from Lloyd’s CEO Inga Beale, 
and Vincent Vandendael, 
Lloyd’s International Markets 
Director. The event then re-cre-
ated the Lloyd’s Underwriting 
Room, with a number of 
“boxes” hosted by syndicate 
underwriters and London 
brokers representing multiple 
classes of (re)insurance written 
at Lloyd’s. The afternoon gave 
Lloyd’s London and Canadian 
stakeholders a unique opportu-
nity to establish new and renew 
existing relationships.
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WICC (National) was recently 
named 2014 Corporate Achievement 
Award Winner by the National 
Council of the Canadian Cancer 
Society. Each of the WICC provincial 
chapters in Ontario, Quebec, 
British Columbia and Alberta were 
honoured by the Canadian Cancer 
Society with its own ceremony and 
award presentation. The Canadian 
Cancer Society Corporate 
Achievement Award honours a 
corporation or business that has 
made significant financial contribu-
tion to three or more divisions of 
the Canadian Cancer Society on 
a nationwide basis. Said Ellen J. 
Moore & Marilyn Horrick, Co-chairs 

of WICC Ontario: “The honour is a 
testament to the value of our organi-
zation. This award is further proof 
that WICC truly makes a difference 
in the fight against cancer through 
our research grants.”
Since its inception in 1997, WICC 
Canada chapters have donated 
more than $10 million  to the 
Canadian Cancer Society. The WICC 
mission is to mobilize the insur-
ance industry to focus on research, 
support and education. 100% of 
funds donated through WICC go 
directly towards cancer research. 
More information about WICC, its 
supporters and fundraising events 
can be found on its website at  
www.wicc.ca

…Continued from Page 71...  Lloyd’s Canada “Meet the Market” event, Toronto, October 16

http://www.wicc.ca
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Swiss Re Corporate Solutions hosted 
a reception on October 9 at the 
Suite 701 Lounge in Old Montreal. 
Guests enjoyed the elegant decor, 
amazing food and most of all, the 
great company.

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

“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.
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and competitive rates,  
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GroupOne Insurance Services
888-489-2234

www.grouponeis.com

Service
Excellence. 

Delivered One  
Policy at a Time™

http://www.grouponeis.com
http://www.canadianunderwriter.ca/gallery
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More than 1,000 delegates and 
attendees made their way through 
the exhibit hall to visit the 75-plus 
exhibitors at the Insurance Brokers 
Association of Ontario’s (IBAO) 94nd 
Annual Convention and Exhibition, 
held October 22-24 in Ottawa.
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…Continued from Page 
75...  More than 1,000 del-
egates and attendees made 
their way through the exhib-
it hall to visit the 75-plus 
exhibitors at the Insurance 
Brokers Association of 
Ontario’s (IBAO) 94th Annual 
Convention and Exhibition 
held October 22-24 in 
Ottawa.
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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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The 59th Annual Black 
Tie Dinner of the Toronto 
Insurance Conference (TIC) 
was held November 13 at the 
Four Seasons Hotel in down-
town Toronto. 300 attended 
the event at which guest 
speaker was The Honourable 
Hugh Segal. Segal, a 
Canadian political strate-
gist, author, commentator, 
academic and former senator 
served as Chief of Staff to 
Ontario Premier Bill Davis 
and Canadian Prime Minister 
Brian Mulroney. Segal 
resigned from the Senate as 
of June 15, 2014, prior to 
being appointed Master of 
Massey College, Toronto. The 
term of the appointment, 
which began July 1, 2014, 
runs for seven years.
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...Continued from Page 79 - 59th Annual Black Tie Dinner of the Toronto Insurance Conference (TIC) 
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Industry clients and as-
sociates were welcomed to 
celebrate Allied World Canada 
at a spectacular reception 
in the Grand Salon at the 
Trump International Hotel & 
Tower Toronto on October 29. 
Cocktails and hors d’oeuvres 
were enjoyed throughout the 
evening as attendees were 
greeted by members of Allied 
World Canada’s executive 
team. Guests also had an 
opportunity to get acquainted 
with many of the Allied 
World’s U.S. counterparts.

http://www.canadianunderwriter.ca/gallery


www.RIMS.org/RIMS15

RIMS 2015 Annual Conference & Exhibition 
is the largest risk education event of the year. 
Attendees come from more than 60 countries to 
learn new strategies, build lasting relationships 
and discover new resources. Join us and 
improve your risk program with advanced 
solutions and practical guidance.

Discover the NEW—register now!

http://www.RIMS.org/RIMS15
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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.

www.acegroup.com/ca



