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Over recent months many global clients have been asking what Crawford’s understanding 
of the impact of Brexit is and how we will ensure continuity of service.

The U.K. is scheduled to depart the European Union (EU) on 29 March 2019.  To 
ensure an orderly exit, a settlement must be reached by October 2018, plus an outline 
agreement on a future EU partnership, focusing particularly on trade, travel and security.

To buy more time for preparation the “two sides” have agreed a 21-month transition 
period. Free movement, as defined under EU law, of people, goods and capital will 
continue during this period, up until 1 January 2021. 

For the U.K. and the EU insurance sectors the Brexit challenge is unprecedented. The 
fundamental industry issue concerns “passporting” rights, permitting insurers regulated 
in an EU country to do business in another EU country with minimal regulatory scrutiny. 
These rights are commonly referred to as the Freedom of Establishment and the Freedom 
to Provide Services. 

Unless a post-Brexit trade agreement allows the continuation of passporting, or something 
similar, then significant disruption could occur. This is because no one yet knows the 
regulatory status, on the day after Brexit, of re/insurance contracts written in UK branches 
before Brexit (on an inbound branch passport basis) or similarly in other EU member 
states (outbound). 

The U.K.’s Financial Conduct Authority (FCA) estimates that ten million U.K. policyholders 
and 38 million European Economic Area (EEA) policyholders could be affected if all U.K.-
EU passporting rights are lost. Under a “no deal” Brexit, U.K. regulations would not be 
treated as equivalent to the applicable EU rules, e.g. Solvency II, and vice versa. 

Market commentators have routinely expressed a view that a “no deal” equivalence status 
would have serious repercussions for the London Market. Inga Beale, outgoing Lloyd’s 
CEO, has warned many U.K. insurers could relocate to the EU if a “mutual market access” 
deal is not reached. 

Over the last year, several insurers and brokers have prepared for such an eventuality. 
There appears to be two ways they are doing this. The first is for U.K. insurers to establish 
locally-regulated and Solvency II-compliant companies in EU member countries to allow 
ongoing EU/EEA compliance. As a result, they will likely also have to consider and 
transact portfolio transfers to these new EU/EEA entities.

Senior appointments at Crawford
In July, Kirsten Early was promoted to 
managing director of Broadspire UK. 
Previously vice president of Broadspire 
Global Markets in the U.S. 

Niall Walsh was also appointed as 
client development manager, Asia at 
Crawford. He joined from Aon Risk 
Solutions, where he was associate 
director and growth leader, Construction, 
Power and Infrastructure, Asia.

Crawford launches new U.S. website
Crawford’s new U.S. website went live 
on August 19th and the next stage is 
to produce a services page for Global 
Client Development along with content 
for countries outside the U.S. The new 
website is a primary source of sales 
collateral and thought leadership that 
enhances the firm’s market profile and 
shares the “One Crawford” story. 
Discover it here.

Crawford wins best small stand 
Crawford won best small stand at 
this year’s Airmic Conference and 
Exhibition in Liverpool in June. Over 
1,800 delegates attended the annual 
Association of Risk and Insurance 
Managers’ meeting, which showcased 
74 exhibitors in total.

Global Hospitality Report
Crawford’s On The FrontLine has 
produced a special hospitality report. 
The study considers the increasingly 
intangible risk landscape faced by 
leisure and hospitality businesses and 
explores how the sector responded 
to last year’s trio of hurricanes in the 
Caribbean and U.S. Find out more here.
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CAT LOSSES DRIVE A COLLECTIVE 
WILL TO BOOST STANDARDS

LLOYD’S

As lessons continue to flow from the 2017 losses, Richard Day highlights the 
positive claims momentum building at Lloyd’s

2017 proved the most impactful year 
for Lloyd’s in the last two decades. The 
disaster-strewn second half saw the market 
incur claims costs of over €5 billion, more 
than double the 2016 figure. The twelve-
month period saw pay-outs just short of 
€21 billion in claims gross of reinsurance.

The run of catastrophes was not the only 
contributor to the deterioration in the 
Lloyd’s combined ratio to 114.0 percent. 
Attritional losses in recent years resulting 
from ongoing soft pricing coupled with 
lower prior-year reserve releases also 
served to exacerbate the market drop.

Despite this hard-hitting year, Lloyd’s has 
stood firm and demonstrated its resilience, 
as Richard Day, vice president, Global 
Client Development and head of Lloyd’s & 
London Market at Crawford points out. 

“The losses were a wake-up call for 
many,” he explains, “but will not have 
the market-changing impact we saw 
following the 2005 hurricanes. 2017 saw 
an increase in GWP to US$47.5 billion, 
up from US$42.3 billion in 2016. Prices 
at 1/1 were up marginally, and market-
wide capital and resources remain at 
pre-HIM levels.”

To reduce the impact of similarly cat-heavy 
years, however, lessons must be learned. 
The Lloyd’s spotlight, for example, is 
squarely on underperforming business 
lines, with a number of syndicates 
reviewing portfolio make-up. And there 
are also developments on the claims front.

“There is considerable focus on ensuring 
better claims preparedness for major events 

Continued from previous page

through a more joined-up approach,” Day 
says. “The claims response of the Lloyd’s 
Market was better than that of many 
competing markets and there is now a 
drive to enhance the ability of practitioners 
to tackle cat losses, enhancing response 
times, speed of payment etc.”

Technology will play a key part in 
boosting claims performance he believes. 
Technological solutions can address 
numerous claims challenges that stifle 
process efficiency, particularly in terms of 
reducing the lifecycle of non-contentious 
claims. 

“At Crawford,” Day continues, “we’re 
also looking at technology on the claims 
frontline to improve the speed at which 
we secure data from the incident site and 
relay it back to our loss adjusters. We’re 
working with our Lloyd’s clients on ways 
to drive down claims costs, speed up 
first response through initiatives such as 
WeGoLook® and drone technology, and 
improve payment times.”

“There is a collective will, spurred on 
by the losses of 2017, to make Lloyd’s 
the custodian of the highest standards 
of claims performance,” he concludes. 
“We need to ensure we capitalize on this 
forward momentum and make it a reality.”

Others have applied to the UK’s 
Prudential Regulation Authority and the 
FCA for their current U.K. entities to be 
authorized as a Third Country Branch, 
to take effect when the U.K. exits. Using 
this method, policies and claims issued 
pre-Brexit can be administered in either 
the UK or EU/EEA as required, with full 
regulatory compliance.

Because of these preparations, a “no 
deal” or hybrid-deal Brexit is unlikely 
to have a major impact on how 
international programs work. However, 
it may be that clients will require two 
policies i.e. a U.K. policy and an EU/
EEA FOS policy, as part of an effective 
and compliance international program. 

There is also unlikely to be any 
significant disruption from a loss-
adjusting perspective.  

Crawford has a mature and capable 
European and international network, 
together with the program and 
relationship management expertise of 
our Global Client Development Team. 
This will continue and thrive whatever 
is decided during the ongoing Brexit 
negotiation process. 

“THERE IS A 
COLLECTIVE WILL, 
SPURRED ON 
BY THE LOSSES 
OF 2017, TO 
MAKE LLOYD’S 
THE CUSTODIAN 
OF THE HIGHEST 
STANDARDS 
OF CLAIMS 
PERFORMANCE”
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Statistics reflecting the rapid growth 
and expansion of the sharing and gig 
economy are impressive. By 2025 in the 
U.K. alone, total transactions could reach 
£140 billion, up from an estimated £13 
billion in 2016, according to PwC. And 
some of the best-known platforms in this 
innovative and disruptive space are now 
Broadspire TPA clients.

These include ride-sharing organization 
Uber and Airbnb, with others in the 
pipeline, explains Niels de Kock, 
client services manager, Global Client 
Development.

“Many of these clients are Silicon Valley 
firms that provide home rentals or taxi 
services throughout the world, and 
generally their approach – no matter 
where you are in the world – is that they 
are offering the same app and the same 
user experience. It doesn’t matter if you’re 
a Spanish person renting an Airbnb 
apartment in the U.K., or an American 
renting a house in Latin America, the way 
that you interact with them is the same.” 

“And they’re asking us to have that same 
approach, so that whenever we deal with 
claims for the hosts or the guests, they 
have that consistency in service delivery 
across all those territories.”

How the sharing economy is offering 
new TPA opportunities across Europe

Continued on next page

TPA IN THE 
UBER ERA

Q. How does GTS ensure it has the 
resources and skills to cope with a 
broad range of major and complex 
losses?

A. Future risks are changing and the way 
people communicate is also changing. As 
commerce changes companies like Uber, 
Apple and Google emerge, which don’t 
physically own all the assets but are some 
of the biggest organizations in the U.K. 
and the rest of the world.

It becomes less about the physical loss in 
these instances, because our clients may 
not own the items that have been lost, 
and more about reputation and supply 
chain issues. It becomes more about a 
pure financial risk rather than a physical 
damage risk.

Succession planning is extremely important 
in the world of GTS and we have a 
number of initiatives to ensure we have 
the capability and capacity to meet our 
client continuing needs now and in the 
future. These include formal graduate 
schemes, mentoring programs together 
with the introduction of new roles such 
as the associate adjuster. What makes us 
different is our people and the unique 
experience they bring to the party. 
We are investing heavily in the next 
generation.

Q. How are you set up to 
cope with claims surge events, 
such as the floods from Storm 
Desmond in 2015-16?

A. One of the benefits of partnering 
with Crawford GTS is the 
depth of our expertise 
and capacity. We have 
employees dedicated to 
dealing with our clients’ 
major and complex 
losses. When an 

SPOTLIGHT ON GTS
INTERVIEW

An interview with Alister Jupp, head of Global Technical Services for the 
U.K., on how Crawford Global Technical Services (GTS) is responding to a 
changing risk landscape

incident hits a geographical area such as 
a flood or storm we are able to move our 
resources within the U.K. to the affected 
area. The number of qualified adjusters / 
employees and the level of caseload held 
in business as usual means that even with 
surge events such as Storm Desmond, the 
London riots, the ‘Beast from the East’ and 
the increase in property fire claims as a 
result of this year’s heatwave, we have 
the capacity to respond to clients when 
needed.

Crawford U.K. belongs to a wider group 
and if necessary we are able to call 
upon these wider resources, particularly 
Canada and Australia adjusters who are 
more closely aligned to the U.K. We also 
have a book of trusted partners, mainly 
retired GTS adjusters who are willing to put 
their boots back on to help us in times of 
need. Our plans are well developed and 
rehearsed and ready for the next event. 

Q. How does technology assist 
with this?

A. The real benefit of using GTS lies in the 
experience and expertise of our people 

who bring value and benefit to claims 
and our clients. However, we 

support this with innovation 
in technology by bringing 
the claims site direct to 
the client and broker. This 
more immersive experience 
allows for quicker and better 
informed decision making. 

360-degree imagery allows 
us to give a virtual reality 

experience without leaving 
the desk, even if you are 

on the other side of 
the world.



COUNTING THE COST
FORENSICS

With underwriting margins under pressure, demand for forensic accounting 
services has steadily increased in the last 10 years – particularly on large and 

complex business interruption (BI) claims

“BI losses can cost a lot of money and  
be hard to understand, so insurers now 
rely on specialist forensic accounting 
experts to accurately quantify losses  
and reduce claims leakage,” says 
Frederique Hardy, director of Forensic 
Accounting Services at Crawford.

A recent report by Swiss Re Corporate 
Solutions (‘Shining a light on business 
interruption’) identified inadequate 
maximum indemnity periods, 
miscalculation of insured sums, and 
overlooking the impact of non-physical 
damage BI as some of the key challenges 
in quantifying BI. 

Historically, with insurers and brokers 
more focused on risk engineering  
property damage exposures, insureds 
have often determined their own BI sums 
insured while insurers have relied on 
average provisions in policies to protect 
against inaccurate declarations. 

However, huge advancements in software, 
data and loss quantum analysis mean 
forensic accountants can provide far more 
accurate loss and exposure calculations 
than before.

Data revolution
Today, vast amounts of data can be 
factored into calculations that was 
previously unavailable when conducting 
accounting investigations. Accounting 
concepts such as activity-based costing 
can now be applied in granular detail, 
tracking the movement of individual 
products through each stage of the 
production cycle and supply chain.

Greater certainty, Hardy argues, can help 
insurers offer quicker claims settlements 
and make early payments to help insureds 
get back up and running. And according 
to Scott Reichelt, director of Global 

Technical Services Asia for Crawford, 
forensic accounting can also be harnessed 
to optimize insurance coverage. “By 
identifying and analyzing maximum 
and probable loss scenarios, forensic 
accounting can help insureds determine 
likely exposures and set correct policy 
parameters, generating better outcomes 
for all stakeholders,” he says. 

However, the volume and complexity of 
the data calls for specialist expertise, 
which is why Crawford developed its 
dedicated global practice, Crawford 
Forensic Accounting Services.

Catastrophes
Last year, large catastrophe losses 
triggered a multitude of complex BI-
related claims, calling Crawford Forensic 
Accounting Services into action. 

In August 2017, for example, Typhoon Hato 
caused extensive property damage and 
BI in Macau. Many resulting claims were 
complex as they involved large integrated 
hotel and casinos groups, with hotel, food 
and beverage, retail and casino losses 
included within the same calculations.

According to Reichelt, one of the most 
contentious issues in catastrophe BI 
settlements is the ‘All Other Circumstances’ 
clause. “Insureds may not understand that 
their policy covers BI losses caused by 
damage but not the broader impact of 
the catastrophe, such as damage to the 
wider area, loss of attraction or economic 
downturn,” he explains. 

Forensic accounting played a key role 
not just in quantifying the complex 
Macau losses, but also separating 
damage-related BI from more generalized 
triggers, resolving the claims with 
greater clarity and speed than was 
possible before. 

Consistency in service delivery across 
borders has always been a big part 
of the Broadspire offering, with its 
international presence one of its major 
strengths. The new business models 
presented by the sharing economy are 
taking this to the next level. 

Ensuring SLA standards are met by 
claims employees on the ground is at 
the heart of rising to the challenge, 
explains de Kock. “Technology plays 
a part and the fact that we’re on a 
single claims platform certainly helps 
us, but it’s an enabler. Mostly it’s also 
around culture and training. You’re 
still dealing with local people who 
are used to dealing with claims in a 
certain way in their markets, and that 
sometimes is a challenge for us to get 
that message across: that regardless of 
what you’re used to doing for a local 
insurer in your country, these are the 
requirements that our global client has 
for us, and this is what we need to 
deliver.”

Trust and employment practices will 
continue to be major sharing economy 
issues for global multinationals such 
as Uber and Airbnb, and this also has 
implications for their TPA providers. The 
growth of Broadspire’s accident and 
health business can be linked back to 
these companies and their remit, thinks 
de Kock. 

“Travel, medical, personal accident 
and health are classes we are seeing 
more and more interest in. Sharing 
economy companies increasingly 
need to offer their workers some sort 
of basic medical and sickness cover. 
It’s a niche area, but one we can step 
into because again, the requirement 
is there for us to handle those claims 
consistently, every time.”

Continued from previous page
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THE NEXT LEVEL
CLIENT DEVELOPMENT

The launch of Crawford’s Global Client Development team 
marks a critical stage in the firm’s push to achieve full strategic 
alignment with its global corporate, carrier and broker base

Crawford has announced the launch of 
its new Global Client Development (GCD) 
team. Evolving out of the Global Markets 
(GM) team, GCD will take on its mantle 
of seeking opportunities to strengthen 
Crawford’s market position across the 
firm’s multinational corporate, global 
carrier and broker markets.

The team specializes in designing, 
implementing and managing multi-
national and global claims management 
programs. By combining this expertise with 
operational excellence and training, we 
have achieved a great record of delivering 
consistent and excellent service to our 
corporate, broker and carrier clients.

Central to the strategic objectives of the 
new division will be to deliver on the 
“One Crawford” proposition outlined 
recently by Crawford CEO Harsha V. 
Agadi which looks to create a “borderless 
company”. By promoting a more cohesive 
and collaborative organization, our aim is 
to improve the access of clients to the full 
range of our expansive capabilities and 
by so doing make us a stronger partner 
at a time when the insurance industry is 
undergoing a period of rapid change and 
transformation.

As with any period of transformation, the 
opportunities that such an environment 
creates can be significant. Yet to 
capitalize on them effectively, we must 
structure our activities accordingly and 
ensure that our objectives are fully aligned 
with those of our clients.

To achieve this level of alignment, 
GCD has introduced a series of Global 
Relationship Leaders working across 
our global carrier and broker network, 
specifically tasked with ensuring we are 
fully aligned with the teams responsible in 
these organizations for the multinational 
corporate market.

This more collaborative stance will enable 
us to position ourselves more prominently 
and securely as an extension of the global 
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Benedict Burke
Chief Client Officer, Global 

Client Development

“GCD EMBODIES 
THE IDEA OF  
‘ONE CRAWFORD’. 
IT IS BUILT ON 
COLLABORATION, 
HARNESSES THE 
FULL POTENTIAL 
THAT CRAWFORD 
OFFERS”

capabilities of our key clients. 
It means that we can be much 
more responsive to their evolving 
needs and are fully able to harness 
the full breadth of our capabilities 
anywhere in the world when 
required to do so.

This will also generate the potential to 
augment the range of services that we 
provide. By gaining greater strategic 
insight at the individual company level, 
we will quickly spot areas where we 
can deliver more and open-up further 
the range of services that they can 
benefit from. This will help ensure that 
the partnership we build is one which is 
constantly shifting with the changing and 
expanding needs of our brokers, carriers 
and multinational corporate clients.

Our data shows high annual retention 
rates when we support corporate clients 
through the GCD team and with the team 
now forming part of the broader Chief 
Client Officer group function, we will play 
a key role in the pursuit of growth, earned 
through our reputation for excellent 
customer service.

GCD will also provide a robust platform 
from which to push forward into new 
territories and gain more traction in 
existing markets. While we maintain a 
strong presence in mature markets such 
as the UK, Continental Europe and the 
US, there are clear opportunities to reach 
further into these regions. By extending 
our network of Global Relationship 
Leaders into the Asia-Pacific region we 
can also establish a stronger foothold 
in emerging territories built upon better 
ground-level insight of the challenges 
these markets face.

In 2019, Crawford will introduce 
a strategic account management 
program and methodology to allow us 
to enhance our value engagement with 
our geographically diverse key clients. 
Through greater connectivity at all 
levels and greater interaction with the 

C-suite we will inevitably gain a much 
more granular understanding of the risk 
and opportunities which exists within 
these territories, markets and individual 
companies. From this higher-resolution 
insight, we will also see where we 
need to develop new services, evolve 
new capabilities and introduce new 
technologies to better serve our clients.

GCD embodies the idea of ‘One 
Crawford’. It is built on collaboration, 
harnesses the full potential that Crawford 
offers, and is totally committed to 
client delivery.


