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Purpose of your paper: This paper explores the challenges facing insurers to manage claims teams 

personnel and how successful models in other industries (e.g. social work) could be considered to 

address these challenges. 

 

Synopsis: The whole life insurance industry has recently reported losses in relation to higher morbidity 

claims than expected, particularly on income protection products. All insurers are identifying claims 

management as an area of focus and considerable investment is being made into this function. 

Much of the focus is on analysing claims data and making improvements to claims processes and 

systems. However, a critical area which is often harder to address is the management of the claims 

function, particularly the leadership, quality, interpersonal skills and motivation of the claims team.  

 

This presentation will consider a number of issues which currently face claims teams including:  

 

 Emotion stress and vicarious trauma arising from dealing with injured members of the public 

and/or relatives. 

 Pressure to close claims, especially when the company’s performance is under pressure and 

financial incentives are linked to results, 

 Staff constantly having full case loads and having to revisit the same claims a number of 

times. 

 Level of judgement and developments in medical knowledge required. 

 Attitudes to claimants (including a general perception of insurance rorting and unethical 

behaviour, perhaps fanned by media/press coverage). 

 Increasing complexity of claims processes (medical questions) and data collection 

requirements. 

 Increasing focus on risk management controls and increased documentation and evidence 

gathering required.  

 

In order to get optimal performance from claims management staff, insurers should consider looking 

outside their industry to investigate approaches to management which have to deal with similar 

issues. For example, similar challenges exist to varying degrees in social work, nursing, teaching and 

government services. These industries have to deal with these issues and pressures on a daily basis 

and management approaches have been researched and refined for many years in these fields. 

 

This presentation will explore ideas which could addresses the issues above, often taken from these 

other industries, and the discussion will include: 

 

 Setting the right incentives and rewards 

 What team leaders/managers characteristics get the best results 

 What skills are needed in claims teams and where to find them 

 How to develop and train teams and to keep morale high through times of stress 

 How to retain staff in the company and in this field 

 How to manage and limit the impact of vicarious trauma. 

 

This presentation will not solve all these issues but should introduce some new thinking which 

delegates may wish to discuss and reflect upon within their industries. 


