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International 
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17th - 18th May 2017

ITIC UK 2017 was held in the seaside town of Brighton, and despite the typically 
British summer weather (yes, that’s rain!), which meant little opportunity to 
head to the beach, delegates made the most of their time networking with 
industry colleagues old and new, taking in the educational panel sessions, and 
enjoying the social functions on offer. Here, ITIJ brings you a full review of the 
event, including a summary of all the speaker presentations from the day.

Sponsored by
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WELCOME RECEPTION

Held in the stunning Royal Pavilions, the ITIC UK Welcome Reception brought together the conference attendees in sump-
tuous surroundings, with wine and canapés to enjoy while getting proceedings off to a lively start. The noise level in the 
room was testament to how successful an evening it was, and the fact that it continued well past the intended finishing 
time also shows just how important these opportunities for networking are for the industry.
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Dr Sentance began his presentation by 
showing that despite fi nancial uncertainty 
in markets around the world, the global 
economy is in fact expanding, with 
global GDP (gross domestic product) 
standing at US$75 trillion in 2016 and 
predicted to rise to $100 trillion by 2022. 
With rates of air travel linked to GDP, the 
travel industry generally can be positive 
about the current economic climate.
GDP and customer spending are 
inextricably linked, and over the last few 
years British consumers have supported 
growth in the UK economy, but Dr 
Sentance warned that times are changing 
– infl ation has recently overtaken wage 
increases and a weak pound has squeezed 
consumers, resulting in a slowdown in 
consumer spending generally. Despite this, 
though, the need to travel will remain.
Just some of the economic consequences 
of the UK leaving the European Union 
were detailed as: investment uncertainty, 
disrupted trade and investment fl ows, 
a negative impact on migration, more 

regulatory freedom, and lower fi scal 
contributions in the long term. Giving 
his current forecast for the economic 
scenario that Britain will see post-Brexit, Dr 
Sentance said that GDP should gradually 
rise, although maybe not as fast as it was 
forecast to have done before UK voters 
took the decision to leave the EU.
For the fi nancial services industry, what 
does Brexit really mean? Well, hopefully 
a new UK-EU trade agreement will be 
reached that is based on ensuring 
market access for key business sectors 
such as insurance. However, there will 
likely be a more protectionist approach 
to UK business and industry, which 
hasn’t been the case since the 1970s. 
Although there is the potential for the 
UK to seek to strike trade deals with 

non-EU countries, it is likely that these 
will take a long time to deliver.
Concluding his presentation with a look 
at what Brexit could mean for the travel 
insurance sector, Dr Sentance highlighted 
the prospect of slower UK growth and 
economic volatility bringing higher 
infl ation and a weak pound, so expect 
claims costs from European countries 
to add pressure onto bottom lines. It all 
depends on how the Brexit discussions 
between the UK government and European 
leaders progress – there is a risk that 
negotiations do not go well, which would 
likely result in disappointing growth in 
the UK economy in the future. However, 
despite Brexit, the UK will continue to 
be a strong destination for inbound and 
outbound travel, so all is not lost!

UK and global economic prospects a� er Brexit
Dr Andrew Sentance CBE
Former member of Bank of England MPC, senior economic adviser

CONFERENCE SESSIONS

Alisa began by setting out the  timeline for 
the UK’s exit from the EU, pointing out 
that there is a fair amount of pressure on 
the negotiation process, with a deadline 
of March 2019. Moving on to how the 
negotiations have gone so far, Alisa said 
that the UK will no longer be a part of the 
single market, which for insurers means no 
passporting rights will apply in the future 
– this has already seen insurers activating 
their contingency processes by opening 
subsidiary companies in countries in Europe 
where their operations need a base in order 
for them to continue to do business there. 
For the ABI, then, its priorities 
are going to be:
• ‘Grandfathering’ ongoing contracts 

post-Brexit to solve problems where 
the insurer loses authority to off er 
insurance in the customer’s jurisdiction 
but still needs to continue to receive 

premiums and pay claims. This is a 
particular issue for specialty insurers.

• Addressing policy issues raised by the 
Great Repeal Bill (The Great Repeal Bill 
White Paper sets out the government’s 
proposals for ensuring a functioning 
statute book once the UK has left the 
EU); and Alisa agreed with Andrew’s 
earlier assertion that this Bill will not 
actually change anything at all – it 
will simply transfer EU laws into UK 
laws. At some point in the future a 
British government will then be able 
to choose which laws it wishes to 
repeal. What will happen to the EHIC 
is certainly of concern in this respect.

• Working on the future UK regulatory 
framework for insurance and its 
relationship with the EU. For example, 
Alisa pointed out that £3 billion was 
spent by the Prudential Regulatory 
Authority implementing Solvency II, and 
there is no appetite among regulators 
to spend the same on a new solvency 
regime for the fi nancial services sector.

Alisa concluded by pointing out the 
diffi  culties inherent in the Brexit negotiation 
process, where both sides have somewhat 
diff erent ideas of what the outcomes 
should be. Neither side, she said, has 
thought through in any great detail what 
should be in the fi nal agreement itself.

INFLATION HAS RECENTLY OVERTAKEN 
WAGE INCREASES AND A WEAK POUND HAS 

SQUEEZED CONSUMERS

THE UK WILL NO LONGER BE A PART OF THE 
SINGLE MARKET, WHICH FOR INSURERS MEANS NO 
PASSPORTING RIGHTS WILL APPLY IN THE FUTURE

EU exit: priorities for insurers
Alisa Dolgova 
Interim AD, head of European and international affairs – Association of British Insurers (ABI)

ITIC UK attendees enjoyed a day of debate and discussion on important topics including Brexit, mental health 
coverage and assistance, travel insurance claims and regulation. This year’s conference was attended by a huge 
range of professionals from the travel and health insurance sector, from underwriters and intermediaries to medical 
directors and repatriation experts. They took part in a full programme of educational panel sessions and speaker 
presentations, which were all followed by interesting open-forum discussion. Read on for a summary of all the 
presentations given throughout the day.
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Beginning this joint presentation, Fiona 
started by pointing out that, as an industry, 
travel insurers have not historically dealt 
very well with some medical conditions, 
including cancer, and so a high quality 
medical risk rating tool needed to be 
developed. Mental health conditions 
in particular have not been very well 
addressed by the travel insurance industry 
in the past, but with one in four people 
now potentially experiencing a mental 
health issue at some point in their life, 
travel insurance coverage is important. 
Protectif, tifgroup’s proprietary medical 
screening software, gathers information 
about people’s medication in order to 
assess risk. While not everyone can 
be screened online, Fiona was keen to 
point out that this doesn’t mean they 
are uninsurable. Screening people with 
mental health conditions is diff erent than 
that for people with a physical ailment, 
with many more risks to be considered, 

such as treatment timelines and ongoing 
care needs. Protectif is consistently 
evolving as a result of one-to-one 
screening, and the tool can be quickly 
updated to keep it relevant to users.
The industry as a whole, said Fiona, needs 
to engage more with its stakeholders 
such as charities that specialise in 
helping people with specifi c medical 
conditions, update the systems it uses 
so the language in medical screening 
programmes are understandable to 
users, and improve the products it is 
selling. Following Fiona’s presentation, 
the moderator asked what would happen 

if a mentally ill person were to lie during 
the screening process, and then make 
a claim – would the insurer be able to 
decline the claim if the person claimed not 
to know they had lied? Fiona responded 
by saying that communication from the 
Financial Ombudsman Service on this 
exact issue had resulted in medical 
screening questions being formulated 
in such a way that there can be no 
misunderstandings or omissions by 
the client accidentally. If there is no 
room for a lie to be told, and one is told 
anyway, then the FOS would decide in 
favour of the insurer in this situation.

Cover and assistance for travellers with mental health conditions
Fiona Macrae
Head of client engagement – Travel Insurance Facilities Group
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Moving on to the assistance side of the 
issue, Jon began by highlighting some 
concerning statistics – for example, 
that 11.3 per cent of travellers will 
experience some kind of psychiatric 
problem, with 2.5 per cent of that group 
suff ering from severe psychosis and 
1.2 per cent requiring four months of 
therapy after repatriation. Acute psychotic 
attacks, said Jon, represent around 
one-fi fth of travel-related problems.
Assistance companies could do more 
to focus on providing a high-quality 
service to travellers with mental health 
conditions, but in order to do so, they 
need the underwriter with whom they 
partner to be willing to bend the rules 
when it comes to coverage issues, 
because the Financial Ombudsman 
Service's response to complaints about 
a lack of cover or assistance in this area 
tends to favour the customer. Thus, there 

need to be clear lines of communication 
between the assistance doctor and the 
underwriter to ensure the customer is 
being treated as well as possible.
For front line assistance staff , Jon urged 
more training be off ered so staff  are ready 
to deal with customers calling with mental 
health needs, especially regarding the 
fact that the process of policy validation 
may not be as straightforward as in other 
assistance cases. Assistance doctors 
may not be mental health experts, so 
they should also be prepared to seek 
advice from colleagues and other 
professionals, especially if the person has 
a care team at home who will be able to 
share information pertinent to the case. 
Where people are going on their holidays 
or for work can have a signifi cant 
impact on their mental wellbeing, and 
destination is certainly a key piece of 
information that insurers should gather 
during their pre-travel screening process 
if at all possible, as care in a developing 
country may diff er markedly from mental 
care in a developed nation, both in a 
medical sense and a cultural sense.
Solo travellers suff ering a mental health 

condition can be very diffi  cult to deal with 
but, equally, those travelling with family 
and friends are no more straightforward 
from the assistance company’s 
perspective, said Jon. If relatives or 
travelling companions are distressed by 
the events around them, they are likely 
to need operational and/or fi nancial 
support. For single travellers, there may 
be requests for families to travel to the 
patient – assistance companies should 
consider whether or not this would help 
or hinder management of the case.
Finally, Jon discussed the needs of the 
patient during a repatriation, which, he 
said, is a decision that needs to be taken 
together by the treating doctor and the 
assistance doctor, especially with regards 
to whether or not an air ambulance or 
commercial repatriation is suitable. An 
important aspect of a repatriation if the 
patient is going on a commercial aircraft 
assisted by a mental health nurse, is for 
the nurse to be given suffi  cient time in 
resort with the patient to build a rapport. 
Bed shortages in the home destination are 
the fi nal hurdle that assistance companies 
must overcome during a repatriation. 

SCREENING PEOPLE WITH MENTAL HEALTH 
CONDITIONS IS DIFFERENT THAN THAT FOR PEOPLE 

WITH A PHYSICAL AILMENT, WITH MANY MORE 
RISKS TO BE CONSIDERED, SUCH AS TREATMENT 

TIMELINES AND ONGOING CARE NEEDS

Jon Phillips
Operations director – Emergency Assistance Facilities

ASSISTANCE DOCTORS MAY NOT BE MENTAL HEALTH EXPERTS, 
SO THEY SHOULD ALSO BE PREPARED TO SEEK ADVICE FROM 

COLLEAGUES AND OTHER PROFESSIONALS
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Tom took the audience on a whistle-stop 
tour of the latest news on the conduct 
and regulatory horizon. The presentation 
contained two or three issues that, 
while not solutions in themselves, were 
addressed to try to prompt the audience’s 
thinking on such matters.
Beginning his presentation by outlining 
the Financial Conduct Authority’s (FCA) 
new mission statement, Tom showed that 
the new priorities the FCA will focus on 
are ‘protecting consumers, protecting the 
integrity of the UK fi nancial system and 
promoting eff ective competition’. He stated 
that this means the FCA will take a more 
consultative approach to how it operates, 
and although there will be benefi ts to this 
change of stance to insurers, the principle 
of treating customers fairly is still at the 

core of its principles.
This means that fi nancial inclusion 
and access to vulnerable customers is 
important. The three main vulnerable 
groups that will aff ect travel insurers are 
those with disabilities, those that are old 
and those with pre-existing illnesses. The 
FCA is also keen to tackle barriers that 
stop vulnerable customers from gaining 
the right insurance. According to Tom, 
there are over nine million people over the 
age of 65 who want to travel, but 95 per 
cent of policies on the market have an age 
limit on them. As he pointed out, however, 
insurers are under no obligation to cover 
everyone, but insurers may be challenged 
by the FCA to be fair, to make evidence-
based decisions on cover limits, and to 
make sure the clients are signposted 

correctly to other insurers who can provide 
them with cover.
Tom also discussed the details of the 
Insurance Distribution Directive (IDD), 
outlining the necessary related training; 
the need to declare to consumers that 
a percentage of the premium could 
constitute commission; the need to 
declare consumers’ demands and needs; 
and the Insurance Product Information 
Document (IPID). Tom then suggested 
that in the future, an IPID may replace 
a policy summary, not the terms and 
conditions. Pushing what can be an 18-
page document down to two sides of A4 
is likely to be a ‘headache’ for the industry, 
especially as the format of the IPID is 
currently unknown. “Get prepared,” was 
Tom’s warning for the ITIC audience.

CONFERENCE SESSIONS

 The a� ernoon sessions at ITIC Brighton took on a different, high-paced format, with speakers talking for only 10 minutes on a 
niche area of main concern in which they are recognised experts. The topics varied widely, but having eyes on the future was the 
main theme running through each presentation. The session ended with an unscheduled look at the recent compensation claims 
issues in Spanish resorts. 

“The world is quite exciting at the moment,” 
Nel Mooy said to open her presentation. 
With pictures of Donald Trump, Brexit, 
Zika and terrorist attacks included in her 
presentation, ‘exciting’ certainly seemed 
one way to put it! The events of the last 
year that adorned Nel’s slide show have 
caused uncertainty in a lot of areas, but the 
changes in travel trends that have resulted 
from them have indeed been interesting for 
the industry.
Nel stated that many of the events of the 
last year have been unpredictable, and 
that it is useful to step back and ask what 
travel insurance is supposed to do when 
discussing these events. Using claims cost 

comparisons between 2014 and 2016, Nel 
showed how travellers have moved from 
mid-haul fl ights to more long-haul fl ights, 
with claims in the US going up 45 per cent 
during this time period. Turkey, due to its 
political situation, lost a huge number of 
travellers, with 81-per-cent fewer claims 
seen in 2016 than 2014. Claims are also 
increasing due to older people travelling 
more. Although an older person may 
declare any underlying condition they know 
of before they fl y, said Nel, as the ITIC 
audience will recognise, travel can cause 
unknown illnesses to be exacerbated.
New regulations from the Financial 
Conduct Authority and Financial 

Ombudsman Service (FOS) have also 
resulted in an increase in claims, as 
legislation brought in often favours 
claimants – Nel pointed to a recent FOS 
ruling which meant that travellers could 
claim if confi ned to their hotel rooms, not 
just hospitalised, as it eff ectively cut their 
holiday short.
“I think it is time to get our act together,” 
she concluded. “Costs are increasing, 
which is a challenge … but this is an 
opportunity.” Nel suggested that the travel 
insurance industry needs to learn from the 
home and motor insurance industries in 
keeping costs down, while also being there 
for the customer.

The key point that Mark Lee was keen to 
assert throughout his presentation was 
that, in regards to the Enterprise Act, travel 
insurers were in a much better position than 
other insurers. The Act, which took eff ect 
on 17 May, will mean that insurers will have 
to pay claimants back within a ‘reasonable 
time’. With the travel insurance industry, Mark 
asserted, it was only in limited circumstances 
that a claim may be contestable. However, if a 
policyholder did feel they had a case, it would 
mean court proceedings, litigation through 
the judicial system and the loser paying the 
legal fees.
Mark said that there are two key issues with 

this new legislation. The fi rst is that there is no 
defi nition for ‘reasonable time’. He explained 
that each case will be fact sensitive, and that 
this will be judged on: type of insurance; 
size and complexity of claim; compliance 
with relevant statutory or regulatory rules or 
guidance; and factors outside the insurer’s 
control. With regards to the compliance 
issue, he said that it seemed ‘inevitable’ that 
the Financial Ombudsman Service (FOS) 
will be consulted, but that it will be ‘good 
news’ if court decisions start to infl uence the 
FOS. The easiest way for insurers to protect 
themselves against any of these issues is to 
‘document document document’.

Mark stated that the best way to tackle his 
second key question, ‘what constitutes a 
reasonable claim?’, is to evidence good 
conduct. He recommended several steps 
that travel insurers could take, including 
comprehensive internal claims handling 
procedures, paying all interim payments and 
maintaining transparent communication with 
the policyholder, but did note most insurers 
‘have these steps already in place’.
Mark’s fi nal advice to travel insurers 
to prepare for this new legislation is to 
review internal processes and make sure 
all staff  is trained if this ‘narrow set of 
circumstances’ occur.

The conduct and regulatory horizon
Tom Bishop
Head of travel insurance – Direct Line Group

Changing trends in travel claims
Nel Mooy
Head of travel – AXA Insurance

The Enterprise Act
Mark Lee
Partner and head of the travel law team – Penningtons Manches LLP
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Sheilah began her ‘quick gallop’ through 
the new General Data Protection 
Regulation (GDPR) by warning insurers 
that they should already be preparing 
it. The GDPR is the biggest change in 
data reform for a while, but does have 
similarities to the 1995 Data Protection 
Directive, which it is replacing.
The fi rst thing that Sheilah wanted to clear 
up was that although the GDPR is an EU 
directive, Brexit will not aff ect it. The UK will 
still be in the EU when the directive passes, 
plus the directive is still seen as the ‘gold 
standard’. There may be some adjustments 
made, but the GDPR’s core principles will 
remain the same.
Sheilah then ran through some of the 
changes that the GDPR will bring: a 

requirement for greater transparency; wider 
territorial application; direct obligations 
on processors; and a new principle of 
accountability. The new regulations will 
also mean that the public will be allowed 
better access to their own data, including 
the right to erasure, portability and a right 
to object to processing on legitimate 
interest grounds. One of the new issues 
that caused a murmur through the 
conference hall was the announcement of 
the new penalty system, which could see 
a company fi ned a maximum €20 million, 
or four per cent of worldwide turnover for 
failing to comply with the new legislation. 
This topic spurred questions after the 
discussion as well, with issues being raised 
around a company being fi ned if a ‘rogue’ 

employee decided to leak data. Sheilah 
confi rmed that there may still be a fi ne, 
but if the company can show that it had 
followed correct processes, it may not be 
as bad.
Sheilah stated that there were fi ve main 
issues that companies should be looking 
at in regard to GDPR: special categories 
of data; automated decision-making; data 
subject rights; controller and processor 
obligations; and international data 
transfers. The best way for insurers to avoid 
all these issues is to: work out what [data] 
you have, what you do with it, who you give 
it to and talk to lawyers. Also look at the 
Information Commissioner’s Offi  ce website. 
Preparation and familiarisation with the 
new guidelines is key, Sheilah concluded.

Ian began his presentation by neatly and 
succinctly summing up his thoughts on the 
controversial ‘Collateral Lie’ ruling that has 
become so controversial with one picture: a 
storm in a tea cup.
The ruling in the Versloot vs HDI Gerling 
case last year saw four UK supreme court 
judges rule in favour of a ship that had 
lied in its insurance claim. The company 
that owned the boat said that a warning 
alarm onboard had failed, when that was in 
fact not true. This lie was deemed to be a 
collateral lie, as the insurance covered the 
ship's engine from failure. Many, including 
the ABI and tabloid press, got ‘worked up’ 
about the outcome, which some (again 

Ian pointed mostly at the tabloid press) 
interpreted as claimants now being able to 
lie on all insurance claims. Ian looked at the 
reasoning of the one dissenting judge in the 
case, who had said he was worried that the 
decision would ‘open the fl ood gates’ for 
fraudulent claims.
Ian, however, believed that the case 
judgment was well written: “It took the 
opportunity to emphasise what is fraud 
and that fraudulent claims still shouldn’t 
be paid.” He said it helped to defi ne and 
determine what a collateral lie was. He 
did acknowledge, however, that the court 
had the benefi t of hindsight when making 
its decision, something that future cases 

may not have. There is also the new added 
pressure of the Enterprise Act, which 
will mean that insurers will not be able to 
investigate possibly fraudulent claims for the 
length of time they would like.
Ian, like many of the audience questioned 
after, was on the fence about the matter. 
Though he does not believe the ruling 
will actually increase fraudulent claims, 
he asserted that lying is, of course, bad. 
He understands why claimants may add 
collateral lies to their claims to speed up the 
claim process, but worries that there is a 
lack of clarity about where the line is drawn. 
It is a situation, he said, that will have to be 
watched closely.

Impact of the ‘Collateral Lie’ ruling
Ian Brown
Partner – Trowers & Hamlins

General Data Protection Regulation
Sheilah Mackie
Partner – Blake Morgan LLP

The a� ernoon session concluded with a short ITV video report outlining the recent spate of UK tourists suing Spanish resort hotels for falsifi ed food 
poisoning claims. Mark Lee and Ian Brown were invited up onto the stage to discuss their thoughts on the matter. Mark began by outlining what he 
believed to be the causes of this new ‘industry’, including civil justice reforms in 2013, but said that several steps have been taken to combat the issue. 
Ian said that, while his fi rm does not deal with many of these cases, he believes it is ‘totally wrong’. He also expressed his concern that these fake 
claims will have a negative effect on real claims.

With the 12 fi rms that have been accused of telling tourists to make false claims being investigated and likely shut down, both Mark and Ian, plus 
many ITIC attendees, asserted that these claims are likely to affect the travel trade more than insurance claims. This session concluded with 
everyone agreeing to revisit the topic next year.
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FAREWELL DINNER / ONE NIGHT IN BRIGHTON
Sponsored by UnitedHealthcare Global

Beginning with a fl ight in the world’s tallest moving observation tower, the British Airways i360, ITIC guests enjoyed sparkling English white 
wine, courtesy of UnitedHealthcare Global. There followed an evening of good food, fi ne wine and hilarity at ITIC’s ‘One Night in Brighton’ event, 
courtesy of some of the UK’s best comedians, Stephen Grant and Sean Collins.


