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SEASON’S
GREETINGS
To all our new and existing clients, may 
you enjoy a safe and prosperous 2017.

ER24 Global Assist and Mediclinic 
International offer a range of integrated 
healthcare solutions that you can rely on.

WORLD-CLASS CLINICAL CARE 
IN AFRICA AND ABROAD

Table Mountain, Cape Town South Africa
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Be afraud, be very afraud

A new consumer survey has found 
that fraudulent travel illness claims 
are causing a rise in holiday prices, 
which could pose a threat to the 
travel industry’s future

Global insurance and risk law specialist 
BLM commissioned YouGov to survey more 
than 2,000 UK consumers about their travel 
habits and attitudes towards fraudulent 
all-inclusive holiday sickness claims. This 
was after the fi rm saw claims against its 

travel customers soar over the past year.
The survey found that 46 per cent of people 
think it would be acceptable to make 
a claim for food poisoning even if they 
weren’t sure their illness was the fault of 
the hotel. According to BLM, this belief has 
helped create a ‘thriving fraud culture’.
Partner and head of fraud at BLM Sarah 
Hill said that it is no exaggeration to call this 
situation an epidemic. “Claims management 
companies (CMCs) have identifi ed this as fertile 
ground and there is a deep pool of potential 

claimants up for grabs,” she stated. “There 
needs to be some level of consumer education, 
as almost half of those surveyed think this 
practice is acceptable. In reality, it is against 
the law and is pushing up holiday prices.”
Hill said the industry needs to come 
together with government to develop a 
solution to the issue: “It needs addressing 
in the same way whiplash claims were, with 
regulation that drives rogue CMCs out of 
the market. If left unchecked, this could 
threaten the future of the travel industry.”

www.itij.tv
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Has the travel insurance industry’s 
approach towards mental health 
provision improved? 

Following the landmark case of Ella Ingram, 
which was previously reported in ITIJ, in 
which she challenged Australian insurance 
company QBE in court on the basis that the 
insurer had discriminated against her for her 
depression – a case that she won – mental 
health advocates around the world expressed 
hope that this would signal a change in how the 
insurance industry dealt with issues of mental 
health. However, some are disappointed with a 
perceived lack of progress.
ABC News in Australia quoted psychiatrist 
Gary Galambos, chair of the New South 
Wales branch of the Royal Australian and 
New Zealand College of Psychiatrists, as 
saying: “I’ve had patients anxious about it 
being recorded that they’ve seen a psychiatrist 
… they’re fearful an insurer will exclude 
people from products if they’ve even seen 
a psychiatrist. It doesn’t make sense.” He 
suggested insurers are still stuck in ‘the 
Dark Ages’, and continued: “The insurance 
industry should be encouraging people to 
see us, and be reassured that help-seeking 
people are healthy people, and are less 
likely to be a risk for these companies.”
ABC also spoke to Frank Quinlan, chief 
executive of Mental Health Australia, who cited 
a case in which a school leaver consulted a 
school psychologist for career counselling 
advice ‘and was subsequently excluded from 
having insurance’. “It’s very hard to conceive 
of a world in which they present a particular 

In search of 
peace of mind

http://www.itij.tv
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As insurers the world over brace themselves for 2017, one region in 
particular is preparing for unprecedented change this year. With the UK’s 
decision to leave the European Union, all eyes are on Britain and what 
will become of the agreements and contracts it has in place with a broad 
range of fi nancial, medical and legal institutions across Europe. Naturally, 
the analysis has already begun and insurers and assistance providers have 
started to feel the eff ects of an uncertain market and fl uctuating currencies 
following the referendum (see Brexit – a view from the sharp end of 
claims, p.8). Once Article 50 is triggered, however, the UK and Europe can 
begin negotiations that will pave the way for the future of their insurance 
and related industries. What these negotiations might entail and what the 
travel insurance industry would like to get out of the new world order will 
play a key part in the agenda of the International Travel & Health Insurance 
Conference that will be held in Brighton in May, when representatives 

from all areas of travel and health insurance will come together to discuss 
these important issues and hear from key associations and governing 
bodies on a myriad of Brexit-related topics. ITIJ will see you there.
In this issue of ITIJ, we have a number of opinion pieces relating to a broad 
range of industry topics, including data science (p.17) and the evolving cruise 
market (p.19); we have the second part in our feature series on covering 
impaired travellers (p.32) ; and we have a number of articles that look at the 
lay of the land over the coming year. Here’s hoping it’s a good one for you all. 
We will be out and about more in 2017, so we look forward to 
seeing you at various industry events, and we’ll be keeping you 
in the loop with our weekly video news updates and up-to-the-
minute articles on our website. If you have news you’d like to share 
with us, please don’t hesitate to send it in to news@itij.com. 
We hope you enjoy this issue, and wish you all the best for 2017!
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CONTINUED FROM PAGE 1

A happy new year to one and all!

And what wondrous new 
developments does the 
New Year bring?

Well, not only are claims for holiday 
sickness (see page 1) now reaching 
epidemic proportions, but now lots 
of people of are making fraudulent 
claims. Well, what a surprise – yes, 
people are arriving back at their hotel 
after a night on the town, emptying 
the contents of their stomach and 
claiming it was the fault of the hotel. 
It’s enough to make you sick, isn’t it? 

The other story on the front page 
deals with issues of mental health. 
I must say I thought it was about 
insurers and underwriters (who I’ve 
always thought insane to write these 
policies). But no, when I read on 
(yes, I can read, thanks) it’s actually 
about making provisions in travel 
insurance policies for mental health 
problems. This I don’t quite get. If 
you’ve bought a travel insurance 
policy for your trip, I’d have thought 
you quite sane. It’s the other lot that 
don’t that I think are barking mad.

Talking of madness (see page 7), 
Travel Insurance International has 
provided three tips about living in 
or travelling to or from a hurricane 
zone. Wait, don’t bother reading 
it. I have just one tip – DON’T GO 
THERE. And/or see if you can fi nd 
an insurance policy that off ers high 
cover for the mental health thing.

Yes, well anyway, have a great 2017!

Ian Cameron
Editor-in-chief

ian@itij.com

Editorial 
Blog

risk to an insurance company,” he said.
“Stress, anxiety, depression – these sorts 
of terms are thrown about very casually 
by most people,” added Josh Mennen, 
of Maurice Blackburn Lawyers. “By 
mentioning that to a doctor and having 
them write those words in a fi le note, 
people could be seriously prejudicing their 
future rights under an insurance policy. 
The insurer can seek to use the law to void 
the entire policy, even though the current 
cause of complaint has absolutely nothing 
to do with what may seem like a reasonably 
innocuous complaint many years prior.”
So what is the root of the problem? Is the 
industry falling down in terms of provision 
and accommodation for mental health 
issues? Or are we once more running into 
the perception problem, as bad – and not 
always accurate – press translates to a poor 
reputation? Whichever it is, this seems like 
too important an issue for the insurance 
industry not to take a strong lead.

In search of 
peace of mind In the UK, there have been calls 

for the government to reduce the 
20-per-cent insurance premium tax 
(IPT) levied on travel insurance, 
which is seen as unnecessary 
and unfair

There have been calls from members 
of parliament for the government to 
rethink plans to raise the basic rate of 
IPT to 12 per cent this year, and now 
Michael Pettifer, managing director of 
MPI Brokers, has weighed in with his 
view. “We fully support [Liberal Democrat 
leader] Tim Farron’s early day motion that 
calls for refl ection on the Chancellor’s 
announcement of an increase in the 
basic rate of IPT from 10 per cent to 12 
per cent,” said Pettifer, “but we also urge 
Mr Farron and the government to take 
this opportunity to review the 20-per-cent 
IPT on travel insurance. The higher rate 
was introduced to curtail an apparent 
abuse dubbed ‘value shifting’ which, 
due to regulation, no longer exists. One 
of the unintended consequences is that 
certain groups of travellers are unfairly 
taxed due to age, riskier activity, poor 
health or length of travel – for example, 
gap year students and seasonaires.”
Referring to the latter group, Pettifer 
went on to say: “After the higher rate was 
introduced in the Budget in 1999, there 
was a signifi cant increase in the number 
of referrals to the British Consulates 
and Embassies by students in trouble 
abroad, due either to having no insurance 
or policies of poor quality. In response, 
the Foreign and Commonwealth Offi  ce 

launched the ‘Know before you go’ 
campaign (recently rebranded to ‘Travel 
aware’) . This included encouraging 
people to get travel insurance – which 
meant they had to pay more high-rate 
tax to the government. There is now 
no logical reason why the travelling 
public should have to pay such an 

exorbitant rate of tax on travel insurance 
as well as all the other taxes they 
have to pay for travelling overseas.”
Over-taxing is dangerous, said 
Pettifer, because it always ends up 
tempting people to look for cheaper 
insurance. “[But] don’t be fooled by 
cheaper premiums,” he warned, “as 
they always mean reduced cover.”

Calls for IPT to be reduced

Over-taxing is dangerous

According to UAE-based comparison site 
compareit4me.com, the holiday period 
at the end of 2016 saw an impressive 
291-per-cent rise in searches for travel 
insurance from UAE residents, illustrating 
a desire for peace of mind and safety 
while travelling. The high point was seen 
in November, with an increase of 291.91 
per cent compared with the previous 
month. The site also noted a 66-per-cent 
increase in the average time spent looking 
at each available travel insurance policy 
between October and November. These 
fi gures were greeted with relief by travel 
insurance authorities in the country, as a 

survey conducted earlier on in 2016 by 
compareit4me.com found that 80 
per cent of travellers heading abroad 
from the UAE had suff ered some 
variety of mishap while travelling.
“It’s certainly encouraging to see people 
give the idea of travel insurance more 
thought,” said Jonathan Rawling, the 

UAE sees 
uptick in travel 
insurance 
searches

data suggests that 
UAE residents want the 

peace of mind that travel 
insurance provides

website’s chief fi nancial offi  cer. “Whether 
you purchase travel insurance from a 
comparison website, or direct from an 
insurer, we always recommend taking 
a policy out. It could save you a lot of 
trouble should anything go wrong on your 
holiday. And I’m afraid that things can 
go wrong – one in six customers make a 
claim on their travel insurance policies.”
The good news, Rawling went on to say, is 
that ‘our data suggests that UAE residents 
want the peace of mind that travel 
insurance provides’: “We’d expect an 
uptick in travel insurance searches ahead 
of the holiday season, given that’s when 
most people tend to travel, but the fact 
that the numbers have swelled so much 
suggests that, this year, travellers from the 
UAE really do see more value in that safety 
net than they have done in previous years.”

mailto:ian@itij.com
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According to a new report, the 
global travel insurance market will 
see impressive growth over the 
next fi ve years

Allied Market Research’s snappily titled 
report, Travel Insurance Market by Insurance 
Cover, Distribution Channel, Users, 
Geography – Global Opportunity Analysis 
and Industry Forecast, 2014 – 2022, 
suggests that by 2022, the global travel 
insurance market will generate $28,265 
million, with a compound annual growth 
rate (CAGR) of 8.5 per cent. The region 
accounting for the largest share of the 
global market, as of 2015, was Europe, with 

growth there driven by rising numbers of 
older travellers, as well as increasing 
expenditure on business travel 
on the part of employers with 
globally mobile workers. More 
broadly, as tourism has risen, 
so has travel insurance 
take-up. However, Allied 
Market Research expects 
that Europe’s share of the 
global market is likely to 
decrease over the next few 
years, at least partially due to 
the repercussions of Brexit.
The report also forecasts that the 
business travel segment, in particular, will 

Looking aheadTips for agents 
and travellers
US-based travel insurance provider Travel 
Insured International has off ered travel 
agents and travellers three tips it has 
learned from the 2016 hurricane season. 
The fi rst is that, while booking a trip for a client, 
agents should explain that even though they 
may not live in, or be travelling to, a destination 
where a hurricane or winter storm is occurring, 
their travel plans may still be aff ected. 
The second tip is that travellers whose 
homes are made uninhabitable due to 
a storm, forcing a trip to be cancelled, 
should gather documentation, including 
proof from their homeowners insurance 
verifying what damage has incurred, 
along with photos of the damage.
Thirdly, Travel Insured International advises 
that travellers who were unable to get to 
the airport for a scheduled departure, or 
whose trip was interrupted by a storm, 
can provide newspapers or online 
articles to document road closures.

Consumer advice body Which? Money 
recently looked into 200 travel insurance 
policies available in the UK, and evaluated 
them based on customer service, value for 
money and clarity of policy. The insurers that 
the organisation reviewed included Age UK, 
Aviva, Churchill, Direct Line, LV= and Saga.
According to Which? Money, the companies’ 
customer and claims satisfaction scores 
were calculated using a combination 
of overall customer satisfaction and the 
likelihood of recommending the provider 
to a friend. The policy scores, meanwhile, 
were calculated by rating the most important 
elements of the policy, including medical 
expenses cover limit, cancellation and 
curtailment limit, travel delay limit, baggage 
and belongings limit and money limit. 
The scores can be viewed via: 
itij.com/story/12948

Policy analysis 
from Which? 
Money

register the fastest CAGR, with 9.7 per 
cent predicted. This will be driven 

by increased international trade, 
overseas business expansion 

and a general increase in 
expenditure on the part 
of business travellers. 
Additionally, the report 
suggests that aggregators 
will be the fastest growing 
service channel, due to 

increasing levels of Internet 
usage around the world. 

Over the period forecast, the 
CAGR of the aggregator segment 

is likely to reach around 11.5 per cent.

http://www.taa.at
mailto:taa@taa.at
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INDUSTRY VOICE

The UK’s seismic decision to leave 
the European Union (EU) following 
the referendum on 23 June this 
year continues to dominate the 
thoughts of travel insurers as 
we head towards 2017 and the 
fi rst stages of the Government’s 
negotiations, writes Jon Phillips, 
head of the emergency assistance 
and cost containment teams 
at Travel Insurance Facilities 
Group (TIFGroup) 

There is much uncertainty about what 
will happen over the next two years as 
Britain negotiates its exit and how this will 
impact on our industry here in the UK. 
How will changes to passporting rights 
deter European travel insurers from writing 
business in the UK? What, if anything, will 
replace the European Health Insurance 
Card (EHIC), which entitles Britons to 
free or reduced-cost access to public 
healthcare facilities in member countries? 
How will claims costs be aff ected if airlines 
cannot operate freely all over the EU under 
the Union’s air service agreement?
These questions and many more 
will become the focus of attention 
as negotiations proceed. However, 
one certainty was apparent within 
24 hours of the result: claims cost 
would increase dramatically as sterling 
lost value against major currencies, 
particularly the US dollar and the euro.
At the beginning of 2016, insurers were 
settling invoices from medical facilities 
and other providers at US$1.47 and €1.34 
to the pound, and these rates varied only 

slightly up until 23 June. Within weeks of the 
referendum result these rates had dropped 
to $1.32 and €1.17 – at one point in October 
they were down to $1.21 and €1.10. 
The net eff ect of these changes has been 
felt most keenly on invoices from medical 
facilities and air ambulance companies 
billing in US dollars and euros, these being 
the largest single claims costs a travel 
insurer generally pays. A $100,000 bill from 
a US hospital, settled in January 2016 at 
around £68,000, would have been paid 
at over £82,000 at the lowest rate point 
in October. A €30,000 air ambulance bill 
would have increased from around £22,300 
to over £27,000 in the same period.
Such signifi cant increases in costs – 20 
per cent or more – in a relatively short 
period of time can only mean trouble 
for insurers who write travel business in 
the UK. For those who struggled to run 
profi table books prior to June when the 

Brexit – a view from the sharp end of claims

For those who struggled to run profi table books prior to June ... it is 
particularly bad news. Some will be looking at an obvious remedy: 

increasing front-end premium rates

exchange rates were favourable for claims 
outlay, it is particularly bad news. Some 
will be looking at an obvious remedy: 
increasing front-end premium rates in 
order to plug the gap. However, this raises 
the spectre of being unable to renew 

existing business or acquire new business 
in a notoriously competitive market.
The sterling exchange rates – generally 
acknowledged as being unnaturally high 
pre-Brexit anyway – have shown signs 
of recovery, although few experts seem 
able to predict what will happen next. The 
general consensus appears to be that 
fl uctuations will continue in line with ongoing 

uncertainty and insurers must be prepared. 
One reaction could be a shift in travel 
patterns during 2017. There could be a 
switch to worldwide destinations where 
sterling has fared better, and this could 
have an impact not only on cancellation 

claims, but also on claims for medical 
expenses as the costs worldwide are 
usually higher than Europe, especially 
with regards to repatriation.
No mention has been made of the most 
important people in all this: the paying 
public. A signifi cant and general increase in 
travel insurance premiums will hit pockets 
and may mean more people reduce 
their policy spend, either not taking out 
insurance at all or taking out cover that 
doesn’t adequately meet their needs.
So is it all doom and gloom? That depends 
– more than ever before – on the facilities 
available to insurers to control claims costs. It 
is incumbent on assistance services, claims 
handlers, cost containment companies and 
their partners to ensure that greater eff ort 
is put into reducing unnecessary claims 
costs. Whether it’s an overpriced medical 
bill or an unnecessary air ambulance, 
we all have a duty – to customers and 
insurers alike –  to work harder than ever 
before at ensuring insurers pay only what is 
reasonable and necessary without impacting 
on the service to the travelling public.

mailto:Ops@AirAmbulanceWorldwide.com


9

NEWS

and turn them into simple, high quality and low cost solutions !

We take your complex challenges in Turkey

0000 €2,173 0000

C

M

Y

CM

MY

CY

CMY

K

printadd.pdf   1   26.09.2016   18:07

Opting to opt 
out of not 
opting out of 
opt-out
In news that has been welcomed by airline 
passengers and consumer bodies, three 
Australian airlines have fi nally seen fi t to 
stop the pre-selection of travel insurance 
on their websites. Virgin Australia, Tigerair 
Australia and Jetstar – whose reluctance 
to opt out of opt-out has previously been 
reported in the pages of ITIJ – will all take 
steps to ensure that customers no longer 
have to actively de-select travel insurance 
when purchasing plane tickets. They will, 
however, be able to opt in if they so wish.
“The Australian Competition & 
Consumer Commission (ACCC) has 
been engaging with domestic airlines 
seeking their agreement to cease the 
practice of pre-selection,” commented 
Rod Sims, chairman of the ACCC. “The 
ACCC has been concerned that the 
opt-out model means that a number 
of consumers inadvertently end up 
paying for unwanted ‘pre-ticked’ extras. 
[We] will continue to work with other 
domestic airlines to end the practice.”

GBTA forecasts 
opportunity for 
travel insurance
According to the Global Business Travel 
Association (GBTA), an ongoing rise in 
global business travel spending is likely 
to provide major growth opportunities for 
the travel insurance industry throughout 
2017 and beyond. Since 2009, global 
spend on business travel has been growing 
continuously, despite political turmoil and 
economic slowdown, and according to 
GBTA’s fi gures, 2016 saw a 3.7-per-cent 
increase in spend, with airfares, hotels, car 
rentals and other such expenses seeing 
an increase of between four and six per 
cent. Employers are also waking up to 
heightened duty of care responsibilities as 
they send employees abroad, and due to 
various factors such as disease outbreaks, 
terrorist attacks and so on, safety is a bigger 
concern than ever – which has resulted 
in an increase in the purchase of travel 
insurance policies for business travellers, 
particularly for those heading to Europe 
and Africa. Uptake has also been driven by 
technological advancements and enhanced 
travel options, according to GBTA, as 
has the proliferation of ‘bleisure’, i.e. trips 
that combine business and leisure.

UK insurers may be pleased to fi nd out that 
Nationwide, one of the country’s largest 
fi nancial institutions, scrapped its annual 
multi-trip travel insurance perk in mid-
December, meaning a little less competition 
in the UK’s travel insurance space. According 
to Nationwide, the perk – which will not 
be available to new customers but will 
be retained for existing customers who 
already met the eligibility criteria before 15 
December – has been removed in order 
to simplify its current account range.
“Although the FlexAccount current account 
remains popular,” said a spokesperson, 
“only a very small number of new 
customers go on to take the benefi t.”

Nationwide drops travel insurance benefi t
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An interesting year

Two separate gangs that 
specialised in robbing foreign 
tourists have been broken up in 
Spain, one covering the Catalonia 
region around Barcelona and the 
other operating near Madrid. David 
Ing busts this case wide open

In both cases the gangs dressed up as 
police officers and picked mostly on passing 
tourists while they were driving through. 
The Catalan regional police, the Mossos 
d’Esquadra, said on 7 December that they 
had arrested eight suspects in Catalonia and 
the neighbouring Valencia region, including 
the ringleaders, who have been accused of 
taking part in 40 thefts dating back to the 
peak summer holiday month of August.
Most of the crimes were reportedly 
committed in a similar way, with two or three 
members dressing up as police officers and 
carrying out supposed road checks. The 
gangs concentrated on the Vallès Oriental 
district near Barcelona, an area much 
transited by foreign cars, and usually at off-
peak times, giving them a better chance of 

a fast getaway. However, they also stole from 
tourists near hotels in the city centre and 
the Barcelona-El Prat airport. The standard 
stopping procedure used by the gang was 
supposedly to check on whether the people 
in the car were carrying drugs or false money. 
In a co-ordinated raid on five addresses 
in Badalona, near Barcelona, police said 
they recovered cash as well as a cache 
of jewels, luxury watches and electronic 
goods. The round-up came just days after 
another gang of eight, including three 
women, were arrested near Madrid and 
accused of 21 similar thefts targeting 
tourists. In this case, police investigations 
dated back to last June, when they started 
receiving information about the gang 
members using false identity plaques.
The arrests were made after cash, goods 
and false identifications were seized in 
raids on three properties in towns south 
and west of Madrid. Police said their 
investigations had been complicated by 
the fact that some victims did not report 
the incidents as they were hurrying to 
get to their holiday destinations.

A fair cop
As the travel insurance industry 
looks forward to a new year, US-
based travel insurer CSA Travel 
Protection has looked back on 
2016’s travel insurance trends 
and offered predictions for 
what’s in store for 2017

Events that CSA Travel Protection 
says have shaped the travel industry 
landscape are: illnesses such as the Zika 
outbreak, whose effects will continue 
to be felt throughout this year; extreme 
weather, including Hurricane Matthew, 
which meteorologists suggest are set to 
become the new normal as the climate 
continues to change; and current events 
and acts of terrorism, including Brexit 
and the bombings in New York City. 
Bob Chambers, vice-president of 
operations at CSA Travel Protection, 
believes that growing understanding 
about travel policies and what they cover 

has prompted a growth in policy sales: 
“The outcome is that travellers want 
to know more about travel insurance 
and what it covers in situations like 
these. Travel professionals and travel 
insurance companies are doing more 
to educate consumers to help them 
not only feel better protected while 
they travel, but better understand the 
protection they have in place. This 
growing awareness may be one reason 
why travel insurance companies are 
seeing an uptick in policies sold.”
When it comes to 2017, CSA Travel 
Protection says that it expects continued 
interest from consumers and travel 
industry professionals, and predicts 
that travel insurance will remain in high 
demand. The company also predicts 
that technology will continue to be a 
major focus for the travel insurance 
industry, with mobile technology 
expanding in the next year or two. 

International Travel and Healthcare has 
released research claiming that areas of 
France, Turkey and North Africa are seeing 
a decline in UK travellers. According to 
its report, 42 per cent of UK travellers are 
concerned about terrorism affecting their 
travel plans, which is reflected in Civil Aviation 
Authority figures that show a three-per-cent 
drop in air traffic to France between May 
2015 and May 2016. Other destinations, 
meanwhile, saw a rise in air traffic during 
this time, specifically Spain and Italy, with a 
nine-per-cent increase, and Malta, Greece 
and Portugal, with a five-per-cent increase.
Comparing the first quarters of 2015 and 
2016, the Office of National Statistics data 

showed that France witnessed a four-per-
cent drop in visitors and a 12-per-cent 
decrease in money spent in the country. 
Turkey, another country that experienced a 
great deal of unrest in 2016, had a similar 
decline, with 10 per cent fewer visitors in the 

first quarter of 2016 compared to 2015.
However, according to Markel International, 
the underwriter for terrorism policy Safe 
Journey, the UK has experienced far 
more terrorist events in 2016 than France 
has, with a 131-per-cent increase in 
terrorism events in the UK since 2015. 
By contrast, France experienced a 
14-per-cent drop in the same period.
“The huge surge in popularity in the 
Mediterranean for UK visitors shows tourists 
are looking for safer places to spend their 
holidays,” said Kate Huet, managing director 
of International Travel and Healthcare. 
“Safety is a top factor, despite costing 
a little extra – no doubt promising the 
continued rise of the ‘Spanish premium’.”

Brits fear terrorism in France, 
despite drop in events

The huge surge in 
popularity in the 

Mediterranean for 
UK visitors shows 

tourists are looking for 
safer places to spend 

their holidays
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Keep it together
In response to a perceived lack of 
awareness among holidaymakers, UK-
based Medical Travel Compared, a travel 
insurance comparison site for people 
with pre-existing conditions, is reminding 
holidaymakers that they could be risking 
gaps in their cover by not insuring travel 
companions under the same policy. 
“Because travel insurance only covers 
those named on the policy, the insurer 
is not obliged to pay out for a claim 
that is in any way related a pre-existing 
medical condition of a companion 
insured elsewhere,” explained Vicki 
Moses, managing director of marketing 
for Medical Travel Compared. “So, if 
the holiday has to be cancelled or cut 
short due to the companion’s illness, 
you could face being out of pocket.”
She added that the important thing is 
that all travelling companions, even 
if they are insured elsewhere, are 
covered for the other travellers’ pre-
existing conditions so that they are not 
left uninsured in the event of a claim. 
Medical Travel Compared recommends 
that those applying for specialist travel 
insurance to cover a pre-existing medical 
condition add travel companions to 
the policy, even if they do not have 
any medical conditions themselves.
“We have a saying: if you’re travelling 
together, be insured together,” says Vicki.

Travel vaccines 
in demand
According to a new report from market 
researcher Technavio, the global travel 
vaccines market is expected to grow 
at a compound annual growth rate 
of around seven per cent during the 
forecast period of 2016 to 2020.
The report classifies the market, based 
on disease type, into meningococcal 
vaccines, hepatitis B vaccines, hepatitis 
A vaccines, and others (which include 
vaccines of Japanese encephalitis, rabies, 
typhoid, yellow fever, and measles). 
According to the report, globalisation is 
fuelling the demand for travel vaccines. 
It found that the Americas is the largest 
travel vaccines market, which had a share 
of more than 64 per cent in 2015. It also 
discovered that the travel vaccines market in 
the Americas is growing at a moderate rate, 
but slower than Europe, the Middle East and 
Africa (EMEA) and Asia-Pacific (APAC).

US-based travel insurance 
comparison site Squaremouth has 
shared three questions travellers 
should ask themselves before 
buying travel insurance for a cruise, 
in the hope of quelling confusion

First off, Squaremouth advises travellers with 
specific concerns to compare the insurance 
offered through their cruise line to that of a 
third party, as this will help ensure they get 
the coverage they need for the lowest price. 
“Third-party travel insurance is often more 
comprehensive compared to what’s offered 
through the cruise line, which may limit benefit 
amounts or remove coverage altogether,” 

it states. Squaremouth also reminds 
travellers that while cruise line coverage 
may cover trip cancellation, it will often only 
cover flights and hotel accommodation 
booked through the cruise provider.
Secondly, Squaremouth informs customers 
that medical bills can add up quickly for 
travellers going on extended or remote 
cruises, especially if evacuation is required. 
Squaremouth claims expert Brandi 
Morse recommends cruisers purchase 
at least US$100,000 in emergency 
medical coverage and US$250,000 
in medical evacuation coverage.
Thirdly, Squaremouth advises customers to 
ask themselves whether they need coverage 

for travel to the cruise. It says a lot can 
happen before they even arrive at the port. 
“If a mechanical or weather-related flight 
delay causes you to miss your boat, the 
Travel Delay and Missed Connection benefits 
can help you get to the next port,” says 
Squaremouth product manager Adam Rusin.
Fingers crossed the message will get through…

Cruise clues



12

MARM ASSISTANCE ADVERTORIAL

I would like to take this opportunity to 
wish dear ITIC participants success 

and prosperity in their business.

Wishing for the continuity of our fruitful 
cooperation for many more years to come.

Mahmut KADİRBEYOĞLU
CEO

Dear business partners and friends,

Following on from last month’s advertorial, in 
which we took a look at the year in review and 
Marm Assistance’s activities, this month we 
will focus on our expectations and aspirations 
for 2017. 

Some of the unfor tunate events that occurred 
across the globe in 2016 have impacted on 
assistance services in the travel and leisure 
industry, not least due to the continuous 
undercurrent of a possible threat. 

Initially, the bombings in Paris, Brussels and 
Istanbul were thought of as rare and unusual 
incidents. However, as instances of terror 
spread, the importance of preparedness, 
access to information, and the ability to respond 
rapidly became increasingly apparent. 

Born and bred in the Turkish market, where 
it has been for the past 30 years, Marm 
Assistance has the experience, know-how 
and track record to navigate ever-changing 
conditions and access to a wide network 
of counterparties and information sources. 
This means we can keep our business 
partners abreast of the most up-to-date 
regional developments.

Furthermore, Marm Assistance has upgraded 
its Business Continuity programmes registered 
in its ISO 27001: 2013 Information Security 
Management System and ISO 9001: 2000 
(2008) Quality Management certificates and 
installed significantly improved infrastructure 
to support continuous operations 24/7/365 at 
its new office at Airport Plaza in İstanbul.

As a pioneer and trend setter Marm Assistance 
is working to become the reference center for 
the local market and the region. As such, our 
office in Tehran will be extending security 
briefings to our partners visiting the region, in 
addition to continuing to provide our medical 
assistance case management services. 

The regional medical assistance services 
provided through our Dubai office, which 
currently handles medical assistance cases 
for 13 countries in the Middle East region, 
will be fur ther expanded during 2017. Marm 
Assistance has operated as ‘your extended 
arm in Turkey’ for a number of years now, but 

our vision is to become ‘your extended arm in 
the Region’.

While we will be endeavouring to grow in 
the region, we will also continue to entrench 
our position in our core business of medical 
assistance  and roadside management. 
Detailed planning, including assessment of 
all possible outcomes, will draw on extensive 
experience provided by a dedicated, 
experienced pool of professionals. 

We know that advertisements, plans and 
training have  no value unless they  can 
be performed on the field. Therefore, the 
Marm Assistance medical team has been 
staffed with field-proven professionals that 
are experienced in crisis management, 
aeromedical patient transport, logistics and 
operations. Our team of flight physicians 
and flight nurses with previous experience in 
Turkey and the wider region are able to assist 
as air medical escort services, providing our 
clients with a cost- and time-effective solution.
Marm Assistance has demonstrated great 
success in roadside assistance in 2016 and 
is expecting fur ther growth in the coming 
years. In 2016, Marm Assistance reached the 
historic landmark of holding 32 per cent of the 
Turkish road market following successful wins 

in tenders for roadside assistance services to 
many notable brands, as well as continuous 
renewal of contracts from customers on the 
back of consistently satisfactory customer 
services.  Marm Assistance is well positioned 
for the upcoming tenders for 2017 and we are 
confident in our ability to fur ther entrench our 
market position.

In addition to continuously exploring new 
avenues to excel in service provision, Marm 
is fur thering its initiatives in other areas which 
it believes will bring value to its customers. 
One such initiative is the Marm travel agency, 
which has been set up to address the 
difficulties and irregularities encountered 
with hotel bookings.  In addition to significant 
improvements in the level of customer service 
we provide, we also expect to be able to cut 
costs for our customers in these areas. The 
24/7/365 uninterrupted service provided 
by the Marm travel agency quickly proved 
itself to be a success, with the Turkish Travel 
Association having written a complimentary 
letter after just three months of operation.
 
Another area in which we believe will deliver 
value to our customers is the products and 
solutions being developed in conjunction with 
our IT department and project development 

team. Our goal is to blend technology with 
our services, offering tailor-made products 
with higher added value for our customers. 
Our new office at Airport Plaza boasts 2,700 
square meters, enabling multiple training 
opportunities to be performed simultaneously. 
The new office is next to one of the biggest 
R&D facilities in Turkey, allowing the Marm 
Assistance IT team to continuously improve 
the infrastructure of the digital products and 
services as we move towards a more digital 
and agile world.

Our clients experienced this during the 
Sultan Ahmet bombings in Istanbul, during 
which Marm demonstrated delicate and 
targeted situation analysis, excellence in 
field operations even within the most chaotic 
hours, full logistics coverage, and provided 
additional standby teams and dedicated crisis 
desks.
In order to facilitate faster and more reliable 
management of crisis situations and to 
keep our business partners informed of 
developments in the region, Marm Assistance 
established the Marm Safety & Security desk, 
with a primary focus on travel risk assessment 
and rapid response for Turkey and the 
region. Going forward, reaching out for the 
most accurate information, healthy analysis 
of the crises with the group of local and 
international experts from safety, diplomacy 
and security and transferring the information 
collected to our partners, has become one of 
Marm’s priorities. 

While we remain hopeful for the new year, we 
are also taking precautionary steps forward 
given the backdrop of the events that have 
unfolded during 2016. With 30 years of local 
know-how and experience in navigating 
various turbulent periods, we remain your 
extended arm in the region, providing you with 
tailor-made solutions with the highest quality 
of service at the best possible price. 

Mahmut Kadirbeyoğlu,
Sincerely

 linkedin.com/company/marm-assistance
 twitter.com/Marmassistance
 facebook.com/marmassistance/
 instagram.com/marmassistance/

Marm Assistance looks at what’s in the store for the year ahead

 linkedin.com/company/marm-assistance
 twitter.com/Marmassistance



www.marmassistance.com

TURKEY
The

to top-quality
Medical 
Assistance

Searching for a reliable partner with experience & local know-how in Turkey?

Medical assistance and roadside management for the traveller has been the core business 
of marm assistance for over 30 years. Marm is proud of a rapid expansion in health tourism 
combined with travellers health care, as a result of deep sectorial knowledge and reliability of 
30 years. Through innovative and high quality medical assistance solutions we guarantee the 
ultimate assurance and comfort for our international partners at all times.
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Australian travel insurer Cover-More 
has been bought by Zurich Insurance, 
as part of the group’s plans to expand 
into travel insurance. Cover-More will 
operate as a standalone entity and 
retain its brand. The takeover offer is 
said to have increased shares in Cover-
More by more than 40 per cent.
“The proposed acquisition is an excellent 
fit with Zurich’s strategy for its retail 

business and should create significant 
value for the group,” said Jack Howell, 
Zurich’s CEO for the Asia Pacific region. 
“It will further strengthen our position and 
expertise in the global travel insurance 
market and support our ambition to 
expand our distribution partnerships.”
It is believed the scheme will be 
implemented no later than the 
second quarter of this year.

Allianz Global Assistance (AGA) recently 
entered into a new partnership with 
GradGuard, a provider of student 
protection programmes at over 200 
colleges and universities in the US, 
to provide Allianz Tuition Insurance to 
higher education institutions. The two 
companies will work together to protect 
the nearly $500-billion investment that 21 
million college students (or their parents) 
make annually in higher education. 
Allianz Tuition Insurance ‘provides a 
practical way for families to safeguard their 
tuition in case a student must withdraw 
from school due to a reason covered by 
the policy, such as a covered illness or 
injury’, according to AGA: “Allianz Tuition 
Insurance also helps schools provide a 
better withdrawal experience for students 
by providing reimbursement when schools 
may not.” It offers a range of plans to protect 
both in-state and out-of-state non-refundable 
college tuition, housing and other fees in the 
event that a student withdraws from school 
for a covered illness, injury, psychological/

mental disorder, or other reasons. 
“College tuition is one of the largest 
investments that consumers will make 
in their lifetime,” said Joe Mason, chief 
marketing officer of Allianz Global 
Assistance USA. “A significant number 
of students will have to leave school 
unexpectedly due to an illness, injury 
or serious psychological issue some 
time during their college career. Allianz 
Tuition Insurance can refund lost tuition 
and fees, offering students a financial 
lifeline and colleges with a student-
friendly solution for withdrawals.” 
“Working closely with Allianz Global 
Assistance will help GradGuard fulfil our 
mission to protect the investment that 
students and families make in higher 
education,” said John Fees, co-founder of 
GradGuard. “We are confident that colleges 
and universities and the families they 
serve will be pleased with the innovative 
approach that Allianz Tuition Insurance 
brings to helping students protect their 
investment in a higher education.” 

Travel risk management and security 
company Drum Cussac Group Limited, 
based in the UK, US and Singapore, recently 
launched a major update to its traveller 
tracking app, featuring an intuitive new 
interface, improved tracking options, new risk 
alerts, country reports and additional SOS 
functionality, according to the company.
“Apps are prevalent now in all walks of life,” 
commented Drum Cussac’s product manager 
Scott Nicholson. “With the travelling population 
being so app savvy, using an app to inform 
and assist travellers makes total sense. This 
latest version of our app offers even more 
functionality and provides even easier ways 
for users to track and confirm their location, 
access risk information and activate an SOS.” 
Among the new enhancements, Drum 
Cussac lists tracking, check-in, SOS, risk 
alerts and country guides, and the company 
says that the updated app provides travellers 
with pre-trip intelligence, live risk alerts 
and the reassurance of knowing that, 

in the event of an emergency, they can 
send an instant SOS or be located and 
communicated with quickly and efficiently.
“This latest update revitalises our mobile 
app and sets a new benchmark for the 
traveller tracking market,” said company 
CEO Janette Hiscock. “It’s the first of a 
number of exciting developments due 
to launch over the coming months.”

Professionals Travel Cover, a new 
business travel insurer, recently 
announced the launch of a new travel 
product aimed specifically at marketers, 
advertisers and their agencies. The 
product, Business Class Travel 
Insurance – a first for the Australian 
market, according to the company’s 
managing director Ian Jackson – 
enables agencies to purchase a single 
annual policy that can cover up to 10 
professionals. It includes coverage 
for multiple trips, both domestic and 
international, and is also tax deductible.
“Unlike most retail travel insurance 

products,” said Jackson, “agencies 
do not pay increased premiums for 
professionals travelling with existing 
medical conditions.” Some exclusions 
do apply, however, such as for 
chronic renal failure, AIDs, cancer 
and pregnancy of over 19 weeks. 
Free family cover is included.
“We understand that marketers and 
advertisers often like to combine 
their international business travel with 
leisure,” Jackson continued, “so we 
have bundled free travel for spouses, life 
partners and dependent children who 
are travelling with the policyholder.”

London-based Startupbootcamp Insurtech, 
a global accelerator focusing on insurance 
technology startups in their early stages, 
recently announced the 10-strong line-up 
for its acceleration programme for the 
year ahead. The diverse range of startups 
includes new companies working in the 
fields of drones, telematics and artificial 
intelligence, among other emerging 
technological areas. They are: Adapt 
Ready (from the US); Aerobotics (from 
South Africa); Emerge Analytics (from 
South Africa), Insure A Thing (from the 
UK); LifeSymb (from Sweden); NuvaLaw 
(from South Africa); Port (from the UK); 
Sharenjoy (from Spain); TikkR (from 
Sweden); and TrackActive (from the UK).
A report from CB Insights suggests that 
in 2016, global investment for insurtech 
surpassed £1 billion, and insurers and 
reinsurers are starting to take notice. “This 
year has seen a dramatic increase in the 
number of mature insurtech startups,” 
commented Sabine VanderLinden, 
Startupbootcamp InsurTech’s managing 
director, “especially those utilising 
emerging technology to change the way 
insurers work. We’ve talked to hundreds 
of talented entrepreneurs, and while it was 
a very difficult process, we believe that 
we have identified 10 great businesses 

who recognise the need for innovation 
in the insurance industry and who are 
finding solutions to solve the problems 

that insurance customers so desperately 
desire. It is an exciting space to be in, 
and we look forward to accelerating 
and working with our Class of 2017.”

AGA teams up with GradGuard

New business cover launched

Drum Cussac Group announces new 
app update 

Startupbootcamp InsurTech names 
2017 line-up

we believe that we have identified 
10 great businesses who recognise 

the need for innovation in the 
insurance industry

Zurich acquires Cover-More
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TIFGroup 
partners with 
Citybond
As of 1 January, a new multi-year contract 
under which Travel Insurance Facilities Group 
(TIFGroup) will provide travel insurance, 
claims, assistance and cost containment 
services to wholesale broker Citybond 
Holdings Plc (Citybond) came into eff ect.
Richard Smith, managing director of 
TIFGroup, commented: “With its impressive 
array of distribution channels, Citybond 
poses an exciting partnership opportunity 
for TIFGroup. This partnership, the 
latest development of our growth and 
evolution strategy, is a testament to the 
drive, commitment and entrepreneurial 
spirit which characterises TIFGroup.”
Mansukh Ganatra , CEO of Citybond, 
added: “TIFGroup shares our ideals and 
business culture, making them an ideal 
partner as we continue to develop our 
proposition in this ever-changing market.”

Peruvian insurer 
signs deal with 
Fadata
Fadata, a provider of advanced insurance 
technology solutions, has won its fi rst 
major customer in Peru for its modular 
INSIS insurance software package, 
which provides a complete management 
solution to insurers in the health, life and 
general segments. Peruvian insurer La 
Positiva Seguros has chosen INSIS for its 
‘functionality, fl exibility, rapid implementation 
capability and exceptional return on 
investment’, according to Fadata.
“We are delighted to welcome La Positiva 
Seguros as the newest member of the 
growing INSIS community in the region,” 
commented John Macdonald, CEO 
of Fadata. “The insurance industry is 
experiencing rapid growth across LATAM, 
and we are seeing an increasing number of 
insurance fi rms actively embracing digital 
transformation in the region. To drive this 
initiative successfully, Latin American insurers 
are setting high priority on accelerating 
technology innovation. Fadata is determined 
to become a preferred partner in this journey, 
off ering invaluable expertise to all our present 
and future customers in the region.”

Combined Insurance, a Chubb company 
providing individual supplemental 
accident, disability, health and life 
insurance products, recently received 
an A+ accreditation from the Better 
Business Bureau (BBB). This means that 
Combined Insurance has been BBB-
accredited since 1954, creating a 62-year 
legacy of continuous accreditation. 
The rating means that Combined 
Insurance meets BBB accreditation 
standards, including a commitment to 
make a good faith effort to meet any 
consumer complaints. To be accredited 
by BBB, an organisation must affirm that 
it meets and will abide by the following 

standards: build trust, advertise honestly, 
tell the truth, be transparent, honour 
promises, be responsive, safeguard 
privacy and embody integrity.
Dennis Ontenada, who is vice-president 
of sales for Combined Insurance and has 
been a longtime member of the Board 
of Directors for the BBB and currently 
serves on BBB’s Executive Board, said 
that Combined Insurance is honoured to 
receive an A+ rating again this year from 
BBB. “This accreditation validates that 
our strategy, practices, and standards 
continue to meet the needs of our 
policyholders – serving them with utmost 
integrity now and in the future,” he stated.

Combined Insurance wins A+ accreditation
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A new white 
paper from 
insurance 
resource centre 
Insurance Hound that provides 
five ways to connect more deeply with 
policyholders, highlights the importance 
of communication, choice and control. 
According to the report, insurers can 
improve their long-term premium growth by 
standing out based on customer satisfaction. 

“Policyholders 
that report high levels 

of satisfaction are worth 
three times more than the 

average customer in terms of lifetime 
premiums and referrals,” the report states.

The five methods highlighted are: get to 
know policymakers over time, cater to their 
specific needs, be there in good times 
and bad, let them take the reins, and show 
them you’ve been paying attention.

The issue of ‘fake news’ has 
been a major topic of discussion 
in the latter months of 2016; can 
companies protect themselves 
against it?

Citing the example of the false stories 
that flooded social media in the run up 
to the US presidential election – stories 
which, some pundits claim, could have 
affected the outcome – Insurance Hound 
posed the question of how organisations 
and people can mitigate the potential 
damage caused to their reputations by 
stories that perhaps hide behind a veneer 
of ‘parody’, or skirt legal repercussions 
because they orginate in another country.
Nir Kossovsky, CEO of Steel City RE, 
is quoted by Insurance Hound as 
saying: “Fake news is merely one more 
stressor on a company’s reputational 
value. [Reputation insurance] activity 
has doubled between 2015 and 2016. 
The cost of a reputation loss today is 
approximately five times, that’s 500 per 
cent, greater than it was in 2011.”
The site also spoke to William Tak, founder 
of Danish company SafeOnNET, which 
deals with reputational risk. “I believe that 
digital reality has outpaced organisations’ 
view on how to be prepared against digital 
threats, attacks and smear campaigns,” 
he said, “and that makes online reputation 
insurance all the more valuable.”
One mitigation strategy suggested by 
Kossovsky is to produce as many positive 
stories as there are negative ones. “If a 
company has properly prepositioned a 
positive story,” he said, “then fake news 

bounces off. It’s the Teflon effect. One 
of the reasons reputation insurance 
is seen as a weapon now is because 
all media is looking the same and 

the credibility of one channel versus 
another becomes increasingly hard to 
sort out. In that type of environment, 
unambiguous types of communications 
like warranties speak volumes.”

A new report from Standard & Poor’s 
suggests that while uncertainty remains 
within the insurance industry about 
the exact role that insurtech will play, 
there is definitely a place for it within 
the traditional landscape. Insurtech is 
seen as a potential disruptor, which will 
hopefully inspire the wider industry to 
innovate – provided that the companies 
involved can expand effectively.
“We do not expect traditional insurance 
business to be fully replaced by insurtech 
companies,” said the ratings agency, “as 
the insurance sector is highly regulated 
and capital-intensive, with barriers to 
entry. Instead, we are seeing larger 
established insurers actively invest in 
setting up insurtech joint ventures through 
which they can take advantage of their 
proprietary data, rather than outsourcing 

to pure technology-based entrants.”
The report goes on to say: “Compared 
with established insurers, we regard 
many insurtech companies as very small, 
with weak business positions, relatively 
limited data-sets, and relatively scarce 
financial resources. Moreover, insurance 
industry expertise is required to exploit 
big data analytics to produce more 
accurate risk classifications.” Therefore, 
it continues, ‘the boards of insurance 
companies may be overestimating the 
market impact of many of the small 
insurtech companies that have arisen’.
The report credits the drive and IT systems 
that these small companies boast, but 
says they remain hamstrung by the lack of 
‘back book and strong client relationships 
that many established insurers rely 
on when financing new business’.

Fake plastic news

reputation insurance is seen as a 
weapon now … because all media is 

looking the same and the credibility of 
one channel versus another becomes 

increasingly hard to sort out

Techyes

It’s all about the c-words
According to a new survey 
conducted by IAG New Zealand, 
Kiwi drivers are reluctant 
to disclose everything to 
their insurers

The survey, carried out earlier this year, 
was part of the IAG Safety Insights 
Monitor. Specifically focusing on drivers 
in New Zealand, it found that as a 
demographic, they are generally unlikely 
to disclose information such as traffic 
convictions to their insurer. Only one 
in five of those surveyed said that they 
would confess to a speeding fine or other 

such charges when seeking to renew a 
policy, although 33 per cent said that they 
would actively update a policy were they 
to make modifications to their vehicle.
Slightly more encouragingly, 60 per cent 
of respondents said that they would 
declare a health condition that was going 
to affect their ability to drive, for example 
a need to wear glasses when in the car.
“You don’t necessarily have to tell 
your insurer about this,” said IAG’s 
national technical specialist Chris 
Kiddey. “But be careful: if you 
legally can’t drive and you have an 
accident, you may not be covered.”

Selective discretion
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Eighty-eight per cent of UK brokers 
surveyed in a new report from RSA say that 
underinsurance is an issue for their small 
and medium-sized enterprise (SME) clients, 
with just seven per cent saying that it is not 
an issue. But despite this, a mere 28 per cent 
of brokers expect that their SME clients will 
take out more insurance this year; and when 
SMEs themselves were asked about their 
level of insurance, just 14 per cent said they 
would take out more coverage this year.
The top three reasons given by SMEs for 
not taking out sufficient insurance coverage 
were the price of policies (73 per cent); 
the fact that they do not think they need 
cover in the first place (72 per cent); and a 

general lack of awareness (42 per cent).
“The scale of underinsurance among 
SMEs is likely to become more prevalent 
in the coming years,” said Russell White, 
director of schemes and deals at RSA. 
“Although the cost of premiums and SMEs 
not thinking they need the cover are the top 
two reasons, they both derive from a general 
lack of awareness where 22 per cent of 
respondents admitted that they don’t know 
what insurance cover exists for their needs. 
Many may also find that insurance policies 
are a lot cheaper than they may think. It is 
crucial that brokers and insurance providers 
alike act to dispel these misonceptions 
to help strengthen UK businesses.” 

In the age of the Internet, tech 
giants rule, and hyper-niche 
startups tailor-made for the 
online and mobile world into 
which they were born crop up in 
seemingly every space. In a time 
when algorithms and big data 
are king, traditional businesses 
across all industries are being 
forced to adapt or fall behind, 
and the banking and insurance 
industries are no exception. 
Jennifer Roubaud, UK country 
manager for US-based 
computer software startup 
Dataiku, asks how data science 
can save traditional insurance 
and banking

Though the banking and insurance 
industries have certainly made fantastic 
strides in propelling themselves into the 
digital era with online customer-facing 
tools and offerings, they unfortunately 
face a very real risk of losing market 
share to newcomers unless they embrace 
the tools of the newcomers’ trade. If 
organisations in the financial industry 
adapt and successfully incorporate big 
data into business models across the 
company, they still stand a chance. 
Armed with unique assets (troves of 
data, personnel talent, mathematical 
and statistical expertise, not to mention 
deep subject matter expertise), today’s 
traditional banking and insurance 
companies can propel past startups 
and big industry players like Google 
and Apple by embracing data 
science and machine learning.

The competition
Starting in 2010, big players like Google 
and Apple began to experiment in the 
banking space, taking advantage of 
their dominance in the mobile word by 
expanding to mobile payments (Google 
Wallet/Android Pay and Apple Wallet/
Apple Pay). Facebook and Amazon 
quickly followed suit, similarly using their 
market share to successfully launch 
their own financial services. Crowding 
the space even more, smaller startups 
clammering for a piece of the lucrative 
industry started popping up around the 
same time, especially in the peer-to-peer 
space (think Venmo or Friendsurance). 
But these businesses didn’t just 
successfully enter the space because they 
were well-known names or because they 

were trusted by consumers any more than 
traditional banks and insurers. Instead, 
they filled product gaps that already 
existed – possibly for years – but that had 
not yet been filled, and then they continued 
to drive innovation, usage, and adoption 
using their biggest weapon: big data.

The incumbent
Tech giants and startups may have won 
the battle, but they have not won the 
war. Traditional banks and insurance 
companies are still well positioned to win 
customers back because they have four 
key advantages that newer players do not:
Deep historical troves of (largely untapped) 
customer data: obviously when it 
comes to algorithms and big data, this 
is a massive advantage. Not only do 
traditional financial services have more 
historical transaction data, but they also 
have extensive customer relationship 
(CRM) data, as well as information 
coming from mobile and web use. 
Physical touchpoints (branches) 
for multi-channel touchpoints: this 
is crucial to providing a unique 
experience that extends beyond the 
digital and can be more personal.
Consumer trust: more heavily regulated 
and historically known for high standards 
of safeguarding personal data, the 
amount of trust in established financial 
institutions should not be overlooked.
A deep reservoir of professionals 
with extensive domain expertise and 
advanced quantitative skills: banks 
and insurance companies are teeming 
with highly specialised staff, something 
that cannot be said for all tech giants 
and startups entering the space. This 
ultimately boosts trust, but also gives 
an advantage in product innovation.

Bringing data science into play
So tech giants and startups use big data 
and algorithms to their advantage. But 
what exactly does that mean, and how 
does it provide such advantages?
Data science is the collaborative 
discipline enabling the age of algorithms. 
Specifically, it’s the combination of 

According to Sanjay Jain, MENA insurance 
leader at international professional 
services firm EY, the insurance market 
in Saudi Arabia is currently undergoing 
a structural evolution, driven by the 
introduction of stronger regulations and 
a shift towards what he calls the right 
level of technical pricing. Despite the new 
vulnerabilities exposed by the drop in oil 
prices, mobile technology, urbanisation 
and an expanding middle class could, 
according to Jain, end up leading to faster 
growth for insurers overall. Additionally, 
better enforcement of regulations to 
combat fraud and corruption will help 
the market to stabilise and mature.

Brokers tell all Saudi market evolving

Data science to the rescue?
people, data, tools, and processes 
that Google, Apple and so on use to 
transform raw data into actionable 
insights and business innovation. 
In other words, data science is what 
allows companies to leverage data mining 
and predictive modelling to personalise 
offers, reduce risk, create disruptive new 
products, expand markets, minimise 
operating expenses, automate traditionally 
manual processes, and much more. 

Use cases
While the possibilities for big data in the 
banking and insurance industries are 
vast (and the most innovative use cases 
are yet to be discovered), a few specific 
initiatives are already taking place at 
companies around the world. Banking 
and insurance companies are using 

big data and predictive modelling to:
Provide personalised policies and 
premiums in the auto insurance market: 
by leveraging Internet of Things 
(IoT) technology to deliver direct 
visibility into actual customer data.
Proactively prevent customer defections: 
by developing new behaviour models 

based on transaction history and pushing 
retention offers to at-risk clients.
Discover new customer segments: by 
mining large archives of combined 
CRM and transactional data and 
looking for new, undiscovered 
models of customer behaviour.
Automating life-event marketing: by 
aggregating CRM and social media 
data, and analysing the aggregate 
to develop a predictive model 
and communicate probable life 
events to sales and marketing.
Accurately and quickly detect 
fraudulent claims: by combining data 
sources previously siloed, testing 
fraud detection algorithms against 
aggregate data, then setting up a real-
time API based on the best model.

Take action
With unique advantages and possibilities, 
the decision to make the move into the 
world of big data is obvious. The next step 
is ensuring the right teams, processes, 
and tools are in place for the job. After 
overcoming that hurdle and starting to 
think quarterly about data projects and 
KPIs, traditional banks and insurance 
companies can not only avoid the fate 
of becoming back-end plumbing for 
tech giants and other challengers, but 
they can thrive in this new internet era.

traditional banks and insurance 
companies can … avoid the fate of 

becoming back-end plumbing for tech 
giants and other challengers

the decision to make the move into 
the world of big data is obvious



18

SALES SIGN. 2EDITOR SIGN. CONFR. SIGN.IMAGE ED SIGN. SALES SIGN. 1 PAGE UPDATE

TRAVEL MATTERS

WE FLY FOR YOUR LIFE.

Request a quote 24/7: 

express@air-alliance.de 

+49 2736 44 28 45

 Visit our Blog at www.medfl ight.de

MEDFLIGHT

•  Fleet of 14 dedicated aircraft: 
Challenger 604, Learjet 55 and 35A

•  Worldwide operations, expertise in 
long range fl ights

•  Regular missions in crisis and 
remote areas

•  Medical excellence for all levels of 
aeromedical care

• Air Alliance founded in 1993

•  All aircraft owned and dedicated

• Headquartered in Germany

•  Offi ces in the UK and Austria

•  Innovative aircraft technology

•  Premium medical equipment

Travel is often called a ‘once-in-a-lifetime 
experience’, but with more and more 
customers able to afford travel to further 
away places does travel still have that 
special quality? New research conducted by 
Booking.com claims that the magic of travel 
is very much still there for most customers.
In fact, 49 per cent of those questioned 
said they were made happier by travelling 
than their own wedding day, while 51 
per cent said they’d rather go travelling 
than go on a date with their partner. 
Twenty-nine per cent of those questioned 
said travelling made them even happier 
than the birth of their own child.
Booking.com surveyed 17,000 people 
from 17 countries, finding that for 70 per 
cent of those questioned, a holiday of any 
kind was more enjoyable than material 
belongings. In fact, all parts of the booking 
process seemed to make customers 

happy, with nearly three-quarters saying 
that they became excited just researching 
a trip away. Around half said that they feel 
happiest when booking their holiday. 
Shawn Achor, a leading expert on happiness, 
spoke about the survey results: “The data 
from Booking.com highlights how there is a 
very significant correlation between enjoying 
the booking experience, and happiness 
during the actual trip – meaning that one of 
the best predictors of a happy vacation is to 
have an enjoyable booking process. Travel 
planned well and instantly booked with ease 
can dramatically improve your happiness.”
It seems that after booking, customer care 
can also increase happiness, with 79 per 
cent revealing they scroll through pictures 
of their destination after booking, whilst 
four out of five research the area they’ll be 
staying in. Six out of 10 also continue to read 
reviews of their destination after booking.

Despite the premise of a skiing holiday 
seemingly being in the name, it turns 
out that for those embarking on a trip 
to the slopes, skiing is not the only 
activity taken into consideration when 
booking. UK travel insurer Alpha Travel 
Insurance recently revealed that 61 
per cent of those going skiing will be 
participating in après ski activities.
Alpha Travel Insurance says there has been 
a growing trend for combing skiing holidays 
with elements of ‘party’ holidays. Over half 
of those who responded to the survey say 
they will be going skiing with close friends 
and 31 per cent claimed they would be 
visiting night clubs when on their holiday.
The rise of festivals in ski destinations has 
also been a reason for the growing emphasis 
on après ski, says the insurer. In fact, one 
of the largest festivals, Snowbombing in 

Mayrhofen, Austria, is estimated to draw 
predominantly British participants, according 
to UK newspaper The Telegraph.
Relaxation is just as important for travellers, 
though. Over half of those going skiing 
say they will be taking advantage of 
relaxation facilities, such as saunas and 
spas, after either a tiring day on the slopes, 
or a tiring night out in the local bars.
Sophie Phillips, brand manager of Alpha 
Travel Insurance, said: “It is great to 
see travellers making the most of their 
skiing breaks, both off as well as on the 
slopes: the après ski and festival scenes 
at resorts have improved immeasurably 
in recent years, so it is no wonder that 
travellers are keen to join in the fun.”
She added that it was important for travellers 
to bear in mind that skiing after drinking 
could invalidate their insurance cover. 

Destination Canada and Air Canada 
have announced that they are entering 
into a partnership to market Canada 
to rest of the world. The tourism 
marketing company and airline’s 
three-year deal was announced on 
Canada’s 150th anniversary. 
According to eTurboNews, the deal 
will see the two collaborating on 
marketing initiatives and events aimed 
at the travel trade, consumer markets 
and the media. It represents the first 
partnership that Destination Canada 
has made with a retail partner.
“It is inspiring to see Destination Canada 
advance our tourism industry through 
partnerships like this one,” said the 
Honourable Bardish Chagger, minister 
of small business and tourism. “This 

is the first collaboration of this scope 
and it is very exciting to see our national 
tourism marketing agency join forces 
with an international carrier such as Air 
Canada to help bring more visitors to 
experience what our nation has to offer.”
“Air Canada is very pleased to have 
this opportunity to leverage the global 
marketing power of Destination Canada 
by combining it with the strength of our 
extensive and growing network,” added 
Benjamin Smith, president of passenger 
airlines at Air Canada. “Canada as a brand 
has more appeal than ever around the 
world and as Canada’s flag carrier we are 
eager to play our part and support our 
industry partners by carrying visitors to and 
within Canada, taking them to amazing 
destinations throughout the country.”

Happiness is … travelling Skiiers interested in a lot more than skiing

New deal targets tourism growth 
in Canada

mailto:express@air-alliance.de
mailto:express@air-alliance.de
http://www.medfl
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Cruising has long been a 
popular form of travel, but there 
is a new tide rising on how 
tourists are taking to the seas. 
Kate Huet, managing director of 
International Travel & Healthcare, 
writes on the increasing 
popularity of cargo ships, with 
travellers seeking more unique 
experiences and itineraries

The number of cargo ships carrying 
passengers has increased by 20 per cent 
over the past three years as new ships 
are designed with passengers in mind, 
and shipping companies are responding 
to this trend and enjoying an additional 
revenue stream. The largest carriers, 
CMA and CGM, suggest growth of 
between 12 and 15 per cent annually.
If at first this may seem like an unusual way 
to spend a holiday, there are advantages 
that are drawing people to book these 
‘passages’; indeed, demand for this 
seemingly obscure form of travel currently 
outpaces supply, as it offers a unique 
experience that mainly attracts those 
in early retirement. The maximum age 
limit set by the ships is 79 years old (83 
for Grimaldi Lines), though the average 
demographic ranges from 60 to 79 years, 
and is offset slightly by university travellers.
Some are drawn by the more unique 
itineraries available that traditional cruises 
do not offer. For example, CMA and CGM 
have a new Baltic Levant Express service 
that serves ports between Alexandria in 
Egypt and St Petersburg in Russia via the 
usual western European ports. For remote 
destinations there is the Aranui 5, serving 
the Marquesas and Tuamotu Islands from 
Tahiti. Travellers will also get a different 
view of most ports, as cargo ships go to 
the container terminals rather than the 
established cruise passenger terminals.

Probably the most significant appeal is 
the cost. Cargo ship travel is a fraction of 
the price of a cabin on a cruise liner with 
a similar route – for example, it is roughly 
one-sixth of the cost for a half-world 
passage to Australia from the UK. And 
passengers also get more space for their 
money, as the rooms are generally larger on 
a cargo ship and tend to have a separate 
lounge area and en suite bathroom. For 
the solo traveller, single supplements 
are unusual – it’s a per room charge.
Some would say it’s also a more interesting 

way to travel. A cargo ship passenger 
gets a front row seat to the workings of a 
cargo ship and can, with the exclusion of 
having access to the actual cargo itself, 
wander about the ship, going up to the 
bridge and taking long walks on board 
without hundreds of other passengers 
crowding the decks. There are usually 
no more than 12 passengers plus crew 
accommodated on board. Passengers will 
eat with the crew, and even sit with the 
captain. It’s also more peaceful, without 
the constant schedule of entertainment. 
Medical facilities are limited to first aid only, 
delivered by a trained member of the crew 
– there is no doctor on board so ill health of 
any severity can not be accommodated, and 
here the real problems for insurers begin…

The catch
Many cruise insurance travel policies 

Global provider of medical 
and security assistance, 
global repatriation, travel risk 
management and claims services 
CEGA has compiled a list of six 
things Brits should know about 
their winter sports holiday

“Even if you’re one of the million or 
more Brits who head for the pistes 
without planning to ski or snowboard, 
you won’t be immune to accidents 
or mishaps,” the company states. 
According to chief medical officer at 
CEGA Dr Tim Hammond, the less 
obvious risks of winter sports holidays 
are alcohol, altitude sickness, white outs, 
extreme temperatures, the cost of medical 
repatriation and injuring a third party. Dr 
Hammond says that drinking alcohol at 
altitude will exacerbate its effects and 
increase the risk of feeling disorientated, 
having an accident and getting lost. He 
also reminded consumers that if something 
does go wrong after over-indulging, their 
insurance may not cover them. “There’s no 
need to be teetotal on holiday – but avoid 
drinking excessively, and don’t walk home 
alone after an indulgent night out,” he says. 
“Temperatures drop dramatically after 
dark in the mountains, and ski resorts are 

not the safest places in which to be lost.”
Further advice from Dr Hammond is that 
oxygen levels in high altitude resorts, 
especially in North America, are much 
lower than many Brits may be used to. 
“Nausea, confusion, headaches and 
shortness of breath can all be signs of 
altitude sickness,” he explains. “So too 
can concentration problems and slow 
reaction times.” Dr Hammond advises 
those on winter sports holidays to drink 
plenty of water and avoid excessive activity 
on the first day at high altitude: “You can 
even stagger your journey and gradually 
increase altitude over a few days. [And] 
bear in mind that children and sufferers 
of respiratory illnesses or reduced 
lung function will be most affected.”
Thirdly, Dr Hammond says that mountain 
weather is unpredictable and a white out 
on the slopes can come from nowhere 
and make it hard to see anything more 
than a few feet away. “Stay close to other 
people and keep the person in front in 
view until you get to the bottom of the 
mountain,” he advises. “If it’s windy, 
stay away from the mountain edge and 
try to find shelter under trees. Call for 
help if you can’t find your way back.”
The next piece of advice relates to extreme 
temperatures. Dr Hammond says that 

Winter wonderland
extremes of temperature can be felt 
in a single afternoon. “Wear plenty of 
sunscreen, cover your extremities and keep 
skin away from frozen metal,” he advises. 
Risks surrounding the cost of medical 
repatriation include the fact that, 
according to Dr Hammond, if a traveller 
needs an emergency repatriation from 
a European ski resort, it could set them 
back up to £8,000 without insurance 
(even if they have a European Health 

Insurance Card), and from the US or 
Canada it could cost up to £70,000.
Lastly, Dr Hammond warns that skiers 
could be sued for an injury to a third party 
if it’s deemed to be their fault. “A personal 
liability claim can be made months after 
the event, when the full implications of an 
injury are clear – and it could bankrupt 
you if you don’t have insurance,” he 
says, advising that travellers ensure their 
insurance includes personal liability cover.

On the high seas

Cargo ship travel is a fraction of the 
price of a cabin on a cruise liner with a 

similar route

if [passengers] require medical 
assistance and need to be transferred 

to land, the ship will have to deviate 
from its scheduled itinerary and risk its 
cargo being delayed, incurring high fuel 

costs and financial penalties

are silent on whether cargo ship travel 
is excluded, and given that most 
insurers are nervous to insure these 
higher risk passages due to the lack of 
medical facilities amongst other risks, 

there are instances where cargo ship 
travel has inadvertently been placed 
into a cruise travel policy. Cruise travel 
insurance is unlikely to intend cover for 
cargo ship passengers, as the risks far 
exceed the usual parameters of cruise 
travel, and it takes time and experience 
to understand the whole risk.
The shipping company will require 
insurance to be evidenced and will have 
several restrictions already in place before 
a passenger can even buy their passage. 
Passengers need to be very able bodied 
and there is a strict ban on any mobility 
aids including walking sticks, due to very 
steep stairs, where two hands are often 
required for ascent and descent. Due to 
the lack of medical provision on board, 
cargo ship owners will want to know that 
they are not loading their ship with any 
additional health related risk which could 
impact the ship’s scheduled itinerary, and 
this involves pre-booking questionnaires 
for health assessment purposes. 
The company’s main concern will be 

that the passenger does not become a 
liability. For example, if they require medical 
assistance and need to be transferred to 
land, the ship will have to deviate from 
its scheduled itinerary and risk its cargo 
being delayed, incurring high fuel costs 
and financial penalties. Turning a cargo 
ship around takes time and wastes a great 
deal of fuel, not to mention delaying the 
ship on its tight schedule – and when 
transporting cargo, time is always money.
Most cargo ship companies will insist 
that their passengers have deviation 
insurance, so that if the passenger’s health 
does require deviation, the ship owner 
can recover money lost to interruption, 
as well as any extra port and fuel costs. 
Onward travel having reached a destination 
port can not easily be pre-booked – 
weather conditions can create delays and 
exact times and dates of arrival are not 
set in stone for this reason – so delays to 
the next leg of travel are commonplace, 
making identification of an itinerary 
problematic for actual dates of cover to 
be applied. Usually onward travel can 
only be confirmed once the ship is in 
its final port, unless several days are 
allowed to cater for potential delays.
Travel by cargo ship provides a unique 
opportunity for those wishing to see the 
world by sea on a budget, and witness 
sights others might not experience from 
a traditional cruise itinerary. However, 
ensuring all risks are covered is a challenge 
that requires experience and expertise.
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According to snow sports membership 
club and winter sports insurance 
specialist the Ski Club of Great Britain 
(Ski Club), theft continues to be a 
problem at ski resorts, with one in eight 
people having had their ski or snowboard 
equipment stolen while on holiday. 
Ski Club’s research found that despite 
the expense (with 72 per cent of Ski 
Club members who responded to the 
survey valuing their ski or snowboard 
kit at £500-£800), 61 per cent of skiers 
and snowboarders make no attempt to 
mark or identify their kit. Furthermore, the 
survey found that 28 per cent don’t take 
security precautions when leaving their 
kit unattended and only 20 per cent use 
secure facilities to store their equipment. 
In an effort to improve security on 
the slopes, Ski Club has offered 
holidaymakers tips to help prevent theft 
and its consequences. These include: 
marking equipment with details, keeping 

a record of serial numbers in order that 
items can be easily reported to the police, 
using secure ski lockers and investing in 
good quality ski or snowboard locks.
Frank McCusker, CEO of Ski Club, said 
the theft of skis and snowboards is a 
real problem: “Not only is it distressing 
when you have your items stolen, it 
also impacts your precious time on 
the slopes and can ruin a holiday.”
He added that holidaymakers should keep 
a proof of purchase or rental receipt of 
their equipment, as usually this is required 
when making a claim. “Our specialist 
winter sports insurance also covers you 
for sports that standard holiday insurance 
may not cover, such as touring, cat skiing, 
heli-skiing and off piste skiing, even without 
a guide,” he said. “The insurance policy is 
an annual one and supports many other 
sporting activities, not just snow sports. 
Always check what your policy covers 
you for before heading on holiday.”

TotallyMoney has produced an infographic 
illustrating that hotel prices in the UK vastly 
exceed those of Airbnb properties.
The infographic presents the costs of 
an Airbnb room, a whole house rental 
via Airbnb, and the average hotel room, 
highlighting large price differences across 
popular tourist destinations in the UK. 
According to TotallyMoney, some of the 
most apparent differences are between 
hotel and Airbnb rooms; the top three 
places for savings being London, where 
it costs 59 per cent less to rent an 
Airbnb room, Bath, at 52 per cent less, 
and Oxford, also at 52 per cent less.
Other findings include that in Bath, Chester 
and York, it is cheaper to rent a whole 
house rather than get a hotel room, while 
in Edinburgh and London, Airbnb houses 
with a pool or hot tub cost less than a 

hotel room with the same amenities. 
TotallyMoney found that Northampton 
was the only place where a hotel room 
costs less than the Airbnb equivalent. 
“It can be confusing deciding whether 
to look on Airbnb for prices or on hotel 
comparison sites, so we wanted to provide 
a way of helping people decide on what 
type of accommodation is the cheapest 
in the most popular areas of the UK,” 
explains TotallyMoney’s head of brand 
and communications Joe Gardiner. 
The popularity of accommodation booked 
through sharing economy service providers 
continues to increase, and ITIJ recently took a 
look at cover for travellers booking their stays 
via such methods. The feature, Sleeping 
with strangers, can be viewed online at 
www.itij.com. TotallyMoney’s infographic 
can be viewed at www.totallymoney.com.

Airbnb’s the bee’s knees

Having reviewed more than 650,000 
Americans’ travel plans during the peak 
holiday travel season (Thanksgiving 
through to New Year), travel Insurance 
provider Allianz Global Assistance has 
found a decline in the number of travellers 
planning to visit cities affected by terrorism. 
One of the cities experiencing a decline 
in booking interest, which fell from 
80,214 travellers in the 2015 winter 
holiday season to 69,975 in 2016, is 
Paris. Also, the number of travellers 
to Istanbul fell by 60.2 per cent, while 
Brussels was down by 19.6 per cent. 
Allianz Global Assistance says that 
although some major cities have seen 
a significant decrease in US travellers 
visiting during the holiday season, 

continued interest in exploring new 
destinations in well-established countries 
has helped Europe as a whole record 
an increase of 3.01 per cent in travellers 
in 2016 compared with 2015.      
“While it’s clear that concerns over 
terrorism have impacted travel to some 
cities in Europe, it’s encouraging to see 
that American travellers have opted to 
explore new destinations across the 
Continent,” said Daniel Durazo, director 
of communications at Allianz Global 
Assistance USA. “We’re also noticing that 
travellers are considering the purchase 
of travel insurance so that they have the 
option to cancel or interrupt their trip 
should there be a terrorist event at their 
destination within 30 days of their arrival.”

‘City of love’ failing to woo 
American travellers

Theft is snow joke

http://www.itij.com
http://www.totallymoney.com
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A ward at the Royal Glamorgan Hospital 
in Wales, UK was recently closed after a 
number of patients were found to be carrying 
antibiotic-resistant bacteria. The ward 
confirmed an increase in patients who carried 
the bacteria, which the hospital hasn’t named. 
Cwm Taf University health board, which 
administers the hospital, said it has measures 
in place to deal with such an outbreak.
Cwm Taf’s director of nursing, midwifery 
and patient services Lynda Williams 
confirmed the hospital’s closure: “Royal 
Glamorgan Hospital closed Ward 1 on 24 
November 2016, due to an increase in the 

numbers of patients carrying a specific 
antibiotic-resistant bacterium,” she said.
She added that all patients and their 
relatives on the ward had been made aware 
of the situation and received a patient 
information leaflet explaining what the 
bacterium is. She also confirmed the health 
board’s ability to deal with the situation: 
“The health board always has appropriate 
infection prevention and control measures 
in place for thoroughly cleaning any ward 
environment that has had bacteria identified 
by using specialist cleaning equipment – 
this has been carried out on the ward.”

The Dominican Republic’s rainy season is 
bringing with it risk of leptospirosis, warns 
Travelvax. The bacterial infection is caused 
by the bacteria leptospira and can be caught 
by touching soil or water contaminated 
by the urine of wild animals infected by 
the bacteria. It is an endemic disease that 

increases in incidence in the rainy season. 
There are 502 suspected cases of 
leptospirosis and 42 deaths have been 
reported, 41 of which occurred in males 
aged 14 to 79. The Ministry of Health 
advises people to avoid mud and dirty 
water and wash thoroughly with soap. 

On 1 December, Ontario Health Minister 
Eric Hoskins announced that, as of 15 
December, travellers needing a vaccine 
for hepatitis, typhoid or yellow fever will 
be able to get it at their local pharmacy. 
“Pharmacies will be able to administer 13 
more vaccines, in addition to the flu vaccine 
that they’ve been administering for the past 
four years,” he said. Hoskins explained that 
instead of having to get a prescription from a 

doctor, go to the pharmacy to fill it in and then 
return to the doctor to get the shot, patients 
can now take the prescription straight to 
the pharmacy and receive the treatment.
The vaccines include hepatitis A and 
B, shingles, HPV, meningococcal 
disease, rabies, typhoid and chicken 
pox. Those who wish to receive their 
vaccines at the doctor’s office are advised 
that they will still be able to do so.

Following a survey showing that cholera 
has already hit four regions, the government 
in Tanzania, East Africa, has warned of 
a possible outbreak across the country. 
Between early November and early 
December, there were six reported deaths and 
around 458 suspected cases of the infection. 
Tanzania’s health minister Ummy 
Mwalimu has asked regional health 
authorities to enforce hygiene by-
laws and launch campaigns to create 
public awareness on cholera.
Mwalimu noted that the number of regions 
that have been affected by the outbreak has 
been increasing, and she said that, initially, 
four regions were affected and that this 
increased to six by November. According 
to the report, the most affected regions are: 
Morogoro, with 282 cases; Dodoma, with 
96; Mara, with 31; Kigoma, with 30; Arusha, 
with 11; and Dar es Salaam, with eight.

Antibiotic resistance prompts 
hospital ward closure

Vaccines to be available at pharmacies 
in Canada

Warnings of a cholera outbreak in 
East Africa

Rainy season brings risk 
of leptospirosis

On 9 December, the US state of 
Florida declared an end to the local 
transmission of Zika virus, although 
health authorities warned that 
travellers would likely continue to 
bring the disease into the state.
It has been reported that, along with 
aggressive efforts that were launched 
to control mosquitoes, the beginning of 
South Florida’s cool winter season helped 
suppress the disease-carrying insects.
Florida health secretary Dr Celeste 
Philip said that although the Zika threat 
has abated, travellers will continue to 
arrive from elsewhere with the virus, 
and also noted that it can be spread 
between people through sexual contact. 
Local officials reportedly said that 

residents should continue to do their 
part to control mosquitoes in South 
Florida at all times of the year.

First sexually transmitted case in UK 
Health officials in the UK believe that 
a woman may have been infected 
with the Zika virus through sexual 
transmission. According to Public 
Health England (PHE), the case of ‘likely 
sexual transmission’ was identified in 
a woman whose partner had recently 
visited an affected region. She is 
said to have made a full recovery.
According to figures from PHE, of the 
265 travel-associated Zika cases reported 
in Britain, 190 are associated with 
travel to the Caribbean and seven have 

been diagnosed in pregnant women.
Zika incident director at PHE Professor 
Dilys Morgan said that the main risk is 

related to travellers to countries classified 
as high or moderate risk for Zika infection, 
advising: “Zika infection is usually a mild, 
self-limiting illness, and PHE’s advice is 
based on the fact that our main concern 
is to avoid infection in pregnancy, in 
order to avoid risk to the unborn child.”

Florida declares an end to Zika

[South Florida] residents 
should continue to do 

their part to control 
mosquitoes



23

HEALTH MATTERS

AMR Air Ambulance offers medical transport of BLS, ALS, Neo-Natal and Critical Care patients. 

Additionally, Commercial and VIP Escort services are available upon request.  

This story is part of a series from the perspectives of people involved in the important process of 

transporting patients. For more information, please visit www.AMRAirAmbulance.com.

DOMESTIC: 800-424-7060

INTERNATIONAL: +1-720-875-9182

info@AMRAirAmbulance.com 

LINKING FAMILIES ACROSS THOUSANDS OF MILES
At AMR Air, we know what it’s like to be thousands of miles away from a loved one when an 

incident or illness has occurred. The stress of waiting for phone calls and email updates can be 

overwhelming. That is why AMR Air operates a 24/7 patient relations and communication center. 

Our Flight Coordinators are always available to keep the family informed and act as the middle 

man. Connecting insurance companies, travel assistance companies and foreign hospitals across 

several time zones is our specialty — while keeping the family informed of the medical evacuation 

process along the way.

HOME HAS NEVER FELT SO GOOD
Everyday AMR Air receives notes from families, customers and patients about how good it feels to 

be home and what a great experience they had with the AMR Air staff. We take great pride in every 

transport, whether it is rescuing a patient from around the globe or moving Mom a few hundred 

miles to be closer to family. Either way, we love what we do!

“Mom is home!”

Bird flu returns 
to Japan
Japan is said to be experiencing its first 
outbreak of bird flu since January 2015. 
After birds were found dead from H5 
avian flu, Japan is slaughtering more than 
300,000 chickens and ducks at sites in 
Niigata and Aomori. This follows culls of 
more than 1.5 million birds in South Korea. 
Japan’s chief cabinet secretary Yoshihide 
Suga described the actions being taken: “As 
well as further examining the circumstances 
of the outbreak, we have strengthened 
disinfection of areas surrounding the 
affected farms, and set up sterilisation 
points on the main roads,” he said.
South Korea is also reported to be on high 
alert amid an outbreak of the H5N6 strain, 
which is a new deadly subtype that emerged 
from China in 2014. “The spreading pace of 
the animal disease is so fast that it will likely 
hit the western region and the entire nation,” 
said South Korea’s agriculture ministry. 

Hepatitis A on 
the rise in the 
Czech Republic
The South Moravian region in the Czech 
Republic has seen a recent spike in hepatitis 
A cases, which doctors are blaming on 
drug use and lack of personal hygiene. 
The sudden increase, with 400 cases 
presenting in the space of a week, is believed 
to be the largest outbreak since 1990.
Vaccination specialist Travelvax has informed 
travellers that a course of hepatitis A 
vaccine offers immunity that is more than 
99-per-cent effective and lasts for 20 to 30 
years. It warns that it is also important to 
follow safe food and water guidelines.
“Vaccine-preventable hepatitis A is one of the 
most common infections affecting travellers,” 
Travelvax explains. “It is a significant risk in 
most developing countries where sanitation 
and hygiene are lacking. The virus is 
transmitted by faecally contaminated food 
and water, or by handling everyday items, 
such as crafts, money, and door handles.”

The US Centers for Disease Control and 
Prevention (CDC) has expressed concern 
over the low numbers of people who have 
received vaccinations for flu. Although flu 
activity is on the rise in the US, only 40 per 
cent of Americans have received a flu shot. 
This is in spite of the fact that last year the 
vaccine prevented an estimated five million 
flu illnesses and 71,000 flu hospitalisations.
This information was released during 
National Influenza Vaccination Week 
(NIVW), a national awareness week 
focused on highlighting the importance 
of influenza vaccination that took place 
from 4 to 10 December. For 2016-17, the 
CDC is recommending use of the flu shot 

(inactivated influenza vaccine or IIV) and 
the recombinant influenza vaccine (RIV). 
Importantly, the nasal spray vaccination is not 
recommended for the 2016-17 flu season.
“We are glad to see that people are making 
the decision to protect themselves and 
their families from flu, but coverage is still 
low and we urge people to get vaccinated 
if they haven’t yet,” said Nancy Messonnier, 
MD, director of the CDC’s National Center 
for Immunization and Respiratory Diseases. 
“We have a tool that is proven to prevent 
flu illness and hospitalisation but millions 
of people are not taking advantage of it. 
Too many people are unprotected.”
The CDC says that it is looking carefully 

at vaccination rates for children and for 
adults aged 50 and over. Joe Bresee, MD, a 
paediatrician and chief of the Epidemiology 
and Prevention Branch of the CDC’s Influenza 
Division, said that an annual flu vaccine is 
very important protection for children. 

Get vaccinated, stay flu-free 

http://www.AMRAirAmbulance.com
mailto:info@AMRAirAmbulance.com
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Saudi Arabia’s healthcare insurance sector, 
in its current state, is too concentrated, 
with three companies comprising over 
80 per cent of total market share – a 
structure that ‘warrant[s] scrutiny’, 
according to Dr Hazem Zagzoug, CEO of 
hospital management group Andalusia 
Group for Medical Services. Bupa 
Arabia, Tawuniya and MedGulf account 
for 81 per cent of the total medical 
insurance market in the Kingdom, 
leaving little space for other providers.
Writing in the Saudi Gazette, Dr Zagzoug 
suggests that the health sector – as with 
any other – requires a healthy degree of 
active competition, as this benefi ts both 
the market itself and individual providers, 
and by extension customers. The level 
of concentration seen in Saudi Arabia, 

according to Dr Zagzoug, ‘would warrant 
scrutiny in any developed market and 
would raise many concerns over the 
vitality of the market’. “Anti-competitive 
behaviours,” he wrote, “include price fi xing, 
price discrimination, abuse of market 
dominance and others. If there is one thing 
that is established without doubt in the 
Saudi healthcare insurance market, that is 
the insurance companies are maximising 
pressure and squeezing life out of small 
and medium-sized hospitals and clinics to 
gain an unfair competitive advantage over 
other insurance companies in the fi eld.”
Selective price discrimination is another 
factor, Dr Zagzoug went on to say, that 
privileges the most dominant providers 
and creates an unfavourable landscape for 
smaller competitors, and society at large.

Base 
 

Cologne Bonn Airport 
Germany (EDDK / CGN) 

eMail 
 

ambulance@malteser.org 

 

24 / 7 
Air Ambulance  

Service: 
 

+49 (0) 221 9822 333 
 

Partnership since 1992 

Jelf International has prepared a 
list of steps to enable employers 
to eff ectively manage emergency 
situations associated with 
sending employees abroad, 
and thus fulfi l their duty of care 
responsibilities – a duty which, 
according to Jelf, extends 
beyond mere insurance

  
The steps are: pre-assignment planning, 
which Jelf says may include a risk 
assessment of the location, a briefi ng of 
the political and social situation and risk of 
terrorism; and emergency protocols, with, 
according to Jelf, the employee needing 
to be aware about what they should do 
in an emergency situation. Jelf says this 
should include a briefi ng about security, 
contingency planning and evaluation 
should a natural disaster or political unrest 
occur; a ‘buddy set-up’, which Jelf believes 
encourages discussion about processes, 
cultural learnings and best practice; 
scheduled touch points to enable an 
alarm to be raised if a contact is missed; 
and fi nally, debriefi ng, to ensure that the 
theory of planning is actually successful in 
practice and that the employee feels safe 

and supported during their assignment.
“In many cases overseas assignments are 
voluntary,” said business development 
manager at Jelf International Adam 

Harding. “Therefore, to encourage staff  to 
take up these opportunities, not only does 
the employee need to be comfortable with 
the levels of support that are provided 
when working in a diff erent country, but 

so does their family. Including next of kin 
in the pre and post assignment planning 
can be a vital link in ensuring that the trip 
or placement is as productive as possible.”

Preparing for emergency situations

to encourage staff  to take up these opportunities, not only does the 
employee need to be comfortable with the levels of support that are 

provided when working in a diff erent country, but so does their family

Saudi health insurance market 
too concentrated

mailto:ambulance@malteser.org
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UK-based P&I club Steamship Mutual 
recently announced that it would be 
entering into a partnership with Allianz 
Worldwide Care (AWC), in order to 
ensure that ship crews have sufficient 
insurance coverage. Steamship Mutual 
is responsible for covering ship owners’ 
liability to their crews, while AWC will 
insure the crews themselves for any 
medical expenses incurred. Through 
this alignment, the companies hope to 
‘deliver the fullest and most efficient 
insurance programme for their clients’.
The insurance that AWC will provide will 
be personalised to each crewmember, 
covering medical costs, without 
deductibles, irrespective of shipowners’ 
liability, so should a crewmember fall 
ill or be involved in an accident whilst 
onshore, they will be able to seek medical 
help without any cost to themselves and 
hopefully quickly rejoin their vessel.
The Preferred Partner agreement also 
means that Steamship Mutual members 
will be entitled to improved premium 
levels for coverage from AWC.
“‘Healthy body, healthy mind’ is a well-
known expression and one that applies 
equally to seafarers,” commented Gary 
Rynsard, executive chairman of Steamship 
Insurance Management Services Ltd. 
“If crew arrive onboard fit and well, 
they are less likely to make the kind of 
mistakes which not only cause claims, 
but also impact on the efficiency of vessel 
operations. Every time a crewmember 
is sick or has an accident, there is a 

cost to our members’ business. So 
Steamship Mutual is delighted to have 
entered into this agreement with Allianz 
Worldwide Care to offer all our members, 
large or small, the opportunity to protect 
their crew at competitive prices.”
AWC CEO Ida Luka Lognone added: 
“We are immensely proud to provide 
international health and life insurance to 
members of the prestigious Steamship 
Mutual P&I Club. Allianz Worldwide 
Care addresses the ever-evolving needs 
of our members through a greater 
range of support services, digital 
innovation and connectivity, making life 
simpler, easier and safer for clients.”

At the beginning of December last 
year, international insurance and 
finance company Principle Assurance 
announced that it would be rebranding 
to Regency Assurance, as part of its 
plans to expand into an ‘increasingly 
competitive global market’ in 2017. A 
new corporate identity, including a new 
logo and website, came as part of the 
rebranding package, which followed 
the acquisition of Regency Square by 
Principle Assurance earlier in 2016.
Stephen Douglas, head of global 
distribution, said: “These are exciting 
times for Regency Assurance. Over 
the past few years we have been at the 
vanguard of international health insurance 
provision and wealth management. We 
operate in 120 countries, however it is 
our vision to expand our reach beyond 
our current client base to offer tailored 
insurance and finance products and 
services for an increasingly sophisticated 
global community. Our strategy is to 

recruit only the very best international 
staff and to implement state-of-the-art 
tried and tested systems throughout our 
worldwide operations. This can only 
be a positive step for our customers 
who rely on us to provide safe and 
secure investments and high-quality, 
low-cost expat private health plans.

Moving abroad can be hugely 
stressful, so expatriate health 
insurance expert Cigna Global 
has offered five top tips to 
make the transition as smooth 
as possible

The first piece of advice is to keep 
abreast of paperwork, as being well 
organised early can pay dividends in 
the future. “The official government 
websites for most countries include 
an information portal for immigrants,” 
explains Cigna. “Here, you should find 
confirmation of the documents you will 
need to produce as part of the application 
process [which] should also give you 
an indication of how long the process 

will take.” These documents, generally, 
will consist of a passport, confirmation 
of new residence, and information 
about any new job position (including 
salary level and length of employment), 
although this depends on the length of 
the trip and the type of visa required.
The second tip covers accommodation, 
with Cigna suggesting a short rental, at 
least at first: “You don’t want to commit 
long term to a particular property or 
neighbourhood until you have a ‘feel’ for 
the place ... although a short let tends to 

be more expensive than a longer lease, 
their big advantage is flexibility.” Thirdly, 
Cigna advises that new expatriates with 
children factor in the lengths of school 
terms, which vary from country to 
country. “For a temporary move 
of say a year or two,” says the 
company, “the focus could be more on 
finding an establishment that allows your 
child to follow the curriculum of your home 
country.” Cigna offers a Global International 
Schools Finder tool to aid expats in 
this area – using a responsive map, the 
details of thousands of schools around 
the world can be looked up 
and compared.

Cigna’s fourth tip is to do with the moving 
process, specifically with regard 
to moving 

New research from the Johns Hopkins 
Bloomberg School of Public Health in 
the US has found that only 12 per cent of 
American adults aged 65 or over have some 
variety of dental insurance, and less than 
50 per cent have visited a dentist over the 
course of 2016. Of US adults living at or 
just over the federal poverty level, 27 per 

cent without dental insurance had visited a 
dentist over the preceding year, compared 
with 65 per cent with dental coverage 
who had. The findings were published 
in the December issue of the Health 
Affairs journal, and illustrate an extensive 
and as yet unmet requirement for dental 
coverage among older adults in the US.

AWC teams up with 
Steamship Mutual

Relocation, relocation, relocation
possessions. “Do your research,” it advises, 
“and try to get quotes from at least three 

[removal] companies. 
When comparing 
quotes, be sure you 

are comparing 
like with like 
by checking if 

all ancillary costs 
such as port handling 

charges and unloading 
fees are included.”

Finally, Cigna suggests that 
expatriates seriously consider 
international private medical 
insurance (IPMI), for ‘peace 
of mind’, as ‘even within a 
particular country, [healthcare] 
provision can vary depending 
on where you happen to be 
based’. “Local healthcare is 
not always particularly ‘expat 

friendly’ in terms of what you 
are entitled to,” says Cigna, “not 
to mention making sense of the 
system. IPMI can prove invaluable 
for expats and their families. Its 
portable nature makes it ideal for 
people who spend extended periods 
in different parts of the world, and 
the best policies enable you to fill in 
important gaps in existing company 

health insurance plans. What’s 
more, it can be incredibly reassuring 

to have customer service assistance 
in a language you fully understand – 
no matter where you are based.”

IPMI can prove 
invaluable for expats and 

their families

New year, new look

The tooth, the whole tooth and 
nothing but the tooth
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What is subrogation? In civil law, it 
means to substitute one person or 

group/company for another with reference 
to a debt or insurance claim, along with 
the transfer of any associated rights. 
Typically, an insurer will pay a claim and 
then ‘subrogate’ to seek reimbursement 
from a responsible third party, perhaps 
another insurer, to recoup some or 
all of the claim, where appropriate. 
“The right arises as a result of an 
accident caused by a third party and 
will usually be specifically referred to 
within the policy of insurance,” explains 
Mark Lee, partner and head of travel 
at law firm Penningtons Manches LLP, 
UK. “The doctrine enables the insurer to 
‘step into the shoes’ of the policyholder 
and to include its expenses as part and 
parcel of the action for damages.” So, 
for example, where a policyholder is 
injured in an accident, the insurer might 
pay £30,000 to cover medical bills. The 
same company would be entitled to 
collect £30,000 from the party at fault.
Subrogation is an important practice for 
insurers in recouping costs. Bronwen 
Courtenay-Stamp, solicitor and partner at 
law firm Trowers & Hamlins LLP, UK, says: 
“We often see large subrogation claims 
in cases where an insured has required 
medical treatment and repatriation back 
to the UK. We have also dealt with cases 
where a travel insurer pays a cancellation 
claim because an insured has sustained 
injuries in an accident before their 
holiday, and then the insurer wishes to 
reclaim those monies from the person 
who caused that original accident.”

Enacting subrogation
When can an insurer enact subrogation? 
“The insurer will normally (but not 
always) have to bring the claim in the 
name of the insured,” explains Magdi 
Riad, vice-president, operation and 
chief operation officer at Alliance Global 

Assistance Canada. And here is the first 
complication of subrogation – ensuring 
the co-operation of the insured. “The 
insured is obliged to assist with the 
recovery since such a duty is implied 
in law… and will usually be included 
as a policy condition,” says Lee. “It is 
difficult, but not impossible, to pursue a 
subrogated claim without the co-operation 
of an insured. On most occasions, the 
insured will be the only person with 
detailed knowledge of how an accident 
occurred. The inclusion of a subrogated 
claim within the insured’s claim for out-
of-pocket expenses will normally afford 
the insurer the best chance of making 
a recovery and at the lowest cost.”

Complex and costly 
The clear benefit of subrogation for an 
insurer is that the money recovered allows 
it to offer reduced premiums and remain 
competitive. But while subrogation is of 
paramount importance to insurers, it can 
also be a lengthy, costly and complex 
process. “While recovery can be as 
much as 100 per cent of the medical 
expenses paid by the underwriter, not 
all subrogation cases have successful 
recoveries,” says Mireille Dionne, legal 
counsel and subrogation director at 
medical cost containment company 
Global Excel Management. “The timeline 
between case opening and successful 
recovery also varies greatly. We see 
cases take as little as two months and 
others as many as three years.”
Dionne agrees that the process of 
subrogation can be complex. “If one 
doesn’t know the rules or the applicable 
legislation, subrogation can often 
be a headache. That’s why there are 
companies that specialise in this type 
of service. Those who are experts in the 
field will tell you that the earlier you get 
involved and identify the responsible 
parties or potential avenues for recovery, 

Lucie Wood looks at some 
of the benefits and pitfalls 
involved in the complex 
practice of subrogation. How 
well is this practice working 
for travel and health insurers 
at present?

>>
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the better chance of success you will 
have. The industry is definitely more 
knowledgeable today about subrogation.”

The ’made whole’ doctrine
Importantly, while the principle is the 
same, subrogation is viewed and treated 
differently according to country or 
jurisdiction. In the majority of US states, 
the ‘made whole’ doctrine is applied to 
injury cases in the interests of fairness to 
limit the loss of the insured through the 
subrogation process. In basic terms it 
means that an insurance company cannot 
take funds from a claims settlement until 
all the insured’s damages have been 
covered. Often this is tough luck for the 
insurance company as Riad explains: “In 
some situations, an insured may quote the 
made whole doctrine as a defence against 
having to allow his insurer to subrogate 
and recover its cost. If the insured 
presents proof that his or her claim is 
in excess of the coverage available for 
subrogation, the insurer cannot subrogate. 
It is only if the insured receives a ‘double 
recovery’, which is a recovery that goes 
beyond his or her legally recoverable 
amount, that his or her insurer becomes 
entitled to exercise its subrogation right.”
Conversely, in the UK, no ‘made whole’ 
doctrine applies. Courtenay-Stamp says: 

“[A 1993 House of Lords ruling] held 
that the insured is ‘made whole’ when 
he is indemnified under the policy, at 
which point the insurer may exercise its 
right of subrogation, regardless of the 

continued existence of uninsured losses.” 
She continues: “Therefore, in the UK, 
insurers are still able to recover costs they 
have incurred from a third party despite 
the insured not being compensated for 
his/her injuries and made whole.”

Benefits of subrogation
So, if the process of subrogation is 
so complicated and costly, why use 
it at all? Firstly, it is paramount as 
part of cost containment and the 
recovery of funds. “From an insurer’s 
perspective, subrogation’s first and 
foremost benefit is to improve the 

loss ratio,” says Riad. “A recovery of 
money paid out is an improvement 
to the insurer’s bottom line. It allows 
for an affordable, yet comprehensive, 
insurance product to be introduced to 

the market which leads to growth.”
Subrogation can also help to ensure 
customer loyalty. “Since in most 
subrogation cases the insurer would take 
on the case and include the insured’s 
claim in the action,” explains Riad. “This 
may come at no or minimal cost to the 
insured.” The practice is also key in cost 
containment as Dionne explains: “In the 
travel insurance world, every ounce of 
savings counts. In this market, premium 
setting and claims cost containment 
strategies are the only ways to remain 
competitive. That’s why insurers do 
not want to leave any money on the 
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table. Subrogation is one way to reduce 
claims costs and remain competitive.”
Often subrogation means that the insurer 
can make significant savings. Dionne backs 
this: “We had a case in California revolving 
around an accident where the client was 
injured on a guided tour. We were able 
to recover 64 per cent of the claim – the 
claim was approximately CA$125,000 
and recovery was $80,000 – through our 
subrogation efforts.” Meanwhile in the UK, 
the figures are similarly impressive. “We 
are currently engaged in multiple large 
subrogation claims on behalf of insurer for 
amounts between £10,000 and £150,000,” 
says Courtenay-Stamp. “We have recently 
settled one matter where the insured 
suffered a nasty injury to her hip and the 

insurer’s outlay was over £40,000. The 
insured recovered compensation for her 
injuries and her own financial losses and 
the insurers recovered 100 per cent of their 
outlay for medical costs and repatriation.”

Common pitfalls 
In the subrogation process there are 
manifold perils that the insurer should 
be aware of. “Travel policies are often 
underwritten and administered by different 
entities,” explains Lee. “For example, an 
assistance company may deal with the 
medical expenses, whereas a claims 
administrator or legal expenses insurer 
may deal with legal and personal injury 
claims. In our experience, these different 

entities do not always share information 
and consequently the insurers’ subrogated 
claims may be overlooked or initiated 
a long time after the accident. This can 
result in various difficulties, including: 
limitation periods being missed and 
claims becoming time barred; an inability 
to secure the co-operation of an insured 
whose own claim has already settled; 
witnesses’ inability to recall key facts and 
defendants being less likely to co-operate.”
There are other issues too. In some 
US states there are anti-subrogation 
laws that prohibit health insurers from 
seeking reimbursement from settlements 
reached with victims in tort cases – 
thus, where possible, insurers should 
carefully select their jurisdiction. 
Dionne says that poor policy wording 
can also be a problem. For one thing, 
terms used do not always mean the 
same in different countries: “In some 
instances, the intent to subrogate or to 
be second payer needs to be spelled 
out in the policy in order to recover. 
Leaving this out of the policy could mean 
the difference between a 100-per-cent 
recovery and a zero-per-cent recovery.”
Then, in some cases, there are limited 
funds to subrogate against, as Dionne 
explains: “When subrogating on a 
claim, you don’t control the means of 
compensation of the liable party. As 
such, policy limits and the lack of assets 
could be detrimental to one’s ability 
to fully recover. For example, many 
medical non-liability benefits are capped 
at CA$50,000 in certain Canadian 
jurisdictions. [In the US], medical benefits 
for non-liability claims are often capped 
anywhere between US$1,000 and $10,000. 
Policies in the US can be much lower 
than they may be in other jurisdictions.”

Recommendations for improvement
The key question is: are global travel 
and health insurers using subrogation 
effectively and to their full advantage? “I 
don’t think global travel insurers are using 
the doctrine of subrogation effectively 

and there is a lot of education required,” 
says Riad. “Some of the lawyers at the 
International Travel & Health Insurance 
Conference have made a very good job 
at explaining the subrogation process but 
we are still far from perfect. To improve, 
insurers must create a subrogation 
programme and keep it active. Training on 
subrogation is a must, as well as assigning 
someone to lead the charge. Claims 
examiners must put themselves in the 
shoes of the insured and think twice before 
they mark the claim as ‘no subrogation’. 
They must see the opportunity and 
escalate it. Insurers or claims examiners 
must educate the insured on how the 
process works. They must advise the 
insured not to settle before the entire cost 
of the claim is visible and that there is a 
right to the insurer to subrogate,” he says. 
More knowledge accrued by insurers 
around subrogation is key, adds Riad. 
“As part of the education process, [we 
must recognise that] not every slip and 
fall is a subrogated claim. We must 
prove negligence on the part of the third 
party. Sending a claim for subrogation 
when the insured was drunk and fell 
is a waste of everybody’s time.”
Courtenay-Stamp backs education 
and says that insurers often fail to see 
subrogation opportunities. “It is common 
for our lawyers to actively request 
confirmation from insurers if they would 
like to include any subrogation claim 
rather than the other way around!” she 
says. “Insurers could train their claims 
handlers to spot possible recoveries 
at as early a stage as possible – 
often where the assistance team is 
initially involved,” she suggests. 
Lee agrees this is fundamental. “It is 
important that insurers create a foolproof 
system that enables them to identify 
potential recoveries early so viable 
claims are actioned as soon as possible 
Although the profit margins for UK 
travel insurers remain challenging, this 
is one obvious way to reduce leakage 
and to improve the bottom line.” ■
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Impaired travellers II
disabled travellers

The World Health Organization estimates that 15 per cent of 
the world’s population lives with some kind of disability – that 

amounts to around one billion people. Making sure travel is 
accessible for this group is vital, says Mandy Langfield, and it is 

up to the insurance industry to make sure that they can travel with 
the peace of mind that they have the right cover in place, at an 

affordable price

>>
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The market for accessible tourism has 
grown significantly in recent times, 

and with a globally ageing population, 
it is likely that more and more people 
will enter into this market as time goes 
on. People with physical disabilities no 
longer have to live a life that is limited in 
terms of the holidays they would like to 
take – the recent Paralympic Games, for 
example, has demonstrated that no matter 
what challenges life throws at people, 
amazing things can still be achieved, and 
a disability does not have to be a barrier to 
incredible experiences. 

Market potential
According to an estimate based on the 
2014 EU Study Economic Impact and 
Travel Patterns of Accessible Tourism 
in Europe, accessible travel is thought 
to account for around 12 per cent of 
the market. The United Nations World 
Tourism Organization (UNWTO) says that 
the accessible travel market presents ‘a 

golden opportunity’ for destinations that 
are ready to receive these visitors, since 
they tend to travel more frequently during 
the low season, usually accompanied 
or in groups. This could also arguably 
be appealing for insurers – by travelling 
accompanied, an insurer will always 
be able to have some level of control 
over where a traveller is taken should 
they fall ill or be injured, as they can get 
in direct contact with the guide; and 
travelling in groups is also safer for the 
traveller. “Facilitating travel for people with 
disabilities is therefore not only a human 
rights imperative,” states the UNWTO 
in its Good Practices in the Accessible 
Tourism Supply Chain ethics document, 
published in September 2016, “but also 
an exceptional business opportunity.” 
The Bahamas is the latest destination 
to follow the recommendations of the 
UNWTO, hosting a symposium on 
accessible travel, and its government has 
created a department catering for people 
with disabilities – small but important 
first steps.
Cruising, always popular with older 
travellers, is also an important niche for 
the disabled travel market. Most ships will 
have ramps wide enough for wheelchair 
users to easily board and disembark, 
and wheelchair accessible rooms are 
commonly available. While there may be 
some limitations on the practicalities of 
travel for physically disabled people, the 
list of places they can go, and activities 
in which they can take part, continues 

to grow. But has the insurance available 
for disabled travellers matched this pace 
of change?

Cover development
ITIJ spoke to Chris Blackman, product 
development consultant for UK-based 
AllClear Insurance, about his company’s 
offering to the market. “AllClear has 
provided travel insurance to the disabled 
traveller right from the beginning of 
our existence back in 2000,” he said. 
“However, what we have done more 
recently is to specifically define an 
AllClear Travel Policy for the Disabled 
Traveller, providing additional guidance 
and information about travelling with 
a disability. For example, highlighting 
the assistance which, by law, must be 
provided by carriers and tour operators 
to disabled travellers, whether they are 
sight or hearing impaired, have mobility 
difficulties, or indeed have any disability 
which requires special assistance.” In 
the UK, under the Equality Act of 2010 
(formerly the Disability Discrimination 
Act 2005 and 1995 DDA), it is illegal 
to discriminate against people with 
disabilities (by way of charging higher 
premiums or declining cover) unless it 
can be shown actuarially that the cost of 
providing that service is materially greater 
than for someone without the disability. 
Blackman continued: “Travel insurance 
providers are therefore bound by law 
to provide cover unless there are other 
considerations such as significant or 

the accessible travel 
market presents ‘a 
golden opportunity’
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ongoing medical conditions in addition to 
the disability.”

In-depth information
When it comes to the medical screening 
of travellers who have some form of 
disability, it can be the case that unless 
they are suffering from a pre-existing 
medical condition that they have to 
declare, such as angina or cancer, then 
the insurer won’t even be aware that they 
are covering a disabled traveller. Blackman 
of AllClear pointed out: “Travellers who 
have some form of disability may not 
necessarily represent a higher risk to the 

insurer.” This is, of course, dependent 
on the type of condition from which the 
person is suffering. “Mobility difficulties 
such as paraplegia, pressure sores and 
urinary tract infections are the most 
common [risks],” explained Blackman. 
“We therefore seek to assess how stable 
or well controlled their condition is and 
how well [it] is managed on a day-to-day 
basis at home. This is done by taking them 
through a couple of medical screening 
questions and this allows us to arrive at an 
appropriate premium commensurate with 
the risk.”
ITIJ also spoke to Craig Morrison, chief 

executive of Southern Cross Travel 
Insurance (SCTI), which provides cover in 
New Zealand and Australia, where there is 
no disability discrimination law. He said: 
“In SCTI’s view, a ‘handicap’ or a disability 
is just another type of pre-existing 
condition. We don’t make any special 
exceptions for this. So long as there is no 
disability relating to heart, lung, vascular, 
or Diabetes T2, then the insured is not 
required to declare the disability – but then 
of course there’s no cover for it.” On the 
other hand, he continued, ‘a person with a 
disability seeking cover can declare it on 
our online medical assessment, as part of 

[UK] travel insurance 
providers are therefore 

bound by law to 
provide cover [to 

disabled travellers]
>>
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ve ry minor ailments can 
often be accommodated 

under large claims 
related programmes

the application process’. “Depending on 
what it is, the outcome could be: covered, 
but an additional medical premium is 
due. If the insured pays this additional 
medical premium, then they have cover 
for unexpected events relating to the 
disability. If the insured does not pay it, 
then like above, there’s no cover.”
The pricing of policies is about risk 
assessment and claims levels, and while 
the assessment can take place and be 
reasonably predicted, claims levels are 
often less predictable. As with any travel 
insurance customer, claims from disabled 
travellers vary dramatically. Blackman 

told ITIJ: “Generally, those who have a 
disability which they cope well with and 
do not require medical intervention for 
at home, do not have problems whilst 
travelling. Those with more complex 
conditions which do require occasional 
medical referral at home, can have 
unplanned insured events whilst abroad 
but we do aim to take account of these 
in our medical risk assessment and 
screening, so the additional premium 
charged across that specifi c group of 
disabled travellers hopefully covers the 
additional claims costs.”

Expatriates
Of course, it is not just short-term 
leisure travellers that are going to need 
insurance; longer-term travellers and 
globally mobile employees also need 
cover for any disabilities. ITIJ spoke to 
Andrew Apps, head of global healthcare 
for international private medical insurance 
(IPMI) broker Bellwood Prestbury, about 
the issue of providing IPMI for disabled or 
chronically unwell employees. He said that 
being able to provide cover for disabled 
employees is perhaps one of the most 

diffi  cult risks to navigate, given that such 
policies are predominantly designed to 
cover unexpected acute illness and injury 
rather than known pre-existing medical 
conditions. “As a specialist intermediary,” 
he said, “we are increasingly being 
asked to source cover for employees 
with disabilities such as MS and Down 
Syndrome, but invariably insurers either 
exclude cover for any treatment associated 
to the disability concerned or, in some 
instances, decline cover altogether. While 
most policies have evolved over the past 
few years to provide some level of chronic 
and long-term protection, this is really 
geared to conditions occurring after the 
policy has incepted rather than before.”
Inevitably, the price of policies rises when 
serious conditions are included, but it was 
surprising to fi nd out that the price will go 
up signifi cantly even when the condition 
under scrutiny may be excluded from the 
policy, as Apps explained: “Where some 
degree of cover is off ered – and which is 
usually restricted to minor disabilities – 
premium surcharges can be signifi cant, 
with many underwriters quoting fi gures 
averaging 75 per cent of the original 
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invariably insurers 
eith er exclude cove r 
for any treatment 
associated to th e 

disability concerned
in place, it is possible to assess risk 
accurately and price policies accordingly, 
as Blackman of AllClear concluded: 
“AllClear does conduct a high degree 
of claims analysis and adjusts the risk 
rating and hence premium charged to 
take account of claims costs across a 
wide variety of customer profi les. These 
profi les include age, type and severity 
of medical condition(s) declared, along 
with destination and trip duration. While 
disability in itself is not a customer profi le 
we examine in isolation, AllClear does look 
for patterns across medical conditions 
and those medical conditions normally 
associated with a disability of some kind 
do not seem to be out of line with any 
other medical claims.”
Morrison of SCTI made a valid point 
addressing the diffi  culties for insurers 
that wish to provide cover for disabled 
travellers: “There is a vast range of 
complexities [surrounding] what might 
go wrong, the eff ects of long-haul travel 
on the disability, the destination, the cost 
of healthcare. Every disability, like every 
pre-existing health condition, needs to be 
assessed on a case-by-case basis.” ■

premium or higher. The diffi  culty is 
one of ‘how to assess a disability’ 
and in turn to know ‘what premium 
to charge’ for what is in reality 
no longer an insurance matter 

but one of health maintenance. 
Very minor ailments can often be 

accommodated under large claims 
related programmes, as in eff ect, future 
premiums are based on the claims profi le 
of the group. But for SMEs’ employer 

groups, the ability to vary premiums 
does not (or rarely) exists.”

Could try harder?
As Apps says, much remains to be 
done by the insurance industry to 
meet the needs of disabled travellers 
and globally mobile employees. 
He told ITIJ: “There is clearly 
room for improvement, and [this] 
requires greater dialogue between 
underwriters, providers and specialist 
intermediaries. While by its very 
defi nition insurance is about covering 
the ‘unexpected’, there needs to be 

greater fl exibility as to what can and 
cannot be covered rather than what is 
seen all too often as a blanket ‘no’.” IPMI 
is not designed to be a replacement 
for state-sponsored healthcare systems, 

he added, but the very fact that many 
treatment plans for those with disabilities 
can be pre-calculated should point the 
way to a wider acceptance of what can 
and cannot be covered: “Premiums will of 
course need to refl ect this, but surely the 

option ought to at least be 
available.”

With the right 
systems 

http://www.itij.tv
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ITIJ spoke to Christiane Burniston, 
CEO and chairman of ChargeCare 
International in the UK, about the 
management of provider networks, enabling 
technology, and the evolution of the cost 
containment industry

How long have you worked in the cost 
containment industry, and can you 
describe the career path that has led to 
your current role?  
I started focusing on cost containment 
more than 20 years ago. My career started 
with Europ Assistance in the UK. I learnt 
everything there was to know about medical 
assistance. It was a big part of my life, 
exciting and so fulfi lling. I moved away from 
assistance to insurance, joining Home 
& Overseas (H&O) some 11 years later, 
expecting a more regular type of life. H&O 
was anything but that, and it turned out to be 

the best school I could have joined to learn 
about the vibrant, wild, successful world of 
UK insurance. 

ChargeCare was founded in 1995, and 
one of its early aims was to exploit the 
potential of web-based technologies, 
something that could be considered 
quite ahead of its time. Has it been a 
challenge keeping pace with technological 
developments over the years? 
We have always been up there, right on the 
edge of new technology, developing our own 
systems. We have created new systems with 
a high level of automated processes and 
minimal touch points. Many years ago, we 
made the choice to be transparent with our 
clients and medical providers, giving them 
real-time access to their claims. Sharing 
information, giving feedback, providing 
benchmarking reports is part of our 
philosophy. ChargeCare is a tough negotiator 
for medical providers, with years of statistics 
on costs, treatments and trends. Our IT vision 
is backed up by an experienced, forward 
thinking and security minded IT director who 
embraces our ambitions.

Thinking 
outside the box

How does ChargeCare maintain its 
provider network to ensure quality care for 
patients at the best price for clients, and 
what unique benefi ts does ChargeCare 
off er its networked medical providers?
We use all sorts of touch points, to ensure 
quality and best price. As much as possible, 
we have local doctors working for us, who 
know the facilities and the costs. We regularly 
visit doctors and hospitals. We manage our 
relationships professionally and maintain 
excellent communication channels from the 
UK but also from our local offi  ces, which are 
a great asset.
Patients have always played a signifi cant part, 
giving us their feedback on quality of care. 
More recently, we have sent undercover 
patients to selected surgeries, comparing 
fi rst hand the treatment and handling 
of the insurance process with the fi nal 
information contained in the invoices and 
medical reports.
Not only do we use our auditing process 
to gather elements to detect fraud, 
overtreatment, overcharging and identifying 
new trends, we also create a unique 
opportunity to make patients more aware of 
what is happening to them, on the ground, at 
the time of treatment. 
ChargeCare provides cost containment 
services on a regular basis in more than 
12 countries. There is not a one-size-fi ts-all 
solution. Our expertise goes way past quality 
of care and costs, as many other aspects 
play a vital role in assessing and controlling 
a provider in a fair and objective way: 
local logistics, local competition, domestic 
healthcare, culture.
We aim at pointing new providers to the 
‘correct’ way, through our technology and 
knowhow. We post useful instructions 
and information on our medical providers’ 
portal to facilitate their tasks and 
maximise effi  ciency.
Many of ChargeCare International’s patients 
are already at a doctor’s surgery or in a 
hospital when a new claim notifi cation 
is received. The majority of hospitals will 
deliver good care. However, when there is 
an opportunity of directive care, ChargeCare 
International off ers its clients the use of its 
database to direct patients to a hospital of 
their choice. With private medical health 
insurance, where treatment is often not an 
emergency, we can pick the most suited 
provider at the best price. 
 
How has the cost containment industry, 
and companies’ approaches to cost 
containment, changed over the course of 
your career?
Our main focus in cost containment has 
traditionally been in Europe. Insurers have 
certainly increased their level of interest in 
cost containment in this region. They are 
taking a much more proactive and direct 
involvement in cost containment in Europe. 
Cost containment, or procurement teams 
in charge of cost containment, are now 
common features in insurance or assistance 
companies. We work with them closely to 
complement what they are doing in-house.
Medical providers are reacting to cost 
containment much more seriously. Cost 
containment in Europe is very much driven by 
the British industry and, as a result, medical 
providers’ attitude to British patients in some 
key destinations in Europe has changed quite 
considerably. It is important that ChargeCare 
International manages costs in a way that is 
not detrimental to the patients’ welfare.
With an increasing number of companies 
involved one way or another with cost 

containment activities, medical providers 
are consciously creating an elite group of 
cost containment companies with whom 
they are prepared to work. They look for 
integrity, reliability, expertise and technology. 
ChargeCare is one of the companies in that 
small group. 
In terms of a diff erent approach to cost 
containment in Europe, the biggest has been 
the increasing practice of directing patients 
away from private clinics to state hospitals for 
treatment under the EHIC.
 
What would you say are the biggest 
challenges currently facing the global cost 
containment industry? 
Regarding cost containment in Europe, one 
of the biggest challenges will be managing 
the ‘Brexit’ eff ect. Will some sort of reciprocity 
agreement replace the EHIC card, will the 
status quo remain or will it be a free for all?
The destinations for mass tourism are shifting, 
often determined by uncontrollable world 
events. Thinking ahead, we are researching 
new ways of controlling the patient journey, 
ensuring good quality care, reducing 
hospital admissions and medical costs 
whilst balancing management costs versus 
medical savings. 

What do you enjoy most about your role 
– and what would you say are its most 
challenging aspects?
I particularly enjoy thinking outside the box, 
fi nding solutions and being innovative and 
creative in terms of new products, new 
technology, new set-ups. I like to make things 
happen and work. 
Many of my clients and contacts have been 
around as long as me, and it is always a 
good feeling to catch up with them at the 
International Travel Insurance Conference 
(ITIC) or elsewhere, and refl ect on the good 
old days and what we have achieved together 
or separately in this industry. 
I have been extremely lucky with the people I 
have met along the way, especially the teams 
of people behind me who have believed 
in ChargeCare International and worked 
consistently with me to make the company 
what it is today. We have great and lively 
interaction despite the miles between us. This 
is also the right job for travelling and meeting 
people, which I love.
A lot of responsibilities come with running 
your own business and the insurance industry 
is more volatile than most. You never quite 
know what is around the corner. The travel 
industry is very much connected to what 
happens in the world, and that is not in 
our control.

If you could do any other job in the world, 
what would it be and why?
Toughest question of all! I wouldn’t know! It 
would have to be a job that allows me to work 
in an exciting and beautiful environment, to 
create a happy and motivated team. I am an 
organiser and a planner. It would have to be a 
journey of discoveries though!

What are you most proud of – both 
personally and professionally?
Personally and professionally go together 
when you are so intensively involved with 
your own business. I am proud of making 
a big and happy life in the UK for myself, 
surrounded by loving, brilliant, kind and 
genuine people. I am originally from France, 
but being in the UK has been the best 
springboard ever into the world. I love Britain, 
the bulldog spirit and the eccentricity of 
this country. ■

the insurance industry is more 

volatile than most. You never quite 

know what is around the corner
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Ace Air & Ambulance (Pvt) Ltd.
James Halsted, – Managing Director

2 Mount Road, Avondale, Harare, Zimbabwe

tel: 
tel: 

+263 (4) 302 141
+263 (782) 999 901/2/3/4

email: 
website: 

james@ace-ambulance.com  
www.ace-ambulance.com

AMREF Flying Doctors
Dr Bettina Vadera – Medical Director

Wilson Airport, LangataRoad, PO Box 18617, Nairobi, KENYA

tel: 
fax: 

+254 20 6000 090
+254 20 344 170

email: 
website: 

emergency@flydoc.org 
www.flydoc.org

Awesome Air Evac
Shane Marais – General Manager

Hanger 104C, Gate C, Lanseria Airport, Lanseria, SOUTH AFRICA

tel: +27 11 430 1777 email: 
website: 

rescue@awesomeairevac.com
www.awesomeairevac.com

ER24
24/7 Flight Desk
Cambridge Manor Office Park, Manor 1, Stone Haven Road, C/o 
Witkoppen & Stone Haven Roads, Sandton, Paulshof, SOUTH AFRICA

tel: 
fax: 

+27 (0) 10 205 3100
+27 (0) 866 781 507

email: 
website: 

flight@er24.co.za
www.er24.co.za

Medic’Air International
Dr Jean-Philippe MATTEI – Medical Director

Dar El Bacha - Tizougarine 5, 40000 Marrakech Medina, MOROCCO

tel: 
fax:

+212 5 24 38 13 88
+212 524 428 436

email: 
website: 

operations@medic-air.com
www.medic-air.com

Netcare 911 International
24/7 Flight Desk

Oracle Close, Waterfall, Midrand,1685, SOUTH AFRICA

tel: 
fax: 

+27 10 209 8392
+27 10 209 8405

email: 
website: 

flight@netcare.co.za
www.netcare911.co.za

CareFlight International
Paul Smith – National Manager

Locked bag 2002 Wentworthville NSW 2145, AUSTRALIA

tel: 
fax: 

(+61) 2 9893 7683
+61 2 9689 2744

email: 
website: 

international@careflight.org
www.careflight.org

Flying Doctors Asia
Prithpal Singh – CEO , Director

A’Posh Bizhub, 1 Yishun Industrial St 1, #08-03, SINGAPORE, 768160 

tel: 
fax: 

+65 6483 5412
+65 6734 1338

email: 
website: 

prithpal@flyingdoctorsasia.com 
www.flyingdoctorsasia.com

LifeFlight 
Peter Elliott – General Manager – Air Ambulance

PO Box 5078, Robina Town Centre, QLD, AUSTRALIA

24/7 (int) tel: 
fax: 

+61 7 5553 5955
+61 7 5553 5965

email: 
website: 

ops@lifeflight.org.au
www.LifeFlight.org.au

Medic’Air International 每递安国际
Dr Li Tao – Medical Director

885 Renmin Road, Huaihai China Building, Room 808, 200010 Shanghai, CHINA

tel: 
fax: 

+86 2163 558289
+86 2163 558285

email: 
website: 

operations@medic-air.com
www.medic-air.com

Medical Wings
Dr.Sura Jaidwatee, M.D. – Medical Flight Manager
222 Don Mueang International Airport Office Building 3rd Floor, 
Vibhavadi Rangsit Road, Sanambin, Don Mueang, Bangkok 10210, THAILAND
24h tel: 

fax: 
+662 247 3392
+662 535 4734

email: 
website: 

m.w@medicalwings.com
www.medicalwings.com

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)

INTERNATIONAL WEST INDIES ASSISTANCE
Marie-Yannick Agasseau – Manager
4 allée des perruches, route de l’union, 97200 FORT DE FRANCE, 
MARTINIQUE FWI

tel: 
fax: 

+596 596 701 889
+596 596 579 128

email: 
 

ste.iwia@orange.fr

AAA Alpine Air Ambulance AG
Jürg Fleischmann – CEO

P.O. Box 233, CH-8058 Zürich Airport, SWITZERLAND

tel: 
24/7 tel: 

+41 44 813 09 09
+41 44 813 10 10

email: 
website: 

soscenter@air-ambulance.ch
www.air-ambulance.ch

Air Alliance Medflight GmbH
Eva Kluge – Director of Sales & Business Development

SIEGERLAND AIRPORT, Werfthalle G1, 57299 Burbach, GERMANY

mob: 
24/7 tel: 

+49 170 366 4933
+49 2736 4428 45

email: 
website: 

e.kluge@air-alliance.de
www.air-alliance.de

AIR AMBULANCE Srl.
Carlo Gioia – CEO

Via Peppino Rossi, 23, 20093 Cologno Monzese, Milano, ITALY

tel: 
fax: 

+39 33 5775 0300
+39 02 4550 3771

email: 
website: 

Info@airambulance.it
www.airambulance.it

Air – Transport Europe, Ltd.
Milan Hoholik – CEO

Poprad-Tatry Airport, 058 98 POPRAD, SLOVAKIA

24Hr tel: 
 

+421 918 494 053
+421 52 7761 911

email: 
website: 

sales@ate.sk
www.ate.sk

AIRLEC Air Espace
Paul Tiba – Managing Director

Zone Aviation Générale, 33700 Mérignac Cidex 05 FRANCE

24Hr tel: 
fax: 

+335 56 34 02 14
+335 56 55 98 18   

email: 
website: 

paul.tiba@airlecairespace.com
www.airlecairespace.com

Capital Air AmbulanceCapital Air Ambulance - Identity

AIR AMBULANCE
CAPITAL

Pantone 874Pantone 2597C

Lisa Humphries – Sales Director

Airport House, Exeter International Airport, EX5 2BD, UK

tel: 
fax: 

+44 845 055 2828
+44 1392 350 039

email: 
website: 

sales@capitalairambulance.co.uk
www.capitalairambulance.co.uk 

DRF Luftrettung / German Air Rescue
German Air Rescue – Claim-Variante rot / schwarz

German Air Rescue

Dr. Peter Huber – CEO

Rita-Maiburg-Str. 2, D-70794 Filderstadt, GERMANY

24h tel: 
fax: 

+49 7007 3010
+49 7007 3119

email: 
website: 

ops@drf-luftrettung.de
www.drf-luftrettung.de/air-ambulance

European Air Ambulance
Patrick Schomaker – Director Sales & Marketing

Luxembourg Airport, B.P.24, L-5201, Sandweiler, LUXEMBOURG

24hr tel: 
fax: 

+352 26 26 00
+352 26 26 01

email: 
website: 

alert@air-ambulance.com
www.air-ambulance.com

FAI – rent-a-jet AG
Volker Lemke – Director Sales & Marketing

Flughafenstrasse 100, D-90268 Nuremberg, GERMANY

tel: 
fax: 

+49 911 36009 31
+49 911 36009 59

email: 
website: 

lemke@fai-ag.de
www.rent-a-jet.de

Gamma Air Medical LTD.
Dr. Gregory Kyriakou – CEO

5, Pylou str. Maroussi PC. 15122 Athens , GREECE

tel: 
fax: 

+30 210 284 6600
+30 211 770 4141

email: 
website: 

ops@airmed.gr
www.airmed.gr

GlobalMed International
Gert Muurling – CEO & Medical Director

Auf Roedern 7c, 56283 Pfaffenheck, GERMANY

tel: 
fax: 

+49 6742 897 425
+49 3212 100 5018

email: 
website: 

info@globalmed-international.com
www.globalmed-international.com
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AirEvac International
Raul Mendoza – President  / CEO

3404 Bonita Rd, Chula Vista, Ca. 91910, USA

tel: 
fax: 

+1 619 754-6755
+1 619 330 4551

email: 
website: 

info@aeiamericas.com
www.aeiamericas.com

AMR Air Ambulance
John “Jay” Paladino – General Manager

8001 South InterPort Blvd., Suite 150, Englewood, CO 80112 , USA

tel: 
fax: 

+1 720 875 9182
+1 720 875 9183

email: 
website: 

info@AMRAirAmbulance.com
www.AMRAirAmbulance.com

 

Global Jetcare, Inc.
Bart Gray – President

16479 Runway Drive, Brooksville, FL 34604, USA

tel: 
fax: 

+1 352 799 7771
+1 352 799 7776

email: 
website: 

bart@globaljetcare.com
www.globaljetcare.com

JET ICU
Mike Honeycutt – President

2561 Rescue Way, Brooksville, FL 34604, USA

tel: 
fax: 

+1 352 796 2540
+1 352 796 2549

email: 
website: 

ops@jeticu.com
www.jeticu.com

Latitude AeroMedical Works
Diana Iaquinto – Director Sales & Medical Ops.
John C. Munro / Hamilton International Airport, 9300 Airport Rd. Mount Hope, 
Ontario, L0R1W0 CANADA

tel: 
fax: 

+1 289 426 1133
+1 289 426 1132

email: 
website: 

24.7@latitude2009.com
www.latitude2009.com

REVA Inc
Stuart Hayman – CEO
2101 W. Commercial Blvd., Suite 1500, Fort Lauderdale, 
Florida 33309, USA

tel: 
fax: 

+1 954 730 9300
+1 954 485 6564

email: 
website: 

operations@flyreva.com
www.flyreva.com

Skyservice Air Ambulance
David Ewing – Senior Vice President, Global Markets
Montreal/PE Trudeau Int Airport, 9785 Avenue Ryan, Montreal (Quebec), 
H9P 1A2, CANADA

tel: 
fax: 

+1 514 497 7000
+1 514 636 0096

email: 
website: 

alert@skyservice.com
www.skyserviceairambulance.com 

AIMS
Bernadette Breton – Chief Executive Officer
AIMS House, 3 West St, Bryanston 2191, Johannesburg, 
SOUTH AFRICA

tel: 
fax: 

+27 11 783 0135
+27 11 783 2950

email: 
website: 

operations@aims.org.za
www.aims.org.za

AMREF Flying Doctors
Dr Bettina Vadera – Medical Director

Wilson Airport, Langata Road, PO Box 18617, Nairobi, KENYA

tel: 
fax: 

+254 20 6000 090
+254 20 344 170

email: 
website: 

emergency@flydoc.org
www.flydoc.org

CONNEX Assistance
 Dr Helmy El Tanahy – CEO

Office 11, Floor 1, 6 El Sad El Aali st, Dokki, Cairo, EGYPT 

tel: 
fax: 

+202 3 336 0005
+202 3 762 0003 

email: 
website: 

alarm@connexassistance.com
www.connexassistance.com

Medical Services Organisation (MSO)
Brenda Durow – General Manager - Assistance

PO Box 1578, Gallo Manor, 2052, SOUTH AFRICA

tel: 
fax: 

+27 (0)11 259 5403
+27 (0)11 259 5001

24hr email: 
website: 

assistance@mso.co.za 
www.mso.co.za

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)

Jet Executive International Charter
Irena Dimitrijevic – Marketing & Sales
Mündelheimer Weg 50, D-40472, Düsseldorf, GERMANY
“Homebase FRA & MUC”

tel: 
fax: 

+49 211 602 7775
+49 211 602 77766

email: 
website: 

sales@jetexecutive.com
www.jetexecutive.com

Malteser Service Center
Johannes Hoischen – International Network and Repatriation

Malteser Service Center Kalker Hauptstr. 22-2, 51103 Köln, GERMANY

tel: 
fax: 

+49 221 98 22  333 
+49 221 98 22 339

email: 
website: 

ambulance@malteser.org
www.malteser-service-center.de

Medic’Air International
Dr Herve Raffin – General Manager

35 rue Jules Ferry, 93170 Bagnolet, Paris, FRANCE

tel: 
fax: 

+33 141 72 1414
+33 148 57 1010

email: 
website: 

operations@medic-air.com
www.medic-air.com

MEDICALFLY SRL

In ternat ional ambulance f l ight serv ice

Dr. Roberto Sorrentino – CEO & Medical Director
operative Base: Bari International Airport LIBD/BRI 
   office: Salerno Via Pio XI 7 - 84125 Salerno, ITALY

tel: 
fax: 

+39 320 1457567 ext.610
+39 089 3115250 

email: 
website: 

info@medicalfly.it
www.medicalfly.it

North Flying a/s
Jesper Kragelund – Sales Manager
North Flying Terminal, Aalborg Airport, DK-9400, Nørresundby, 
DENMARK

tel: 
fax: 

+45 9632 2900
+45 9632 2909

email: 
website: 

jkr@northflying.com
www.northflying.com

Quick Air Jet Charter GmbH
Philipp Schneider – Account Manager

Hangar 3, Cologne Airport, 51147 Cologne, GERMANY

tel: 
fax: 

+49 2203 955 700
+49 2203 955 7020

email: 
website: 

ops@quickair.de
www.quickair.de

Swiss Air-Rescue (Rega)
Stefan Becker – Head of Corporate Development

Rega-Center, PO Box 1414, CH-8058 Zurich, SWITZERLAND

tel: 
fax: 

+41 44 654 33 11
+41 44 654 33 22

email: 
website: 

stefan.becker@rega.ch 
www.rega.ch

Tyrol Air Ambulance
Manfred Helldoppler – Managing Director 

Fuerstenweg 180, A-6026 Innsbruck-Airport, AUSTRIA

tel: 
fax: 

+43 512 22422 100
+43 512 288 888

email: 
website: 

taa@taa.at
www.taa.at

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)

Aeromedevac Air Ambulance
 Adam Williams – President

Gillespie Field Airport, 681 Kenney Street, El Cajon, CA 92020, USA

toll free: 
fax: 

+(800) 462 0911
+(619) 284 7918  

email: 
website: 

awilliams@aeromedevac.com
www.aeromedevac.com

Air Ambulance Worldwide
Mark Jones – CEO

35246 US Hwy 19 N #210 · Palm Harbor, FL 34684, USA

tel: 
fax: 

+1 727 781 1198
+1 727 786 0897

email: 
website: 

mjones@airambulanceworldwide.com
www.airambulanceworldwide.com

AirMed
Brandon Bates – Sr. Director Global Strategy & Partner Relations

950 22nd Street North | Suite 800 | Birmingham, AL 35203, USA

tel: 
fax: 

(800) 356-2161
(205) 443-4841 

email: 
website: 

Brandon.bates@airmed.com
www.airmed.com
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AA International
Sharon Tan – Group Managing Director

ASIA

tel: 
fax: 

+603 7965 3883
+603 7629 8288

email: 
website: 

marketing@aa-international.com
www.aa-international.com

Alpine Rescue Service Pvt Ltd 'Mission: Save Life'
Mr. Ram Nepal – Executive Director
Nava Marga, House No. 69/4, Lazimpat, Ward No. 2, P. O. Box: 21100, 
Kathmandu, NEPAL
24/7 tel: 
24/7 fax: 

+977 1 442 6633 
+977 1 442 5111

email: 
website: 

info@alpine-rescue.com
www.alpine-rescue.com

AP Companies KAZAKHSTAN
Elmira Turmagambetova –  General Manager

4, 148 Mamir, Auzovskiy region, Almati, KAZAKHSTAN

tel: + 7 727 350 52 76 email: 
website: 

KZT@ap-companies.com
www.ap-companies.com

AP Companies UZBEKISTAN      
Ilhom Sadikov –  Business Development Manager

4a, Uzumzor street, Ulukbek region,Tashkent, UZBEKISTAN

tel: +9 987 123 890 41 email: 
website: 

uzb@ap-companies.com
www.ap-companies.com

BrightCare Assist
Gloria Lee Carmen V. Matti – CEO
Unit 10-1, Fort Legend Tower, 31st Street corner 3rd Avenue, 
Bonifacio Global City Taguig, 1632, PHILIPPINES
tel: 
fax: 

(632) 785-0055
(632) 224-4152

email: 
website: 

ops@brightcare-assist.com
www.brightcare-assist.com

CareJet Assist
Anthony Decoste – President
Level 24 Robinsons Cyberscape Beta, Topaz & Ruby Roads, 
Ortigas Center, 1605 Pasig City, PHILIPPINES

tel: +63 2 226 6911 email: 
website: 

ops@carejetassist.com 
www.vassist.com

Global Assistance & Healthcare
Mario Babin – Chief Executive Officer
Cilandak Commercial Estate - # 111 GC, Jl. Raya Cilandak KKO, 
Jakarta 12560, INDONESIA

tel: 
fax: 

+62 21 299 78 999
+62 21 299 78 9555/66

email: 
website: 

global@global-assistance.net
www.global-assistance.net

Global Assistance Partners Co.,Ltd.
Gna KH CHUNG – CEO
101-2906 Brown Stone Seoul, 464 Chongparo, Jung Gu, 
Seoul 04510, KOREA

tel: 
fax: 

+82 2 723 8839
+82 2 720 8839

email: 
website: 

chunggna@globalassistance.co.kr
http://www.globalassistance.co.kr

Global Doctor China
Regina Zheng – Operations Manager
Unit 808/811, Level 8, No.88, Bai Zi Wan Nan Er Road, Chaoyang 
District, Beijing, P.R.,100022 CHINA
tel: 
fax: 

+86 10 5815 1188  Ext. 812
+86 10 8775 9138

email: 
website: 

regina@globaldoctor.com.au
www.globaldoctor.com.au

HealthLink Services Co., Ltd. 
Parkson Chao – SVP
30/F, Tower AĐLandgent Center, 20 East Third  Ring Middle Road, 
Chaoyang District, Beijing, CHINA 100022
tel: 
fax: 

+86 139 0191 0525
(8610) 5761 3236

email: 
website: 

parksonchao@healthlink.cn
en.healthlink.cn

VISTA ASSISTANCE & HEALTHCARE & AIR AMBULANCE
 Steven Yang – CEO
Level 3 Kerry Center Shopping Mall, 1 Guanghua Road, Chaoyang District,     
Beijing 100020, P.R. CHINA
24/7 tel: 

fax: 
+86 10 852 973 38
+86 10 852 966 15

email: 
website: 

ops-asst@vista-china.net
www.vista-china.net

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)

INTERNATIONAL WEST INDIES ASSISTANCE
Marie-Yannick Agasseau – Manager
4 allée des perruches, route de l’union, 97200 FORT DE FRANCE, 
MARTINIQUE FWI

tel: 
fax: 

+596 596 701 889
+596 596 579 128

email: 
 

ste.iwia@orange.fr

SunMed International, LLC
Dra. Kinyi Haber – Medical Director. VP International Operation

2000 NW 89th Place. Miami FL 33172, UNITED STATES

tel: 
fax: 

+1 786 888 6792
+1 786 551 0763

email: 
website: 

khaber@sunmedint.net
www.sunmedint.net

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)

ADAC Ambulance Service
Christoph Ullrich – Senior Manager International Network

Hansastr. 19, D - 80686 Munich, GERMANY

tel: 
24h Alarm: 

+49 89 7676 2912
+49 89 7676 8912

email: 
website: 

christoph.ullrich@adac.de
www.adac.de/ambulance

AP Companies
Natalya Butakova –  Business Development Manager

17 Varshavskoye Shosse, Moscow 117105, RUSSIA

tel: 
fax: 

+7 495 989 1120
+7 495 989 1130

email: 
website: 

natalya@ap-companies.ru
www.ap-companies.ru

AU International Service / ASSIST UKRAINE
Andrey ZIMIN – Director

Str. Sholudenko 3, 04116 Kiev, UKRAINE

tel: 
tel: 

+38044 251 28 11
+38044 239 90 56

email: 
website: 

assist@assist-ukraine.com
assist-ukraine.com

AXA Travel Insurance
Erick Morazin – Global Sales Director

The Quadrangle, 106-118 Station Road, Redhill, Surrey, RH1 1PR, UK

tel: 
tel: 

+0800 028 3336
+0203 2840 879

email: 
website: 

enquiries@axa-travel-insurance.com
www.axa-assistance.co.uk

CNAS
Carole Luisy – Managing Director

80 rue des alliés, 38100, Grenoble, FRANCE

tel: 
fax: 

+33 438 49 83 49
+33 438 49 83 40

email: 
website: 

carole.luisy@cnas-assistance.com
www.cnas-assistance.com

DRF Luftrettung / German Air Rescue
German Air Rescue – Claim-Variante rot / schwarz

German Air Rescue

Dr. Peter Huber – CEO

Rita-Maiburg-Str. 2, D-70794 Filderstadt, GERMANY

24h tel: 
fax: 

+49 7007 3010
+49 7007 3119

email: 
website: 

ops@drf-luftrettung.de
www.drf-luftrettung.de/air-ambulance

DRK Assistance
Andreas Speich – Managing Director

Aufm Hennekamp 71, 40225 Düsseldorf, GERMANY

tel: 
fax: 

+49 211 301805-0
+49 211 301805-21

email: 
website: 

info@drkassistance.com
www.drkassistance.com

Eurocross Turkey
Cem Timurkan – Product Development, Marketing & Sales Manager
Altunizade Mahallesi, Ord. Prof. Fahrettin Kerim Gökay Caddesi,
Eşref Çakmak Plaza, No:32 Kat:3 34662 Üsküdar, İstanbul, TURKEY
tel: 
fax: 

+90 216 265 15 25
+90 216 265 15 65

email: 
website: 

cem.timurkan@eurocrossturkey.com.tr
www.eurocrossturkey.com.tr

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)
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MRI Assist
Denise Rogers – Network Manager

C/Porto Pi, 8. 07015 Palma de Mallorca SPAIN

tel: 
fax: 

+34 971 919 244
+34 971 919 255

email: 
website: 

info@medicalresponse.es
www.mri-assist.com

Save Assistance France
Franck Molinier – Director of Business Development
6 Rue Jean-Pierre Timbaud, Le Campus, Bat. B1, 
78180 Montigny-Le-Bretonneux., FRANCE

tel: 
24 tel: 

+33 13062 6752
+33 13062 1122

email: 
website: 

molinier@saveassistance.com
www.saveassistance.com

Savitar Group Ltd.
Maria Berkova – General Manager
3rd floor, entrance #4, 20/3 Bolshoy Karetniy lane, 
Moscow, 127051, RUSSIA

tel: 
fax: 

+7 495 987 1775
+7 495 987 1776

email: 
website: 

svg@savitar-gr.com
www.savitar-gr.com

Semesur Assistance
Eugenio Crenes – General Manager

Calle Oro 47, 11405 Jerez de la Frontera, Cádiz, SPAIN

tel: 
fax: 

+34 911 010 470
+34 902 001 410

email: 
website: 

info@semesur.com
www.semesur.com

Tangiers International
Jane Hegeler – Managing Director

54 Melita Street, Valetta, VLT 1122, MALTA

tel: 
fax: 

+356 277 800 16
+356 2720 5500

email: 
website: 

info@tangiersinternational.com
www.tangiersinternational.com

TBS Team 24 d.o.o
Edvard Hojnik – General Manger

CROATIA, SLOVENIA, SERBIA, MNE, BH, KOS, MAC

tel: 
fax: 

+386 2616 5819 
+386 2618 5800

email: 
website: 

info@tbs-team24.com
www. tbs-team24.com

Tyrol Air Ambulance
Manfred Helldoppler – Managing Director 

Fuerstenweg 180, A-6026 Innsbruck-Airport, AUSTRIA

tel: 
fax: 

+43 512 22422 100
+43 512 288 888

email: 
website: 

taa@taa.at
www.taa.at

CONNEX Assistance JLT
 Lara Helmi – International Network Director
#204 Gold Crest Executive Tower, Jumeirah Lake Towers, Dubai, 
UNITED ARAB EMIRATES 

tel: 
fax: 

+97 14 368 36 25
+97 14 420 49 12  

email: 
website: 

dubai@connexassistance.com
www.connexassistance.com

Fakeeh International
Dr. Fatih Mehmet GUL – Executive Director
Palestine Street, Al Hamra District P.O. Box 2537 21461, 
JEDDAH/SAUDI ARABIA

tel: 00966 12 6603080 email: 
website: 

ops@fakeehinternational.com
www.fakeehinternational.com

GORAL ASSISTANCE LTD
 Marcel Kadoche – International Network and Development Manager

Maskit 27 str. Herzeliya Industrial Park 46733, ISRAEL 

tel: 
fax: 

+972 9 9579930
+972 9 9579931 

email: 
website: 

info@goralassist.com 
www.goralassist.com

IRAN ASSISTANCE
Ashkan Lahiji – International Network Manager

No 24,SOS building,15th Street, Gandi Avenue, Tehran,15175, IRAN 

tel: 
fax: 

+98-21-88648421
+98-21-88648502

email: 
website: 

operation@iranassistance.com
www.iranassistance.com

SWAN INTERNATIONAL ASSISTANCE – MUTUAL CARE
Christian Deloughery – Vice President for International Business Development

P.O. Box 2265 Jounieh, Lebanon 

tel 24/7: 
fax: 

+961 9 224 008/009
+961 9 224 010

email: 
website: 

request@swanassistance.com
www.swanassistance.com

Gamma Air Medical LTD.
Dr. Gregory Kyriakou – CEO

5, Pylou str. Maroussi PC. 15122 Athens, GREECE

tel: 
fax: 

+30 210 284 6600
+30 211 770 4141

email: 
website: 

ops@airmed.gr
www.airmed.gr

Global Assistance a.s.
Ing. Marek Jaroš – General Manager

Dopraváku 749/3, 18400 Prague 8, CZECH REPUBLIC

tel: 
fax: 

+420 266 799 770
+420 266 799 797

email: 
website: 

ops@1220.cz
www.1220.cz

Global Voyager Assistance - Black Sea
Oxana Razorenova – General Manager

77-79 Nezhinskaya Str., 65023, Odessa, UKRAINE

tel: 
fax: 

+38 048 7373 441
+38 048 7373 442

email: 
website: 

gmbs@gvassistance.com
www.gvassistance.com

Global Voyager Assistance - Russia
Costas Danilenko – CEO

PO Box II, 125124 Moscow, RUSSIA

tel: 
fax: 

+7 495 775 0999
+7 495 775 0998

email: 
website: 

cdanilenko@gvassistance.com
www.gvassistance.com

IFRA Assistance GmbH – Austria
Mr. Christian Steindl M.D. – CEO

IFRA Assistance GmbH, Schießstattring 21, A-3100 St. Pölten, AUSTRIA

tel: 
fax: 

+43 (0) 2742 49 11
+43 (0) 27 42 89165

email: 
website: 

office@ifra.at
www.ifra.at

Intana Global
Denise Groom – Head of Commercial

6 Devonshire Square, London  EC2M 4YE, UK

email: 
website: 

enquiries@intana-global.com
www.intana-global.com

Interamerican Assistance S.A.
Inez Tissink – Coordinator International Activities

Syngrou Avenue 350,17680 Kallithea, Athens, GREECE

tel:
fax:

(+30) 210 94 61 750
(+30) 210 94 61 004

email: 
website: 

tissinki@interamerican.gr
www.interamerican.gr

Malteser Service Center
Johannes Hoischen – International Network and Repatriation
Malteser Hilfsdienst gemeinnützige GmbH 
Malteser Service Center Kalker Hauptstr. 22-2, 51103 Köln, GERMANY
tel: 
fax: 

+49 221 98 22  333 
+49 221 98 22 339

email: 
website: 

ambulance@malteser.org
www.malteser-service-center.de

Marm Assistance
Mahmut Kadirbeyoglu – CEO
Grup Center Is Merkezi, Mustafa Akyol Sok No. 158, Yenisehir Mah, 
Kurtkoy 34912, TURKEY

tel: 
fax: 

+90 216 560 07 24
+90 216 560 07 07

email: 
website: 

marm@marm.com.tr
www.marmassistance.com

MD Medicus Assistance GmbH
Sven Scharff – International Network Manager

Industriestr. 2a, 67063 Ludwigshafen, GERMANY

tel: 
fax: 

+49 - 621 / 5490 171
+49 - 621 / 5490 029

email: 
website: 

assistance@md-medicus.net
www.md-medicus.net

Medicall AG
Armin Bucher – CEO

Zurichstrasse 38, CH-8306 Bruttisellen, SWITZERLAND

tel: +41 44 655 16 67 email: 
website: 

mservices@medicall.ch
www.medicall.ch

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)
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CoreSource (Third Party Administration)
Ben Frisch – Regional President CoreSource Western Region

6240 Sprint Parkway, Suite 400, Overland Park, Kansas, 66251, USA

tel: 
fax: 

+1 913-814-6102
+1 913-387-5902

email: 
website: 

bfrisch@coresource.com
coresource.com

Global Assistance & Healthcare
Mario Babin – Chief Executive Officer
Cilandak Commercial Estate - # 111 GC, Jl. Raya Cilandak KKO, 
Jakarta 12560, INDONESIA

tel: 
fax: 

+62 21 299 78 999
+62 21 299 78 9555/66

email: 
website: 

global@global-assistance.net
www.global-assistance.net

Global Excel Management
John Spears – VP Business Development & Marketing

73 Queen St, Sherbrooke, QC J1M 0C9, CANADA

tel: 
fax: 

+1 819 566 8833
+1 819 566 8447

email: 
website: 

corpinfo@globalexcel.com
www.globalexcel.com

Intana Global
Denise Groom – Head of Commercial

6 Devonshire Square, London  EC2M 4YE, UK

email: 
website: 

enquiries@intana-global.com
www.intana-global.com

New Frontier Group
Gitte Bach – President and CEO

1024 Bayside Drive, Suite 144, Newport Beach, California, 92660-7462, USA

tel: 
fax: 

+1 949 429 7130
+1 949 666 6520

email: 
website: 

Bach@NewFrontierGroup.com
www.newfrontiergroup.com

Star Healthcare Network, Inc.
Gigi Galen Grobstein – President

120 Bloomingdale Road, Suite #304, White Plains, NY 10605, USA

tel: 
fax: 

+ 1 914 358 9121
+ 1 914 358 9206

email: 
website: 

Ggalen@starhealthcarenet.com
www.starhealthcarenet.com

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)

AIMS
Bernadette Breton – Chief Executive Officer
AIMS House, 3 West St, Bryanston 2191, Johannesburg, 
SOUTH AFRICA

tel: 
fax: 

+00 27 11 783 0135
+00 27 11 783 2950

email: 
website: 

operations@aims.org.za
www.aims.org.za

Medical Services Organisation (MSO)
Brenda Durow – General Manager - Assistance

PO Box 1578, Gallo Manor, 2052, SOUTH AFRICA

tel: 
fax: 

+27 (0)11 259 5403
+27 (0)11 259 5001

24hr email: 
website: 

assistance@mso.co.za
www.mso.co.za

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)

AP Companies
Natalya Butakova –  Business Development Manager

17 Varshavskoye Shosse, Moscow 117105, RUSSIA

tel: 
fax: 

+7 495 989 1120
+7 495 989 1130

email: 
website: 

natalya@ap-companies.ru
www.ap-companies.ru

ChargeCare International
Mary-Jo McDonald (MJ) – Managing Director

Sanderum Centre, 30a Upper High Street, Thame, OX9 3EX, UK

tel: 
fax: 

+44 1865 400 007
+44 845 003 1351

email: 
website: 

contact@chargecare.net
www.chargecare.net

Active Care Management
Andrew Jelich – Director of Corporate Development

3600 Rhodes Dr., Windsor, ON, N8W 5A4, CANADA

tel: 
fax: 

+519 945 8256 x4962
+519 251 5165

email: 
website: 

sales@active-care.ca
www.active-care.ca

Allianz Global Assistance
Magdi Riad – Vice President, Claims

250 Yonge Street, Suite 2100, Toronto, Ontario M5B 2L7, CANADA

tel: +1 416 435 3367 email: 
 

magdi.riad@travelinsurance.ca

CanAssistance
Fabienne Lavoie – Director, International Operations and Claims

550 Sherbrooke Street West, Suite B-9, Montreal, Quebec, H3A 3S3, CANADA

tel: 
fax:

+1 514 286 7707
+1 514 286 8413

email: 
website: 

fabienne.lavoie@canassistance.com
www.canassistance.com

GORAL ASSISTANCE CANADA INC.
 David Ohayon – Local Manager

2155 Vincent St, Montreal, QC H4M 1M6, CANADA 

tel: 
fax: 

+1 514 448 1343
+1 514 448 1835 

email: 
website: 

info@goralassist.ca 
www.goralassist.com

MD ABROAD
Ignacio C. Marquez – COO

2999 NE 191st Street, Suite 608, Aventura, Florida, USA

tel: 
fax: 

+1 (786) 475-5475
+1 718 847 0533

email: 
website: 

operations@mdabroad.com
www.mdabroad.com

ONTIME CARE WORLDWIDE INC.
JOHNSON FU – CEO

15 Wertheim Court, Suite 501; Richmond Hill, ON L4B 3H7, CANADA

tel: 
fax: 

+1 905-707-1512
+1 905-707-1513

email: 
website: 

info@jfgroup.ca
www.jfiginsgroup.com

Dr Colin Plotkin & Sons Consulting INC.
Dr Colin Plotkin – Managing Director

27-3088 Francis Road, Richmond, British Columbia V7C 5V9, CANADA

tel: 
fax: 

+1 604 241 9677
+1 604 241 0733

email: 
website: 

colin@plotkinconsulting.com
www.plotkinconsulting.com

Global Excel Management
John Spears – VP Business Development & Marketing

73 Queen St, Sherbrooke, QC J1M 0C9, CANADA

tel: 
fax: 

+1 819 566 8833
+1 819 566 8447

email: 
website: 

corpinfo@globalexcel.com
www.globalexcel.com

New Frontier Group
Gitte Bach – President and CEO
1024 Bayside Drive, Suite 144, Newport Beach, 
California, 92660-7462, USA

tel: 
fax: 

+1 949 429 7130
+1 949 666 6520

email: 
website: 

Bach@NewFrontierGroup.com
www.newfrontiergroup.com

Allianz Global Assistance
Magdi Riad – Vice President, Claims

250 Yonge Street, Suite 2100, Toronto, Ontario M5B 2L7, CANADA

tel: +1 416 435 3367 email: 
 

magdi.riad@travelinsurance.ca

Claims at TuGo
Taka Katsube – Director Assistance & Cost Managment

10th Floor, 6081 No.3 Road, Richmond, BC V6Y 2B2, CANADA

tel: 
fax: 

+1 604 303 2113
+1 604 276 4593

email: 
website: 

tkat@tugo.com
www.tugo.com

Eurocross Turkey
Cem Timurkan – Product Development, Marketing & Sales Manager
Altunizade Mahallesi, Ord. Prof. Fahrettin Kerim Gökay Caddesi,
Eşref Çakmak Plaza, No:32 Kat:3 34662 Üsküdar, İstanbul, TURKEY
tel: 
fax: 

+90 216 265 15 25
+90 216 265 15 65

email: 
website: 

cem.timurkan@eurocrossturkey.com.tr
www.eurocrossturkey.com.tr
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European Air Ambulance
Patrick Schomaker – Director Sales & Marketing

Luxembourg Airport, B.P.24, L-5201, Sandweiler, LUXEMBOURG

24hr tel: 
fax: 

+352 26 26 00
+352 26 26 01

email: 
website: 

alert@air-ambulance.com
www.air-ambulance.com

Malteser Service Center
Johannes Hoischen – International Network and Repatriation

Malteser Service Center Kalker Hauptstr. 22-2, 51103 Köln, GERMANY

tel: 
fax: 

+49 221 98 22  333 
+49 221 98 22 339

email: 
website: 

ambulance@malteser.org
www.malteser-service-center.de

Flying Home Pte Ltd
Mr Ang Ziqian – Director

Blk 4 Lorong 8 Toa Payoh #01-1345A, SINGAPORE

tel: 
fax: 

+65 6253 0001
+65 6353 5801

email: 
website: 

enquiry@flyinghome.com
www.flyinghome.com

Funeral Home AURIGA Ltd.
Helena Sulikova – Chief of International Department

B. Nemcové Street 1052/1, 412 01 Litomerice, CZECH REPUBLIC

tel: 
fax: 

+420 724 257 899
+420 416 732 582

email: 
website: 

repatriations@pohrebni-auriga.cz
www.funeral-assistance.cz

FUNERARIA OFFICIA ROBERTO ZEGA - Worldwide Repatriations Specialist

Cristina Zega – Repatriations Manager

Via Clelia, 26 / 28  - 00181  Roma, ITALY

tel: 
fax: 

0039 06 78 40 300
0039 06 78 02 488

email: 
website: 

info@zega.it
www.zega.it

G7 Mortuary Shipping - Latin-American Funeral Assistance
Christian Correa – Operations Director

Zona Franca Local 110, Rionegro, Antioquia, COLOMBIA & USA

tel: 
tel: 

+1 203 343 8111
+57 4 562 1142

email: 
website: 

info@g7ms.com
www.g7ms.com

Memora International
Susana Pinilla – Manager

C/ Sancho D' Avila 2 08018 Barcelona, SPAIN

tel: 
fax: 

+34 914 849 400
+351 214 706 491

email: 
website: 

ops@memorainternational.com
www.memorainternational.com

Singapore Casket Company (Pte) Ltd – Worldwide Repatriation
Calvin Tang

131 Lavender Street, Singapore, 338737, SINGAPORE

tel: 
fax: 

+65 6293 4388
+65 6296 5993

email: 
website: 

customerservice@singaporecasket.com.sg
www.singaporecasket.com.sg

TOHR Weltweite Überführungen GmbH
Maximilian Cling – Operations Manager 

Arndtstr. 23A, 34123 Kassel, GERMANY

tel: 
fax: 

+49 (0)700 70 700 800
+49 (0)700 70 700 900

email: 
website: 

info@tohr-weltweit.de
www.tohr-weltweit.de

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)

Anatolia Hospital
Dr. Irfan Erdogan   – General Coordinator 

 Caybasi Mh 1352 Sk No 12 , 07100 Antalya, TURKEY

tel: 
fax:

+90 242 249 33 00
+90 242 311 67 78

email: 
email: 

drirfan@anatoliahospital.com
www.anatoliahospital.com

Broward Health International    
Manuela Pujals – Manager Business Development

1608 SE 3rd Avenue, Ste 503-B, Ft Lauderdale, FL 33316, USA

tel: 
fax:

+1 954 767 5587
+1 954 888 3874

email: 
email: 

MPujals@browardhealth.org
Sbaig@browardhealth.org

(N
O

R
T

H
 A

M
ER

IC
A

)

Eurocross Turkey
Cem Timurkan – Product Development, Marketing & Sales Manager
Altunizade Mahallesi, Ord. Prof. Fahrettin Kerim Gökay Caddesi,
Eşref Çakmak Plaza, No:32 Kat:3 34662 Üsküdar İstanbul, TURKEY
tel: 
fax: 

+90 216 265 15 25
+90 216 265 15 65

email: 
website: 

cem.timurkan@eurocrossturkey.com.tr
www.eurocrossturkey.com.tr

Marm Assistance
Mahmut Kadirbeyoglu – CEO
Grup Center Is Merkezi, Mustafa Akyol Sok No. 158, Yenisehir Mah, 
Kurtkoy 34912, TURKEY

tel: 
fax: 

+90 216 560 07 24
+90 216 560 07 07

email: 
website: 

marm@marm.com.tr
www.marmassistance.com

Allianz Global Assistance
Magdi Riad – Vice President, Claims

250 Yonge Street, Suite 2100, Toronto, Ontario M5B 2L7, CANADA

tel: +1 416 435 3367 email: 
 

magdi.riad@travelinsurance.ca

Claims at TuGo
Taka Katsube – Director Assistance & Cost Managment

10th Floor, 6081 No.3 Road, Richmond, BC V6Y 2B2, CANADA

tel: 
fax: 

+1 604 303 2113
+1 604 276 4593

email: 
website: 

tkat@tugo.com
www.tugo.com

Dr Colin Plotkin & Sons Consulting INC.
Dr Colin Plotkin – Managing Director

27-3088 Francis Road, Richmond, British Columbia V7C 5V9, CANADA

tel: 
fax: 

+1 604 241 9677
+1 604 241 0733

email: 
website: 

colin@plotkinconsulting.com
www.plotkinconsulting.com

Global Excel Management
John Spears – VP Business Development & Marketing

73 Queen St, Sherbrooke, QC J1M 0C9, CANADA

tel: 
fax: 

+1 819 566 8833
+1 819 566 8447

email: 
website: 

corpinfo@globalexcel.com
www.globalexcel.com

Global Medical Management
Raija Itzchaki – COO

880 SW 145th Ave., Suite 400, Pembroke Pines, FL, 33027, USA

tel: 
fax: 

+1 954 370 6404
+1 954 370 8613

email: 
website: 

info@gmmi.com
www.gmmi.com

MD ABROAD
Ignacio C. Marquez – COO

2999 NE 191st Street, Suite 608, Aventura, Florida, USA

tel: 
fax: 

+ 1 (786) 475-5475
+1 718 847 0533

email: 
website: 

operations@mdabroad.com
www.mdabroad.com

New Frontier Group
Gitte Bach – President and CEO

1024 Bayside Drive, Suite 144, Newport Beach, California, 92660-7462, USA

tel: 
fax: 

+1 949 429 7130
+1 949 666 6520

email: 
website: 

Bach@NewFrontierGroup.com
www.newfrontiergroup.com

Penfield Care
Mr Stephen Zatylny – President

A1-130 Terence Matthews Crescent, Ottawa, Ontario, K2M 0J1, CANADA

tel: 
fax: 

+1 613 703 9861
+1 819 200 0281

email: 
website: 

info@penfieldcare.com
www.penfieldcare.com

Star Healthcare Network, Inc.
Gigi Galen Grobstein – President

120 Bloomingdale Road, Suite #304, White Plains, NY 10605, USA

tel: 
fax: 

+ 1 914 358 9121
+ 1 914 358 9206

email: 
website: 

Ggalen@starhealthcarenet.com
www.starhealthcarenet.com

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)
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Clinic K+31
Ilyes K. Siga – Head of international department

Lobachevskiy st. 42/4, Moscow, 119415, RUSSIA

tel: +7 (499) 143 99 00 ext.1205 email: 
website: 

ilyes.siga@k31.ru
www.klinika.k31.ru

Jackson Memorial Hospital International
Dominick Destefano – Associate Director of Sales

1500 NW 12th Avenue, Suite 829 East, Miami, FL 33136, USA

tel: 
fax: 

+305-355-1211
+305-355-5545

email: 
website: 

Dominick.destefano@jhsmiami.org
www.jmhi.org

Luz Saúde SA
Eve Jokel, MPH – International Director

Rua Carlos Alberto da Mota Pinto, 17-9.º 1070-313 Lisboa, PORTUGAL

tel: 
fax:

+351 213 138 260
+351 213 530 292

email: 
website: 

intlpatientservices@luzsaude.pt
luzsaude.pt/en

Sharp Global Patient Services
Jacquie Schwoerke – Director, Sharp GPS

8695 Spectrum Center Blvd., San Diego, CA 92123, USA

toll free: 
tel: 

+1 888-265-1513
+1 858-499-4967

email: 
website: 

Sharp.GlobalPatientServices@sharp.com
www.sharp.com 

UC San Diego Health System International Patient Program
Larry Baker – Managing Director

136 W. Dickinson Street, Suite 109, San Diego, CA 92103-8222, USA

tel: 
fax: 

+1 619 471 0466
+1 619 543 5282

email: 
website: 

lbaker@ucsd.edu
health.ucsd.edu/international

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)

AAA Alpine Air Ambulance AG
Jürg Fleischmann – CEO

P.O. Box 233, CH-8058 Zürich Airport, SWITZERLAND

tel: 
24/7 tel: 

+41 44 813 09 09
+41 44 813 10 10

email: 
website: 

soscenter@air-ambulance.ch
www.air-ambulance.ch

AMREF Flying Doctors
Dr Bettina Vadera – Medical Director

Wilson Airport, Langata Road, PO Box 18617, Nairobi, KENYA

tel: 
fax: 

+254 20 6000 090
+254 20 344 170

email: 
website: 

emergency@flydoc.org
www.flydoc.org

CareFlight International
Paul Smith – National Manager

Locked bag 2002 Wentworthville NSW 2145, AUSTRALIA

tel: 
fax: 

+61 2 9893 7683
+61 2 9689 2744

email: 
website: 

international@careflight.org
www.careflight.org

European Air Ambulance
Patrick Schomaker – Director Sales & Marketing

Luxembourg Airport, B.P.24, L-5201, Sandweiler, LUXEMBOURG

24hr tel: 
fax: 

+352 26 26 00
+352 26 26 01

email: 
website: 

alert@air-ambulance.com
www.air-ambulance.com

Gamma Air Medical LTD.
Dr. Gregory Kyriakou – CEO

5, Pylou str. Maroussi PC. 15122 Athens , GREECE

tel: 
fax: 

+30 210 284 6600
+30 211 770 4141

email: 
website: 

ops@airmed.gr
www.airmed.gr

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)

GlobalMed International
Gert Muurling – CEO & Medical Director

Auf Roedern 7c, 56283 Pfaffenheck, GERMANY 

tel: 
fax: 

+49 6742 897 425
+49 3212 100 5018

email: 
website: 

info@globalmed-international.com
www.globalmed-international.com

INTERNATIONAL WEST INDIES ASSISTANCE
Marie-Yannick Agasseau – Manager
4 allée des perruches, route de l’union, 97200 FORT DE FRANCE, 
MARTINIQUE FWI

tel: 
fax: 

+596 596 701 889
+596 596 579 128

email: 
 

ste.iwia@orange.fr

LifeFlight 
Peter Elliott – General Manager – Air Ambulance

PO Box 5078, Robina Town Centre, QLD, AUSTRALIA

24/7 (int) tel: 
fax: 

+61 7 5553 5955
+61 7 5553 5965

email: 
website: 

ops@lifeflight.org.au
www.LifeFlight.org.au

LIFESUPPORT Patient Transport
Graham Williamson – CEO

VANCOUVER – TORONTO – HONOLULU

tel: 
fax: 

+1 250 947 9641
+1 877 288 2908

email: 
website: 

graham.williamson@LifeSupportTransport.com
www.LifeSupportTransport.com

Medical Wings
Dr.Sura Jaidwatee, M.D. – Medical Flight Manager
222 Don Mueang International Airport Office Building 3rd Floor, 
Vibhavadi Rangsit Road, Sanambin, Don Mueang, Bangkok 10210, THAILAND
24h tel: 

fax: 
+662 247 3392
+662 535 4734

email: 
website: 

m.w@medicalwings.com
www.medicalwings.com

Prime Nursing Care, Inc.
Franziska Hollenstein – CEO / Founder

1918 Harrison Street, Suite 215, Hollywood, Florida, 33020, USA

24/7  tel: 
fax: 

+ 1 754 999 0460
+ 1 754 222 5051

email: 
website: 

www.primenursingcare.com
contact@primenursingcare.com

AMREF Flying Doctors
Dr Bettina Vadera – Medical Director

Wilson Airport, Langata Road, PO Box 18617, Nairobi, KENYA

tel: 
fax: 

+254 20 6000 090
+254 20 344 170

email: 
website: 

emergency@flydoc.org
www.flydoc.org

To have your company listed in our service directory 

contact the sales department now:

sales@itij.com  or  telephone: +44 (0)117 925 51 51 (opt.1)

Firemelon (Magenta Insurance System)
David Corney – Managing Director

40-42 Lisburn Road, Belfast,BT9 6AA, NORTHERN IRELAND

tel: 
 

02895 213 831 email: 
website: 

david.corney@firemelon.com
www.firemelon.com

Socrates Systems Limited
Jody Brooks – Managing Director

6b Limes Court, Hoddesdon, Herts, EN11 8EP, UK

tel: 
 

+44 (0) 333 241 2244 email: 
website: 

jody@socrates.systems
www.socrates.systems

Voyageur Aeromedical Travel
Marc Banting – Director

19 Lower Park Row, Bristol, UK

tel: 
fax: 

+44 (0)117 921 0401
+44 (0)845 384 7008

email: 
website: 

marc@voyageur.co.uk
www.voyageur24.com

V Creative Design
Steve Annette – New Media Director

Voyageur Buildings, 43 Colston Street, Bristol BS1 5AX, UK

tel: 
fax: 

+44 (0)117 929 4636
+44 (0)117 925 2040

email: 
website: 

info@vcreativedesign.co.uk
www.vcreativedesign.co.uk
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As of 1 January, Matthew Wilson took up 
the role of group CEO of global specialty 
insurer Brit, stepping up from the position 
of deputy CEO. Matthew has been with 
Brit since 1999, having started his industry 
career with Lloyd’s in 1988, and said 
that he is ‘honoured and excited to lead 
Brit’. Mark Cloutier, the current chairman, 

will become executive chairman of Brit, 
while current non-executive chairman 
Richard Ward will remain on the board.
“I look forward to continuing to work 
closely with Matthew in my new role 
as executive chairman,” said Mark, 
“and to build upon the market-leading 
platform we have created at Brit.”

Chubb recently announced the heads of 
its accident and health (A&H) and specialty 
personal lines (SPL) insurance business 
lines in Germany, appointments which 
‘refl ect the current integration process 
following the acquisition of Chubb by ACE 
and follow[ing] the recent announcement 
[of] the property and casualty and claims 
department heads as well as that of Andreas 
Wania as country president and legal 
representative for Chubb in Germany earlier 
in the year’, according to the company. 
Alexander Hoff mann, previously general 
manager at Combined Insurance, a Chubb 
company specialising in accident and 
supplementary health insurance, has been 
appointed as director of accident and health 
for Germany, Austria and Switzerland. He will 
be based in Chubb’s Frankfurt offi  ce, and 
take on responsibility for the development 
and profi table growth of the company’s 
A&H portfolio in the three countries, as 
well as marketing new A&H insurance 
solutions and products. He will report to 
Drazen Jaksic, senior-vice president for 

accident and health for Europe, Eurasia 
and Africa, and locally to Andreas Wania. 
His appointment took eff ect on 1 January.
A second Alexander, Alexander Lapp, will 
continue to lead Chubb’s specialty personal 
lines (SPL) business in the Germanic 
countries. He has 13 years of insurance 
industry experience, having fi rst joined Chubb 
in 2003, and will be based in Frankfurt, 
reporting to Sara Mitchell, vice-president, SPL 
for Chubb in Europe, Asia-Pacifi c and Eurasia 
and Africa, and locally to Andreas Wania.
“Alexander Hoff man’s experience and 
knowledge of the sector will have a positive 
infl uence on the further expansion of our 
A&H business in the German-speaking 
countries and will promote corresponding 
growth,” commented Andreas. “Equally, 
Alexander Lapp, with his extensive 
knowledge of device protection, will 
ensure that our SPL proposition remains 
a market leader. With the leadership of 
the two Alexanders I am confi dent in 
Chubb’s ability to further strengthen our 
propositions and market relationships.”

August Kench, assistant vice-president of 
casualty claims for the Asia Pacifi c region 
with Liberty International Underwriters 
(LIU), was recently elected as president of 
the Australian Insurance Law Association 
(AILA) by the Association’s board. Stephen 
Williams was elected vice-president, 
while outgoing president Sue Vidler is to 

take on the role of treasurer. Kim Bradey 
will continue to serve as secretary.
Prior to joining LIU in 2015, August 
served as general manager of Cerno, 
where he was responsible for overseeing 
all general and specialist loss adjusting 
staff . He has been a member of 
AILA for more than two decades.

Collinson Group recently announced the 
appointment of Saugata Basu as chief 
underwriting officer. In his new role, 
Saugata will partner with the Group’s 
capacity providers and work to develop 
an underwriting framework that enables 
future growth and commercial success. 
His responsibilities will include driving 
underwriting discipline in decision-making, 
leading analytics, pricing and reserving 
activities, and contributing to strategic 
planning and performance measurement 
as part of the senior management team.
Saugata brings more than a decade 
and a half of underwriting and actuarial 
management experience in the UK 
insurance and reinsurance market to 
the role, having led multinational project 
teams on multiple occasions, as well as 
managing deals with insurers / reinsurers, 
manging general agents and captives. 
His expertise lies in underwriting, 
pricing, profitability turnarounds, 
financial and risk analytics, and driving 
return on marketing investment. He 
joins Collinson Group from Munich Re, 
where his role focused on structured 
financial solutions and new risks. 
“I am delighted to be joining Collinson 
Group at a time when the firm is investing 
in consolidation and growth in insurance 
and assistance, and capitalising on new 
opportunities globally,” said Saugata. 
“With a history of product innovation and 
service excellence, Collinson Group has 
established itself as a partner of choice for 
many international companies and I am 
looking forward to playing a central role 
in driving our Insurance offerings forward 
to cement our position in the market.”
David Evans, managing director of 
insurance and assistance at Collinson 
Group, said: “Saugata has proven 
industry experience and deep technical 
knowledge and I know he will fit very 
well into the aspirational mindset of 
the wider team at Collinson Group. His 

addition to the business will further 
strengthen our ability to provide 
innovative and differentiated insurance 
and assistance solutions to our partners 
and customers around the world.”
Collinson Group has also appointed 
Rebecca White as head of proposition for 
accident and health (A&H), a core element 
of its insurance and assistance division. In 
her new role, Rebecca will ‘look to create 
a leading, global partnership proposition 
across the firm’s A&H product line as 
well as building innovative products and 
service enhancements to create new 
growth and opportunities for the firm’s 
partners’, according to Collinson Group.
Previously, Rebecca has held various roles 
in the financial services and healthcare 
industries, with management experience 
in both large organisations as well as 
startups. Prior to joining Collinson Group, 
she spent 10 years at Bupa Global, 
where she held a number of operational, 
strategic and development roles including 
market development manager and 
continuous improvement manager.
“I am excited about the opportunity to 
apply my skills and knowledge to help the 
Group expand its A&H business and work 
with our global partners in developing 
market-leading products,” said Rebecca. 
“Collinson Group’s culture, client focus, 
innovation and insight place it in a unique 
position to develop bespoke, flexible, 
creative solutions which meet customer 
needs while adapting to the changing 
health insurance industry landscape.”
Carolyn Pritchard, head of A&H, said: “We 
are delighted to see Rebecca join our 
team of experts and enhance our A&H 
proposition. Her specialist understanding 
of the industry and comprehensive 
experience will be instrumental in 
helping the company further deliver 
differentiated services and benefits to 
our partners and in turn contribute to the 
success of the wider Collinson Group.”  

Legal & General, a provider of travel, 
buildings, contents and pet insurance, 
has appointed a new boss for general 
insurance. Cheryl Agius will take on the 
role of chief executive of the company’s 
general insurance business – subject 
to regulatory approval – having already 
served as head of its UK strategic 
pension risk transfer team, where 
she did a ‘terrifi c job’, according to 
group chief executive Nigel Wilson.
“Our strong presence in the housing 
market, combined with our value 
proposition and trusted brand, means 
we’re ideally placed to grow the 
business as the market continues its 
moves to digital,” commented Cheryl.
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is gained through meaningful
partnerships established over time.

is acknowledging those partnerships must
be mutually beneficial in order to thrive.

KNOWLEDGE

WISDOM




