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Homeward bound

New research from UK-based travel 
insurance specialist Columbus 
Direct reveals millions of Britons 
have cut their holiday short due to an 
unforeseen event in the last 12 months

A quarter (25 per cent) of travellers surveyed 
by Columbus Direct had to head home from 
their trips early because of illness or accidents 
either sustained by themselves or a travelling 
companion. In light of geopolitical events 
across the globe in the last 12 months, one 
in six (16 per cent) Brits that had to catch an 
earlier fl ight were forced to do so as a result 
of security and safety threats at their holiday 
destination. Included in this number are people 

who have received offi  cial warnings from 
government bodies, such as the UK Foreign 
& Commonwealth Offi  ce (FCO), to leave their 
holiday resort as a result of a plausible terror 
threat or in the event of an attack taking place.
Of the top 10 countries most visited by UK 
holidaymakers, four countries are ‘very likely’ 
to experience terror threats, according to the 
FCO. France, the US, Turkey and Germany all 
have high terror level alerts and, as extremely 
popular destinations for British tourists, could 
mean even more Brits abroad may need to be 
fl own home early over the coming years, leading 
to increased travel and accommodation costs.
Being light of pocket can also have an eff ect 
on holidaymakers’ travel plans, with one in 

10 citing either running out of money or theft 
as the reason they headed home early. 
It’s not only holidaymakers that go bust, 
however, as one in 13 of those that had 
to leave a holiday early did so as a result 
of their holiday company becoming 
bankrupt in the middle of a trip.
Although people may use vacations as a 
chance to escape real life, 22 per cent have 
had to leave a holiday due to issues back 
home, with nine per cent needing to get back 
to work earlier than expected, and 13 per 
cent rushing back for a family emergency.
Alison Wild, head of travel insurance at 

Call to action 
The International SOS Foundation, 
supported by the Ministry of 
Manpower Singapore, is calling for 
world leaders to add their e-signature 
to the ‘Singapore declaration’, in 
support of the principles of prevention 
with regard to work-related travel 
safety, health and security

This follows the offi  cial signing ceremony, 
which took place on the opening day of the XXI 
World Congress in Singapore on 3 September, 
already attracting over 100 signatories. The 
International SOS Foundation is now seeking 
further participation from all leaders and 
professionals, who have a responsibility for 
the duty of care of their mobile workforce. The 
declaration will demonstrate commitment and 
leadership across all industry sectors, from 
the public and private sector and NGOs, to 
institutions of higher learning and others.
Jukka Takala, president of the International 
Commission on Occupational Health, 
commented: “Taking care of employees is vital, 
and the mobile workforce should be as well 
protected during travel or on assignment as they 
are when working domestically. Increasingly, 
a robust duty of care programme can be a 
legal imperative, protect business continuity 
and corporate reputation, as well as attract 
and retain talent. These are key foundations of 
all businesses. Organisations of all sizes must 
make a commitment to put in place appropriate 
plans and prevention measures. The Singapore 
declaration is providing the focus and public 
platform for organisations leading the way.”
Laurent Fourier, executive director of the 
International SOS Foundation, commented: 
“The mobile workforce is growing dramatically 
and becoming increasingly diverse, creating 
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With the insurtech revolution being arguably one of the most exciting things 
to happen in the global insurance industry … like, ever … this month’s feature 
on start-ups in the travel insurance arena makes for interesting reading. 
Getting the latest on how insurers are investing hundreds of millions of 
dollars in innovation teams that are disrupting how insurers have traditionally 
approached the design of travel insurance products, as well as how these 
products are accessed and administered, is a riveting read – even for non-
geeks. And an essential read. Because the changes these start-ups are 
making will have to be embraced by every insurer eventually, if they want to 
stay in the game. Today’s emerging insurance purchaser requires instant 
access to cover via their smartphone; they want to be able to digitally manage 
their entire insurance experience; and they want interactive insurance 

products that are driven by technological advancements. Creativity and 
technology are combining to make these demands a reality, revolutionising 
the customer journey. Exciting times!  Read all about it on p.44.
Elsewhere in this issue, we have op-ed pieces from Traveller Assist (p. 10), 
Cover-More Group (p. 14) and Pacifi c Prime (p. 22) on the challenges of 
bringing assistance services in-house, how best to support older travellers, and 
the rising cost of IPMI premiums in Asia; we are provided with confi rmation by 
SureSave about the enduring importance of travel agents for travel safety and 
insurance advice (p. 12); and we have a good chat with Dominic Vernhes of 
Anubis Group Holding about his career and the challenges of providing funeral 
repatriation services in the context of today’s assistance marketplace (p. 50).
All this, and so much more! I hope you enjoy this issue!
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So I was particularly tickled by news of 
CEGA’s attempt to educate gap year 
student travellers about the importance 
of buying travel insurance (see page 8). 

Bless!

Being the parent of two siblings, 
I fear that while this is extremely 
commendable, unless CEGA’s message 
is directed at the doting parents of said 
precious siblings, the likelihood of them 
spending their (and by that I mean 
their parents’) cash on travel insurance 
rather than far more useful items such 
as beer, make-up, the latest iPhone 
and condoms (hopefully) is slim.

The iPhone is, of course, in place of 
travel insurance, so they can call you (the 
parent) up at any time of day or night to 
pay that hospital bill that is a thousand 
times more than the cost of the policy 
that they forgot to tell you they forgot to 
buy (cue tears and sobbing apologies).

So ... good luck CEGA! You carry the 
hopes of more people than you know.

Ian Cameron
Editor-in-chief

ian@itij.com

Editorial 
Blog

CONTINUED FROM PAGE 1

AllClear, a UK-based specialist 
medical travel insurance provider, 
has compiled data on the most 
common claims and their costs, 
fi nding that the most common 
claims relate to medical expenses 
– which typically cost twice that 
of cancellation

 AllClear’s latest data revealed one 
claim that ran to an eye-watering 
£215,000, another at £120,000 and 
a further high claim of £98,000. 
When compared to £10,000 as the highest 
claim for cancellation and just £6,000 
for curtailment, the stark reality is that 
costs can be on a level of the average UK 
mortgage if a holidaymaker has a medical 
emergency abroad. Baggage claims are 
the third most common type of claim, 

costing on average £192, with the highest 
recent claim amounting to £1,380.
“Disputed claims cause consumers 
signifi cant stress,” says Garry Nelson of 
AllClear Travel. “And particularly when the 
claim relates to a medical expenses claim, 
it is often an extremely traumatic time. For 
medical expenses claims, it is essential 
to declare all pre-existing conditions to 
insurers. Not everyone will realise that 
stable conditions such as high blood 
pressure or asthma need to be declared, 
or indeed that it is also essential to declare 
certain previous conditions where the 
person has made a full recovery.”
With the high frequency and cost of 
cancellation claims, the insurer’s advice to 
consumers is to purchase travel insurance 
as soon as a holiday is booked, so cover is 
in place in case cancellation is required.

Columbus Direct, said: “From an 
insurance perspective, travellers should 
make sure to check whether they are 
covered for the extra costs that may be 
associated with leaving a holiday early; if 
you have accident and injury cover while 
abroad, will it also cover the expense of 
an earlier fl ight home, or the refund of 
accommodation? This is easy to check 
through your insurance provider and 
it is better to be safe than sorry and to 
be prepared for the unexpected.”

Homeward bound Medical costs still top cancellation

Number  Reason   Percentage

1  Illness or accidents  25 per cent
2  Unsafe/offi  cial warnings 
  to leave the country  16 per cent
3  Family emergencies  14 per cent
4  Weather conditions/
  natural disasters  13 per cent
5  Running out of money 10 per cent

Destination Country  FCO terror level

1  Spain  Likely
2  France  Very likely
3  Italy  General
4  USA  Very likely
5  Greece  General
6  Portugal  Underlying
7  Netherlands General
8  Turkey  Very likely
9  Irish Republic Underlying
10  Germany  Very likely

mailto:ian@itij.com
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Tune Ins 
combats drop 
in sales
The decision by the Malaysian Aviation 
Commission to implement an ‘opt-in’ 
policy for sales of travel insurance by 
airlines has hit the earnings of Tune 
Ins, one of the country’s most high-
profile travel insurance providers. 
Take-up in travel insurance has fallen 
as a result of the regulatory change; 
added to which the company has 
also seen a high number of claims 
in recent months, according to local 
newspaper The Star. Travel insurance 
currently accounts for around 70 per 
cent of the group’s net earnings.
Razman Hafidz Abu Zarim, CEO of Tune 
Protect, Tune Ins’ parent, said that the 
company’s travel insurance business 
will see a recovery soon, as it has made 
moves to combat the drop in sales it 
has recently suffered. One such effort 
is a deal made with AirAsia that will 
see the airline and insurer team up to 
bundle travel insurance into the airline’s 
packages under its Value Pack, Premium 
Flex and Premium Flatbed deals.
Razman said that the AirAsia tie-up is vital 
to the company’s ongoing performance, 
and that such agreements are also key 
to driving growth in the future: “Our 
travel insurance business stemming 
from the AirAsia tie-up continues to 
account for a sizeable contribution to 
our bottom line, but we will continue 
to expand our strategic partnership 
with other airlines to increase diversity 
and we are hopeful that we can 
announce a new partnership [soon].”
In related news, Malaysia’s Transport 
Minister has said that if there is a request 
from airlines, the Transport Ministry may 
carry out a feasibility study as to whether 
the Ministry can make it compulsory 
for Malaysians travelling overseas to 
buy travel medical insurance from their 
airline. While airlines in Malaysia must 
provide insurance in the event of an 
aviation accident resulting in injury or 
death, Transport Minister  Datuk Seri 
Lioow Tiong Lai said that it is up to the 
individual traveller to buy additional travel 
medical cover. He added: “If we want to 
include travel insurance in air fares, we 
need to study the cost that needs to be 
borne by Malaysians when they travel 
overseas, as well as other aspects.”
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The Health Insurance Group has warned 
that stress in the workplace is forcing 
many of us to turn to employee assistance 
programmes (EAP), with new data from 
Health Assured revealing increased 
EAP usage fi gures from a sample of 
nine million UK employees. People 
employed within the media (17-per-cent 
utilisation), NHS (11 per cent) , retail (11 
per cent) and public sectors (10 per cent) 
accessed EAP services over the past 
year, indicating higher levels of stress 
when compared to other professions.
“It is reassuring that many forward-
thinking employers are tackling stress 

responsibly through providing and 
promoting wellbeing solutions that 
provide access to trained counsellors 
and mental health support and advice. 
The links between poor mental health 
and poor physical health are well 
established, so by providing such 
support these employers are helping 
to support the overall health of their 
employees,” commented Brett Hill, 
managing director for The Health 
Insurance Group. “Employers should 
be praised for their investments in 
resilience training and wellness at work 
initiatives,  but more can still be done.”

Workers feeling the stress
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greater potential risks while opening 
opportunity. In parallel, businesses are 
increasingly growing through expansion 
in established and new locations, from 
densely populated cities to remote 
territories. International and regional laws 
in duty of care need to be adhered to 
and the mobile workforce needs to be 
protected wherever they are. Not only is it 
a duty of care to individuals, but it can also 
improve business resiliency and continuity 
through a workforce that is well.” 
Fourier continued: “It is very encouraging 
to see so many business leaders from 
around the world taking an interest in, 
and [being] willing to commit to, the 
principles of prevention. By providing 
e-signatures for the declaration, we 

hope that all organisations, wherever 
they are, pledge their commitment and 
push forward the duty of care agenda.”

 The Association of Travel Insurance 
Intermediaries (ATII) has announced that 
it will be hosting its annual Cocktail Party 
on Thursday 12 October. This very popular 
annual event, which commences at 12.30pm, 
welcomes the entire travel insurance 
industry and provides excellent networking 
opportunities in the beautiful and historic 
surroundings of the RAC Club, Pall Mall, 
London. The ITIJ team will be attending 
and sponsoring the event, and are looking 
forward to meeting our readers there!
The ATII is a not-for-profi t association. 
Proceeds from this event will support the 
Children’s Adventure Farm Trust (CAFT), 
the association’s chosen charity. Last year’s 

event provided suffi  cient funds for CAFT to 
give over 100 young children, whose normal 
day-to-day life is as carers, or struggling with 
poverty, or living with illness and disability, 
a memorable and enjoyable day out at the 
farm with Father Christmas, his reindeer 
and elves, a traditional Christmas lunch, 
and gifts to open on Christmas Day.  

POWERED BY 

Your Partner in Meeting 
Duty of Care Obligations

Annapolis | London | Singapore | Cape Town | ijet.com                                                         For more information contact: pbiinfo@ijet.com  
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UK-based assistance provider CEGA 
has launched a new campaign 
advising UK gap year travellers to 
take out travel insurance

 The campaign was launched after the 
Association of British Travel Agents (ABTA) 
found that gap year bookings have risen 
by more than 30 per cent in 2017, but at 
the same time the number of travellers 
aged between 18 and 24 travelling without 
insurance has risen by 10 per cent, bringing 
the total number up to two in fi ve.
CEGA has said that it aims to educate 
young travellers ‘not just about the 
importance of travel insurance, but also 
about the need to take out the right policy 
to cover specifi c destinations, trip lengths 
and risky sports’. The insurer has pointed 

out to young travellers that they need 
to assess the possible risks of intended 
destinations before setting off , including 
whether the water is clean enough to 
drink, how to avoid mosquito bites and 
checking the reliability of the medical 
system in the country they’re travelling to.
“It’s important to keep giving young travellers 
the message that travel insurance isn’t a 
luxury, it’s an essential safety net,” said 
CEGA’s chief medical offi  cer Dr Lynn Gordon. 
“We’re telling them that insurers won’t just 
cover their costs in an emergency, they will 
also manage their medical care and give 
them professional support when they may be 
thousands of miles from home. We’re also 
saying that it’s important to take responsibility 
for their gap year travels by fi nding out the 
risks and learning how to avoid them.”

Gap year travellers urged to get insuranceCall to action 
CONTINUED FROM PAGE 1

Diary date – ATII event 

mailto:pbiinfo@ijet.com
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Knowing is half 
the battle
US-based travel insurance comparison 
site Squaremouth has detailed three 
of the most common reasons travel 
insurance claims are denied, and off ered 
information to customers on how they 
can give themselves the best chance 
of getting their claim approved:
• You were inconvenienced, not 

interrupted. Some travellers think 
their insurance will pay out because 
their trip didn’t go as smoothly as they 
planned. However, in order for a traveller 
to be covered by their travel insurance, 
their trip must be cancelled, cut short, 
or delayed by a circumstance listed 
in their policy. If the reason is listed, 
they can be refunded for out-of-pocket 
trip payments, as well as additional 
expenses incurred. 
Claim tip: Don’t assume you’re 

automatically covered if anything goes 
wrong. If you have specifi c concerns, 
make sure they are covered by your 
policy. If you are worried about 
something that your policy does not 
cover, you may be able to cancel the 
policy for a full or partial refund.

• You bought the policy without 
knowing you were ineligible. Travel 
insurance only covers unforeseen 
events. However, many travellers think 
they can buy travel insurance after they 
become sick. If a traveller is already 
sick when they buy their policy, any 
claim related to that same illness will not 
be covered.
Claim tip: Some policies have the pre-
existing condition option, which can 
refund a traveller if their trip is impacted 
by an existing sickness or injury. To get 
this coverage, you must usually buy a 
policy within 14-30 days of making your 
fi rst trip payment. However, even with 
this coverage, you must be medically 
able to travel when you buy a policy.

• You forgot to keep your receipts. 
In order to be refunded, travellers 
typically need to provide proof of the 
expenses they incurred. Receipts 
are required to authenticate a claim, 
whether it’s for a cancellation, 
delay, or medical emergency.

“We ask for receipts to prove the traveller 
made the payments they say they made, 
and to verify what happened,” explained 
Squaremouth’s claims director Brandi 
Morse. “Keeping your original receipts can 
speed up the process and improve your 
chances of getting your claim approved.”

The Aklan Provincial Offi  ce Police force 
in the Philippines has started to closely 
scrutinise requests for police reports 
from international tourists, after it noticed 
a high number of foreigners fi ling and 
requesting police reports. In the run-up 
to Christmas this year, the local police 
say that they expect to see the number of 
requests increase even more, as tourists 
take long holidays during the break. 
While many nationalities will request 
and fi le police reports while on 
holiday, the Aklan Provincial Police 
force has said that travel insurance 
claims are particularly high among 
Chinese and South Korean visitors.

Senior inspector Jose Mark Anthony 
Gesulga, chief of the Boracay Philippine 
National Police, commented: “What 
we are doing right now is that when a 
foreign tourist fi les a police complaint, 
the complainant should fi rst convince 
our police investigator that he has been 
a victim of a robbery or snatching. If not, 
like his phone may have been lost, we 
still issue a police report, but we indicate 
that it’s not for insurance purposes.” 
Between January and March 2017, the 
Boracay police recorded 311 cases of 
theft from a tourist, but according to 
senior police offi  cer Nida Gregas, many 
of these were thought to be fraudulent. 

ANCILLARY ASSISTANCE SERVICE 
PROVIDER OF THE YEAR

SUN. 05:30

Remote Russia. Patient faces 
grueling 12-hour drive to airport. 
Likely won’t survive the trek;  
Gateway International EMS is 
called to help find a better way.

SUN. 06:30

Solution Found.  We coordinated 
ground ambulance and helicopter 
transportation.

SUN. 10:30

Arrive at Airport. Within  
4 hours, patient handed over 
to Air Ambulance company.

SUN. 08:30

Turn and Burn. Medical crew 
flown to remote area; patient is 
loaded in helicopter.

LIFT OFF
We achieved the impossible by 
turning a 12-hour drive into a 
4-hour transport, ensuring the 
safety and comfort of the patient.  

Worldwide EMS Solutions, Simplified™  | Call Us 24/7: +1-888-828-5258  |  gateway-ems.com  |  operations@gateway-ems.com

Our network of 3,000+ providers across the globe 
help close the gap when your patients need it most.

We ask for receipts to 
prove the traveller made 
the payments they say 

they made 

Philippine police see tourist fraud increase
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Jonathan Bancroft, head of 
security at Traveller Assist, 
explains why he thinks cost-cutting 
efforts by travel insurers are 
having the opposite effect and are 
in fact increasing their costs

Over the past 18 months, I have attended 
a total of eight travel insurance and 
assistance conferences around the 
world. One common theme that keeps 
arising is that travel insurance companies 
are trying to move towards an in-house 
assistance model. Trying to understand 
the thought process and decision 
making behind this, I have made a point 
of asking the simple question: ‘why?’.
If the answer was ‘so that insurers can 
gain more control over their cases’, I would 
understand it, but more often than not 
the answer has been ‘to reduce costs’. I 
understand that the margins are generally 
slim in travel insurance and that there is a 
need to reduce costs – but at what cost? 

The problem
It is my opinion, from the evidence I 
have seen so far, that some companies 
are trying to do too much, too quickly. 
Not only is this having a negative 
effect on the bottom line, but insurers 
are losing once loyal customers and 
exposing themselves to litigation. 
A judge in the UK recently found that 
an insurance company had acted 
negligently when evidence proved that 
an employee with no medical training 
was in fact providing medical advice over 
the telephone to a traveller in Nicaragua. 

The employee ‘misdiagnosed’ a rash, 
fever and nausea, assuring the traveller 
that she had heat stroke and advising 
her to try and sleep. The traveller 
had in fact contracted a flesh-eating 
disease and was rushed to hospital the 
following day with septic shock. She 
required three life-saving surgeries.
This case cost the travel insurer 
£60,000 in medical bills and assistance 
fees, and an undisclosed amount 
in damages paid to the traveller. 
In a second case against an Australian 
insurer, evidence was presented in a 
deposition that an employee had referred 
a traveller to a hospital in Mexico. When 
the employee was asked why he chose 
that particular hospital, he said that he 
had Googled ‘hospitals in Los Cabos’, 
‘like I was taught to do’. Unfortunately, this 
particular hospital has been blacklisted 
for corruption and poor hygiene, and 
when it came time for the medical bill to 
be paid, the hospital did not recognise 
the insurance company and would not 
accept their guarantee of payment. Instead, 
they held the traveller for four days, each 
day withdrawing the maximum amount 

allowed on each of his three bank cards. 
This case was settled out of court 
by the travel insurance company 
for an undisclosed amount. 
While I accept that these are extreme 

The cost-benefit ratio

cases and recognise that in both 
instances the employees of the travel 
insurers were trying to help, I fear that this 
trend may be a ‘cost-cutting’ downward 
spiral for companies who choose to try 
and become worldwide specialists.

The realisation
It’s impossible for an insurance company, 
no matter where they are based – be it 
the UK, Australia or New Zealand – to 
become specialists in the different regions 
around the world without investing a 
substantial amount of money and time. 
Medical networks take years to build – it’s 
one of the assets that defines an effective 
assistance company. But providing 
assistance is so much more than that. 
From intimate knowledge of the 
geographical layout of a city, country 

and region – including routes, elevations 
and weather patterns – to understanding 
local laws and cultures; even the dates 
of public holidays, political rallies and 
scheduled strikes become key factors 
to consider, especially during the 
crucial time of a medical repatriation. 
In Latin America alone, the quality and 
cost of healthcare differs substantially 
from hospital to hospital, city to city and 
country to country. Knowing where, when 
and why to transfer a patient can save tens 
of thousands of dollars, and literally mean 
the difference between life and death.
Efforts by insurers to reduce costs 
in this way have been counter-
productive, ultimately increasing 
expenses and losing loyal customers.

The solution
As an advocate not just of the traveller, 

but of ways to improve the assistance 
industry, ultimately I do believe that 
travel insurers should have an in-house 
assistance capability. This should be for 
the right reasons, and done in the right 
way, without compromising the quality 
of care a patient receives. Insurers can 
gain more control over their own cases 
while having the capability to predict 
and control individual case costs, 
without compromising quality of care.
Two key factors to consider are: 
People. First and foremost, your people 
are your first and last line of defence. Hiring 
the right staff with the right qualifications, 
experience and language capabilities to 
answer your calls and emails can mean the 
difference between success and failure. 
Network. Rather than trying to be all 
things to all people, insurers who have 

excelled at bringing their assistance 
capabilities in-house have created 
agreements with assistance companies 
who are specialists in their regions. This 
strategy is not only cost-effective, but also 
means that insurers get to retain control 
of their own cases and be the first point 
of contact for the customer, which is 
what they appreciate. Network directors 
should conduct thorough due diligence 
of assistance providers to ensure that 
they can actually do what they say they 
can do. The decision of who an insurance 
company partners with should not come 
down to who the cheapest provider is. 
Contracts should be signed on merit, with 
companies who have 24/7 capabilities, 
can provide immediate referrals to 
established medical networks, and have 
the ability to contain costs and issue 
immediate guarantees of payment.

insurers are losing once loyal 
customers and exposing themselves 

to litigation

It’s impossible for an insurance company,
no matter where they are based – be it
the UK, Australia or New Zealand – to

become specialists in the different regions
around the world without investing a

substantial amount of money and time

24-HOUR EMERGENCY SERVICE | +43 512 22422-100 | taa@taa.at

Medical Assistance 
Alpine Region

competent. dedicated. resourceful. helpful.

 Air Ambulance 
Global

experienced. customized. trusted. competitive.

EURAMI certifi ed  |  IAG Core Partner |  EHAC member

www.taa.atTake me home.

mailto:taa@taa.at
http://www.taa.at
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A survey by Australian travel insurer SureSave 
has found that three-quarters of Australians 
view travel agents as a trusted source of travel 
and safety advice – an increase on the 57 per 
cent that thought the same in 2012. The latest 
survey also showed that this year, 40 per cent 
of Australians booked their last leisure trip 
with a travel agent, whether that was in store, 
over the phone or via email. “Travellers are still 
turning to agents for their travel booking and 
insurance needs, but not because they view 
agents as the default booking option,” Ross 
McDonald, SureSave’s general manager for 
distribution, commented. “They’re coming 
back to agents time and time again as 
they genuinely seek and value the level of 
knowledge and expertise that agents offer.”
In 2017, 53 per cent of respondents 
purchased travel insurance ‘at the same time 
as booking their holiday’, in comparison to 
only 37 per cent in 2012. “We can attribute 
this marked improvement in part to the 
efforts of agents to educate their customers,” 
McDonald said. “Of the respondents who 
booked travel plans through an agent, 
86 per cent revealed that their agent had 
explained the benefits of purchasing travel 
insurance at the same time as booking 

their travel plans. In terms of ensuring that 
travellers are informed and well-prepared 
in advance of their holiday, the role of the 
agent is crucial and is becoming more 
important each year. We’re passionate about 
ensuring that agents are well-equipped 
with the right information and tools so their 
customers are able to choose the travel 
insurance policy that’s right for them.”

At a press conference with Michel Barnier, 
chief negotiator for the European Union 
(EU), and UK Brexit secretary David Davis, 
both men talked about the progress 
that has been made surrounding the 
issue of citizens’ rights, with reference 
to the future validity of the European 
Health Insurance Card (EHIC). 
The upshot of the talks so far is that if 
a British person is living in another EU 
country on the day that the UK leaves 
the bloc, then their EHIC will be valid. 

However, for travellers who go on 
holiday, or to study or work in another EU 
country, the jury is still out on whether 
or not they will be able to use their EHIC 
after the day Britain leaves the EU.
The EHIC entitles citizens of EU countries 
to free or low-cost state-provided 
emergency medical treatment within the 
EU country they are visiting. It works in any 
EU country, as well as Switzerland, and the 
European Economic Area (EEA) countries 
of Norway, Liechtenstein and Iceland.

Agents crucial to insurance uptake EHIC and Brexit – what next?

Global multinational risk 
management, insurance brokerage 
and advisory company Willis Towers 
Watson and global analysis and 
advisory firm Oxford Analytica 
recently conducted interviews 
with executives at a cross-sector 
group of leading global firms with 
a strong track record in political 
risk management, to discover how 
leading companies are responding to 
recent tumultuous political events

The findings showed that many had been 
blindsided by recent political events. “Political 
risk in the US and Europe has been a big 
surprise and, in many ways, we were not 
prepared for it,” said one executive. Nearly 
nine in 10 of the panellists reported that 
geopolitical risks had risen over the past 
five years, and six in 10 reported having 
experienced a financial loss from political risk.
The resulting report also found that the most 
frequently mentioned geopolitical threat was 
US sanctions against Russia – a regional 
concern elevated to a global priority based on 
the possible implications for the US-Russia 
relationship. Meanwhile, in a dramatic sign 
of the changing times, the US was named 
most frequently as the country or region 
where political risk is rising the most, ahead 
of the Middle East, Latin America, Venezuela, 
Sub-Saharan Africa and Russia. The standoff 

between Saudi Araba, other gulf states and 
Qatar, which one panellist from the energy 
sector termed an ‘Arab Cold War’, was 
frequently named as a possible source of 
near-term political risk losses. Elsewhere, the 
inclusion of cyber-attacks – not a traditional 
type of political risk – was identified as a 
key risk, highlighting the increasing trend 
for cyber-attacks to have political origins.

But perhaps the most profound change to 
the risk landscape was what might be termed 
the ‘end of the globalisation consensus’. As 
one panellist put it, ‘there is major uncertainty 
among the major industrial territories and how 
they will interact with each other’. International 
allegiances are shifting rapidly and global 
trade agreements are increasingly under 
threat. Associated risks include protectionism 
and unfavourable regulatory changes.
The report found that companies are 

taking active steps to mitigate political risk 
as they understand it, and that investors 
are increasingly holding management 
accountable for losses experienced due to 
political risk exposure. Importantly, growing 
investor pressure to account for political risk 
exposure is likely to mean that companies 
will increasingly be compelled to benchmark 
such capabilities against their peers.

Risk factors

Political risk has always existed but, particularly in Europe and the 
US, political change has historically been relatively predictable and 

transparent. This certainty has evaporated

Additionally, it was found that global 
companies are responding by developing new 
risk mitigation strategies. For instance, one 
company has created a central risk forum that 
addresses macro and interconnected threats. 
Another noted that the risk management 
function was no longer simply a source of 
intelligence and advice but now played an 
active role in devising solutions and reporting 
to the board of directors. Another panellist 
noted that the executive board had now been 
made directly responsible for political risk. 
Technology is an increasingly important 
element of these companies’ risk mitigation 
strategies, with another common theme 
being a growing pressure, both from internal 
and external stakeholders, for companies 
to find robust ways to quantify political 
risk. Many of the panellists complained, 
however, that even accurate and timely 
analysis of political risk is often not acted on 
in the short term; a major challenge remains 
improving not just the accuracy of political 
risk reporting, but also its persuasiveness. 
Paul Davidson, chairman and CEO of 
Willis Towers Watson Financial Solutions 

Division, commented on the report: “Today’s 
politically unstable business environment 
is causing many of our clients to reassess 
their risk mitigation strategies. Today’s report 
highlights the current concerns facing today’s 
businesses and the increasing importance of 
the risk culture of an organisation in navigating 
through geopolitical and emerging risk. It is 
essential that businesses fully understand 
the importance of risk management and 
mitigation strategies at board level.”
Simon Coote, deputy director at Oxford 
Analytica, said: “Political risk has always 
existed but, particularly in Europe and the 
US, political change has historically been 
relatively predictable and transparent. This 
certainty has evaporated, resulting in a 
new and more difficult-to-navigate global 
business environment. Companies have 
been caught off-guard and, given the 
financial impact, investors are increasingly 
concerned about financial loss due to 
political risk. Leading corporations are 
responding and beginning the process of 
strengthening the capabilities of relevant 
internal risk management functions.”
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Employee assistance programmes (EAPs) 
are an important driver of workplace 
wellness strategies – but employers and 
providers need to rethink how they message 
and communicate them, according to 
MetLife Employee Benefits. The company 
warns that focusing too much on the 
counselling aspects of EAPs creates a 
perception amongst employees that these 
are their main or only feature. This, in turn, 
can prevent employees from engaging at 
the outset as, unless they feel they need 
counselling support at that time, they may 
not look again at the other features in future.
A different approach, focusing on the 
positive aspects of physical, financial and 
mental wellness, positions the services 
differently in the mind of employees, 
which in turn can help improve usage and 
therefore drive better return on investment, 
according to MetLife’s research.  
Jo Elphick, head of marketing at 

MetLife UK, said: “EAPs are becoming 
a standard offering in UK companies 
but more can be done to maximise 
their value. We’ve seen that employees 
are really starting to value their benefits 
so we should seize the opportunity to 
review and enhance communications 
around this important benefit.”
MetLife’s data shows that the impact of 
giving employees tools like EAPs can be 
significant when it comes to benefits for 
the employer: for every one-per-cent rise 
in employees feeling in control of their 
finances, for example, their engagement 
at work rises by 19 per cent. Feeling cared 
for by their employer is also a key driver of 
engagement amongst employees: every 
one-per-cent rise in feeling their employer 
cares for them delivers a nine-per-cent 
increase in engagement – and this is even 
higher, at 12 per cent, where employees 
feel they have a supportive manager.

The impact of the Internet, budgetary 
pressures and the rapid growth in 
communication systems have all combined 
to reduce the duration of many expat 
assignments. Historically, the typical 
assignment lasted between three and five 
years, but now the picture is very different. 
According to Expatfocus, one of the largest 
expat community websites, driven by budgets 
and new approaches to doing business 
abroad, assignments now tend to be less 
than a year long and some are as short as 
three months. As a result, the international 
health insurance industry has had to adapt 
the policies it sells to companies sending 
expatriates abroad, as cheaper and more 
focused cover becomes the norm.
Joe Thomas, business development 
director of APRIL International UK, a private 
international medical insurance provider with 
clients in 120 countries, said: “We noticed 
the growing importance of the short-term 

expatriate placement alongside the traditional 
longer-term expat market and launched our 
short-term product two years ago to meet this 
requirement. Today, the product is one of our 
most successful insurance solutions with new 
business numbers growing month on month.” 
This kind of health insurance is designed for 
multiple short trips or longer stays away for 
any period of up to a year, with an additional 
six-month extension available. The cost of 
such cover is far lower than traditional long-
term expat international health insurance 
policies, as it is designed to focus on the core 
essentials, whilst at the same time giving 
access to the best local private healthcare.
Another innovation recently launched 
by APRIL is their bolt-on for pre-existing 
conditions – customers purchasing cover 
for periods of three months or more 
will be covered for emergency hospital 
care, if this is needed in the treatment 
of two pre-existing conditions.

Focus on the positiveShort-term assignments change 
IPMI market 
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Meredith Staib, CEO of global 
medical assistance for Cover-More 
Group, and Dr Steve Rashford, 
chief medical officer of Cover-
More Group, explain how we as an 
industry can adapt and support 
older travellers to keep travelling

The demographic of the traveller is 
changing, with an increasingly aged 
population venturing away from home. 
The global average life expectancy for 
men and women increased by five years 
between the years 2000 and 2015, and 
it’s this trend that flows through into the 
habits of the traveller, with more people 
travelling as they age. Older age is a 
fantastic time to travel – many people have 
more time to travel compared to when 
they were working or raising families, 
and international travel is much more 
accessible than it was 20 years ago. 
Given these facts, it’s incumbent upon 
the industry to support elderly travellers 
by offering products and services 
that meet their needs. However, as 
older people suffer from more existing 
medical conditions (EMCs) and tend to 
present more complicated cases when 
they do need assistance, we have to 
ensure the services offered to them are 
comprehensive, mitigate the risk for the 
insurer and assistance provider, and cover 
costs without unduly affecting the pricing 
and services offered to other travellers. 
For example, cancellation costs for an 
80-year-old travelling on a three-week 
cruise are higher than a 20-something 
traveller going to Thailand for the same 

period. Also, seemingly straightforward 
medical assistance claims can blow out; 
a 36-year-old who contracts influenza 
in the US may make a $500 claim, but 
for an older traveller the same claim 
could be tens of thousands of dollars 
(even more if underlying conditions 
result in critical care admission). 
At Cover-More, the percentage growth 
rate of older travellers (aged 80 and over) 
has surpassed the overall growth rate of 
the whole travel market. The number of 
people travelling over the age of 80 has 
increased 42.5 per cent, while the number 
over the age of 85 have grown at an even 
higher rate at 47 per cent. Naturally, we 
are experiencing a significant increase 
in claim costs for this age group as they 
travel more. All destinations worldwide 
are experiencing growth with older 
travellers, but the region experiencing the 
most growth – from a company with their 
largest customer base in Australia and 
New Zealand – is Oceania. This growth 
also reflects the ongoing global growth of 
cruising. Globally, the number of people 
going on a cruise each year has increased 
six-fold over the past decade. Cruising 
holidays understandably appeal to older 
travellers, but to insurers and assistance 
providers, they present a unique set of 

The rise of the older traveller

challenges when a customer requires 
assistance. These challenges include the 
cost of onboard medical care, proximity 
to appropriate healthcare on land, and 
the increased need to medically evacuate 
customers who are seriously ill or injured. 
As assistance providers, we manage 
first-hand the cases presented by older 
travellers and we’re able to pass this 
insight onto our insurance division 
to help them develop policies and 
services that meet the needs of older 
travellers. This information also helps 
the actuarial and claims teams to 
accurately price and build policies, 
protecting the insurer from escalating 
claim costs and our other customers 
from increasing premiums. It’s also our 
responsibility to monitor demographical 
changes such as life expectancy, survival 
rates of key medical conditions, and 
advancements in treatment. This will 

ensure the industry’s services and 
policies are relevant. In addition, Cover-
More contributes to medical advisory 
committees, sharing our experience 
and supporting industry changes so we 
can stay relevant to older travellers. 
Increasingly, it’s also our role to educate 
our customers. As many people are 
travelling with EMCs, or may not have 
travelled extensively when they were 
younger, there is considerable scope to 
educate older people about what they 
can do before they travel and while they 
are overseas to give themselves the 
best chance of enjoying a complication-
free holiday. We need to take both a 
proactive and preventative role, reaching 
out to travellers to help them prepare 
for their journey and informing them 

about the benefits and limitations of their 
policy. With that in mind, it’s imperative 
policy wording and benefits are clear to 
the elderly traveller. The use of social 
media, direct marketing to customers 
when they buy their policy and industry 
communication –especially with travel 
agents – are just some of the channels 
we can, and do, utilise to inform older 
travellers how they can travel well. 
One of the services we launched recently 
is our Pre-Travel General Practitioner (GP) 
consultations, available to customers 
before they travel. When older travellers 
buy a policy with us, they can schedule 
an appointment with one of our GPs 
who gives them a thorough consultation 
and advises them on medications 
and precautions based on their health 
history, any EMCs and where they 
are travelling. Our in-house GPs and 
nutritionists also create content for our 

customers based on where they are 
travelling to, advising them on what they 
should do before their trip and what 
they can do while they’re away to avoid 
unnecessary complications. In addition, 
we provide first aid and travel medical 
kits to these travellers at no charge.
Another initiative is the travel companion 
service to elderly travellers. This 
allows them to select a qualified 
travel companion with skills matched 
to their EMCs and mobility. 
We see this as just the beginning in terms 
of the support and services we will make 
available to older travellers to help them 
keep travelling. I’m looking forward to 
seeing how we as an industry innovate 
and adapt to support the needs of these 
customers and help them to keep travelling.

All destinations worldwide are experiencing growth 
with older travellers, but the region experiencing the 

most growth – from a company with their largest 
customer base in Australia and New Zealand – 

is Oceania

there is considerable scope to educate 
older people about what they can 

do before they travel and while they 
are overseas
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WHEN A DEATH OCCURS 
ANYWHERE IN THE WORLD YOU 

MAY NEED ASSISTANCE

Anubis has made funeral assistance one of its core vocations since it was 
set up in 1995. It is an International Group dedicated to this sensitive area of 
activity with centres in Europe, Africa, Asia, America and French West Indies.

www.anubisgroup.org
AGH ANUBIS GROUP HOLDING
Operations : aia@anubisgroup.org Development and Quality : dq@anubisgroup.org

AN ASSISTANCE PACKAGE FOR
 EXPERT SOLUTIONS 

CORPORATE

http://www.anubisgroup.org
mailto:aia@anubisgroup.org
mailto:dq@anubisgroup.org
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Aspire Lifestyles, the world’s leading global 
B2B benefi t solutions and concierge 
services provider, is pleased to announce 
the latest expansion for the organization 
in Istanbul, the heart of Turkey.  The new 
service delivery centre is a joint venture 
with marm Assistance, a leading Turkish 
medical assistance company founded in 
1986. Situated in the most populous city 
in Turkey, the centre is well positioned 
to serve the needs of this fast growing 
commercial hub and affl  uent consumers 
across the country.
Aspire Lifestyles Istanbul is a leading 
provider partnering with fi nancial 
institutions, insurance, luxury retail and 
automotive brands.
Martin Conneen, CEO, Aspire Lifestyles:  
“With 30 years’ of experience providing 
Concierge services and benefi t solutions, 
Aspire Lifestyles has proven itself to 
be a leading provider with the global 
infrastructure and local capabilities to 
support increasing demands of affl  uent 
consumers in Turkey. We are expanding 
our digital platforms and products to meet 
with the needs of today’s sophisticated 
consumer.”  Aspire Lifestyles product 
off erings today include omni channel 
concierge services, fully customised with 
benefi t solutions such as end-to-end 
travel services, dining and experiential 
privileges, travel, medical and security 
services supported by its parent company, 
International SOS.
Mustafa Ataç, Chairman of the Board, 
marm Assistance: 
“We are ecstatic to launch Aspire Lifestyles 

The training from the best global service 
providers, marm successfully blended 
the local know-how with the international 
expertise of her partners. A reason to be 
proud of the ones who had participated 
and contributed to the growth of marm and 
assistance services in Turkey, by being a 
school for many for over 30 years.
marm’s vision of adding valuable members 
to the team continues. The new ones 
trying harder to keep up with the excellent 
performance of their predecessors. Here are 
some of the newest members adding fresh 
power to the marm team:
Hamdi Inan, COO: Hamdi İnan started his 
professional career in 1997 and held various 
management positions at Demirbank, 
Turkcell, and Europe & America Holding, 
Sabanci Telekom’s call center and CRM 
divisions. In 2006, he was named as the 
Division Head of Customer Service at 
Vodafone Turkey. Mr. İnan, who holds an 

MBA degree from IESE Business School, 
joined marm in July 2017 following this 
6-year tenure at Anadolu Call Center as CEO.
Volkan Sarpkaya, IT Director: Volkan 
Sarpkaya served as the IT Director at CPG 
Ericsson, Starbucks Turkey and most recently 
Integral Financial Securities. He holds a 
B.Eng. degree in Electrics & Electronics, a 
B.A. degree in Business Policy & Strategic 
Management and an MBA degree. Following 
his experience in construction, telecom, 
fi nancial services and retail sectors, Mr. 
Sarpkaya joined marm in July 2017.
Marjan Basmenji, Medical Offi  cer: Marjan 
Basmenji trained as a General Practioner 
and served various M.D. positions in Iran and 
Turkey. She held various posts in Turkey as 
Tourism Health Coordinator, International 
Operations Manager and Medical Advisor. 
Ms. Basmenji, who is fl uent in Turkish, 
Persian and English, joined marm’s Medical 
Department in July 2017.

Turkey had shown an explosive growth in 
the Tourism and Leisure Industry since the 
mid-eighties. Thirty years is a short period 
for any industry to develop at such a rapid 
tempo. However, the innovative character 
and hard-working nature of the Turkish 
people made it possible.
Tourism development in Turkey helped 
many to discover the cradle of civilizations 
of the East and West in Turkey, the footprints 
and the path of Christianity, the birth place 
and capitol of many Empires and fi nally the 
birth of young Republic of Turkey where we, 
the Turks, became ever closer to the West.
I believe that there are many other, even 
better paradises in the World than Turkey 
when it comes to sun, sand and the sea; 
however, Turkey is second to none when 
it comes to the rich inheritance of history 
and culture. Every day, there are new 
explorations, most exciting discoveries, 
as far back as the 11th century B.C. The 
excavations carried out already revealed 
many breath-taking fi ndings. These will 
continue as such that Turkey will always 
have something new, diff erent and more 
exciting than ever discoveries. Just like 
a rainbow having diff erent colors and 
meaning, these new civilizations are also 
diff erent and contribute to the harmonious 
nature of Turkey.
Our World had seen two devastating wars 
during the last Century. Many thought that 
this was more than a lesson to prevent 

any other wars, which only brings grief 
and destruction to mankind. True and 
responsible statesmen, such as Ataturk, 
Churchill and Eisenhower all have spoken 
decisively against war, outlining the evil 
destruction of it. Yet, all these statesmen 
were victorious leaders in war, meaning, 
they had spoken about their experiences 
and wanted the politicians to follow to 
remember and benefi t from this. Don’t we 
miss them?
Tourism in Turkey has suff ered much during 
the last three years. Regretfully and so unfair 
to the Turks, who had given their hearts and 
dedicated hard work to the leisure industry. 
Many lost their work, hopes and future as a 
result of this decline.
Terrorism, hurricanes and political turmoil 
have been the three major threats to tourism 
and Turkey did suff er from two of these 
factors. The near future also looks bleak; 
however, nature fl ows in a positive direction 
and we all believe that the glorious days 
of “travel to Turkey” will be back soon. So 
many people in Europe have many friends 
in Turkey and vice versa.
Now that the summer season is over, I 
hope you all had a great vacation and who 
knows? Maybe see you in Turkey soon?

Kindly yours,
Berna Atac Okten
Member of the Board
marm assistance

Aspire Lifestyles Expands into Turkey

marm Growing Stronger

NEWS FROM MARM

OP-ED: Turbulent Times for 
Tourism in Turkey

Istanbul, in partnership with International 
SOS. This collaboration represents our 
strong commitment to provide clients with 
better service and experiences. With Aspire 
Lifestyles’ profound and accomplished 
experience in global concierge services 
combined with marm’s extensive and 
diverse local knowledge, we are confi dent 
that Aspire Lifestyles Istanbul is positioned 

to deliver the best concierge services and 
benefi t solutions to the Turkish market.”  
Nilgun Yenice, Head of Aspire Lifestyles, 
Turkey:  
“Our market has dynamic growth potential 
and leading organizations are looking for a 
strong global partner like Aspire Lifestyles 
that can design world-class benefi t 
programs to increase customer loyalty. 

We are not only able to customise loyalty 
programs to suit diff erent business needs, 
but will also be able to leverage our global 
partner network of over 750 travel and 
lifestyle partners.”
The Istanbul delivery centre will be the 
26th centre of Aspire Lifestyles, which 
also has 13 centres in Asia, 8 in the 
Americas and one in Russia.

ADVERTORIAL

Hamdi İnan Marjan Basmenji Volkan Sarpkaya



www.marmassistance.com

marm is proud to be the choice 
for medical assistance, roadside 
management and health tourism
in Turkey and the region for over 
30 years.
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UK health insurer VitalityHealth and 
hospital group Nuffield Health have 
announced the launch of a joint venture 
to provide large employers with a 
health and engagement solution for 
their entire workforce. The offering will 
take a holistic approach to employee 
health, providing a range of tools to help 
employers understand their employees’ 
physical and mental wellbeing needs 
and motivations, to improve productivity 
and boost the business bottom line.
The solution is underpinned by research 
from Britain’s Healthiest Workplace, one of 
the largest employee health and wellbeing 
surveys in the UK. The study demonstrates 
a clear link between employees’ lifestyle 
and clinical health, their mental wellbeing, 

and their levels of lost productivity – through 
both absenteeism and presenteeism – while 
at work. It has shown that the average UK 
employee loses the equivalent of 27.5 days 
of productive time each year, with a gulf in 
productivity between the healthiest and least 
healthy employees of over 30 days per year.
Steve Gray, CEO at Nuffield Health, said: 
“There is a clear link between poor health 
– both physical and emotional – and low 
productivity. With our extensive experience 
in supporting employers, and our extensive 
range of healthcare experts, Nuffield Health 
has the expertise that will help employees 
get the personalised interventions they 
need on their individual journeys to better 
health. This innovative venture will help 
benefit both employers and employees.”

Hood Group, the affinity insurance 
specialist, continues to expand its travel 
insurance portfolio by signing a new 
contract with Allianz Worldwide Partners 
and its underwriting arm in the UK, for 
insurance provider Legal & General. 
The deal was secured based on Allianz 
Worldwide Partners’ ‘competitive long-
term pricing strategy combined with 
its status as a global player in the travel 
market’, according to Hood Group.
Bruce Reid, commercial director at Hood 
Group, commented on the deal: “We have 
developed a new travel insurance proposition 
for Legal & General customers, so we’re 
delighted to now have Allianz Worldwide 
Partners on board. As an A-rated carrier, 
their underwriting arm AWP P&C SA offers 
tremendous financial stability, but more 
importantly they have proved themselves 
to be able to adapt to changing market 
conditions. We’re pleased that this new 
partnership will continue to build upon and 
strengthen our relationship with them.”
Lee Taylor, chief sales officer for North & CEE 
for Allianz Worldwide Partners, added: “As 
a well-respected brand in the financial retail 
sector, Legal & General is a great addition 
to our travel portfolio. We look forward to 
working closely with them and Hood Group 
to maximise the potential that the brand 
has across multiple distribution channels, 
as well as harnessing the Legal & General 
reputation as a strong and reliable brand.
Hood has also announced a new 
partnership with personal lines insurer 
esure, through which the two companies 
will launch a new travel insurance product 
across the latter company’s esure and 

Shelia’s Wheels brands. The appointment 
of Hood Group comes following a 
competitive tender process, says esure.
The new product will give customers 
a range of additional cover options, 
enabling them to build a policy that suits 
their needs, according to esure. The 
company’s chief underwriting officer Jon 
Wilshire said: “Hood Group is committed 
to innovation, meaning the travel insurance 
proposition it delivers will continue to 
evolve and be relevant to our customers.”
Paul Firkins, business development director 
of Hood Group, is proud that his company 
was chosen to partner with esure Group, 
adding that he believes ‘our drive to be at 
the forefront of using technology and data 
to enrich the solutions that we deliver, as 
well as our ability to provide sustainable 
and profitable growth through our digital 
marketing skills, is really striking a chord’.

Hood signs contract with AllianzVitalityHealth teams up 
with Nuffield

National Trades Union Congress (NTUC) 
Income, a blue-collar insurance agency 
based in Singapore, has announced the 
launch of Singapore’s first ‘unguided 
conversational travel insurance chatbot’, via 
Facebook Messenger. The chatbot, which 
adopts the persona ‘Jiffy Jane’, is online 
at all times to answer customers’ travel 
insurance-related queries and help them to 
purchase the plans they need ‘in a jiffy’.
A joint enterprise in collaboration with 
start-up Zumata – one of nine chosen for 
Income’s insurtech accelerator programme 
– the idea is to streamline the travel 
insurance research and buying process, 
according to Peter Tay, chief operating 
officer of Income: “Customers, especially 
the millennial, are used to accessing a 
range of services and products on their 
mobile devices. As such, it is natural that 
more customers expect insurance products 
to also be available online, customised to 
their needs in a very short span of time.”
According to Tay, in Singapore, seven out 
of 10 people are ‘active’ users of social 
media via smartphones, double the global 

average: “As such, Jiffy Jane complements 
consumers’ increasingly mobile-first lifestyle.”
Unlike similar bots, Jiffy Jane makes 
use of artificial intelligence to interact 
with users in a more conversational 
style, based on their responses. 
“The popularity of chatbots has been on 
the rise especially after Facebook launched 
chatbots in Messenger,” added Tay. “We 
aim to tap [into] the synergies between 
Income and start-ups like Zumata so that 
the customers’ experience with insurance 
is made simpler, more accessible and, 
most importantly, relevant to all.”

Human-cyborg relations
AXA has developed a ‘100-per-
cent automated, 100-per-cent 
secure’ blockchain platform for 
parametric insurance against 
delayed flights

Called ‘fizzy’, and described by AXA 
as ‘a fresh new genre in insurance’, the 
platform offers policyholders direct, 
automatic compensation in the event 
that their flight has been delayed for 
more than two hours. Using blockchain 
technology, the process begins when 
the customer first buys their flight delay 
insurance via fizzy – the purchase is 
recorded in AXA’s Ethereum blockchain, 
which the insurer says is tamper-proof, 
and then connected to global air traffic 
databases. As soon as a delay of the 

requisite length has been observed by the 
system, compensation is automatically 
and instantly sent to the customer.
While fizzy is still in its test phase, 
applying only to direct flights between 
the US and Paris Charles de Gaulle 
– in whichever direction – it is hoped 
that over the next few months it will 
be expanded internationally, and 
that partnerships will be formed with 
airlines, travel agents and airports.
“The smart contract is the party that 
decides whether or not we should 
indemnify the policyholder and triggers 
a payment request to our system,” 
AXA’s Jean-Baptiste Mounier told 
CoinDesk. “The use of a smart contract 
to trigger claims will add trust in the 
insurer/policyholder relationship.”

Izzy wizzy, let’s get fizzy

Assistance Group MENASA (AGM), a new 
travel and medical assistance and medical 
tourism company with its headquarters 
in Dubai, became fully operational on 18 
September, having first registered in June this 
year and undergone extensive staff training 
in the meantime. Comprising a network of 

over 3,000 providers, including hospitals 
and pharmacies, across 12 countries in 
the Middle East and North Africa, AGM 
says that it is ‘built on the Scandinavian 
and European principles’, which it believes 
‘will make a big difference [to] the way 
assistance is provided in the MENA region’.

AGM launches
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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

Air Alliance UK aeromedical team is

•  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

• Headquartered in Germany

•  All aircraft owned

•  Offi ces in the UK and Austria

•  Innovative aircraft technology

•  Premium medical equipment

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

On Call to 
deliver text alert 
service
Travel risk management company On 
Call International has announced a 
partnership with KeynectUp, an ‘app-
less’ mobile information delivery system, 
to provide a new, text-based information 
alert that will provide essential emergency 
contact details to travellers no matter 
where they are. This app-less mobile 
sharing service will send travellers a 
customised link with any information 
they may need if they require emergency 
assistance while abroad. Sent from 
On Call International’s 24/7 Global 
Response Centre, the link, when clicked, 
will properly format and store the details 
straight onto a traveller’s phone.
“As part of our mission of helping travellers 
in their time of need, every day, we’re 
thrilled to off er this exciting innovation 
to our clients,” said Thomas Davidson, 
president of On Call. “This technology will 
put On Call’s clients in a stronger position 
to display their commitment to duty of 
care by giving their travellers a simple, 
straightforward method of storing and 
retrieving potentially life-saving information.”
On Call also said that KeynectUp’s system 
was ‘refreshing’ in its simplicity. “People 
assume that apps are the perfect solution 
for communicating with students,” added 
Douglas Chrystall, founder of KeynectUp. 
“However, we’ve found that ‘Gen Z ’ is 
selective about what they download to 
their smartphones. Many have chosen 
not to engage with mobile apps off ered 
by their institutions; we’ve seen collegiate 
app deployment rates as low as seven 
per cent. Therefore, we fi nd it is essential 
to embrace a simpler, more eff ective 
mechanism to improve student safety.”

Swedish company GWS Production 
AB (GWS) and insurer Chubb Group 
have signed a global contract for the 
development and launch of travel 

risk management services. The 
agreement is initially for a three-year 
period and has a minimum order value 
of US$660,000 during this time.
According to GWS, the solution already 
has many global clients and will now be 
made available to Chubb’s corporate 
customers. Andreas Rodman, CEO of 
GWS,  said: “We are very excited that 
yet again one of the largest insurance 
companies in the world selected us as their 
supplier. This is a signifi cant milestone for 
GWS as we are moving deeper into the 
insurance market, fulfi lling our long-term 
goal to be the leading travel risk technology 
provider for the insurance industry.”

Travel risk under control
UPS subsidiary UPS Capital has launched 
a new cyber liability insurance product 
catering specifi cally to small and mid-sized 
businesses. It includes coverage options 
for security breach response, income/
digital asset restoration and cyber extortion, 
as well as third-party elements such as 
fi nes, litigation and investigation costs.
“As companies become increasingly 
digital, there are more opportunities for 
attacks,” said UPS Capital’s president 
Mark Robinson. “And nearly two-thirds 
of cyber attacks are perpetrated on small 
and medium-sized businesses, putting 
them at the forefront of the activity.”
UPS Capital’s product also includes fi rst-

party liability coverage, in contrast to many 
policies that only off er coverage for third-
party liability. As many as 90 per cent of 
cyber claims relate to fi rst-party liability.
A recent study by Hiscox found that, 
over the past 12 months, 68 per cent 
of small businesses and 72 per cent of 
large businesses have fallen victim to 
cyber attack. Data breaches can cost 
from the high thousands to the millions.

UPS Capital launches cyber cover

mailto:express@air-alliance.de
mailto:express@air-alliance.de
mailto:express@air-alliance.de
http://www.medfl
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View from the top

Paul Martin, head of travel underwriting 
at Ageas, off ered his opinions on what 
the biggest challenges are for the UK 
travel insurance industry going forward

What is your experience in the travel 
insurance industry, and what do you 
enjoy most about your current role? 
Where do I begin! I have worked in the 
travel insurance industry for almost 
20 years, having previously worked in 
healthcare insurance. The most enjoyable 
aspect of my role is the variety of areas 
I am involved in. Although my core 
responsibility is underwriting, it is the 
broader commercial aspects that create 
variety – with involvement in partnership 
account management, contract 
negotiations and product development. 

What are your current key objectives? 
Getting the most accurate price for 
our customers continues to be a key 
objective. Travel insurance pricing has 
traditionally been simply rated with broad 
pricing bands, but now we are focusing 
on a more granular rating approach. 

Industry insights 

What are your main distribution 
channels for travel insurance?
We sell travel insurance via brokers, 
partner brands and our own direct 
brands Back Me Up and RIAS.

Do you have any affi  nity deals/white-
labelling agreements in place?
Yes – Age UK, Tesco Bank and John Lewis.

Who are your assistance partners?
We have our own in-house medical 
assistance service called Assistance 
International, also based in our Eastleigh 
headquarters, enabling us to provide 
a full underwriting, claims and medical 
assistance solution to clients. 

Do you underwrite your travel 
policies in-house?
All of our travel insurance policies 
are underwritten in-house.

Do you manage your own claims, 
or do you work with a claims 
management company? 
All of our claims are managed in house 
using our own award-winning claims 
service, also located in our HQ.

Ageas

This provides customers with a much 
more accurate price that refl ects the 
actual risk presented. To support this, 
we are also focused on ensuring we 
have full and accurate data, to enable 

detailed MI to be produced and support 
our understanding of performance at 
granular level. We also remain focused 
on ensuring that the customer is central 
to everything we do both in terms of 
product design and customer journey.  

What are some of the biggest 
challenges currently facing global travel 
insurers, and how are these being met?  
The world is an increasingly uncertain 
place with new issues that can impact travel 
plans and insurers; for example, terrorism, 
Brexit and evolving US travel restrictions. 
Brexit, in particular, presents UK travel 
insurers with some uncertainty with topics 
such as the future of the European Health 

Ageas is a leading provider of award-
winning insurance solutions in the UK, 
distributing its personal and commercial 
products through brokers, intermediaries, 
affi  nity partners and the Internet. It has two 
consumer brands – Back Me Up and RIAS 
– and partners with some of the nation’s 
most well-known brands, such as Tesco 

Bank, John Lewis, Age UK, Virgin Money 
and General Motors. Insuring around seven 
million customers and working with a range 
of partners, the insurer is recognised for 
delivering consistent and high-quality 
customer experiences. It employs around 
5,000 people, with offi  ces based across 
the UK.

As an industry, we need to focus on 
core protection for the customer

Regulation is increasingly focusing on 
customer value, so we need to be able 

to demonstrate this more eff ectively

Insurance Card, what form any future 
reciprocal arrangements may take and 
how this may impact medical costs in the 
future. Recent restrictions on the ability 
to take certain electronic items within the 
cabin also highlight how traditional cover 
may need to evolve to ensure we off er 
the right protection for our customers.

How do you see travel insurance 
products and services developing 
in the coming years?  
Travel insurance is a complex product 
due to the variety of diff erent covers 
provided, with customers often not 
understanding what they are or are not 

covered for. As an industry, we need 
to focus on core protection for the 
customer, making it easier for people to 
understand what cover suits their needs 
and the value of the protection provided. 

Regulation is increasingly focusing on 
customer value, so we need to be able 
to demonstrate this more eff ectively – 
both through customer education and 
product design. Customers do (and 
should) expect high standards of service 
irrespective of price, so this must remain 
central to any customer proposition.
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Key Facts

Location of HQ: Eastleigh, Hampshire

Number of countries in which the 
company has offi  ces: UK only
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Insurtech can be an enabler for the insurance 
market, not a disruptor, claims Aon’s Global 
Insurance Market Opportunity (GIMO) report.
The annual report from the risk, retirement 
and health solutions provider found that 
the fast-growing insurtech sector could be 
more benefi cial than previously thought 
due to ‘open architecture innovation’. 
According to Aon, established organisations 
can play an important role in this, ‘by 
collaborating in a framework which has 
both standards that enable scalable 
solutions for clients and the fl exibility that 
encourages entrepreneurial innovation’.
The GIMO report also found that insurtech 
could become increasingly important in 
the cyber risk, casualty catastrophe risk 
and pathogen risk areas of insurance. 
Collaborations between insurtech companies 

and technology and analytics providers 
could make these sectors far more insurable, 
says Aon, and open up opportunities 
for insurers and reinsurers to provide 
enhanced products to their customers.
Paul Mang, Aon’s global CEO of analytics, 
said: “We know that the insurance 
sector is facing challenges in the current 
macroeconomic environment; so we 
should expect leading organisations in 
the industry to drive change.  We are 
already using technology to make us 
more effi  cient as a sector, and to expand 
into emerging risk markets. However, the 
true transformation will happen as we 
re-imagine risk management altogether. In 
this new environment, collaborations, or 
what we call open architecture innovation, 
will be key to creating net new growth.” 

In the wake of Hurricane Harvey, 
insurers in the US deployed fl eets of 
drones to help assess the damage 
caused by the storm

ABC News, a US press outlet, has profi led 
several companies deploying such 
technologies. According to ABC, insurers 
trialled the use of drones after Hurricane 
Matthew in October 2016, but since then 
many companies have increased the 
number of drones in their fl eet, and the 
number of certifi ed pilots. Eased Federal 
Aviation Administration (FAA) rules have 
also allowed more drones to take fl ight.
Travelers Insurance is one of the companies 
that has taken advantage of these new 
technologies, and according to ABC, the 
insurer currently has 65 certifi ed drone 
pilots in the Houston area. One recently 
trained pilot, claims specialist Laura Shell, 
said: “It’s going to allow me to get a look 
into areas that aren’t easily accessible 
and onto roofs and do it quickly.”
Since the hurricane, the FAA has allowed 
43 operators, including news outlets, to 
operate drones to assist in assessing the 
damage. Another insurer that has mobilised 
its drone fl eet is Allstate, although it has 
bolstered its eff orts with extra drones 
from a third-party operator. Company 

spokesperson Justin Herndon told ABC that 
it is also using fi xed-wing aircraft, equipped 
with artifi cial intelligence technology, in 
order to assess damage done to property. 
“This is the widest-scale use of drones 

that we’ve ever been a part of,” he said.
Insurers hope that the use of this 
technology will speed up the claims 
process, meaning that those in need 
of a pay-out will receive it sooner.

Stephen Ho, global marketing director 
for health insurance intermediary Pacifi c 
Prime, describes a few of the factors 
impacting the price of international private 
medical insurance premiums in Asia and 
around the world
 

International insurance can be expensive, 
and it’s not often that you’ll see the 
premiums you pay reduce from year 
to year. As an insurance broker, we’re 
constantly comparing and negotiating the 
best insurance deals we can for our clients, 
and often explaining why a previous year’s 
premium price may have risen. There are 
a number of reasons why insurers around 
the world increase what you pay, yet Asia 
itself presents a number of distinct factors. 
Globally, we’re seeing insurance infl ation 
rise due to four key factors. An imbalance 
of healthcare resources in countries 
is exacerbated by ageing populations 
and governments slow to provide 
adequate facilities; overutilisation is a 
related factor that drives hospitalisation 
costs up. Increased compensation for 
healthcare professionals compounds 
service costs, while new medical 
technology burdens breakthrough 
treatments with expensive price tags. 
It’s not all upwards pressure, however. 
We’re seeing technology being used more 
and more to make providing healthcare 
more effi  cient and less costly. Insurers 
are using online portals and web apps 
to speed up the claims process, while 
hospitals are engaging telehealth services 
and other innovations in order to balance 
budgets. Big data in the health sector is a 
major factor to keep an eye on, as it could 
signifi cantly impact both healthcare fees 
and insurance premiums in the future. 

Infl ation in Asia
In our International Private Medical Insurance 
Infl ation 2017 report, we looked at the 
premiums of eight global insurance plans 
from seven major insurers and compared 
them in 10 key expatriate locations worldwide. 
Overall, premiums around the world had an 
infl ation rate of 9.2 per cent, which was the 
same as the increase for the previous year – 

however, the Asia region posted a 
9.9-per-cent increase in premium 
prices for the same period. 
Asia is an interesting market, insurance-
wise. The region hosts some of the world’s 
most popular medical tourism locations, 
such as Singapore and Thailand, while also 
being home to countries with still-developing 
healthcare systems. In fact, ranking individual 
countries globally, Hong Kong and China 
had premium prices rise at a rate much 
higher than the global average: 12.1 per cent 
and 12.06 per cent, respectively. Singapore, 
another highly developed and expensive 
healthcare location, had the third highest 
infl ation in the region, with 11.2 per cent. 
On the other hand, insurance infl ation in 
Indonesia, Thailand and the Philippines 
hovered around the global average, which is 
an indicator that insurers treat these locations 
diff erently. While the more developed nations 
saw signifi cant jumps in the prices consumers 
pay for international private medical insurance, 
these three countries all saw their infl ation rates 
decrease to around seven per cent for the year. 

Th e infl ation situation
What’s driving insurance infl ation 
in Asia specifi cally?
It’s our thinking that insurers may often 
group the ‘low-cost’ Asian markets 
similarly, and apply a similar premium 
change across the countries. The fact that 
Indonesia, Thailand and the Philippines 
have all followed each other in terms of the 
rate of their infl ation and the lower fi gures 
from the previous year supports this idea. 
Meanwhile, Hong Kong and Singapore 
have strong expat insurance markets, while 
China continues to grow in importance. 
The movement of expatriates is also 
something to consider. Global economic 
uncertainty is making things more diffi  cult 

in some areas, such as Indonesia and its 
sluggish export markets, while making 
others, like Singapore, more attractive 
because of their stability and quality of 
life. In fact, the report makes note of how 
the Middle East has experienced an 
exodus of sorts as oil prices look shaky. 
Finally, investment in the private sector 
remains an important government focus for 
more developed Asian nations. Singapore 
has been co-opting private facilities to 
ease demands on the public sector, Hong 
Kong residents themselves are demanding 
better private care as public hospital wait 
times become intolerable, and China’s 
government looks to support its universal 
health coverage initiative with the facilities 
and staff  required around the country. 
Local high net-worth individuals are also 
having a signifi cant impact on Asian 
countries, as salaries increase and people 
look to spend some of that extra disposable 
income on healthcare coverage. China in 
particular is a prime example, with many 
of its numerous wealthy individuals now 
looking to insure their health, tipping the 
country to be the largest market of high 
net-worth individuals in the world. 

Where to from here?
Asia remains an amazing destination not 
only to experience on holiday or working, 
but also as an insurance market. The 
region has a lot going on between its expat 
populations, emerging local high net-worth 
individuals, both developing and advanced 
healthcare sectors, dynamic economies, 
technological advances and investment in 
new infrastructure. As many of Pacifi c Prime’s 
members work in and around Asia, we’ll be 
keeping a close eye on current and future 
trends in the international insurance market.

We’re seeing technology being used 
more and more to make providing 

healthcare more effi  cient and 
less costly

Insurers launch drones as part of 
Harvey analysis 

It’s going to allow [us] to get a look into 
areas that aren’t easily accessible and 

onto roofs and do it quickly

Embrace insurtech, says Aon
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Cost | Standards | Capability

High quality, independent 
air ambulance service 

Dedicated air ambulance aircraft

BARS Gold and ISO 9001:2008
accredited

Commercial Medical Escorts 
worldwide

Global Operations Centre 
utilising trendsetting technologies 

and equipment

Rapid quote / rapid activation

Servicing Africa, its neighbouring 
islands, into the Middle East and 

Europe

Direct turnaround offered 
to certain West African countries 
(conditions will be advised on quote)

Hot & Hostile territory specialists

Doctor based medical team 
with intensive care capability

Sub 2hr mission activation goal

Experienced in-house flight crew, 
medical staff and engineering
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Unscrupulous claims firms are 
reportedly targeting people once 
they return from holiday – either by 
cold-calling or on social media – 
encouraging them to submit fake or 
exaggerated compensation claims 
for holiday sickness

Members of the public have been 
‘bombarded’, according to the Association 
of British Travel Agents (ABTA), with 
requests to submit false sickness claims 
through advertising, cold-calling and 
targeted messaging on social media. 
However, with holiday companies fighting 
back against the deluge of claims they 
have received, and with a number of 
UK holidaymakers facing prosecution 
or being ordered to pay costs, people 
are beginning to realise this is a crime 
that is likely to push up holiday prices 
for everyone in the long run.   
Some claims firms will suggest to 
holidaymakers that they are ‘entitled’ to 
compensation and that the government, 
or their travel company, has set a pot of 
money aside to pay out sickness claims. 
There is no such pot and it is illegal to 
make a fraudulent claim, warns ABTA. 
“Holidaymakers need to understand 
that making a fraudulent claim will have 
consequences,” said Mark Tanzer, ABTA 
chief executive. “People tempted to 
fabricate holiday sickness in order to make 
a claim should be aware that this is a crime 
and that they risk ending up in jail either in 
the UK or abroad. People should be very 
wary of any company that approaches them 
and encourages them to make a dishonest 

or exaggerated claim. Whatever a claims 
firm might say, fake claims are fraud.”
Meanwhile, the UK Government has taken 
action against a claims firm it found to be 
doing business against the law. A statement 
from the claims management regulator 
(CMR) gave details of an investigation that 
revealed that Lancashire-based Allsure 
Ltd had ‘encouraged holiday-goers to 
fabricate or embellish symptoms of gastric 
illness to get compensation’, and that 
‘further evidence showed the firm had used 
deceptive sales scripts – exaggerating 
expected pay-outs to entice consumers’. 
This conduct has led to the firm’s licence 
being cancelled, which means that it can no 

longer offer regulated claims management 
services to new or existing clients. 
Kevin Rousell, head of the claims 
management regulator, says: “We 

will take firm action against claims 
businesses which engage in serious 
misconduct. Seeking to encourage 
false claims will not be tolerated.”

Thousands of travellers flying out 
of New Zealand’s Auckland Airport 
were left stranded after a digger 
accidently burst the airport’s fuel 
supply pipeline on 18 September.
The airport says that the pipeline is its 
only source of fuel for its airplanes, and 
as a result, following the incident, it could 
only operate at around 30 per cent of its 
usual capacity. At least 27 flights were 
cancelled in the immediate aftermath, 
with Air New Zealand saying that 2,000 
of its passengers were affected.
Airlines looked to other airports to refuel 

in order to keep long-haul flights going, 
but a combination of safety concerns 
and bad weather meant that the airport’s 
supply was cut off for a week.

With Germany’s famous Oktoberfest 
celebrations beginning soon, many 
Americans may be looking to travel 
to Munich, Germany, the home of 
Oktoberfest. However, according to 
personal finance website WalletHub, an 
Oktoberfest trip would, on average, cost 
a US traveller around $5,000. Luckily, 

Wallethub has created a list of the top 
20 Oktoberfest cities in the US that 
travellers may want to go to instead to 
drink their bodyweight in German beer.
Wallethub said that it compared 100 US 
cities against 23 metrics, which combined 
would make a good Oktoberfest. These 
metrics included the share of German 
population, number of beer gardens per 
capita and average price, among others.
According to Wallethub, the top three 
cities that travellers should head to for 
the best Oktoberfest on US soil are 
Cincinnati, New York and Portland. 
Oktoberfest fans would do well to avoid 
San Bernardino, Anchorage and North 
Las Vegas, however, which made up the 
bottom three of the list of 100 cities.

The United Nations World Tourism 
Organisation (UNWTO) has revealed that 
the first half of 2017 has been the strongest 
for tourism in seven years. In its World 
Tourism Barometer report, the UNWTO 
said that destinations worldwide received 
598 million tourists in the first six months 
of this year – a figure which represents a 
six-per-cent increase on the previous year.
The Middle East was one of the best 
performing regions, seeing a nine-per-
cent increase in visitors compared to 
2016, while Europe and Africa also 
saw an eight-per-cent increase.
“The first half of 2017 shows healthy growth 

in an increasingly dynamic and resilient 
tourism market, including a strong recovery 
in some of the destinations impacted 
by security challenges last year,” said 
UNWTO secretary-general Taleb Rifai.
Areas like Turkey, Egypt and Tunisia are 
seeing significant growth, meaning that 
southern and Mediterranean Europe saw a 
12-per-cent increase in travellers, while north 
Africa saw a huge 16-per-cent increase. 
The report also found that Canada, China, 
France, the Republic of Korea, Spain, the 
UK and the US continued to report solid 
growth in outbound expenditure, helping to 
drive the increases in tourism elsewhere.

Claims firms target tourists

People should be very wary of any 
company that approaches them and 

encourages them to make a dishonest 
or exaggerated claim

Strongest start in seven years for 
worldwide tourism

Sprechen sie American?

Pipe down!

Tourists warned 
about Mt Agung 
eruption
Tourists in and heading to Bali have been 
warned about the possible eruption of 
Mount Agung. The potential eruption 
led to Indonesian officials doubling 
the size of the no-go zone around the 
volcano, and two alerts were issued 
in the space of a week. Indonesia’s 
National Disaster Mitigation Agency 
advised residents and tourists to stay six 
kilometres from the crater and up to 7.5 
kilometres away to the north, southeast 
and south-southwest of the mountain.
More than 1,100 people were killed in 
the volcano’s last eruption in 1963. Since 
then, Bali – and the volcano itself – has 
become a popular tourist destination.
Australian travel insurance company 
Travel Insurance Direct said that tourists 
should listen to local authorities. Phil 
Sylvester from Travel Insurance Direct 
said that tourists should learn from last 
year’s eruption on Mount Rinjani, on the 
island of Lombok. Around 1,000 people 
were on that mountain when it erupted, 
despite warnings from authorities.
“The thing is [Mount Agung] hasn’t 
erupted yet,” said Sylvester. “There 
is no ash cloud. This is not in 
insurance terms ‘an event’ — not yet 
anyway. So yes, you can buy travel 
insurance today and be covered if it 
goes off tomorrow, or next week.”
Tens of thousands of residents 
have been evacuated from the 
environs of the volcano.
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Discover what makes our partnerships so special
Through our unique global alliance, our partners benefit from exceptional opportunities to network and share knowledge. These 
include annual Forums where managers from around the world come together to exchange industry best practices; and our 
Academy where assistance coordinators get to take part in hands-on training sessions. Want to join us for the next chapter in 
knowledge sharing? 

Get on board at www.international-assistance-group.com
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Allianz totals 
hurricane claims

Allianz Travel Insurance has revealed 
that it has received more than 3,200 
claims relating to Hurricane Irma and 
that as of 11 September, its call centre 
had received 1,200 related calls.
Hurricane Harvey seemed to have less 
impact on travellers, with only 2,400 
making claims in relation to the storm, 
while there were only a ‘handful’ of 
claims relating to Hurricane Jose.
In response to the increase in storm-
related claims, Allianz created a page 
on its website to specifi cally assist and 
advise travellers on hurricane-related 
claims, and advised customers to use its 
TravelSmart app to fi le claims, said Daniel 
Durazo, director of communications at 
Allianz Global Assistance USA: “We want 
to remind travellers to read their travel 
insurance policy so they understand 
all of the services and benefi ts that are 
available to them and to take their travel 
insurance card with them when they travel 
so they have quick access to their policy 
number and our toll-free assistance line.” 

Italy enjoying la 
dolce vita

Italy’s monuments and museums have 
enjoyed a busy 2017, with over 23 million 
visitors in the fi rst six months of the year, 
a 7.3-per-cent increase on the previous 
year. The Colosseum was the most visited 
attraction, with over seven million tourists 
exploring the Roman landmark. According 
to Rome’s tourism offi  ce, the city  welcomed 
nearly 20 million visitors between January 
and June, who spent €36 million on 
entrance fees to the city’s attractions.
The Campania area of Italy enjoyed the 
second-highest number of tourists, with 
the region boasting the city of Napoli, the 
ancient ruins of Pompeii, the Island of Capri 
and volcanic island Ischia. Tuscany came in 
third place, with around 3.5 million visitors.
The combination of good weather and 
perceived safety of Italy – especially after 
recent attacks in the UK, Spain, France 
and Germany – has been a positive for 
Italy’s tourist economy so far this year.

The UN World Tourism Organization’s 
(UNWTO) General Assembly recently held its 
22nd session, in Chengdu, China. Discussions 
covered the length and breadth of the many 
issues currently facing the tourism industry, 
including areas such as ‘smart’ tourism. The 
prominence of this concept was fi tting, as 
2017 is the International Year of Sustainable 
Tourism for Development, and it is widely 
hoped that applying the ‘smart’ prefi x that 
has already attached itself to phones, cars 
and so on will enable the tourism and 
travel sector to make even greater strides 
in its journey towards full sustainability, 
from eco-friendly booking channels and 
transport to sustainable destinations.

“Smart tourism is not a trend,” said Taleb Rifai, 
the secretary-general of the UNWTO. “The 
International Year of Sustainable Tourism for 
Development 2017 and the General Assembly 
together comprise the perfect framework 
within which to conduct such an event and 
to join synergies around this theme, as it 
addresses major challenges and opportunities 
[for] the tourism sector in the coming years.”
Top of the agenda were such topics as big 
data, the sharing economy, energy and 
waste management, urban mobility and 
destination marketing, with the secretary-
general, the chairperson of Pacifi c travel 
trade association PATA and the chairman of 
the China National Tourism Administration 

among the fi gures off ering their insights. 
Additionally, the conference saw the signing 
ceremony for the new International Smart 
Tourism Center, and several panels covering 
ways that new technology can enhance 
the performance of the tourism sector.  

UNWTO General Assembly discusses ‘smart tourism’

http://www.international-assistance-group.com
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Travel 
predictions 
from Advito

Global travel consultancy Advito recently 
released its 2018 Industry Forecast, in 
which it predicts that the next year will see 
a ‘modest’ rise in global hotel rates, as well 
as an increase in air travel. It suggests that 
airfares will generally not see any particular 
effects from this, apart from in markets 
that see the highest demand. The review 
also warns that there is a growing, as yet 
unsolved issue with regards to a lack of 
hotel availability at preferred rates, along with 
ongoing problems related to traveller security.
“In many ways, global corporate travel in 
2018 will be remarkably similar to 2017,” 
commented Bob Brindley, Advito’s vice-
president and principal. “Demand continues 
to grow slowly but steadily for the air and 
hotel sectors. Because hotel demand is 
outpacing capacity, prices will rise about 
two to four per cent, depending on the 
market. The relatively low price of oil means 
that airlines can add capacity in step with 
demand, while keeping prices in check. 
Generally, the market favours buyers as 
price increases in dominant markets will be 
offset by lower fares in competitive markets, 
producing balance in the overall picture.” 

For a number of years now, the trajectory 
of the Asia Pacific (APAC) region as 
a market for global tourism has been 
obvious, with many of the countries in 
the region home to a developing middle 
class who are keen to travel. And service 
providers have taken notice, targeting 
tourists from these countries in the 
hopes that they will bolster receipts.
Jackson Pek, vice-president and general 
counsel of Amadeus Asia Pacific, spoke 
on this subject at the recent Pacific 
Asia Travel Association (PATA) Forum. 
For example, he said that while only 
10 per cent of Chinese nationals have 
passports, China is nonetheless a huge 

contributor to the growth noted in traveller 
numbers from the APAC region: “If only 
10 per cent of Chinese nationals have 
passports and yet they are already the 
largest contingent, then at the end of 
the day, the potential is just huge.”
Pak also presented a research paper, 
Journey of Me. Insights: What Asia Pacific 
Travelers Want. Among his findings 
were that 64 per cent of travellers 
from the APAC region are open to 
sharing their personal information with 
travel companies in order to receive 
personalised, relevant services, and 
that these travellers wish to feel happy, 
informed, safe and secure. Based on 

their willingness to share personal data, 
tourism providers can hopefully meet the 
challenge of providing tailored services to 
meet the increasingly high expectations 
of the modern traveller. Using data to 
enable a high degree of personalisation 
is, according to many, a vital element 
of ensnaring the elusive ‘millennial’.
“Once that profile is made,” said Pak, 
“then we can target offers across the 
spectrum, whether [that’s an] airline 
or hotel or tour operator. They will 
know what this person wants and 
hope to delight them and exceed their 
expectations. That is the challenge, and 
with technology it’s getting closer.” 

A new app has been created for Chinese 
tourists heading to south Australia. The 
app, called UWAI (meaning ‘travel abroad’), 
was created by the founders of JUWAI, 
another app which assists Chinese 
nationals seeking to buy property abroad.
Founders Simon Henry and Andrew 
Taylor say that the new app aims to make 
engaging with locals, doing business 
or even just ordering a meal easier for 
Chinese visitors to the region. The app is 
currently only available in south Australia, 
but Henry and Taylor plan to expand into 
other regions if the pilot proves successful.
According to JUWAI, Chinese tourism 
in south Australia has increased by 56 
per cent over the last year, making it 
the fastest growing, highest spending 
inbound market for south Australia. 
The app currently features around 850 
businesses that range from wineries to 

restaurants and tourism experiences.
“South Australia is hitting above its 
weight in recognition in China, thanks 
to government and industry initiatives,” 
Henry said. “We are already working 
on future UWAI product releases, and 
currently exploring wearable technology 
solutions, and are in talks with a 
leading international robotics firm.”
New direct flights between the south 
Australian capital Adelaide and Guangzhou 
on China Southern Airlines may be one of 
the reasons that tourism from China has 
increased so dramatically in the area.
“Successful engagement with the Chinese 
market is crucial for the south Australia 
economy,” said Leon Bignell, south 
Australian minister for tourism. “They 
are an integral part of our AU$6.3-billion 
visitor economy, in addition to being 
one of our largest trading partners.”

App makes Oz easier for 
Chinese visitors

APAC travellers – a heavyweight category
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According to the World Health Organization 
(WHO), local transmission of chikungunya 
has been confirmed in south eastern France, 
with four cases diagnosed in the Provence-
Alpes-Côte d’Azur region. In addition, there 
is one probable case, and eight suspected 
cases. The date of onset of symptoms 
of the first confirmed case was 2 August 
2017, with all four confirmed and one 
probable case having onset of symptoms 
during the period 2 to 17 August 2017.
All 13 patients (four confirmed, one probable 
and eight suspected) are aged between three 
to 77 years old, and they all are inhabitants of 
the same district of the commune of Cannet 
des Maures in Var department, as announced 
by the Regional Health Authority (ARS).
The WHO said: “These are not the first 

reported cases of chikungunya in France. 
Two autochthonous cases were recorded 
in the same area in 2010 and 11 cases 
in Montpellier in 2014. Nevertheless, 
chikungunya is an emerging disease 
in southern Europe, and an outbreak is 
considered unexpected. The vector Aedes 
albopictus is establishing itself in large part 
of the Mediterranean basin and beyond.”

Chikungunya confirmed in France

chikungunya is an 
emerging disease 

in southern Europe, 
and an outbreak is 

considered unexpected

The World Health Organization 
(WHO) has warned that the growing 
resistance to antibiotics is becoming 
a ‘global emergency’

A new report from WHO, Antibacterial agents 
in clinical development – an analysis of the 
antibacterial clinical development pipeline, 
including tuberculosis, found a lack of 

new antibiotic development to combat the 
growing threat of antimicrobial resistance. 
According to the report, most of the antibiotic 
drugs currently being readied for production 
are modifications of existing classes of 
antibiotics, and are only short-term solutions. 
As the number of drug-resistant diseases 
grows, the report found that there are very 
few treatment options being developed.
“Antimicrobial resistance is a global health 
emergency that will seriously jeopardise 
progress in modern medicine,” commented 
Dr Tedros Adhanom Ghebreyesus, 
director-general of WHO. “There is an 
urgent need for more investment in 
research and development for antibiotic-
resistant infections including TB, otherwise 
we will be forced back to a time when 
people feared common infections and 
risked their lives from minor surgery.”
The WHO has identified 12 classes of 

priority pathogens – including tuberculosis, 
pneumonia and even urinary tract infections 
– that are becoming increasingly hard to treat.
“Pharmaceutical companies and researchers 
must urgently focus on new antibiotics 
against certain types of extremely serious 
infections that can kill patients in a matter of 
days because we have no line of defence,” 
said Dr Suzanne Hill, director of the 

Department of Essential Medicines at WHO.
The WHO has set up the Drugs for Neglected 
Diseases Initiative (DNDi) in order to try 
and tackle the issue. On 4 September, 
Germany, Luxembourg, the Netherlands, 
South Africa, Switzerland and the United 
Kingdom of Great Britain and Northern 
Ireland and the Wellcome Trust pledged 
more than €56 million to the cause.

Antibiotic resistance: a 
global emergency

Pharmaceutical companies and researchers must 
urgently focus on new antibiotics against certain types 
of extremely serious infections that can kill patients in 
a matter of days because we have no line of defence
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New initiative 
aims to reduce 
heart attacks 
and strokes

Three major philanthropic 
organisations have backed 
a new five-year global health 
initiative which aims to vastly 
reduce preventable deaths from 
strokes and heart attacks in lower 
income countries

The $225-million initiative, Resolve, is 
led by former US Centers for Disease 
Control and Prevention director and 
former New York City Health Department 
commissioner Dr Tom Frieden, and jointly 
funded by Bloomberg Philanthropies, 
the Bill & Melinda Gates Foundation 
and the Chan Zuckerberg initiative. It 
was launched in September in New 

York, and its stated aim is to save 100 
million lives by preventing strokes and 
heart attacks, facilitated by a team 
of global health experts from global 
health organisation Vital Strategies.
While there are multiple proven strategies 
that can be adopted to prevent stroke and 
heart attack deaths, progress has, in the 
words of Dr Frieden, been ‘painfully slow’, 
and he suggested that the lessons learned 
by health authorities during the most 
recent Ebola crisis could be adapted to 
fight these and other public health issues.
Resolve will have four main areas of focus: 
implementing and strengthening the 
procedures and processes required to 
effectively track diseases and investigate 
them as early as possible; offer support 
to networks of laboratories so that any 
new threats can be promptly identified; 
train and support epidemiologists to 
closely track outbreaks; and develop 
a number of rapid response teams 
who can quickly set up at the site of an 
outbreak and bring it under control.
“The world’s leading cause of death 
is largely preventable,” commented 
Michael Bloomberg, “and we can’t sit 
back while people suffer needlessly.” It 
is, he believes, ‘within our reach’ to save 
the target number of lives, which would 
be ‘an extraordinary achievement’.

US residents have been warned 
by the US Centers for Disease 
Control and Prevention (CDC) 
to postpone travel to areas 
affected by widespread flooding 
in Bangladesh, India and Nepal

Since the monsoon season began 
back in August, the floods have 
affected more than 40 million people, 
damaging crops and livestock, 
destroying more than 100,000 homes 
and causing more than 1,200 deaths. 
Water is still waist-deep in some 
areas and more rain is expected, 
with monsoon season typically 

lasting through September.
The CDC said that although the extent of 
destruction across the countries differs, all 
three countries are experiencing problems 
with sanitation, food supply, electricity, 
transportation, shelter, communications, 
security, and medical care.
Those who must travel are advised to, 
among other precautions, be very careful 
when moving around near downed 
power lines, water-affected electrical 
outlets and interrupted gas lines, avoid 
stray or frightened animals, and wash 
out wounds and seek medical help 
immediately in the event that they are 
bitten or scratched by an animal.

Water warnings

The world’s leading 
cause of death is 

largely preventable 
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The Health Research Council of 
New Zealand (HRC) is investing in 
a new programme to analyse the 
record water gastro outbreak in 
Havelock North, New Zealand

The outbreak took place last August, 
infecting more than 5,000 people with 
the bacteria Campylobacter, and is 
the largest recognised outbreak of the 
bacteria to date in New Zealand.
HRC is investing NZ$437,949 for 
the research programme, which it 
hopes will enable health officials, 
local authorities and communities 
at large to be better prepared.
“Thankfully public health crises like this 
are rare, but when we do have one it’s 
important that we take the opportunity to 

learn as much as we can from it so that 
it doesn’t happen again, or at the very 
least that we can respond much quicker 
to greatly lessen the impact on our 
people’s health,” commented HRC chief 

executive Professor Kath McPherson.
The research comprises six separate 
studies, with each one covering a different 
aspect of the Campylobacter outbreak, 
including: a detailed assessment of the 
outbreak and the public health sector’s 
response to it; an investigation into 
the longer-term health impacts of the 

outbreak; and an exploration of non-
traditional early warning detection tools that 
could have potentially helped public health 
professionals identify the outbreak sooner.
“Thanks to the HRC’s funding, we’ll be 

able to delve further into the detail to 
gain insights into the health impacts of 
a gastroenteritis outbreak of this scale, 
as well as evaluate the effectiveness 
of public health interventions and 
messaging,” said Hawke’s Bay District 
Health Board medical officer of health 
Dr Nicholas Jones, who is one of the 
researchers leading the programme.

Following Hurricane Irma, the US 
Centers for Disease Control and 
Prevention (CDC) has advised 
US residents to postpone travel 
to severely affected areas due to 
health and safety risks

The hurricane began on 6 September and 
crossed the Caribbean, causing severe 
damage in numerous countries and 
territories, including Anguilla, Antigua and 
Barbuda, the Bahamas, the British Virgin 
Islands, Cuba, the Dominican Republic, 
Haiti, Puerto Rico, Saint Barthelemy, 
Saint Martin, Sint Maarten, the Turks and 
Caicos Islands, and the US Virgin Islands.
With significant damage from the 
hurricane having caused problems 
with sanitation, food supply, electricity, 
transportation, shelter, communications, 
security, and medical care, the CDC 
has warned that medical care may be 
limited or unavailable, and said that 
avoiding travel to these areas will help 
prevent straining already limited local 
resources. The CDC also said that 
those who must travel should adhere 
to precautions to prevent illness and 
injury, avoid bug bites and follow 
food and water safety guidelines.
The aftermath of Hurricane Katia and 
an 8.1 magnitude earthquake in Mexico 
has also prompted the CDC to advise 
travellers to postpone travel to the country. 
The earthquake struck the southwestern 
states of Oaxaca, Chiapas and Tabasco 

and caused nearly 100 deaths, while the 
hurricane made landfall on the eastern 
coast in Veracruz, which caused a 
mudslide that resulted in several deaths
The CDC said that, in addition to safety 
hazards caused by debris and unstable 
buildings, there may be problems with 
sanitation, food supply, electricity, 
transportation, shelter, communications, 
security and medical care. It also said 

that those who must travel should 
observe caution around downed power 
lines, water-affected electrical outlets 
and interrupted gas lines; avoid stray 

Hurricane causes Caribbean concerns

that those who must travel should 
adhere to precautions to prevent illness 

and injury

Gaining insights into gastroenteritis 

or frightened animals; seek medical 
help immediately if bitten or scratched 
by an animal and wash out the wound; 
avoid direct contact with dead bodies 
(human remains), body fluids and human 
waste; prevent insect bites; and avoid 
consuming contaminated water and 
food that can cause travellers’ diarrhoea 
and other more serious illnesses.

public health crises like this are rare, but when we do have one it’s 
important that we take the opportunity to learn as much as we can 

from it so that it doesn’t happen again

Mitigating 
malaria

With malaria cases on the rise in the 
capital city of Praia in Cape Verde, 
Africa, additional advice for travellers to 
the city is recommended. The Ministry 
of Health for Cape Verde has reported 
an increase in locally acquired malaria 
cases, with a total of 164 locally acquired 
falciparum malaria cases reported in the 
local population as of 5 September.
Although there are currently no reports 
of malaria in tourists who have visited 
Cape Verde in 2017, those travelling to 
Praia who are at increased risk of malaria 
– for example, long-term travellers, or 
those at risk of severe complications 
from malaria such as pregnant women, 
infants and young children, the elderly and 
travellers who do not have a functioning 
spleen – are advised to consider taking 
anti-malarials and seek advice about 
which anti-malarial is suitable for them 
from their travel health advisor.
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AlLatsea
The popularity of private charter yacht holidays and cruise holidays has 
never been higher. ITIJ looks at the evolving international health insurance 
products available to the crewmembers who work aboard such vessels >>
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With both cruise and private 
yacht holidays, it is not just the 

holidaymakers who need cover – the 
crewmembers will also need health 
insurance that will cover them for 
evacuation off the ship, as well as 
repatriation. Carl Carter, deputy managing 
director of Voyager Insurance Services, 
said that whether or not an employee 
is on a huge cruise ship or a small 
private yacht, ‘it is important that they 
have international health insurance, as 
they would usually be sailing between 
countries, and need the portability 
of cover that an IPMI plan offers’. 
Crew medical insurance is specially 
designed to protect marine captains 
and crew, while abiding by all maritime 
requirements, as Brent Judge of 
International Medical Group (IMG) 
explained: “Beyond protection and 
indemnity (P&I) insurance, a crew 
medical insurance plan will provide 
the appropriate cover employers need 
to protect their crew when injuries or 
illnesses occur both on and off the vessel. 
It also protects the employer from the 
Maritime Labour Convention’s provision 
that creates unlimited liability for the 
cost of medical care for the crew.”
According to the International Labour 
Standards Department Maritime Labour 
Convention (MLC), ‘in connection with 
the health protection and medical care 
that shipowners are required to provide, 
in principle free of charge, to seafarers 
working on board their ships, Regulation 
4.1 of the MLC, 2006 does not identify 
any particular treatment – other than 
‘essential dental care’ – as this would be 
a matter for national laws or regulations’. 
“Flag States are required to ensure the 
application to seafarers of any general 
national provisions on occupational health 
protection and medical care relevant to 
their duties, as well as the application 
of special provisions specific to work on 
board ship; the health protection and 
medical care must be as comparable 

as possible to that which is generally 
available to workers ashore, including 
prompt access to necessary medicines, 

medical equipment and facilities for 
diagnosis and treatment and to medical 
information and expertise; it must include 
measures of a preventive character 
such as health promotion and health 
education programmes. Seafarers have 
the right to visit a qualified medical 
doctor or dentist without delay in ports 
of call, where practicable. A ratifying 
State is also required to give access 
to its facilities to seafarers in need of 
immediate medical care who are on 
board ships within its territory.”

In both cruise and private 
yacht holidays, it is not just 

the travellers who need cover

Dr Lynn Gordon, of medical assistance 
provider CEGA, told ITIJ: “Most vessels 
involved in commercial activities 
(including private yachts that employ 
staff) are bound by the MLC of 2006, 
which became international law in 2013. 
This sets out seafarers’ rights to decent 
conditions of work, including the right 
to receive appropriate healthcare free 
of charge.” The stipulation above that 
‘medical care must be as comparable 

as possible to that which is available to 
workers onshore’, said Dr Gordon, can be 
problematic and lead to inconsistencies: 

“This inevitably leads to some variation in 
employer obligation, as the care available 
to a first-world employee in his or her 
own country will differ considerably from 
the care available to their third-world 
counterpart. Additionally, some countries 
will offer private care whilst others may 
give the option of state-funded facilities.”
Dr Gordon went on to say: “In addition, 
the Convention stipulates that costs 
to be covered as a minimum are ‘the 

expense of medical care, including 
medical treatment and the supply of 
medicines and therapeutic appliances, 
and also board and lodging for seafarers 
while away from home, until the sick or 
injured seafarer has recovered or until the 
sickness or incapacity has been declared 
of a permanent character’.” Employers are 
obliged to take out medical insurance for 
their seafaring employees, although the 
latter are unlikely to be aware of the details 
of such insurance policies – and cover 
will vary. Policies should at the very least 
provide access to emergency medical 
care, usually until employees are fit to 
return to their vessel or show maximum 
medical improvement. Benefits may also 
include preventive treatment for serious 
conditions such as high blood pressure 
or diabetes. “Some policies will cover 
non-essential care,” said Dr Gordon, “while 
others will put the onus on employees 
to seek routine or elective treatment 
back at home – although repatriation to 
access elective treatment (for example 
knee surgery) may be covered.”
Andrew Apps, head of global healthcare 
for UK-based IPMI broker Bellwood 
Prestbury, told ITIJ that while the 
implementation of the MLC has put 
into place a uniform level of labour 
standards and minimum protection for 
cruise and yacht company employees, 
it still has some way to go before being 
universally accepted in every country. “The 
responsibility for healthcare provision is 
squarely on the shoulders of the vessel 
owners, and in turn ensuring that amongst 

Beyond protection and indemnity insurance, a crew 
medical insurance plan will provide the appropriate 
cover employers need to protect their crew when 

injuries or illnesses occur both on and off the vessel

>>
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other things, access to medical care for 
injuries and illnesses that affect a crew 
member whilst on board,” he explained. 
“Whilst there is a duty of care to take 
into account, the cost of medical care, 
particularly in an emergency, can be 
extraordinarily expensive, simply because 
it can be difficult to access or may involve 
an emergency evacuation to a different 
location. This all costs money and is not 
something that any vessel owner really 
wants to be faced with at a time when 
margins are being constantly challenged 
and profits are being squeezed.”

Private charter employees
Carl Carter pointed out that there is 
a big difference between the types 
of international health insurance 
needed for cruise ships’ employees 
and for those who work on private 
yacht charters: “While both have a 
need for inpatient coverage and to a 
degree outpatient coverage, a cruise 
ship employee’s healthcare coverage 
would usually form part of an employee 
block arrangement of cover, so it may 
not be as close a fit to their specific 
requirements. However, they would 
often have the significant advantage 
that in most cases, they would have 
access to on board medical facilities.” 

In the yacht crew world, cover tends to 
be bought either individually, or on a 
small group basis and arranged by the 
captain. The smaller group or individual 
nature of the policies bought by yacht 
crew means that the insurance tends to 
be more closely matched to the needs of 
that employee or group, as the insured(s) 

can offer input into the kind of cover 
they need and want. Another difference 
between the insurance provided for yacht 
workers and those on cruise ships is the 
greater need for activity and water sports 
cover, as typically, when the crew isn’t 
working, they will be more likely to enjoy 
adventurous activities that are readily 
available to them. “Often,” said Carter, 
“this would involve dinghy racing, jet 
ski use or even more perilous activities 
beyond wind surfing, such as kite surfing. 
In both cases, the employer has a legal 
duty of care under the Maritime Act 

to provide basic healthcare coverage, 
and in some cases the international 
medical insurance policy may act in 
conjunction with the P&I club insurance.”
A P&I club is a mutual insurance 
association that provides risk pooling, 
information and representation for its 
members. Unlike a marine insurance 
company, which reports to its 
shareholders, a P&I club reports only 
to its members. Originally, P&I club 
members were typically shipowners, ship 
operators or demise charterers, but more 
recently freight forwarders and warehouse 
operators have been able to join.
Traditionally, said Andrew Apps, when it 
comes to health insurance, the industry 
has been the preserve of the P&I clubs, 
but as the maritime sector changes, 
an increasing number of international 
medical insurance companies have 

entered into the cruise ship and yacht 
sector. “There is now a range of good 
options to choose from,” he added, “but 
that in itself presents a new problem. From 
the very basic to the most comprehensive, 
the scope of cover and benefits can 
be a minefield for the uninitiated.”

Get on board
As with most insurance policies, then, the 
devil is in the detail – and there is a lot of 
detail, according to Brent Judge of IMG, 
who emphasised that insurers looking to 
get into this market must understand the 
risk profile and nature of the duties that 
the crew and vessel perform, be capable 
of administering benefits on a global 
scale; and remain flexible and responsive 
to the needs of crew who are often hard-
pressed to get everything done shore-side 
(including insurance enrollments) before 
they set out to sea. “It can take several 
years to understand and anticipate the 

needs of this market,” he told ITIJ. “At 
IMG, we have been catering to the marine 
industry for more than two decades, 
and have developed the institutional 
knowledge and experience necessary 
to serve the market. We understand 
the risks, challenges and needs … and 
can deliver global solutions that exceed 
the service expectations of the crew.”
What works for one globally mobile 
employee will not work for another, and 
insurance for cruise and yacht companies 
is far removed from that required by most 
expatriates. What remains the same, 
though, is the duty of care placed on the 
employer. Making sure the insurance in 
place will support the client to manage 
their claim no matter where in the world 
the claim is being made is paramount. 
As Apps said: “It’s a complex business, 
and not for the faint-hearted.” ■

Policies should 
at the very least 
provide access 
to emergency 
medical care

In the yacht crew world, cover 
tends to be bought either 
individually, or on a small 

group basis and arranged by 
the captain

Traditionally... when it comes to health 
insurance, the industry has been the 

preserve of the P&I clubs
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A plethora of start-up companies across the globe is disrupting the 
nice, quiet, steady progress of the insurance industry, offering niche 
products that aim to meet the needs of millennials in new and exciting 
ways. ITIJ takes a look at the latest offerings, asking how industry 
bodies can support further development and what is on the cards 
for insurers
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One name that has been popping 
up regularly of late in this arena is 

Startupbootcamp Insurtech, a global 
insurance accelerator working alongside a 
portfolio of well-known insurance companies 
to, in its own words, ‘foster disruptive and 
collaborative insurance innovations’. So far, 
its carrier partners include Zurich, Admiral, 
Allianz, Munich Re and Swiss Re. When 
its partnership with Zurich was announced 
in March, the insurer’s head of business 
transformation said: “From what we have 
seen so far, this year’s selection of start-ups 
have some really innovative approaches 
to improving how the insurance industry 
works for customers [and] how to increase 
operational efficiency. For us, it’s great to 
work with start-ups that are solving industry 
problems with propositions and services our 
customers desire.”
Also popping up on our radar is CPPGroup 
plc (CPP), a provider of international 
assistance services that recently acquired 
Blink Innovation Limited, which describes 
itself as offering real-time resolution flight 
interruption insurance ‘in the background’. 
It aims to provide ‘a seamless experience 
for customers by solving their problem and 
enabling them to complete their journey at 
no additional cost with no claims process 
to negotiate’. Commenting on the purchase 
in March this year, Blink’s CEO Paul 
Prendergast said: “There is a great deal of 
technology crossover with CPP’s existing 
customers and products, and we are looking 
forward to working with the team to develop 
new insurance and assistance solutions.”
In Cape Town, South Africa, Hepstar – 
which specialises in the distribution of travel 
insurance via third party websites – was 
recently selected as a partner of start-up 
accelerator Plug and Play, based in Silicon 
Valley in the US. Hepstar’s chief operating 
officer Claudia Snyman said that her firm 
was ‘really excited about this opportunity’, 
stating: “Plug and Play provides a great 
opportunity to showcase our capabilities 
to some of the largest players in the travel 
sector.” Kevin Wang, head of travel for Plug 
and Play, added: “With regards to new 
modes of distribution for the travel insurance 
market, Hepstar’s strategy may be exactly 
the answer carriers and airlines are looking 
for. Hepstar’s insurance products offer highly 
specific travel coverage which captures 

ancillary revenue for our travel partners.”
April this year saw the launch of Coverontrip, 
a specialised digital distributor of travel 

insurance based in Madrid, Spain, which 
claims to provide ‘a fully digital client-
oriented value proposition, with a highly 
personalised innovative product design, 
inviting travellers to be members of a 
unique community based on a social 
collaborative platform’. 

Driving innovation
In the UK, meanwhile, insurance broker 
Hood Group has launched its own 
Innovation Lab, which it hopes will drive 
the development of insurance products, 

services and solutions. Gavin Dobson, head 
of marketing at the company, explained 
the reasons behind the move: “Insurance 
in its current state isn’t truly serving today’s 
customers and certainly won’t work for 
the next generation. Right now, it’s simply 
a necessity people feel they have to 
have rather than want. We don’t see why 
insurance can’t become something that 
people willingly buy into as a service that 
helps them live their lives, helps stop things 
from going wrong or makes the annoying 

things in life go away.” The Innovation Lab, 
he continued, will identify, evaluate, design, 
prototype and launch new personal lines 
products and services.
Another exciting innovation that caught our 
eye is SPIXII, a London-based company 
founded by three friends who have 
created an insurance-focused chatbot with 
geolocation enabled. The SPIXII app creates 
a WhatsApp-style chat on the user’s phone, 
asking questions to figure out what kind of 
insurance they need, as well as interfacing 
with other apps in order to ascertain what 
the user is doing. If a traveller is in a ski 
resort, for example, SPIXII will inform the 
user whether or not their travel insurance 
covers extreme sports, and offer them the 
possibility of purchasing the necessary 
additional cover. Renaud Million, one of 
the three founders of SPIXII, said in 2016: 
“Chatbots will become your helpers, saving 
you time when ordering food, clothes, 
buying products, even complex ones like 
insurance. Technology is everywhere and 
chatbots are an elegant way to make it 
accessible to everyone.”
Last year also brought the launch of San 
Francisco-based Trov, which offers on-
demand insurance for gadgets when a 

customer needs it, entirely via smartphone. 
Claims, according to the company, are ‘as 
easy as sending a few text messages’. The 
branding is certainly attention-grabbing: 
“Protect your awesomeness. Get your Trov.” 
The language of the millennial, without 
a doubt. 

Embracing evolution
Trov is underwritten by AXA Insurance UK 
plc, showing once again how the old guard 
and new entrants are teaming up, and that 
rather than being a case of ‘out with the 
old and in with the new’ for the insurance 
industry, it’s more a case of taking the best 
of both worlds and combining them to offer 
customers relevant, compliant products in 
more modern ways. 
The tie-ups between old-school firms like 
Swiss Re, Zurich and Munich Re and the 
new era of start-ups show that working 
together is the way forward. As Simon 
Hood of Hood Group explained, there’s a 
need to bring in new talent from outside the 
insurance industry, as well as encouraging 
existing staff to get involved. Inevitably, 
some ideas won’t work – ‘if some don’t fail, 
then I’ll question whether we’re pushing 
the boundaries hard enough’, said Hood. 
But it is only through fresh approaches to 
old problems that the insurance industry 
will keep pace with the development seen 
in other sectors of late. As such, billions 
of dollars are now being ploughed into 
the insurtech start-up arena each year. 
AXA alone has an international, dedicated 
insurtech and fintech investment fund of 
€230-million called AXA Strategic Ventures, 
which invests in start-ups all over the world. 
Meanwhile, its Innovation Labs in Shanghai 
and San Francisco ‘detect innovation’ and 
‘identify talented entrepreneurs, emerging 
trends and new customer needs’. Allianz 
and Aviva have accelerator funds, too, 
explained Manjit Rana of Ingenin at the 
2016 International Travel & Health Insurance 
Conference, stating that insurtech has 
become the biggest concept in the global 
insurance marketplace in the last few years.
Telemedicine is another area where insurers 
are utilising technological breakthroughs to >>
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reach their customers more effectively. It 
has been used for some time by health 
insurers, and now travel insurers are getting 
on the bandwagon. Greg Lawson, head 
of travel insurance and assistance for the 
UK’s Collinson Group, said that the ability 
to offer customers access to an English-
speaking doctor wherever they are in the 
world is ‘a hugely attractive prospect for both 
holidaymakers and those on longer-term 
overseas assignments’: “From an insurer’s 
perspective, there is the possibility of cost 
savings of as much as 50 per cent for 
outpatient management, especially in North 
America. Columbus Direct will be trialling 
a telemedicine solution this summer, using 
the data and engagement to evolve a leisure 
travel and IPMI telemedicine proposition 
across Collinson.”
In the airline and online travel agent sectors, 
data science and optimisation software are 
helping to segment the products offered to 
prospective customers within the booking 
path, increasing conversion rates and driving 
upsales where appropriate. Lawson pointed 
out that insurers can and should take 
advantage of the wealth of information the 
booking process offers to meet customers’ 
needs. “Using customer and booking data, 
more relevant travel insurance products 
(as well as pricing) can be presented,” he 
explained. “For example, if a single traveller 
is flying to Zurich mid-week overnight, it may 
be possible to conclude through analysing 
the client database, trends and inventory that 
they are likely to be a business passenger, 
and so present a suitable product, e.g. 
travel insurance plus business travel or 
gadget add-on.”
A recent report from Frost & Sullivan, which 
forecasts the progression of the global 
insurtech market, found that technologies 
such as artificial intelligence, machine 
learning and the Internet of Things have the 
power to gift insurers much more useful 
insights into customer behaviour, improving 
efficiency and processes, as well as 
enabling them to put their product in front of 
the customer at the right moment.

Industry engagement
The Association of British Insurers (ABI) 
told ITIJ that identifying and developing 
new technologies that will offer customers 
a better experience and improve how a 

business operates are both key areas of 
competition for insurers, as they help drive 
forward innovation and encourage the 

development of new services. Matt Cullen, 
the ABI’s head of strategy, noted that while 
start-up businesses are often at the heart of 
this, increasingly they are getting financial 
backing and operational support from long-
established insurers who see the benefits 
of collaboration. Certainly, that opinion is 
backed up by recent announcements from 
the industry.
In its inaugural quarterly InsurTech Briefing, 

published in May, Willis Towers Watson 
Securities highlighted the potential for 
the $100-billion small business insurance 
market to experience transformative digital 
disruption. This new research analyses 
how the industry is incorporating emerging 
technologies into existing processes to 
target friction costs, as Rafal Walkiewicz, 
CEO of Willis Towers Watson Securities, 
said: “As incumbents face pressure from 
entrepreneurial businesses targeting 
friction costs within the traditional 
insurance value chain and the continued 
influx of alternative capital into the (re)
insurance sector, it is important for 

industry leaders to demonstrate an open 
mind, embrace innovation and invest in 
potential applications.”

With new opportunities, though, come new 
risks, and with the focus on the potential 
uses of big data and the sharing economy, 
there needs to be public confidence in how 
personal details will be used and handled. 
“The ABI is working with regulators and 
policymakers in Europe and the UK to 
help ensure that the new data protection 
regulations coming into force in 2018 will 
support customer-focused innovations in 
uses of data,” said Cullen. “We want the 
new data regulations to strike the right 
balance between offering appropriate levels 
of protection for individuals’ details, without 
restricting the access to core information 
that the insurance industry needs to offer the 
best possible service.”
The US National Association of Insurance 
Commissioners, meanwhile, has formed an 
Innovation and Technology task force, which 
is responsible for ‘increasing the regulatory 
know-how’ of carriers’ insurtech strategies. 
Ted Nickel, president of the Association, 
commented on the need for regulators 
to keep up to date with what the industry 
is doing: “Insurance regulators have a 
critical role to play in supporting innovation. 
This includes working with individuals 
and companies creating new product 
offerings and services to meet consumer 
expectations, while ensuring consumers are 
adequately protected.”
The UK’s Financial Conduct Authority (FCA) 
has also recognised the challenges of 
bringing potentially disruptive products to 
market, and has launched an innovation hub 
through which it helps new or non-regulated 
businesses to understand the regulatory 
framework. Its ‘regulatory sandbox’ allows 
businesses ‘to test innovative products, 
services, business models and delivery 
mechanisms in a live environment’. In a 
recent address to the Leeds Digital Festival, 
Christopher Wollard, executive director of 
strategy and competition at the FCA, pointed 
out that innovation promotes competition 
in the interests of consumers, and that 
regulation has a part to play in ensuring the 
right conditions exist for that competition 
to flourish.
The British Insurance Brokers’ Association >>
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Your best partner in Portugal 
for world-class private healthcare services
With 9 hospitals and 8 outpatient clinics with urgent care, 
HOSPITAL DA LUZ offers greater geographical coverage 
through the largest private hospital group in Portugal,  
which includes Hospital da Luz Lisboa, the biggest and best 
in class private hospital in the country.

Delivering excellence and innovation through the 
integration of patient care, research and advanced training, 
HOSPITAL DA LUZ moves medicine forward with high-end 
technology, placing great value on team medicine and 
multidisciplinary cooperation. 

Our experience in working with global insurance  
and assistance companies guarantees a cost-effective,  
quality driven solution for international clients through  
the ease of one multiunit agreement supported  
by internationally focused relationship managers.

Our International Patient Services provides personalized support 
throughout the process of care with consideration for the needs 
and particular concerns of expats, travelers, evacuation cases, 
and other patients who travel to us for planned care.

For further information, including advice on how  
to partner with us, call +351 213 138 260 or email 
intlpatientservices@luzsaude.pt

ÁGUEDA | AMADORA | AMARANTE | AVEIRO | ÉVORA | GUIMARÃES | LISBOA | OEIRAS | OIÃ  
PORTO | PÓVOA DE VARZIM | SETÚBAL | VILA NOVA DE CERVEIRA | VILA NOVA DE GAIA

hospitaldaluz.pt luzsaude.pt

mailto:intlpatientservices@luzsaude.pt
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(BIBA) recently formed an innovation 
working group, whose aim is to foster 
innovation in the industry. Group chair Vivek 
Banga said: “Insurtech is often associated 
with external disruptor threats and yet 
Accenture found it to be more collaborative 
than banking, with 70 per cent of global 
investment in this field looking to enhance 
existing propositions rather than directly 
compete with the insurance industry. But 
we can’t afford to stand still and have much 
to learn from working closely with the latest, 
innovative technology-fuelled start-ups.
“As brokers and the custodians of customer 
experience, it’s vital that we fully embrace 
insurtech’s potential, channel our creativity 
and stay at the forefront of developments. 
Establishing a cross-industry innovation 
working group is a great way to ensure we 
continue to communicate and collaborate to 
the benefit of our collective customers, and 
I’m delighted to be asked to chair such an 
important initiative.”

Keeping up with the times
The overwhelming feeling from the experts 
ITIJ spoke to for this article seems to be 
that insurers need to make their policies 
available to clients at the exact moment 
they need them, while making them easy 
to purchase and simple to claim on. Eos 
Venture Partners, an independent insurtech 
investor with offices in London, Guernsey 
and Philadelphia and affiliates in Palo Alto 
and Hong Kong, recently published an 
article that asked: ‘Why can’t insurance 
work in the same way as Amazon – easy, 
seamless, one-click, no hassle, managed 
through your mobile and regular updates?’ 
And it seems that insurers are listening, and 
responding well.

A new home insurance product from 
UK-based Aviva is in its pilot phase at 
the moment, but its premise is that no 
questions need to be answered, because 
applications will be autofilled using social 
media information. The Eos article said: 
“Data availability and technology are 
enabling ‘blind rating’ of risks by insurance 
companies, providing guaranteed 
acceptance and prices to customers 
through direct or broker-assisted channels. 
Our view is that many relatively simple 
personal lines products will evolve over 
time to … interactive models.” Instead of the 
standard fixed term that policies offer now, 
they will instead adapt to a kind of ‘hop on, 
hop off’ model, whereby a customer can 
activate the policy as they need it. For annual 
travel insurance customers, this could be 
a real money-saving game, as they only 
activate their policy when they are planning 
their trip abroad, and the value for their 
insurers is immense, as it solves the problem 
of companies not knowing where their 
annual policyholders are going and when, 
giving them a better ability to track them in 
the event of an emergency.

For insurers willing to take a deep breath 
and dive into this brave new world, the 
rewards could be well worth the risk – it 
is only by meeting customers’ needs in 

this way that travel insurers are going to 
stay relevant and grow their businesses. 
And customers are going to be ever more 
willing to utilise the latest technology – 
research from CenturyLink EMEA, an IT 
services company specialising in digital 
transformation, indicates that consumers 
are becoming more comfortable with 
taking advice from robots when it comes to 
insurance matters. In a survey of over 1,200 
UK adults, conducted by Censuswide, it 
was revealed that one in four customers 
would either definitely or possibly trust an 
automated robotic service such as a chatbot 
to provide advice on a personal matter 
concerning insurance. 
Jay Hibbin, director of insurance and 

financial services at CenturyLink EMEA, 
commented: “It is interesting to see the 
growing trust that consumers have in robotic 
advice for insurance matters, particularly 
that almost a fifth (19 per cent) would trust 
automated advice just as much as they 
would [advice] from a human. Businesses 
must take note of the views of consumers 
and adapt their strategies to reflect this 
shift in the way buyers like to receive their 
services.” Insurers – you have been told! ■

Coming next in our tech series, ITIJ 
takes a look at the steps travel insurers 
are taking towards developing apps 
that customers can use to make their 
lives easier.
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How did you first get started in the 
travel assistance industry, and how 
did you come to be in your current 
role of president and CEO of Anubis 
Group Holding?
I have always wanted to help people, 
but by chance I began my career in 
the funeral industry, which in hindsight 
seems prophetic. Because in truth, the 
funeral industry is not merely about selling 
commercial services. The relationship 
with the relatives of a deceased person is 
a time of listening intensely to the family’s 
life story. We discover their history and 
their difficulties, and actively participate in 
remembering their loved one.
I had the opportunity to meet some families 
who had suffered the loss of a loved one 
abroad. I could feel the immense void in the 
face of the distance that separated them 
from the event, their incomprehension, 
worry and anxiousness to return home as 
soon as possible. I felt a desire to break 
through the borders, language, cultural 
barriers and legislative, logistical and 
financial complexities. It was like a mission, 
a response to a need.
This was how I came to create an 
international funeral assistance service, 
immediately integrating this new activity 
into the ethos of helping people, which is 
also that of the travel assistance industry. I 
wanted a unique and mythical identity for 
my company, and so I came across ‘Anubis’. 

In mythology, Anubis was a ‘psychopomp’, 
one of the gods that accompanied the dead 
to their ultimate destination: the kingdom of 
the dead. Anubis was a comforting god for 
the ancient Egyptians, for whom the afterlife 
in the realm of Osiris was more important 
than their earthly life.

In what ways have you noticed the 
global assistance industry change 
over the last decade? How have 
practices evolved, and how has the 
landscape itself changed? 
In the past, few assistance companies 
have been concerned with the repatriation 
of bodies as a sensitive service, because 
this activity is not in the DNA of medical 
assistance. For the most part, assistance 
contracts have minimal clauses concerning 
the repatriation of bodies, and we tend 
to think that this is above all a matter for 
funeral directors.
It is often mistakenly believed that all that is 
needed to repatriate a body is to place it in 
a coffin, carry out the formalities, transport 
it to the airport, put it in an aircraft and then 
wait for the body to arrive home. Meanwhile, 
the family no longer receives much 
information. In this context, Anubis did not 
meet the expectation. Anubis created an 
expectation and now responds to it.
The number of companies in the assistance 
sector has increased dramatically, 
particularly in Asia, and for the most part 

Handle with care

they are now quite familiar with the basic 
services related to body repatriation. 
However, due to competition, they pay 
more attention to cost control than to the 
need for actual assistance. Unfortunately, 
the business has come to underestimate 
the assistance company’s degree of 
responsibility towards their customer (the 
consumer, who is in fact a whole family), 
and that of the service providers.
We have also seen that late payment and 
failure to pay the service provider have 
become major risks. This whole approach 
weakens a large number of service 
providers in this market financially.

The provision of funeral assistance is 
notoriously challenging, both in terms of 
practical logistics and the sensitivity of 
the subject. What aspects are the most 
difficult to navigate, in your experience?
The need for flexibility. Requests for 
assistance are not always precise. They 
begin with a request for a quote for 
repatriation from a country or city to a 
specific location. But without precise 
information, an estimate can only be drawn 
up on the basis of generic services. The 
time period for accepting the estimate is 
also random – two hours, a day, a week. At 
this stage, we have had no contact with the 
family. By the time we receive the guarantee 
of payment, the family is already stressed 
due to delays in intervention and the lack 
of concrete information. We must set up 
logistics adapted to the reality, the context 
of the death, the location of the body, the 
morgue, the airline. Sometimes, when the 
family is present, it has already started 
formalities or advanced costs, and we 
must melt smoothly into this organisation 
to take over management and not add 
further frustration.

Brexit is going to create a number of 
challenges for assistance providers in 
Europe with UK clients – how are you 
preparing for potential increases in 
regulation and costs?
Yes, Brexit presents a number of challenges 
for the UK and for Europe, who have to find 
a new dynamic. Actually, Brexit is causing 
some uncertainty about development 
actions, so it is imperative for the UK’s exit 
from Europe to be clear and provide an 
opportunity to win back its markets.
Anubis has the particularity of having 

its operational holding company based 
in London and subsidiaries in Europe, 
the West Indies, Canada and Asia. This 
configuration, along with the group’s know-
how, enables us to adapt and deal with 
these complexities and those related to the 
regulations on a global scale.

Anubis has been nominated in the 
Ancillary Assistance Service Provider 
of the Year Category in this year’s 
ITIJ Awards. Congratulations! How do 
you and your company feel about this 
nomination?
We’re very proud, of course! Our first 
victory was to have been nominated, 
and our teams are at the heart of 
this recognition.

This is the second time since the creation 
of this category of ancillary services in 2016 
that Anubis is nominated. It is not easy to 
approach the funeral sector in detail, and 
this nomination shows the path travelled in 
order to be recognised as a fully-fledged 
assistance service in those moments.

You have been with Anubis in one form 
or another for over two decades – 
what is it like to dedicate yourself to a 
company in such a way, seeing it grow 
and develop?
Death is a very painful time for all of us, 
and when it happens far from home, 
especially in unlikely countries, with no 
funeral organisation, during a war, a natural 
disaster or a catastrophic accident, no-one 
can imagine being unable to do anything, 
like in Saint Martin (French West Indies) 
after the devastating Hurricane Irma. I 
have always admired Anubis’ ability to 
respond quickly and urgently to all types 
of requests for assistance without limits 
on its intervention, anywhere, at any time, 
whatever the nationality, religion or human 
and material resources to be deployed in 
the area. Our market is global – and our 
best years are yet to come!

Can you describe a typical day as 
president and CEO?
Not easily, because I’m in London or Paris 
for a week each month, and the rest of 
the time I’m on the ground. No matter 
where I am, my day always starts with an 
overall analysis of the group’s activities, 
and I go over the various reports and 
hold conference calls with the managers. 
Depending on the country, I always have 
from six to 12 hours’ time difference 
with the agencies. Managing this activity 
without always being in the office gives 
me a much-needed distance from the 
day-to-day activities, moments I use for the 
development of Anubis.

What are your proudest achievements, 
both professionally and personally?
Professionally, the list is long, but first 
and foremost are the 30 or so major crisis 
management situations in which Anubis 
was involved. Then, winning the tender 
launched by the French Ministry of Foreign 
and European Affairs in 2012 for vital 
emergency operations involving French 
and European nationals all over the world. 
To succeed in winning the trust of a global 
clientele that is more interested in our 
know-how, our capacity for intervention and 
analysis than the location of our platforms is 
rather rewarding.
Personally, having gone from a simple idea 
in a very unlikely sector and the mythical 
name of ‘Anubis’ to creating a group 
present on five continents. Having an 
organisation that is useful and respectful to 
all within a diversity of peoples and religions 
is undoubtedly my greatest pride, to which 
must be added the worldwide recognition 
that Anubis enjoys today.

If you could do any other job in the 
world, what would it be and why?
When I was younger, I would have liked to 
be ambassador or consul and represent my 
country, be there to assist expatriates and 
participate in cultural exchanges.
Today, I think I would like to be the head 
of an international NGO, still in the field 
of assistance to people worldwide. I have 
some ideas on this subject and a few more 
years to reflect on it. ■

ITIJ  spoke to Dominic Vernhes, CEO of Anubis Group Holding, about the intricacies of 
funeral assistance, the challenges of Brexit, and the changing face of the industry

Anubis was a comforting god for the 
ancient Egyptians, for whom the 

after life in the realm of Osiris was 
more important than their earthly life



SERVICE DIRECTORY For all Service Directory enquiries email: sales@itij.com 
or please call +44 (0) 117 925 5151 (opt. 1)

51

Your essential guide to suppliers for the 
global travel and health insurance industry

SERVICE
DIRECTORY

CATEGORY KEY

ADDITIONAL BUSINESS CLASSIFICATION HEADINGS AVAILABLE ON REQUEST

itij.com/service-directory

AVAILABLE
ONLINE

mailto:sales@itij.com


SERVICE DIRECTORYFor all Service Directory enquiries email: sales@itij.com 
or please call +44 (0) 117 925 5151 (opt. 1)

52

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

Asia Air Ambulance
Mr. Toranit Sripal – Managing Director
Asia Air Ambulance Co. Ltd., Bangkok599/59 Ratchadaphisek Road, 
Jatujak, Bangkok 10900, THAILAND

tel: 
fax: 

+668 9896 9000
+662 192 1801

email: 
website: 

operations@asiaairambulance.com
www.asiaairambulance.com

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

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)

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

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 Ambulance
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

EURO LINK GmbH
Dr. Friedrich Renner – Medical Director

Allgemeine Luftfahrt, D -85356 München Flughafen, GERMANY

tel: 
fax: 

+49 89 6137 2103
+49 89 6137 2106

email: 
website: 

info@flyeurolink.de 
www.FlyEuroLink.de

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 and Marketing CSO

Flughafenstasse. 124; 90411 Nuremberg; GERMANY

tel: 
fax: 

+49 911 36009 31
+49 911 36009 59

email: 
website: 

Volker.lemke@fai.ag
www.fai.ag

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

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

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
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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

Assistance Group Menasa
Christian Deloughery – CEO

Unit 4G, Gold Tower, JLT, Dubai, UNITED ARAB EMIRATES

tel: +971 52 490 4258 email: 
website: 

Cdeloughery@assistancegroup.ae
www.assistancegroup.ae

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

AA International
Sharon Tan – Director

ASIA

tel: 
fax: 

+603 7965 3883
+603 7629 8288

email: 
website: 

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

AIG Travel 
Martin Villarino – General Manager, AIG Travel Asia Pacific
Level 15 Menara Worldwide, 198 Jalan Bukit Bintang, 
55100 Kuala Lumpur, MALAYSIA

tel: 
fax: 

+603 2772 5555
+603 2685 5673

email: 
website: 

martin.villarino@aig.com
aig.com/travel

ASIAN TRAVEL AND MEDICAL SERVICES 
Rahul Gupta – Sr. Manager - International Business

131/1 , PICNIC GARDEN ROAD , KOLKATA - 700039 , INDIA

tel: 
fax: 

0091-9836309173
033-23440170

email: 
website: 

rahul.gupta@asiantms.com
www.asiantms.com

Alpine Rescue Service Pvt Ltd 'Mission: Save Life'
Mr. Ram Nepal – Executive Director
Ekikaran Sadak, 16 Kha.2.37, Naya Bazar - 16, 
Kathmandu, Nepal, POBOX: 21100; NEPAL
24/7 tel: 
24/7 fax: 

+977 1 436 2652 
+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

Rescue Wings Malta
Andrew Lee – International Business Executive

186 Ix Xatt Santa Maria Estate Mellieha MLH 2771, MALTA

tel: 
dir. tel: 

+356 2703 4129
+356 999 43 112

email: 
 

andrew.lee@er24.co.za

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

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

Jet-Rescue Air Ambulance
Carlos Salinas – CEO

Suite 100, 7777 Glades Road, Boca Raton, Florida 33434, USA

tel: +1 786 619 1268 email: 
website: 

operations@jet-rescue.com
www.medjetsUSA.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 
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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

Customer Care Solutions Call & Assistance Center GmbH
Irina Oberascher – Int. Marketing & Network Manager

A-1080 Vienna, Skodagasse 28/5, AUSTRIA

tel: 
24/7 tel: 

+43 140 190 130
+43 140 190

email: 
website: 

irina.oberascher@customer-care-solutions.at
www.customer-care-solutions.at

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

EgyCross Assistance
Dr. Hany Benyamen – CEO

Av. del General Perón, 25 . Planta 10 F, 28020 Madrid, SPAIN

tel: 
tel: 

+34 910 602 414
+20 100 6222 910

email: 
website: 

ecanetwork@egycross-assistance.com
www.egycross-europe.com

Eurocross Turkey
Dr. Michael Adams – Director Business Development
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: 

int@eurocrossturkey.com.tr
www.eurocrossturkey.com.tr

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
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SCareJet 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.carejetassist.com

Global Assistance & Healthcare
Alain Durand – President Director
Cibis Nine, 5th Fl, Jalan TB. Simatupang No. 2, 
Cilandak – Pasar Minggu, 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

Global MediCALL Assistance
Sridhar K – Chief Operations Officer

MALAYSIA

tel: 
fax: 

+6 03 3359 6969
+6 03 3359 6161

email: marketing@globalmedicallassistance.com

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

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

AIG Travel 
Sally Waithe – General Manager, AIG Travel EMEA
21 Cecil Pashley Way, Shoreham Airport, Shoreham-By-Sea, 
West Sussex, BN43 5FF, UK
tel: +44 (0)1273 456 484 email: 

website: 
sally.waithe@aig.com
aig.com/travel

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
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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

Assistance Group Menasa
Christian Deloughery – CEO

Unit 4G, Gold Tower, JLT, Dubai, UNITED ARAB EMIRATES

tel: +971 52 490 4258 email: 
website: 

Cdeloughery@assistancegroup.ae
www.assistancegroup.ae

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: 

+98-21-88648620 - 24
+98-21-88648502

email: 
website: 

operation@iranassistance.com
www.iranassistance.com

SWAN INTERNATIONAL ASSISTANCE – MUTUAL CARE
Mr. Joseph Akiki – CEO

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

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)

Active Care Management
Paul Schlosser – Client Relationship Manager

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

tel: 
fax: 

+519 945 8256 ext.4111
+519 251 5165

email: 
website: 

pschlosser@active-care.ca
www.active-care.ca

AIG Travel 
Jim Koziol – General Manager, North America

3330 Business Park Drive, Stevens Point WI 54482, USA

tel: +1 715 295 9105 email: 
website: 

jim.koziol@aig.com
aig.com/travel

Allianz Global Assistance
Sarah Hume – Vice President, Client Services

4273 King St E, Kitchener, Ontario N2P 2E9, CANADA

tel: 
(ext.)

+1 866-520-8823
52345

email: 
 

sarah.hume@allianz-assistance.ca

Inchcape Medical & Assistance Services
Mara Mytilineou – Operations Manager

3, Agiou Dionysiou street, 18545 Piraeus, GREECE

tel:
fax:

(+30) 210 42 24 805
(+30) 211 79 07 790

email: 
website: 

assistance@iss-shipping.com
www.iss-assistance.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

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

AirPort Plaza, Ankara Caddesi, No:486, Kurtkoy 34912, Istanbul, 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

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
Thomas Blanchet – Key Account Manager / Responsable Grands Comptes
6 Rue Jean-Pierre Timbaud, Le Campus, Bat. B1, 
78180 Montigny-Le-Bretonneux., FRANCE

tel: 
24 tel: 

+33 (0)13062 6752
+33 (0)13062 1122

email: 
website: 

blanchet@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

Paseo de la Castellana 18, 7ª Planta, 28046 Madrid, 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
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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
Alain Durand – President Director
Cibis Nine, 5th Fl, Jalan TB. Simatupang No. 2, 
Cilandak – Pasar Minggu, 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

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

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

Eurocross Turkey
Dr. Michael Adams – Director Business Development
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: 

int@eurocrossturkey.com.tr
www.eurocrossturkey.com.tr

Marm Assistance
Mahmut Kadirbeyoglu – CEO

AirPort Plaza, Ankara Caddesi, No:486, Kurtkoy 34912, Istanbul, TURKEY

tel: 
fax: 

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

email: 
website: 

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

ASSIST CARD
 Federico Tarling – Chief Service Officer
ASSIST-CARD Building, 175 South West 7th Street, Suite 2407, 
Miami, FL 33130, USA

tel: 
toll free: 

+1 305 381 9959/69
+1 800 874 2223  

email: 
website: 

federico.tarling@assistcard.com
www.assistcard.com

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

TMCA Group Corp
Crystal Wharton  – President

217 Broadway Suite 608, New York, New York 10007, USA

tel: 
fax:

+1 646 398 9021
+1 646 398 9025

email: 
website: 

Crystal@tmcatravel.com
www.tmcatravel.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
Sarah Hume – Vice President, Client Services

4273 King St E, Kitchener, Ontario N2P 2E9, CANADA

tel: 
(ext.)

+1 866-520-8823
52345

email: 
 

sarah.hume@allianz-assistance.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
Dr. Michael Adams – Director Business Development
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: 

int@eurocrossturkey.com.tr
www.eurocrossturkey.com.tr
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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)

Extreme Care Repatriation
Petar Chernaev – Manager

1 Gevgeliiski, Sofia 1309, BULGARIA

tel: +359 882 52 9557 email: 
website: 

office@extremecare.eu
www.extremecare.eu

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

Rowland Brothers International Ltd.
Fiona Greenwood – Operations Director

299-305 Whitehorse Road, West Croydon, Surrey CR0 2HR, UK

tel: 
fax: 

+44 20 8684 2324
+44 20 8684 8000

email: 
website: 

info@rowlandbrothersinternational.com
www.rowlandbrothersinternational.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

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)

Gateway International EMS
Oliver L. Müller – Managing Director

600 Pennsylvania Ave SE, Washington DC, 20003, USA

tel: 
fax: 

+1-202-499-2294
+1-201-205-2239

email: 
website: 

oliver.mueller@gateway-ems.com
www.gateway-ems.com

One Call Medical Transport
24 Hour Worldwide Ground Transports

 3815 E Main St., Suite C St. Charles, IL 60174, USA

tel: 
fax:

+1 630 444 2100
+1 630 823 2900

email: 
email: 

ops@ocmt.com
www.ocmt.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)

Allianz Global Assistance
Patrick Hrusa – Regional Head, North America, Medical Provider Management

4273 King St E, Kitchener, Ontario N2P 2E9, CANADA

tel: 
(ext.)

+1 866-520-8823
52922

email: 
 

patrick.hrusa@allianz-assistance.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

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

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 
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Acıbadem Healthcare Group
Berna Gür – International Network Supervisor
Fahrettin Kerim Gökay Cad. 
No:49 34662 Altunizade İstanbul, TURKEY

tel: 0090 530 9768398 email: 
website: 

ops@acibadem.com.tr
www.acibademinternational.com

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

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 – Vice President, 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)

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

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

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

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

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)

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

Doctors At Your Home Inc.

 

 

                    We Send the Doctor to You® 

Jose B. Gardens P.A CHE – President/C.E.O

5201 Blue Lagoon Drive, 8th Floor, Miami, FL 33126, USA

toll free: 
tel: 

+1 888 933 3305
+1 305 629 3612

email: 
website: 

corporate@doctorsatyourhome.com
www.doctorsatyourhome.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)

Cambridge Global Payments
Brad Loder – VP Marketing & Corporate Sponsorships

212 King Street West, Suite 400, Toronto, ON M5H 1K5 CANADA 

tel: 
 

+1 (416) 646 6401 
                             ext. 2392

email: 
website: 

bloder@cambridgefx.com
www.cambridgefx.com 

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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ON THE MOVE

International health benefi ts provider 
Aetna International recently announced 
two additions to its Canadian sales and 
service team, with Jason McCormick and 
Chrissy Piraino both being appointed as 
sales vice-presidents. Together, they now 
have responsibility ‘for the development 
and management of strategic broker 
relationships, as well as playing leadership 
roles in Aetna’s continued expansion in 
Canada’, according to the company. Chrissy 
will be based in Toronto, focusing on the 
Toronto and Southwestern Ontario market, 
while Jason will be based in Ottawa, where 
he will manage all other relationships across 
Canada outside of Southwestern Ontario. 
Jason brings nearly three decades’ 
experience in Canada’s health insurance 
industry to his new role. For the last 10 
years, he has served as practice lead and 
vice-president of international benefi ts 
for Cowan Insurance Group’s managing 
teams of sales, service and consultants, 
and prior to that he held positions at Buck 

Consultants, Mercer and Canada 
Life. Chrissy brings nearly 20 
years’ Canadian insurance market 
experience to Aetna. She spent 
the last 10 years as a senior 
account executive with Great West 
Life, and prior to that she served 
in various capacities at Mercer 
in Toronto.
“Aetna International is receiving a 
great deal of positive attention and 
recognition since announcing its 
Canadian expansion ambitions in 
February of this year,” said Carrie 
Chapman, Aetna International’s 
market head for Canada. “The 
appointments of Jason and 
Chrissy are a natural next step 
in our development and we are 
delighted to have new team 
members who combine extensive 
industry knowledge with a passion 
for serving the needs of the 
Canadian health market.”

Dedicated Account Management Team. 
North America and Worldwide.

ITIJ SelectCare 0617.indd   1 2017-06-29   1:42 PM

Chrissy Piraino

Jason McCormick

Keith Gribben

GeoBlue, a US provider of international 
healthcare services for globally mobile 
employees, has announced the appointment 
of Linda Cote as vice-president of corporate 
sales and account management, and Jill 
Milliken as vice-president of scholastic sales. 
Linda brings 13 years of sales and leadership 
experience at Aetna International to the role, 
and prior to that, 14 years of experience 
within the domestic health insurance market, 
including stints at Cigna, FHP and United 
Healthcare. “This combined experience 
provides her with deep knowledge of global 
and domestic healthcare plans,” said GeoBlue, 
“including the foreign and domestic regulatory 
environment and global emerging trends.” 

Jill Milliken comes to GeoBlue from Generali 
Global Assistance, where she served as 
vice-president of business development. 
Before that, she served in various sales and 
leadership positions at International SOS, 
WellPoint, AIG and AOL. The last 15 years 
of her experience has been in healthcare 
and assistance. 
“As we aim to simplify the international 
healthcare experience for our members, I’m 
excited about the energy Linda and Jill bring 
to the company,” said Guillaume Deybach, 
CEO of GeoBlue. “Their extensive experience 
in international healthcare enables us to 
deepen our understanding of our clients’ and 
members’ needs.” 

Assistance provider Generali Global 
Assistance, part of the global Generali 
Group, has appointed Vladimir Poletaev as 
vice-president of global business 
development for identity and digital 
protection services.
In this role, Vladimir will lead account 
management and sales teams spearheading 
growth for Generali, with a particular focus 
on expanding its customer base in Canada 
and the US, following the recent launch of 
Generali’s identity protection platform. He 
brings over 15 years of identity protection 
industry experience to the role, having 
previously worked at Generali when it 
was operating under the name Europ 
Assistance USA. 
“I am excited to work with Vladimir again and 
proud to welcome him back to our executive 
team,” commented Paige Schaff er, president 
and chief operating offi  cer of Generali Global 
Assistance’s identity and digital protection 
services global unit. “His insights were critical 
during the initial development of our identity 
protection platform, and he will be invaluable 

as we continue to create solutions focused 
on customer value and growth.”
Vladimir, meanwhile, said that he looked 
forward to utilising his experience in identity 
protection, sales and account management, 
as well as his 'deep commitment to customer 
service', as he returns to Generali Global 
Assistance, adding: “I enjoy streamlining 
processes in order to better serve the needs 
of current and potential clients, and am 
honoured to join the company during this 
exciting time as we look to continue our 
growth trajectory.”
“Vladimir was instrumental in initiating 
TransUnion’s strategic partnership with 
Generali Global Assistance in 2003, which 
has only grown stronger over the last 14 
years,” said Ron Stewart, senior vice-
president of sales at TransUnion Consumer 
Interactive. “His contributions directly 
resulted in TransUnion providing credit 
reporting data to Generali Global Assistance, 
which is integral for their Identity Theft 
Resolution team to provide frustration-free 
credit record corrections for their customers.”

International (re)insurance broker UIB 
has appointed Keith Gribben as group 
financial director with immediate effect. 
Keith will be based in UIB’s London 
office and will work in close support of 
Shaun Barrington, chief executive officer, 
United Insurance Brokers Limited and 
Tony Dilley, CEO International at UIB 
International Limited. 
Keith brings in-depth financial, 
commercial and regulatory experience 
from a career that has spanned a number 
of industry sectors, including the last 11 
years in the insurance sector, engaged 
in senior financial leadership positions 
at both Aegon and Aon. He replaces 
the former group finance director, Keith 
Anderson, who has left the company. 
“We are pleased to welcome Keith 

Gribben to the senior management team 
at UIB," said Group chairman Bassem 
Kabban. "He is highly respected in the 
market and he brings 
a wealth of relevant 
experience. We are 
pleased to have him on 
board. I would also like 
to take this opportunity 
to say thank you to Keith 
Anderson for all his work 
at UIB and wish him the 
best for the future.” 
Keith Gribben, said: “I am 
excited by the opportunity 
and the challenge and 
look forward to helping 
drive the business both in 
the UK and internationally.”

Global insurance, fi nancial services and 
risk management fi rm Starr Companies has 
announced the appointment of Laura Owen 
as head of accident and health. In this new 
role, she will have responsibility for all Starr 
Companies’ London market business, as well 
as its expansion into European marketplaces. 
She will be based in the fi rm’s London offi  ce.

“Laura brings extensive experience in the 
accident and health marketplace,” said Colin 
Buchanan, Starr’s head of international 
casualty, “having worked for two well-known 
Lloyd’s syndicates. Her experience will 
benefi t us in developing new channels and 
relationships, particularly as we seek to grow 
in Europe.” 

Canadian sales boost for Aetna

Dual appointments at GeoBlue 

Starr appoints Owen

UIB appoints new group � nancial director
 

Generali appoints Poletaev



Telemedicine and beyond.
For more information visit

www.standbymd.com

standbymd@globalexcel.com

1.305.459.4882

globalexcel.com

HEALTHCARE RISK MANAGEMENT SOLUTIONS

Providing the right care
at the right cost requires 

more than one alternative.

StandbyMD offers complete travel medical
coverage with 24/7 directional care services:

+  On-demand telemedicine worldwide

+  House calls across 86 countries and more than 4000 cities

+  Cashless networks of clinics and hospitals in 190 countries

mailto:standbymd@globalexcel.com
http://www.standbymd.com



