
Innovators lead 
development 
in Asia 

Accenture recently held its fourth 
annual FinTech Innovation Lab, during 
which participants demonstrated 
their latest software developments to 
top executives

Blockchain and artifi cial intelligence were the 
leaders of the pack; of note was Blocko – a 
blockchain infrastructure provider in South 
Korea that off ers customers a digital identity, 
digital signatures and smart contracts. 
CoverGo, meanwhile, can off er insurance 
providers insights into their customers by 
aggregating their insurance policy information 
and highlighting gaps in cover that need 
fi lling, and Singapore-based microUmbrella 
off ers customers short-term policies such as 
travel insurance for a single day (or longer 
if needed), or temporary mobile phone 
insurance. With the company promising that 
all claims will be processed on mobile, with 
no forms and no queues, the movement 
towards AI is certainly gaining momentum.
In the health insurance arena, Stash is 
off ering a single health claims platform for 
patients, hospitals and insurers. The fi rm 
will analyse claims data submitted to it in an 
eff ort to prevent fraudulent claims from being 
processed, while at the same time minimising 
administrative costs for all involved.
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The Federation of Risk Management 
(FERMA), the International SOS 
Foundation and KPMG recently released 
Workers on the move: Managing new 
risks, a joint paper providing insight 
and practical advice for companies on 
managing the risks associated with 
business travel

A survey conducted for the report reveals the 
increasing responsibility of the Europe-based risk 
manager in regards to health, safety and security 
risks, and their contribution to their organisation’s 
travel risk management policy and decision 
process in an environment of changing travel risks.
Key insights from the report include:

• Geopolitical climate (41 per cent) and 
globalisation of organisations’ activity 
(39 per cent) play a large part in the 
complexity of a risk manager’s task.

• Cyber security (68 per cent) is considered 
to be risk number one for mobile workers. 
Mental health is a signifi cant concern (45 per 
cent) as well as social media (33 per cent).

• 67 per cent of organisations consider 
that their exposure to health, safety and 
security risks linked to workers’ mobility 
has increased over the last two years.

Marc Burrows, head of global mobility services 
at KPMG, commented: “Expanding geographies, 
particularly into emerging markets, coupled 
with developed world expectations around 

risk management and compliance, creates a 
need for a diff erent approach to global mobility 
operations and increases the risks associated 
with a mobile workforce. All of this must be 
considered in the context of business continuity, 
reputation and brand protection being of 
paramount importance to global CEOs.”
Laurent Fourier, executive director of the 
International SOS Foundation, noted: 
“Organisations are faced with an increasingly 
challenging and complex world of domestic 
and international pressures, rapid growth of the 
mobile workforce and increased regulations. 
We know that organisations want to make a 

http://www.itij.tv
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With this issue, we have our annual supplemental ITIC Global Review, which 
provides an overview of the industry event of the year. The International 
Travel & Health Insurance Conference took place in Barcelona last month 
and saw over 900 attendees from all sectors of the industry, and from all 
over the world, meet up for four days of educational presentations and 
seminars, networking and social events. As always, ITIC Global concluded 
with the 2017 ITIJ Industry Awards, and you can fi nd a full review of the 
ceremony and all aspects of the conference in our special report.  
Some of the popular themes at this year’s ITIC Global included insurtech 
and duty of care, with a number of sessions referring to these topics. And 
these themes also crop up throughout this issue of ITIJ – see articles on p.10 

(Democratising insurance), p.15 (give us a Lyft), and p.17 (Charles Taylor 
InsureTech assures insurers) for news of some interesting developments 
in the increasing use of digital innovations in insurance; and see our cover 
story (Managing business travel risk insights), p.8 (Lack of trust in 
duty of care), and p.12 (Preparation is key to success) for insights into  
how insurers are responding to employers’ duty of care responsibilities. 
Elsewhere in this issue, you’ll fi nd an insightful look at the current global 
bancassurance landscape, and an analysis of the questions insurers 
face when choosing an underwriter – all in our Features section. If you’d 
like to contribute to our forthcoming features, please get in touch!
Here’s wishing you a wonderful festive period!
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Not another volcano eruption thing 
(see page 12)? Are we going to have 
another airline shut down like we 
had in the aftermath of the eruption 
of Eyjafjallajökull in Iceland?

But this time it’s Bali. Yes, Bali. 

Well, it looks like there’s going to be an 
eruption. They’re evacuating people, 
so clearly somebody thinks there’s 
going to be an eruption. Grab your surf 
board and run like hell! Never forget 
Pompeii (or Santorini), where of course 
they didn’t have surfboards or even 
airlines to remove them from the vicinity 
(or a least archaeologists have so far 
found no evidence that the Romans 
were into surfi ng, nor have they found 
evidence of an ancient airport, besides 
the one at Fumancino near Rome).

That’s if they don’t shut all fl ights down 
again. Will the only way to get to Australia 
and New Zealand be fl ying via the 
South Pole? Will there be another fi ght 
between the airlines and the insurers 
about who’s going to pay the claims?

And why exactly am I writing about 
something that’s mere speculation 
rather than actual fact? 

Well, it’s Christmas and it’s the only thing 
I could fi nd this month that amused my 
warped mind … and I like the excuse to 
use the name “Eyjafjallajökull” again.

A MERRY CHRISTMAS AND 
HAPPY NEW YEAR TO ALL!

Ian Cameron
Editor-in-chief

ian@itij.com

Editorial 
Blog

CONTINUED FROM PAGE 1

Managing business travel risk insights
diff erence in the lives of their mobile 
workforce and make a commitment to 
duty of care. By partnering with FERMA 
and KPMG, we are pleased to enable risk 
managers to better understand their new 
challenges and fulfi l their responsibilities in 
mitigating health and travel security risks.”

Best practices for travel risk 
management: 10 good ideas
• Get commitment from senior 

management decision makers in the 
travel risk policy and programme.

• Manage travel risks across functions, 
including security, risk and insurance, 
travel management and HR.

• Look at travel safety management in 
the same way you manage process 
safety, integrating all dimensions of 
safety information, hazard analysis, 
travel procedures, training, near 

misses and incident reporting, 
and management of change.

• Good communications are at 
the heart of good practice.

• Consider the accumulation risk 
if several employees are going 
to the same destination.

• Use the same health and travel 
security solutions for all international 
assignees, short and long term, for 
better co-ordination in a crisis.

• Provide emotional support 
in times of anxiety.

• Ensure pre-travel risk advisories 
and responses are broad enough 
for a diverse workforce.

• Insurance, including claims handling, 
should be easy for travellers to use.

• Regularly review use of the assistance 
centre, apps and the results, 
including feedback from travellers.

Delays 
in decisions

An investigation undertaken by a 
consumer organisation in the UK 
has found that, in some cases, travel 
insurers and their assistance and 
claims partners are not providing the 
level of service expected of them by 
their customers

Which? Travel surveyed its members, 
asking about their experiences of dealing 
with travel insurance providers, and 
found that in one case, a customer had 
to wait 12 days to fi nd out whether or 

not the insurer would cover a claim for a 
heart attack suff ered by a holidaymaker 
in Japan. Expensive helplines were 
also criticised, as was the problem of 
customers having to call more than one 
company to try and sort out a claim. 
“Many of these problems, it seems, 
may have been due in part to insurers 
outsourcing both medical care and 
claims handling,” commented Which? 
Travel. “Some of the members had 
as many as fi ve diff erent companies 
involved in their case.”

Many of these problems 
…  may have been due 

in part to insurers 
outsourcing both 
medical care and 
claims handling

The UK Financial Conduct Authority 
(FCA) has launched a market 
study to assess how competition is 
working in the wholesale insurance 
broker sector

The FCA wants to ensure that the sector 
is working well, and fosters innovation 
and competition in the interests of its 
diverse range of clients. According to the 
organisation, there have been signifi cant 
changes in the wholesale insurance 
sector in recent years, which have seen 
brokers developing new services and 
business practices. The FCA plans to 
explore how competition is currently 
working and whether it could work better.
Christopher Woolard, FCA executive director 
of strategy and competition, said: “Given 
the size of the wholesale insurance sector 

If it ain’t 
broke …

and the type of large-scale risks it covers, 
the way it functions can have a wide-
ranging impact on the broader economy. 
If businesses cannot get appropriate cover 
or pay more for services than they should, 
it can impact on their ability to operate and 
grow. Brokers play an important part in the 
wholesale insurance sector,  ensuring clients 
get appropriate coverage at good value. 
However, following signifi cant changes in 
the sector, we are looking at the dynamics 
to ensure competition is working well.”

mailto:ian@itij.com
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Specialist travel insurance provider 
Columbus Direct has launched a 
campaign with Student Edge to help 
young Australians become more confi dent 
and remain safe while they are on 
holiday. “We understand travel insurance 
isn’t something young travellers would 
typically discuss over coff ee,” admits 
Columbus Direct’s head of marketing 
Antje Lauterbach. “We wanted to fi nd 
a way to spark some conversations, 
so we teamed up with Student Edge 
to create something young Australians 
would be more likely to talk about.” 
The result is #HolidayFails, a video series 
following the group chat messages of 
fi ve ‘bantering 20-somethings’ on a 
disaster-prone holiday in Thailand. 
“We were really pleased to partner with 
Columbus Direct on the #HolidayFails 
campaign and illustrate (with a bit of 
humour) how quickly holidays can 
go wrong if you’re not adequately 
prepared, especially with Schoolies 
on the horizon,” says Simon Miraudo, 
editor and head of marcomms and 
m embership at Student Edge.  
The four-part series includes everything 

from forgotten underwear to a scooter 
crash, but there is surprisingly little talk of 
travel insurance involved. “We didn’t want 
to spoon-feed information or tell people 
what to buy,” explains Lauterbach. “Our aim 
has been to tell a story that piques curiosity 
around travel insurance questions and then 
provide supplementary content for people 
to learn more. We want young travellers to 
think, ‘Oh, this is actually relevant to me’ 
and then give them the tools to fi nd the right 
travel insurance cover for their future trips 
– be that with us or with another insurer.”  

Winter is a wonderful time to travel, but 
it’s a time of year that calls for extra 
precautions when trip planning, US-based 
TravelInsurance.com reminded travellers 
recently. The 2016-17 winter season 
recorded 22 named storms across the US. 
The National Weather Service predicts a 
colder and snowier winter season this year, 
at least for the northern half of the country.
“Winter storms can wreak havoc  on travel 
plans, causing delays and cancellations 
that can ruin a trip even before it gets 
started,” said Stan Sandberg, co-founder 
of TravelInsurance.com. “With travel 
insurance, travellers can protect the 
hard-earned money they’ve put into 
their trips, receiving reimbursement for 
any non-refundable trip costs due to 
cancellation, or covering added costs 
due to a delay. But travel insurance must 
be purchased before a winter storm is 
named to cover losses from that storm.”

A new duty of care survey found that 41 
per cent of UK business travellers who had 
been near a major event whilst travelling 
had not been contacted by their company.
Concur, an employee spend management 
and business travel company, said that the 
number is ‘shockingly high’ considering 
companies’ duty of care obligations to 
their overseas employees. It also found 
that, of those who had been contacted by 
their company, 37 per cent of business 
travellers found the advice given as 
unnecessary or only mildly helpful.
There also seems to be a lack of confi dence 
in companies, according to Concur’s 
fi ndings, with under half of those interviewed 
believing that their company would actually 
be able to help in an emergency situation.
Chris Baker, MD of Concur, stated: 
“What these results demonstrate is that 
UK organisations are not taking this 
seriously and are skirting on the edge 

of the law. Even where companies 
do have the right processes in place, 
employees are still nervous about the 
assistance they receive. Data, insights 
and due process are clearly lacking.” 

Lack of trust in duty of care Winter thunderland 

Stay safe, schoolies!

Global health 
care benefi ts 
provider Aetna 
International recently 
announced the launch of 
Access US, a product tailored to aid 
companies with headquarters outside 
of the US that employ or are planning 
to hire US-based American citizens. 
Aff ordable Care Act-compliant, the 
medical product has been designed for 
organisations with 50 or more employees, 
in total, worldwide, although only two 
employees are required to be based in 
the US in order for a group plan to be 
implemented. It allows companies to place 
all US employees on a single plan, which 
works using a composite rate structure. In 
total, nine standard plans are available for 
organisations with between two and 20 
US-based employees, and there are bespoke 
options available for organisations whose 
US-based employees number more than 20.

Access all areas

Aetna is off ering Access US in conjunction 
with Total Benefi t Solutions, a general 
agent for US domestic and international 
health insurance with whom Aetna has 
partnered for nearly two decades. 
“Access US has simplifi ed a previously 
complex and costly problem; that of non-US 
companies providing standardised, yet 
comprehensive, international health insurance 
to their American employees based in 
the US,” said Damian Lenihan, executive 
director for distribution at Aetna International. 
“A number of our broker partners have 
proposed Access US to their clients and 
are seeing an encouraging take-up.”
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When it comes to travel insurance, 
customers’ main gripe is policy 
exclusions, according to a new 
survey carried out by YouGov 
for technology specialist 
Aquarium Software
 

A quarter of all respondents claimed 
that having a claim turned down 
because of an item hidden in the small 
print of a policy is the most annoying 
aspect of travel insurance, while a 
further 12 per cent said that proving 
a claim is valid is the worst aspect.
It’s not all bad news, however: 24 per cent 
responded by saying that there is nothing 
annoying at all about travel insurance.
Aquarium pointed out that the losses 
travellers can incur due to clauses 
in the small print was brought to the 

fore recently with the Ryanair fl ight 
cancellation debacle. Many found that 
their standard insurance policies did 
not cover the knock-on losses of fl ight 
cancellation, including non-refundable 
hotel bookings and car hire.
“The jury is clearly still out on travel 
insurance in the mind of the consumer, 
but emerging technology can ensure the 
balance tips in favour of hassle-free trips, 
and a customer journey that the industry 
can be proud of,” said Aquarium director 
Mark Colonnese. “In the meantime, people 
need to check they are buying the level 
of cover appropriate for their needs, and 
policy providers need to make it as easy 
as possible for them to do that, without 
feeling they need a law degree or have 
to wade through dozens of pages of Ts 
and Cs to avoid getting caught out.”

A fully 
qualified 

and accredited 
team, ready to 

assist in all 
medical emergency 

evacuations in 
Southern Africa.

info@ace-ambulance.com  |  flights@ace-ambulance.com
Tel: +263 782 999 901/2/3/4, +263 4 302 141, +263 4 302 353

www.ace-ambulance.com

REMOTE AFRICAN
RESCUE

In a fi rst for the Singapore market, OCBC 
Bank has started to distribute Early Cancer 
Care health insurance via its mobile site and 
its internet banking portal. The company 
said in a statement that it takes customers 
‘just a few simple clicks to access essential 
health and illness coverage’. The move is a 
brave one, as there is no health evaluation 
for a customer to undergo during this 
process – customers simply have to make 
a health declaration as part of the purchase 
process. Early Cancer Care is the fi rst 
health insurance product to be rolled out on 
OCBC Bank’s mobile and internet banking 
channels, with more non-general insurance 

plans to be added over time. Underwritten 
by Great Eastern, it is a cancer insurance 
plan that provides coverage in the event 
that early or major cancer is detected.
Aditya Gupta, head of E-Business Singapore, 
described the move as ‘a game changer’: 
“So far, our customers in Singapore have 
had to contend with general insurance 
products being available for purchase online. 
By off ering our customers access to directly 
buy insurance solutions like Early Cancer 
Care via our digital channels, we have upped 
the ante in meeting their insurance needs 
simply, quickly and securely. It’s the start of 
what I call ‘democratisation of insurance’.”

A recent survey by the Conference 
Board of Canada found that just 65.8 
per cent of Canadians aged between 
18 and 34 had travel insurance cover 
for their last international trip

This gap in cover for the younger generation 
presents a great opportunity for insurers and 
brokers, says Patrick Robinson, CEO of travel 
insurance provider TuGo. In an interview 
with Insurance Business, he explained: 
“Younger Canadians, aged 18 to 34, often 
tend to skip out on travel insurance when 
compared to their older counterparts (34 per 
cent versus 13 per cent, respectively), but 
younger people today are no diff erent than in 
previous generations in that they don’t think 
anything will happen to them. The major 
diff erences are in their access to information 
– both the amount and the method of 

delivery. Millennials are used to working 
with information, and the insurance industry 
needs to constantly adapt to how people 
want to receive and manage information.”
Mobile friendly, easy-to-use technologies 

are therefore of ultimate importance 
for this group of potential customers. 
For TuGo, it’s about ‘preparing for a 
future where buying power is shifting to 
younger generations who are craving a 
simplifi ed travel insurance experience’.

Opportunity in Canada

Millennials are used to working 
with information, and the insurance 
industry needs to constantly adapt 
to how people want to receive and 

manage information 

‘Democratising insurance’ 

Small print, big stress

http://www.ace-ambulance.com
mailto:info@ace-ambulance.com
mailto:flights@ace-ambulance.com
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Stranded 
in paradise

Airlines including Jetstar, Virgin and Qantas 
have cancelled planned flights into and 
out of the Indonesian island of Bali, after 
Mount Agung, an active volcano, erupted 
for the second time this year. Although the 
local authorities assured travellers that it 
was safe to fly as the ash from the volcano 
was only affecting a small part of the island, 
the airlines took the precautionary measure 
to either divert or cancel their flights into 
Denpasar’s Ngurah Rai International Airport. 
Airport spokesman Air Ahsanurrohim 
said 445 flights had been cancelled 
as ITIJ went to print on 27 November, 
stranding about 59,000 travellers.
The timing could not have been worse, 
as thousands of young Australians 
had been intending to fly to Bali for 
their end of school celebrations.

As counter-terrorism police issue 
an advice video for travellers, The 
Health Insurance Group is asking 
if employers can do more for both 
expat staff and business travellers 
to help them feel better prepared 
and protected
 

Recent high-profile terror attacks, 
extreme weather and natural disasters 
are understandably likely to make 
employees more concerned about their 
personal safety – a feeling that may be 
heightened when based overseas or 
travelling abroad. In a recent study by 
the Association of British Travel Agents 
(ABTA), 59 per cent of managers said 
they were concerned about security and 
terrorism when their staff travel abroad.
Sarah Dennis, head of international 
for The Health Insurance Group, said: 
“Situations can change rapidly and 
without warning due to a political situation 
or natural disaster, making previously 
safe areas dangerous. Employers need 
to be prepared, and having appropriate 
cover helps them to meet their duty of 
care wherever their staff are working.” 
Travelling and living abroad for business 
is increasingly common and employees 
are travelling to less stable regions. 
Half of the managers responding to 
the ABTA survey said that staff had 
experienced at least one issue in the 
last 12 months. Natural disasters and 
extreme weather were among the 
most common issues experienced. 
Terrorist attacks and natural disasters 
can happen anywhere. A country may 

have political unrest, or a higher risk of 
natural disasters such as earthquakes 
or volcanic eruptions. Irrespective of 
the cause, situations can arise and 
escalate quickly with little or no warning. 
Employers have a responsibility, wherever 
they are sending staff, both to reassure 
and meet their legal duty of care.  
 
What employers need to do
It should be a priority for companies to 
have policies and processes in place 
to offer protection and manage any 
incident that may arise for overseas 
workers. The list of preparations 
should include staying up to date 
with Foreign and Commonwealth 
Office travel advice, establishing 
evacuation policies and ensuring the 

relevant insurance cover is in place. 
As companies grow and extend their 
operations around the globe, they need to 
consider the provisions put in place both 
for staff who will be living and working 
abroad for extended periods, and those 
travelling overseas for shorter trips. Making 

sure adequate protection is in place not 
only enables a company to fulfil its legal 
duty of care obligations, it is reassuring 
for staff to know they are protected.

Preparation is key to success

Employers need to be prepared, and 
having appropriate cover helps them 
to meet their duty of care wherever 

their staff are working
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A report from the UK’s Nuffi  eld Trust has 
looked in depth at fi ve key areas where the 
deals the UK reaches – or fails to reach 
– as it leaves the European Union (EU) 
will impact health and social care. The 
analysis draws on a series of roundtable 
events for policy leaders dealing with 
Brexit in health and social care, a review 
of Government, independent and 
academic literature, and consultation with 
experts and stakeholders. It considers in 
particular the impact of possible future 
agreements for ongoing trade and co-
operation. But it also looks at some of 
the implications of whether or not the UK 
can even come to a deal on leaving the 

EU – which will itself be a prerequisite to 
agreeing  on an ongoing relationship.
Of interest to readers of ITIJ will be the 
reference made in the report to the 
current status quo regarding agreements 
on cross-border healthcare: “Ways to 
co-operate on regulation and reciprocal 
healthcare depend on having a legal 
system to govern them which is accepted 
by both sides and accessible to all. 
This is likely to involve some role for the 
European Court of Justice, even if not 
directly applied to the UK. One of the 
most plausible alternatives would use 
the European Free Trade Area Court or 
something similar. The British Government 

should be careful not to extend the 
principle of leaving the jurisdiction of the 
European Court of Justice so far that 
it rules out these sensible options.”

 Pretty techciting 
mate!
A new industry body, Insurtech Australia, has 
been launched, dedicated to the advancement 
of insurance innovation and insurtech 
start-ups. Created as a ‘standalone division’ 
of Fintech Australia, the body will focus on 
representing insurtech start-ups, insurers, 
reinsurers and brokers and other insurance-
related players, such as those engaged 
in health, wellbeing, data and analytics, 
machine learning, IoT and telematics.
Brenton Charnley, lead and co-founder of 
Insurtech Australia, said a key aim is to see 
Australian insurtech companies succeed on 
a global scale, and for Australia to become 
a world leader for insurtech: “We want to 
make Australia one of the world’s leading 
markets for insurance innovation. Insurtech 
is a rapidly growing sector worldwide, and 
Australia has the ideas and skills to compete.”
Founding members of the association 
include a cross-section of industry, 
technology and start-up experts, including 
Macquarie Bank, QBE, ANZIFF, IAG, 
Suncorp, RAC Insurance, Tank Stream 
Labs, Munich Re and The Fold Legal.

Who ya 
gonna call? 
Squaremouth
US-based travel insurance comparison 
site Squaremouth has been busting myths 
left right and centre, explaining some 
common coverage misconceptions that 
its customers have highlighted, of which 
travel insurance providers should take note 
so they can ensure that they are helping 
their customers understand why they need 
comprehensive cover for their trips abroad.

Misconception 1: Medicare provides 
medical coverage outside of the US 
Squaremouth said: “For the most part, 
Medicare patients are not covered 
abroad.” However, there are a few very 
specifi c situations when a patient may be 
covered under their Medicare policy:
• A Medicare recipient on a direct route 

through Canada to Alaska when a medical 
emergency happens could have their 
injury or illness covered under Medicare 
if the closest hospital is in Canada.

• A traveller has a medical emergency 
in the US and the foreign hospital is 
closer than the nearest US hospital.

Misconception 2: Medicare covers 
medical claims on board a cruise ship 
 “Typically,” said Squaremouth, “Medicare 
coverage is not available on a cruise ship 
unless the ship is at a US port when a 
traveller receives medical services. Many 
Medicare recipients purchase supplemental 
insurance when travelling abroad.”

Co-operation required for reciprocal health to continue
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•  Worldwide operations, expertise in 
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•  Offi ces in the UK and Austria
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Global technology consultancy DataArt 
has entered into a partnership with travel, 
hospitality and e-commerce consultancy 
Hudson Crossing LLC, through which the 
two companies will jointly provide end-to-
end solutions for businesses in the travel 
and hospitality industry. The partnership 
will leverage DataArt’s technological know-
how and domain experience, as well as 
Hudson Crossing’s experience with business 
and product strategy, to help companies 
accelerate profitability and growth and 
provide greater value to their customers.
Philip Wolf, founder of Phocuswright and 
an advisor to both companies, was involved 

in the development of the partnership. 
He commented: “After decades of 
immersion at the travel and hospitality 
crossroads of innovation and IT, I’ve 
witnessed too many good ideas gone awry 
and too many builds that accomplished 
little. DataArt and Hudson Crossing will 
uniquely help clients from start to finish.”
“Companies need faster and safer 
paths to innovation to stay ahead of their 
competition,” said Greg Abbott, senior 
vice-president for travel and hospitality at 
DataArt.“Solutions that Hudson Crossing 
and DataArt provide together de-risk 
each company’s path to success.”

Allianz Worldwide Care has changed its 
name to Allianz Partners, and its international 
health and life insurance products and 
services are now being promoted under 
the ‘Allianz Care’ product brand. Speaking 
about the rebrand, Ida Luka-Lognoné, 
Allianz Partners board member and CEO 
of international health, said: “The world is 
changing at a fast rate. Businesses want 
global solutions and consumers want likable 
brands that are digitally appealing. For these 
reasons, we are creating a more personal, 
modern and colourful brand and identity 
which is also digitally friendly. We have a new 
name and branding, but our commitment 
to caring for our clients around the world 

remains exactly the same. As before, our 
primary focus will be on ensuring that we 
deliver world-class international health 
insurance products and services that meet 
the needs of our clients and partners.”

Aetna International has been voted Best 
Group International Private Medical 
Insurance (IPMI) Provider at this year’s 
Health Insurance Awards, achieving the 
title for the fifth year in a row. Voted for by 
brokers, the awards aim to acknowledge 
providers that best support corporate 
customers around the world.
Receiving the award for the fifth consecutive 
year is a ‘tremendous achievement’, said 
Aetna International’s president Richard 
di Benedetto. “Offering an unparalleled 
customer experience is an important 
part of our strategy,” he said, “so I am 
particularly proud of our staff, whose 
commitment and customer focus has 
again been acknowledged by those who 
have direct experience of our services.”
The company had more reason to celebrate 
at its annual Broker Appreciation night, 

held in Singapore, where Aetna says it 
celebrated a ‘year of rapid growth’ within 
the Asia Pacific market. “We will continue 
tapping into Asia’s growing market, working 
hard to grow our brand in the region and 
working closely with our broker community to 
provide greater access not only to healthcare, 
but greater health and lifestyle education 
and support with a focus on prevention,” 
said head of distribution Fiona Lee.

Orient Insurance Company has announced 
the launch of its new International 
Healthcare Plan for the Dubai market, 
in collaboration with Allianz Partners.
The product is underwritten by Orient and 
designed by Allianz Partners, and offers 
worldwide cover and a range of individual 
plans designed to suit the needs of expatriate 
individuals or families. There will also be a 
range of group plans aimed at start-ups, 
SMEs and larger organisations, Orient said.
Clients will have cover for day-to-day 
expenses as well as emergency expenses 
all over the world. In the UAE, the 
plan will offer inpatient and outpatient 
procedures on a cashless basis, and 

provide access to a choice of facilities. 
Customers will also have access to travel 
security services and an employee assistance 
programme (EAP) as standard, which 
offers support in the event of a terrorist 
attack, natural disaster or political unrest.
Speaking about the launch, Omer Hassan 
Elamin, president of Orient, commented: “Our 
local knowledge and contacts, together with 
Allianz Partners’ global healthcare expertise, 
have enabled us to provide an outstanding 
solution to individuals and groups looking 
for international  health insurance in Dubai. 
The modular plan design for both individual 
and group schemes will allow clients to pick 
and choose their preferred level of cover.”

Towergate Underwritings has announced 
that its travel division has signed a 
long-term partnership with Zurich 
Insurance plc Branch Germany.
The company says that Zurich will be 
capacity provider for Towergate Travel’s 
financial failure insurance for the travel 
industry for the three years that the 
deal will run. The product has now 
been rebranded as Travel Regulation 
Insolvency Protection (TRIP).
“We’re delighted with this new partnership, 

which comes at a very exciting time for 
our business & the Industry as a whole,” 
Towergate Travel MD Tony Gilpin said. “The 
changes coming in next July as a result of 
the 1992 EC Package Travel Regulations 
mean that many more tour operators and 
holiday providers will be brought into scope.”
He added: “It’s essential that further new 
long-term capacity offering A+ rated security 
is brought into this space – and in Zurich 
Insurance plc Branch Germany we have 
found an ideal like-minded partner.”

A work of DataArt

Double celebration for Aetna

Orient reveals new 
international plan

AWC becomes Allianz Partners

Towergate and Zurich 
Insurance ink deal

mailto:express@air-alliance.de
mailto:express@air-alliance.de
http://www.medfl
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LOCAL PARTNERS GLOBAL SOLUTIONS

Give us a Lyft
Assistance provider Generali Global 
Assistance (GGA) recently announced a 
new strategic partnership with US-based 
ride-share company Lyft, ‘to bring new levels 
of connected customer service and cost 
containment to its clientele of insurance 
companies and multinational corporations’.
Under Generali’s new agreement 
with Lyft, the setting up and billing of 
covered transports for insured and 
corporate travellers will be managed 
more efficiently and effectively, with 
less risk of travel interruption and, it 
is hoped, higher productivity for the 
travellers using the services. Ground 
transports will be booked via Generali’s 
team, with direct access granted to Lyft’s 
‘concierge platform’. The overall cost of 
transport will also be reduced, as it will 
be passed directly to Generali’s clients.
“We are thrilled to collaborate with Lyft 
and to provide reliable and cost-effective 
transportation solutions,” commented 
GGA CEO Chris Carnicelli. “This is merely 
the tip of the iceberg in terms of our 
plans to integrate Lyft’s services across 
our business lines. We look forward 
to updating the market on these new 
initiatives as this partnership progresses.”
Lyft’s head of West Cost healthcare 
partnerships, Dan Trigub, added: “This 
partnership with Generali Global Assistance 
enables us to get one step closer to our 
mission of improving people’s lives with the 
world’s best transportation. Together, we’re 
working to provide even more customers 
with an efficient and effective transportation 
solution in a variety of situations – 
improving transit options for millions of 
their customers across the country.”

Focus on the winter market
GGA’s travel insurance division, formerly 
CSA Travel Protection, has announced 
its new Ski & Mountain Travel Insurance 
offering for the growing mountain resort 
segment of the vacation rental market. The 
new plan is available during all seasons 
for mountain resort areas and is available 
immediately for property managers to offer 
their clients for the 2017-2018 ski season.
With the vacation rental market expected 
to be worth $36.6 billion by the end of 
2018, GGA says it ‘sees tremendous 
opportunities’ in enhancing its vacation 
rental coverages and features. The Ski & 
Mountain Travel Insurance product was 
curated to provide added coverages for 
the growing number of activity orientated 
travellers that target the mountain 
regions in both winter and summer.  
“We are excited to roll out this new offering 
and provide enhanced coverages to 
the mountain resort industry – which is 
a burgeoning segment of the vacation 
rental industry,” said Chris Carnicelli. “As 
the shared economy and home rentals 
continue to grow, we see significant 
opportunities in this area and look 
forward to raising our market presence 
with tailored products and services.”

Australian football league team the 
Gold Coast SUNS (GC SUNS) has 
announced that it has entered into a 
new major partnership with Cover-More 
Travel Insurance. The deal will see 
Cover-More become the exclusive travel 
partners for the Aussie rules team.
 “We’re absolutely thrilled to welcome a 
global specialist like Cover-More to the 
Gold Coast in a partnership which brings 
together our club, Australia’s number 
one travel destination and Australia’s 
number one travel insurance provider,” 
said GC SUNS CEO Mark Evans.
According to GC SUNS, the partnership 
will also benefit the club’s fans, giving 

them access to unique Cover-More 
products created not just for travel to 
and from games, but also whenever 
they travel both domestically and 
internationally for other activities.
Cover-More CEO Mike Emmett said that 
the partnership was an investment in 
both an exciting club and its exciting 
location in one of the most popular 
travel destinations in Australia. 
 “AFL is a massive industry in Australia 
with a dedicated and passionate 
following,” he added, “and we are 
thrilled to associate our brand 
with both the AFL and one of the 
newest teams in the GC SUNS.”

Cover-More takes to the Aussie rules field

http://www.international-assistance-group.com
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The influence of cyber risk 
on the ratings of insurers will 
likely be gradual, according to 
Fitch Ratings

Speaking at its cyber insurance 
conference in New York, US in November, 
the ratings agency said that currently, 
despite many high-profile hacks and 
disruptions, cyber insurance remains a 

relatively small part of insurers’ business. 
As a result, insurers are being cautious 
about expanding coverage, due to the 
uncertainty surrounding the potential 
of cyber claims and ongoing questions 
over how to price these claims.
Early entrants to the market have found 
some profit in cyber business, and it 
represents a significant opportunity for 
business diversification and growth as 

A panel discussion at the recent Onshore 
Energy Conference in London concluded 
that London’s insurance market is ‘overly 
complex’, with products that do not 
provide value for money, and is risking 
losing relevance to its customers. A 
whopping 75 per cent of 200 insurance 

professionals and risk managers agreed 
with the statement ‘the insurance industry 
is full of complicators and not simplifiers’, 
and that it was necessary to disrupt overly 
complicated procedures or risk being 
disrupted. A mere three per cent of the 
audience were in disagreement with 
the statement.
Another point of discussion 
during the debate was whether 
or not London insurers should 
unbundle their products, so that risk 
management and risk engineering 
were separte from core policies.
“The level of risk we face is no less 
than 20-30 years ago but it has become 
more complex to understand,” said 
Gustavo Penas, vice-president of risk 
and insurance at Shell. “The insurance 
market helps us to assess, understand 
and quantify that risk. Then it helps to 
transfer the risk if the owner doesn’t want 
it. While the first part of that process is 
still relevant, the second part is fading 
away as energy firms have large balance 
sheets, so can retain the risk. The 
insurance industry is not ticking the 
boxes for us in terms of relevance to our 
risks. Our exposures are massive but 
the market is not here for us. We had 
the choice of only transferring a small 

part of our risk in return for an expensive 
premium or keeping the lot. We chose 
the latter – and the last 10 years have 
shown our decision was the right one.”

The recent California wildfires are 
expected to be the costliest ever for 
insurers, according to Aon Benfield’s 
catastrophe report

Aon Benfield’s catastrophe model 
development team, Impact Forecasting, 
has launched the latest edition of its 
monthly Global Catastrophe Report, 
revealing that the blazes – which included 
the Central LNU Complex Fire around 
the town of Santa Rosa – were the most 
damaging event on record for the state.
The report states that the wildfires killed 
at least 43 people and injured 185 others, 
damaging nearly 9,300 structures in the 
process. The California Department of 
Insurance said that at least 19,000 residential, 
commercial and auto claims had been filed, 
with payouts exceeding $3.32 billion. The 
counties of Napa, Sonoma, Mendocino, 
Lake Solano, Butte and Yuba were found to 
have suffered the most damage in the fires.
The report concluded that the total costs 
for the insurance industry could rise as 
high as $8 billion, making the event the 
costliest insured wildfire ever recorded.

The wildfires in Portugal also caused a 
significant loss for the insurance industry, 
with a total of €200 million ($232 million) 
in insurance damages, representing the 
costliest major event for the local insurance 
industry in Portugal, according to the 
Portuguese Association of Insurers. 
Steve Bowen, Impact Forecasting director 
and meteorologist, said: “In a year already 

marked by elevated catastrophe losses, 
October continued in the same vein. Historic 
wildfire events in Portugal and California are 
poised to make October the costliest month 
for the insurance industry ever recorded 
for the peril. The multi-billion-dollar payout 
in California alone highlights the enormity 
of the event footprint as assessments and 
restoration efforts continue across the state.”

Guidewire 
releases 
update software
US-based software publisher Guidewire 
has announced the 2017.2 release of 
its Guidewire InsurancePlatform, which 
makes use of predictive analytics to 
help insurers make their operations 
‘smarter, faster, and more connected’, 
according to the company.
The platform will include new versions 
of the company’s Core, Data, Digital, 
and All-in-One product families. These 
enhancements will allow insurers 
to make fast data-driven decisions 
through predictive, guided processes, 
API-driven design and integrations, 
and more pre-built content.
“We are pleased to offer InsurancePlatform 
2017.2 to the market,” commented Ali 
Kheirolomoom, chief product officer 
at Guidewire Software. “Our tradition 
of providing high-quality software 
continues with this release. Designed 
to help insurers better compete 
in today’s era of engagement, the 
enhancements to many of the products 
in InsurancePlatform 2017.2 provide the 
foundation they need to succeed.” 

A gradual process

[Fitch Ratings expects] cyber insurance 
business to be ratings neutral for 
most highly-rated insurers with 

sound underwriting

awareness improves and the market 
solidifies. The rise of connected devices 
means that risk is consequently rising too, 
and organisations have more personal 

data than ever before. Fitch also says that 
regulatory developments will likely drive 
demand for cyber policies, particularly 
for financial services providers.
“We expect cyber insurance business 
to be ratings neutral for most highly-
rated insurers with sound underwriting,” 
said Fitch, “particularly as it represents 
a relatively small part of overall risk 
exposure. Aggressive growth in cyber 
– or a high portfolio concentration 
– would be credit negative, as 
underwriting, pricing and reserving 
uncertainties would outweigh the 
potential earnings growth benefits. 
Controlled growth, as part of a diversified 
portfolio, coupled with continually 
enhanced underwriting standards, 
would generally be credit neutral.”

An irrelevance?

The insurance industry is 
not ticking the boxes for 
us in terms of relevance 

to our risks

California wildfires costliest 
on record

In a year already 
marked by elevated 
catastrophe losses, 

October continued in the 
same vein
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AXA Ukraine, one of the largest insurance 
groups in Ukraine, recently announced 
that it has become a member of 
international employee benefits network 
MAXIS Global Benefits Network (GBN). 
The network now has two partners in 
Ukraine – AXA Ukraine and MetLife 
Ukraine – as well as its nearly 140 other 
member firms around the world.
Philippe Wautelet, CEO of AXA Ukraine, 
commented: “Employee benefits is a 

growth market in Ukraine and we are 
delighted to join MAXIS GBN. The 
benefits to us and our corporate clients 
will be significant, helping to select and 
effectively manage employee benefit 
programmes for their employees. We 
believe the time is right to expand 
our employee benefits business for 
multinational clients and further build 
co-operation with international brokers 
and other key stakeholders.”

In what will no doubt be a familiar refrain as 
the chaos of Brexit continues to make its 
impact known, a Japanese insurer has opted 
to move one of its subsidiaries from London 
to Luxembourg, to get ahead of the UK’s 
departure from the European Union (EU).
Aioi Nissay Dowa, part of MS&AD Insurance 
Group, has said that it is restructuring its 

European business so that provision of 
its products and services will continue 
‘in a stable manner’ following Brexit.
Tokio Marine also recently opted for 
Luxembourg over London as a centre for 
its European operations following Brexit, 
and Sompo Japan Nipponkoa Insurance 
is reportedly considering following suit.

Lloyd’s Corporation is the latest insurance 
firm to announce that it will be divesting 
from coal-heavy businesses as a response 
to the crisis of climate change – and 
the cold financial reality that coal is 
no longer as profitable as it once was, 
a trend that is unlikely to reverse.
The coal exclusion policy, which will 
apply to any assets held in segregated 
portfolios, is being implemented as 
part of the corporation’s responsible 
investment strategy, and will come 
into effect in April 2018.
Zurich Insurance, Allianz and AXA are 
among the other top insurers to announce 
their divestment from coal, with Swiss 
Re also planning a similar move, and the 
Unfriend Coal campaign suggests that a 
further 15 insurers – whose coal-related 
assets are worth over US$4 trillion – could 
follow suit. The insurance industry has 
pulled over $20 billion of coal-related 
investments in the last couple of years.
Peter Bosshard, a co-ordinator at Unfriend 

Coal, put it bluntly: “Coal needs to 
become uninsurable. If insurers cease to 
cover the numerous natural, technical, 
commercial and political risks of coal 
projects, new coal mines and power 
plants cannot be built and existing 
operations will have to shut down.”

Charles Taylor InsureTech has announced 
that it is launching what it claims to be the 
first cloud-based life, health and protection 
core insurance platform. Using this new 
platform, Charles Taylor InsureTech says 
that insurers will be able to launch and 
scale-up new products ‘in a matter of weeks 
instead of months or sometimes years’.
The new platform will allow insurers 
to launch targeted offerings for niche 
markets quickly by creating a step change 
in the development of new products.
Jason Sahota, CEO of Charles Taylor 
InsureTech, said: “Cloud computing is a 
well-established means for businesses to 
access software over the internet, but its 
take-up has been slower in insurance than 
other market sectors. Now, by accessing 
InsureTech’s platform on the Oracle 
Cloud, life and protection providers can 
develop, run, and manage applications 
without the complexity of building and 
maintaining the hardware infrastructure.”

According to Charles Taylor InsureTech, 
the platform is powered by the INSIS 
Policy Administration System developed 
by insurance software specialist Fadata 
Group. It will provide an end-to-end 
solution for life and protection insurers 
that includes pre-configured business 
process models and products, together 
with an extensive library of web services 
to support integration with external 
systems, according to the company.

Charles Taylor InsureTech assures insurers

London? Nah

Lloyd’s gets on board with 
coal divestment

AXA Ukraine joins MAXIS
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The Australian Department of Foreign 
Affairs and Trade recently warned travellers 
against travelling to the Philippines due to 
the ‘high threat’ of a terrorist attack in the 
country, including in the capital Manila.
Travellers were advised to reconsider 
travelling to the country, due to ongoing 
clashes between government forces 
and militants in Mararwi City. The 
Department also advised travellers to 

avoid central and western Mindanao 
due to the threat of kidnapping.
Martial law is in place in Mindanao until the 
end of 2017, and the US warned earlier this 
year that terrorists were planning kidnappings 
in Palawan, Cebu, and Bohol provinces in 
2017. On 3 November, the US Government 
also confirmed that terrorists were planning 
kidnappings in the southern part of the Cebu 
Island, an area often visited by tourists.

Time spent in transit is the most 
challenging aspect of business 
travel, according a new report 
released by the GBTA Foundation

The work environment while travelling, 
layovers and rebooking flights and 
hotel stays also topped the list of 
most challenging aspects for Asia 
Pacific business travellers.
The study, Creating a Frictionless Travel 
Experience – Asia Pacific, conducted 
in partnership with Sabre Corporation, 
identifies the main challenges business 
travellers face during their travel 
experiences, while also looking to 
understand what organisations are 
doing to improve these experiences. 
The top pain points all have one thing in 
common – they are time-consuming, and 
business travellers prefer to remain as 
productive as possible while on the road.
“It is no secret that business travel 
drives business growth and face-to-face 
interactions help get business done,” 
said Michael W. McCormick, GBTA’s 
executive director and chief operating 
officer. “Ultimately those who travel want 
to save time when possible, be productive 
and have a pleasant experience while 
accomplishing their business goals. A 
better understanding of the challenges 
business travellers face can help 
organisations better serve their road 
warriors as they work to provide the 
right tools, resources and policies.”
“With advances in technology, corporate 
travellers are plugged in and connected 
more than ever before,” said Wade 

Jones, executive vice-president and 
president, Sabre Travel Network. “While 
the technology is out there, this report 
demonstrates that we still have work do 
to make corporate travel more seamless, 
reducing the number of apps and tools 
needed to organise their trip, while also 
optimising compliance and reducing 
costs. It is critical we organise and align 
our resources to execute on integrating 
technology into a sustainable, data-rich 
platform that supports the business 
travel experience across the spectrum 
of planning and booking to reconciling 
expenses at the end of the journey.”

The Sri Lankan Government has 
announced that it will be introducing 
legislation in an attempt to regulate 
local adventure tourism activities.
The policy development office of the 
Prime Minister’s Office said that 10 
advisory committees have been appointed 
for each field of the adventure tourism 
service to set up international standards.
According to the Sri Lanka Tourism 

Development Authority (SLTDA), 
which will be carrying out the project, 
the new regulations will implement 
‘carrying capacity limitations, 
safety requirements [and] minimum 
requirement for registration as an 
Adventure Tourism Operator’. 
The guidelines are expected to be 
developed by March 2018, according 
to a statement from the government.

The International Air Transport 
Association (IATA) expects 7.8 
billion passengers to travel in 2036, 
a near doubling of the four billion 
air travellers expected to fly this 
year, according to the association’s 
20-Year Air Passenger Forecast

The prediction is based on a 3.6-per-cent 
average Compound Annual Growth Rate 
(CAGR) noted in the release of the latest 
update to the Forecast. “All indicators lead 
to growing demand for global connectivity,” 
said Alexandre de Juniac, IATA’s director-
general and CEO. “The world needs to 
prepare for a doubling of passengers in 
the next 20 years. It’s fantastic news for 
innovation and prosperity, which is driven 
by air links. It is also a huge challenge for 
governments and industry to ensure we can 
successfully meet this essential demand.”
The biggest driver of demand will be the 
Asia-Pacific region, according to the report’s 

findings – the region will be the source of 
more than half of the new passengers who 
will travel over the next two decades. In 
fact, the point at which China will displace 
the US as the world’s largest aviation 
market (defined as traffic to, from and 
within the country) has moved two years 
closer since last year’s forecast. “We now 
anticipate this will occur around 2022,” 
said the report, “through a combination of 

slightly faster Chinese growth and slightly 
reduced growth in the US. The UK will 
fall to fifth place, surpassed by India in 
2025, and Indonesia in 2030. Thailand 
and Turkey will enter the top 10 largest 
markets, while France and Italy will fall in the 
rankings to 11th and 12th respectively.”

Caring for the road warriors
those who travel want to save time 
when possible, be productive and 
have a pleasant experience while 

accomplishing their business goals

Travel numbers go sky high

All indicators lead to 
growing demand for 
global connectivity

Australians warned away 
from Philippines

Sri Lanka to regulate 
adventure tourism
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According to a recent survey, British 
travellers are drinking more and more 
before their flights, even as airlines attempt 
to clamp down on this behaviour.
The recent survey of UK holidaymakers, 
which was undertaken by car hire firm 
CheapCar.co.uk, found that seven per 
cent of British travellers heading to 
popular destinations such as Tenerife 
and Ibiza happily drink five or more 
pints (or the equivalent) before flying, 
and 15 per cent drink between three 
and four pints (or the equivalent) . 
Thirty-two per cent would drink one 
to two pints, and some respondents 
said they would have a few drinks in 

the minibus on the way to the airport, 
before even hitting any airport bars.
Ryanair is among the airlines that have 
called for airports to limit the amount 
of alcohol served to individual flyers, 
although the debate as to how exactly this 
is policed is ongoing. Additionally, airport 
bars make a tidy profit and there has even 
been extensive investment in bigger areas 
in which pre-flight drinkers can enjoy 
themselves, so it is an open question 
as to whether there is even the will to 
clamp down. 
“Perhaps it’s the stress of flying these 
days, all the extras, the uncertainty, the 
rush and push to get on – people just 

want to zone out of it all,” says Julie 
Shuttleworth of CheapCar.co.uk. “Or 
maybe they are just starting their holiday 
fun early by having a few drinks.”
We suspect it may be the latter…

Interactive risk 
map updated

International SOS and Control Risks has 
launched the latest iteration of its interactive 
travel map, Travel Risk Map. As the name 
suggests, the map aims to give travellers 
and organisations the information necessary 
to assess whether their trip will be safe.
The new version of the map includes revised 
risk ratings and social sharing enhancements, 
according to International SOS. The map 
is colour-coded according to how high the 
risk levels are, and gives users the chance 
to search for specific locations. Users can 
find information on levels of security risk at a 
location, how good the local medical services 
are, and the likelihood of travel accidents.
International SOS also shared the results of 
its Ipsos MORI Global Business Resilience 
Trends Watch 2018 survey, which revealed 
that despite the elevated perception 
of risk and increased prevention and 
mitigation measures, there are still many 

improvements that could be made as ‘major 
strategic aspects are being missed’.
According to the survey, 63 per cent of 
business decision makers believe that 
travel risks have increased in the last 
year, down from last year’s figure of 72 
per cent. However, only nine per cent of 
organisations updated their sustainability 
programme to include their travel risk policy 
and just 10 per cent introduced a wellbeing 
policy, which falls at the bottom of the risk 
mitigation techniques implemented in 2017. 
However, organisations are continuing 
to implement risk mitigation techniques, 
with the introduction of pre-trip and during 
trip emails proving the most popular – 39 
per cent of respondents reported that 
they have introduced this in 2017.
“It is promising to see that risk mitigation 
techniques are being prioritised, including 
annual health check ups, which can be 
key to spotting any potential health issues 
that need managing prior to travel or 
assignments,” commented Dr Doug Quarry, 
group medical director of health intelligence 
for International SOS. “As organisations 
continue to review and enhance their 
processes, it is important that new actions to 
promote a safe, healthy and well workforce 
are taken into account to help support 
and strengthen business resilience.”

Come flyyy with mehhh

It is promising to see 
that risk mitigation 

techniques are 
being prioritised

mailto:taa@taa.at
http://www.taa.at
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There has recently been an 
increase in the number of cases 
of Legionnaires’ disease in people 
who have travelled to Palmanova 
in Mallorca, one of the Spanish 
Balearic Islands

Since mid-September this year, 18 cases 
of Legionnaires’ disease, one of which 
was fatal, have been reported in European 
travellers returning from Palmanova. Fourteen 
cases have been reported from the UK, 
two from France, and one each from the 
Czech Republic and Denmark. No cases 

have been reported to date in Ireland. 
Legionnaires’ disease is an infection from 
the local environment and does not pass 
from person to person. The source of the 
outbreak has not yet been identified, and the 
Spanish authorities are leading the response.
Public health authorities in Mallorca informed 
the European Centre for Disease Prevention 
and Control that environmental investigations 
at the six hotels associated with the affected 
patients were carried out. In one hotel, 
Legionella bacteria were detected in three 
samples from the water system and cleaning 
and disinfection measures were conducted. 
Two of the three hotels associated with rapidly 
evolving clusters are now closed to guests; one 

of the two hotels was already closed for the 
season when the inspection took place, and 
the second hotel was closed down after water 
samples taken at the premises tested positive 
for Legionella. Potential community sources 
were investigated, such as showers at the 
beach, ornamental fountains and sprinklers. 
The use of tanker trucks to clean the streets 
was stopped. In addition, four nearby 
restaurants with outdoor misting systems were 
identified and are currently under investigation. 
However, the outdoor misting systems have 
not been in use since the end of September.
Legionnaires’ disease is a multi-system 
disease which causes pneumonia due to 
Legionella bacteria, most commonly of the 
species Legionella pneumophila. Another 
clinical manifestation of the infection is Pontiac 
fever, a self-limited febrile illness that does 
not progress to pneumonia. Legionnaires’ 
disease is characterised by a non-productive 
cough, accompanied by malaise, myalgia and 
headache. Abdominal pain and diarrhoea 
are also common. Legionnaires’ disease 
can be severe and despite improvements in 
diagnostics and treatment options, fatality 
can occur in about four to five per cent of 
cases among returning travellers if not treated 
appropriately with specific antibiotics.

The US Centres for Disease Control 
and Prevention (CDC) recently 
recognised Antibiotic Awareness 
Week with an updated educational 
effort, Be Antibiotics Aware: Smart 
Use, Best Care, to support the 
nation’s efforts to combat antibiotic 
resistance through improved use 
of these life-saving medications

Each year, at least two million 
Americans become infected with 
antibiotic-resistant bacteria, and 
at least 23,000 die as a result. As 
part of US Antibiotic Awareness 
Week, the Department of Health 
and Human Services (HHS), 
on behalf of the Interagency 
Combating Antibiotic Resistant 
Bacteria (CARB) Task Force, 
released a Progress Report to 
detail the significant progress during 
the first two years of implementation 
of the National Action Plan for 
Combatting Antibiotic-Resistant Bacteria.
“Antibiotic resistance is a critical public 
health concern, and this educational 
effort is an excellent opportunity to drive 
change in improving antibiotic use, give 
doctors the tools they need to improve 
antibiotic prescribing, and help patients 
better protect their health,” said CDC 
director Brenda Fitzgerald, M.D.
Prescribing the right antibiotic at the right 
time, in the right dose, and for the right 
duration helps fight antibiotic resistance, 
protects patients from unnecessary side 
effects, and helps ensure these medicines 
will be available for future generations, 

An increase in the number of 
suspected measles cases among the 
newly arrived Rohingya and their host 
communities in southern Bangladesh 
has prompted the Government and 
its United Nations partners to step up 
immunisation efforts in overcrowded 
camps and makeshift shelters close 
to the border with Myanmar

Nearly 360,000 people aged between 
six months and 15 years among the new 
Rohingya arrivals in Cox’s Bazar and their 
host communities, irrespective of their 
immunisation status, would be administered 
measles and rubella vaccine through fixed 
health facilities and outreach vaccination 
teams and at entry points into Bangladesh.
As of 4 November, one death and 412 
suspected cases of measles had been 

reported among the vulnerable populations 
living in camps, settlements and host 
communities in Cox’s Bazar. Of them, 352 
cases are from Ukhia and 46 from Teknaf 
sub-districts, and 11 have been reported 
from the district hospital. The majority of 
cases – 398 – are among the new arrivals 
and 14 are among the host communities. 
As many as 82 per cent of cases are 
among children under five years of age.
“Children are especially at risk from outbreaks 
of measles and other communicable 
diseases that result from the crowded 
living conditions, malnutrition and severe 
lack of water and sanitation in the camps 
and other sites,” said Edouard Beigbeder, 
UNICEF Bangladesh representative. “To 
halt any wider outbreak, it’s essential that 
co-ordinated efforts begin immediately to 
protect as many children as possible.”

Legionnaires’ cases riseResistance is (hopefully not) futile

Vaccination drive in Bangladesh

Legionnaires’ disease 
is a multi-system 

disease which causes 
pneumonia due to 
Legionella bacteria

but although the US has made progress 
toward optimal prescribing and use of 
antibiotics for patients, there is still room 
for improvement. The Be Antibiotics 
Aware effort helps inform healthcare 
professionals and patients about proper 
antibiotic use and encourages open 

discussion among doctors and patients.
Antibiotics are critical tools for treating 
a number of common infections, 
such as pneumonia, and life-
threatening conditions, including 
sepsis. However, when patients 
take antibiotics unnecessarily, they 
are at risk of side effects and get 
no benefit from the drugs. Minor 
side effects can include a rash, 
dizziness, nausea, diarrhoea, 
and yeast infections. Major 
side effects can include allergic 
reactions and Clostridium difficile 

(C. difficile or C. diff) infection, 
which can cause severe diarrhoea 

and colon damage, and even death.
“Despite prescribing guidelines, some 
healthcare professionals report giving 
antibiotics when they aren’t needed 
because of fear of misdiagnosis or pressure 
from patients,” said Lauri Hicks, D.O., 
director, Office of Antibiotic Stewardship, 
Division of Healthcare Quality Promotion, 
CDC. “CDC encourages healthcare 
professionals and patients to talk through 
the best ways to feel better and what 
treatment options are most effective.”

ITIJ will be looking at the problem 
of drug-resistant diseases in an 
upcoming issue of the magazine
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A whole new 
world (of illness)

The south California, US iteration of 
Disneyland recently suff ered from an 
outbreak of Legionnaires’ disease, with the 
Anaheim-based theme park closing two of its 
cooling towers in response to the outbreak.
Orange County Health Care Agency 
announced on 10 November that a dozen 
cases of the bacterial lung infection had 
been discovered in the area around three 
weeks before. Of those cases, nine had 
visited the theme park in September. There 
has been one fatal case so far, but not 
from someone who had visited the park.
The two water towers that were  shut 
down were found to have elevated levels 
of Legionella bacteria on 1 November 
and were re-opened on 5 November. 
However, the towers were shut down again 
and will remain closed until tests confi rm 
that they are contamination free, said the 
park and the county health agency.

Ebola 
breakthrough 
gives early 
warning

Scientists have found a link between 
the spread of the Ebola virus and 
deforestation, a breakthrough 
that researchers say can help act 
as an early warning system for 
future outbreaks

Research had already pointed towards a 
link between deforestation and outbreaks, 
but new research published in Scientifi c 
Reports shows that there was a signifi cant 
correlation between the timings of the 

outbreaks and deforestation. The researchers 
say that studying this could help predict 
when and where outbreaks could occur.
“Statistically, we found a very strong link 
between forest loss two years before an 
outbreak occurring,” said John Emmanuel 
Fa, a senior associate at the Centre for 
International Forestry Research. “So, there 
is a two-year lag between trees being cut 
down and Ebola taking hold in that location.”
The study tracked outbreaks of Ebola in the 
Congo basin, comparing them to forest loss 
in the same area. The establishment of a time 
frame for infection means that early-warning 
systems can be set up, says Fa: “Through the 
use of satellite imaging, we have been able 
to closely monitor forest cover throughout 
the Congo basin and west Africa in order to 
pinpoint areas vulnerable to future outbreaks.”

As of 3 November 2017, Cuba has been 
upgraded to a high-risk area for Zika virus 
transmission, according to the UK’s National 
Travel Health and Network Centre’s Travel 
Health Pro service. Pregnant women are 
advised to postpone non-essential travel until 
after their pregnancy. Couples should follow 
guidance on prevention of sexual transmission 
of Zika and avoid conception while travelling 
and for up to six months on return.
Travel Health Pro reported: “As of 17 October 
2017, 52 cases of Zika virus infection with a 
travel history to Cuba have been reported to 
the  European Centre for Disease Prevention 
and Control (ECDC). Of these, 20 cases have 
been reported in the last three months.”

Zika rears its head in Cuba

there is a two-year lag 
between trees being cut 
down and Ebola taking 

hold in that location 

http://www.airlec.eu
mailto:ambulance@airlec.eu
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When an insurer partners with a financial services organisation, the prospects for 
increased sales are usually pretty good. For travel and health insurers, teaming up 
with banks around the world to create ‘bancassurance’ has led to mutually beneficial 
relationships that also help customers seeking coverage. Of course, there is always 
the potential that such relationships can sour 

REASSURING 
PARTNERSHIPS
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Originating in the European 
marketplace in the 1980s, the 

concept of banks and insurers teaming 
up to offer combined products such as 
a bank account with the added benefit 
of life, health or travel insurance has 
since expanded around the world, 
becoming more common in the Middle 
East and Asia. In the US, the growth of 
bancassurance is somewhat constrained 
by regulatory hurdles (more on that later) . 
According to a report by TechNavio, a 
market research agency, consolidation 
in the financial services marketplace 
is resulting in bancassurance deals 
becoming ever more important.

The UK
In the UK, the Financial Conduct Authority 
took a dim view of the fact that packaged 

bank accounts, which are paid-for 
accounts that come with added benefits 
like travel insurance, mobile phone 
insurance and such like, were found 
not to be fit for purpose. For example, 
some customers over the policy's age 
limit were misinformed that they could 
rely on the travel insurance provided 
by such accounts, and found when the 
time came to claim that they were not in 
fact eligible for the product in the first 
place. Complaints made to the Financial 
Ombudsman Service brought the issue to 
light, and the provision of travel insurance 
as part of packaged bank accounts has 
been under scrutiny ever since, with some 
brands dropping the offering altogether, 
or suspending sales while modifying the 
sales process. Well-known high street 
brands such as HSBC, Lloyds TSB (now 
Lloyds Bank), Santander and Barclays 
all took serious stock of their packaged 
account offerings following the fallout and 
bad publicity that ensued, and while many 
banks have now started to offer insurance 
again through their added-value accounts, 
they are being much more cautious in 

their approach.
The UK, then, has something of a 
chequered past with bancassurance 
offerings. Elsewhere, however, the market 
is booming.

Asia
A report released a few years ago by 
Finaccord found that the market there was 
healthy, with plenty of potential for more 
deals. Richard Dhuny, a consultant at 
Finaccord, said: “Whilst the total number 
of partnerships is certainly a helpful 
measure to identify key insurance groups 
in the Asia-Pacific bancassurance market, 
it is also important to look at joint venture 
and strategic partnerships as these 
commonly have a long-term focus and 
often generate substantially more revenue 
than looser distribution agreements. As 

such, international insurance groups are 
increasingly seeking these types of deal 
and the multi-billion dollar agreements 
established … which span multiple 
countries of the region are apt examples 
in this regard. At the same time, joint 
ventures owned by both bank and insurer 
have also become an increasingly popular 
bancassurance model, sometimes (as in 
India) for regulatory reasons which require 
this kind of set-up.”
Finaccord’s 2015 report into 
bancassurance in China found that the 
Agricultural Bank of China, Bank of 
Donguan, Ping An Bank and Qingsao 
Bank dominated the market, with 
each one offering 11 different types 

of insurance product. Life insurance 
products were the most popular type 
of cover on sale through banks, with 
the potential for other kinds of products 
stymied by regulations. Yapei Zhang, a 
consultant with Finaccord, commented 
on the research: “It is evident that the 
predominant operating model used by 
Chinese banks to offer insurance remains 
that of collaborating with one or more 
external underwriters. However, there has 
also been an increase in the number of 
joint venture underwriters co-owned by 
banks and insurance companies, and 

a rising number of underwriters acting 
in a captive capacity. Overall, many of 
China’s retail banks are expanding their 
co-operation with insurance companies 
and this is creating opportunities for 
both new product initiatives and brand 
new partnerships.”
Ongoing growth in the financial services 
sector in Asia has meant that competition 
for bancassurance deals continues to 
be fierce. In February of this year, Zurich 
Topas Life, part of the Zurich Insurance 
Group, announced a deal with the Bank 
of China, with the insurer’s president and 
director Peter Huber expressing hope that 
the partnership would serve to boost the 
firm’s bancassurance efforts. Indeed, it 
has already seen pretty healthy growth, 
accounting for 37 per cent of Zurich 
Topas Life’s premium income for 2016. 
Allianz, meanwhile, has teamed up with 
Standard Chartered Bank to start a 15-
year bancassurance arrangement that 
will see the distribution of the insurer’s 
products – including travel and personal 
accident – to retail banking clients 
in Hong Kong, Singapore, Malaysia, 
Indonesia and China.
In India, examples of bancassurance 
deals dominate the financial pages of 
newspapers, and ongoing changes 
to laws surrounding the ownership of 
insurance firms could mean that more 
such deals will be on the cards. Recently, 
Dena Bank signed an agreement with 
Cholamandalam General Insurance 
Agency (Chola MS) that will see Dena 
Bank customers offer travel and health 
insurance through their branches. 
Ashwani Kumar, chairman and managing 
director of Dena Bank, noted that its 

consolidation in the financial 
services marketplace is resulting in 
bancassurance deals becoming ever 

more important

the UK has something 
of a chequered past with 
bancassurance offerings. 

Elsewhere, however, the market 
is booming

>>
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‘wide potential customer base’ was very 
attractive to insurance companies.

Middle East
According to Simon Isgar, partner 
of Kennedy’s LLP in Dubai, and the 
corporate insurance team at the company, 
bancassurance is a popular method of 
improving sales of insurance to residents 
of the United Arab Emirates (UAE). Isgar 

explained: “Insurance products sold 
through banks are growing at almost 
twice the rate of direct policies as 
lenders seek new ways of boosting their 
bottom lines amid record low interest 
rates. In 2014, it was estimated that this 
area of activity contributes no less than 
40 per cent of all premiums earned by 
UAE insurers.”
The regulatory landscape in the UAE 
can cause confusion for those not 
familiar with it, but Isgar says that 
changes are ultimately geared towards 
the implementation of a ‘Western-style’ 
prudential and regulatory situation. He 
went on to say: “Although distribution 
of travel insurance is popular through 
bancassurance arrangements, it is also 
distributed through online channels as 
it essentially does not require the same 
regulatory oversight as other personal 
lines of insurance like health and life. 
Travel insurance is distributed through a 
variety of forums such as travel agents, 
banks, embassies and online.”

Staying on the issue of regulatory 
complications for the moment, this is one 
of the biggest hurdles an insurer has to 
overcome in any market in which they 
wish to sell insurance – whether Europe, 
where Brexit could cause passporting 
problems in the near future, the US, where 
the Limited Lines Modelling Act is trying 
to streamline rules across state borders, 
or India, where rules on foreign ownership 

of banks make life more difficult to form 
joint ventures. 
In the UAE, meanwhile, the hoops through 
which insurers are expected to jump 
are onerous indeed, and the team at 
Kennedy’s gave ITIJ an insight into what 
is expected. An insurance company may 
enter into a contractual agreement with 
the objective of marketing its insurance 
policies with one or more banks and must 
follow the procedure under Article 4 of 
the UAE’s Insurance Authority (IA) draft 
instructions on controls of marketing 
insurance products by banks, as follows:
• The bank should obtain an initial 

approval of the UAE Central Bank 
(Central Bank) to enter into such 
relationship with the insurance 
company. The insurance company 
should provide the bank with evidence 
that they are licensed by the IA to 
practice the insurance type required to 
be marketed by the bank. 

• The insurance company and the bank 
apply to the IA to obtain its approval to 

enter into such relationship, enclosing 
the following documents: initial 
approval of the Central Bank; a copy 
of the agreement concluded between 
the two parties concerning this matter 
and whose validity should be subject 
to the approval of the Central Bank 
and the IA; and a declaration from 
the insurance company and the bank 
that they have already reviewed these 
Instructions and they shall comply with 
its provisions. Banks must submit the IA 
approval to the Central Bank to obtain 
the final approval. 

• The IA shall examine the application 
together with the enclosed documents, 
and if the application has met the legal 
requirements, the director general 
shall issue his decision approving 
the application. Once approved, the 
period shall be for a term of one year, 
renewable for similar terms as long 
as the conditions, 

based on which the approval was 
granted, continue to be satisfied. All 
banks shall pay a standard fee for the 
initial registration and the renewals.

• In case the submitted documents are 
inadequate or if there is a violation of 
the provisions of all applicable laws, the 
director general shall request that the 
applicants rectify the situation within 
a period of 30 days from the date of 
serving the request. 

• If the applicants fail to rectify the 
situation within the above mentioned 
period, the director general shall issue 
a decision rejecting the application to 
be served in writing to both parties via 
registered letter.

• The parties to the agreement, or any of 
them, shall have the right to object to 
the rejection before the Board within 
30 days as from the date of notification 
thereof. The decision of the Board shall 
be final.

It is important, said Kennedy’s, that the 
insurer either provides an employee who 
will work at the bank on its behalf, or if 
it does not, that the insurer makes sure 

the bank has one or more 
employees qualified in 

bancassurance is a popular 
method of improving sales of 
insurance to residents of the 

United Arab Emirates

Ongoing growth in the financial services 
sector in Asia has meant that competition for 
bancassurance deals continues to be fierce
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insurance to provide the information 
and technical notes to the clients and to 
receive their requests, as well as transfer 
the information and documents to the 
company and the client accurately. "These 
bancassurance arrangements tend to 
be very complicated,” explained Isgar, 
“and take time to set up due to the dual 
regulatory oversight by the IA and the 
Central Bank. There is also a number of 
required documents to be filed with both 
the IA and the Central Bank which are 
often rejected, and as a consequence 
it normally takes more than one 

application to procure the bancassurance 
arrangements with the regulators.”
For insurers like Zurich, which recently 
entered into a 10-year bancassurance 
agreement with Standard Chartered 
Bank in the UAE, particularly important 
news is that the UAE Central Bank 
issued a circular in May in which it 
warned that it will deny requests from 
banks and financial institutions seeking 
to sell insurance products if mis-selling 
complaints are not settled ‘amicably’ 
and within a deadline of 90 days. This 
news was issued in response to ‘an 
increasing number of complaints in 
relation to insurance products’, said the 
Central Bank.

Pros and cons
The main reason that insurers enter into 
partnership agreements with banks is 
to gain access to their customers, thus 
expanding their business effectively 
and usually at minimum cost. Marketing 
expenses are thus reduced, as is the 
cost of collecting premiums in the first 
place. Of course, weighing up the risks 

is important before any deal 
is signed.

Driving the market forward 
for the banks is the 
opportunity to enhance 

their offering to their customers, adding 
value to their portfolio of products, while 
the general challenge for banks and 
insurers is that there could be a risk of 
reputational damage should a product be 
found not to be fit for purpose, as was the 
case in the UK.
Looking at the situation in the UAE 
in particular, Isgar and the corporate 
insurance team at Kennedy’s pointed 
out: “The main risks are that insurance 
companies will initially have to spend 
money on training for the employees 
selling the insurance products in the 

bank before they receive any premium 
payments. Insurers are also prohibited 
from dealing with intermediaries that are 
not licensed in the UAE and therefore by 
implication are prohibited from dealing 
with banks that are only established in the 
free zones in respect of UAE business. 
Insurers must be careful when deciding 
which bank to contract with to ensure 
they don’t breach any applicable laws. 
A bancassurance agreement can only 
therefore permit a bank to market an 
insurer’s policies and a bank should not 
act beyond this capacity. This means that 
the way in which the bank can support an 
insurance company is limited.”

The future’s bright
Isgar concluded: “Bancassurance, while 
strictly speaking still unregulated in the 
UAE, is set to grow as a distribution 
channel for personal line insurance 
products in the next five to 10 years.”
Indeed, TechNavio’s report into 
bancassurance, which looks ahead to 
2019, forecasts the global bancassurance 
market to expand at a combined annual 
growth rate of 6.16 per cent in the next 
two years. For those brave enough to 
enter the market, then, there is certainly 
opportunity for growth, if the risk 
is right. ■

The main reason that insurers enter into 
partnership agreements with banks is 

to gain access to their customers, thus 
expanding their business effectively and 

usually at minimum cost
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Finding a suitable underwriting partner can be a long, 
complicated journey. At some stage, most insurers 

will put together the inevitable ‘beauty parade’ 
of underwriters. With a wide range of choice and 

different operating models, how can you be sure that 
you have invited the right people in to pitch? 

The long and 
winding road
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Each insurer will have its own specific 
set of criteria that its underwriting 

partner will need to fulfil, and many are 
so specific that they end up underwriting 
their own policies. For other insurers, it 
is more straightforward to use a broker, 
who will do the leg work to make sure 
that insurer and underwriter can forge a 
suitable partnership. 
“Core to our travel proposition is the ability 

to select the appropriate underwriter 
for our partners,” Paul Firkins, business 
development director at UK-based 
broker Hood Group, told ITIJ. “Different 
underwriters have different philosophies, 
and depending on our client’s strategies, 
one may be more suitable than another. 
This whole view of the market allows 
us to act as a matchmaker in a very 
focused manner.”
Carl Carter, deputy managing director 
of Voyager Insurance, which has 
relationships with 15 difference insurers, 
said that his company has a lot to consider 
when choosing underwriters for its clients: 
brand; customer profile; product type; 
financial stability; regulation; in-house or 
third party assistance; and whether the 
company is licensed to write business in a 
certain class or geographic region.
There are so many different aspects to 
a travel insurance policy, and with each 
insurer wanting to tailor its product to its 
customers, finding an underwriter who 
can ‘write to fit’, so to speak, is essential, 
according to Richard Smith, managing 
director of the UK’s tifgroup: “Look for 
someone who will give you a tailored 
product that will fit the demographic 

of your customers and your strategic 
aim.” Like Carter, he also highlighted the 
importance of financial stability: “We’ve 
all seen insurers who have come into 
the market looking for volume and price 
[their] product accordingly, only to exit 
the market again when they cannot make 
the product work.” Such companies, he 
said, reflect badly on the wider travel 
insurance sector.

Finding a niche
Avanti Travel Insurance in the UK 
specialises in providing cover for the 
impaired market, so its underwriting needs 
are slightly more complex than the average 
high-street company. Owner Glen Smith 
was adamant that Avanti travel insurance 
policies needed to be available to all, 
regardless of age, medical history, length 
of voyage and destination. While this 
insistence limited the choice of partners, 
these elements are a cornerstone of the 
company’s founding principle and a core 
base for the expansion of the brand. 
That said, it was not always an easy 
sell, according to Tracy Dennis of MS 
Amlin, formerly technical and compliance 
manager at Avanti, and many firms are 
understandably a little cautious of this 
market niche.
For Carter of Voyager, insurance benefits 
and limits are ‘rarely cast in stone’: 
“Because we design and manage so many 
differing types of travel insurance, this 
really does vary as to whether the product 
is a new one, whereby we need to ensure 
it and its levels of benefits are ‘fit for 
purpose’, versus whether it is a renewing 
product, which may also have certain 

minimum requirements for continuity 
reasons. In some circumstances, 
there may also be legal minimum 
requirements for cover; for example, in 

regards to ensuring a travel insurance 
product is compliant with Shengen 
visa requirements.”
Competitive pricing in this niche market 
can be difficult, and trying to find an 
underwriter that will offer the insurance 
benefits customers need while still 
keeping the policies affordable can be 
challenging. “Whilst it is essential for us 

to provide a great service, price is also 
important for our customers,” explained 
Dennis. “You will know the intricacies of 
pricing in your own sector and will push 
for fairness and transparency. For us, this 
meant that age bandings for pricing had 
to reflect real risk and be supported by 
actuarial statistics.”
Pricing of policies is an important factor, 
and one that takes careful consideration. It 
is important that the insurer understands 
the typical nature of business that the 
underwriter takes on, as Carter explained: 
“Some carriers focus very much on 
leisure travel insurance business, and 
in this sector they tend to, and need to, 
have a heavy focus on price. As such, 
in order to attain such a price, often the 
policy wording is very restrictive, as is 
their approach to claims handling. This 
type of underwriter, service and policy 
may be a great fit for direct-to-consumer 
brands, but may not be the best fit for a 
business travel or high-net-worth travel 
insurance customer.”
Given the nature of travel insurance 
policies, involvement in the product 
development process is essential for the 
insurer – any business wishing to offer a 
comprehensive policy with standout terms 
of cover will need an underwriter who 
knows its niche market and the individual 
requirements of its demographic, as 
well as the insurer themselves. Trying to 
stand out from the crowd in a packed 
marketplace means that making your 
product just that little bit better and the 
cover just a bit different could mean the 
difference between success and failure. 
The underwriters, then, must be open to 

new ideas and products and allow the 
insurer the opportunity to trial these based 
on the feedback from customers.
Carter told ITIJ that, at Voyager, it is ‘very 
important’ that the company has input in 
the initial product design phase, as well as 
having the ability to work with underwriters 
to modify and update policies in light of 
market events and changing customer 

with each insurer wanting to tailor its product 
to its customers, finding an underwriter who can 

‘write to fit’ is essential

Each insurer will have its own specific set of 
criteria that its underwriting partner will need to 
fulfil, and many are so specific that they end up 

underwriting their own policies
>>



28

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

FEATURE

needs. Adding gadget cover to travel 
insurance policies is one example of 
where customer requirements change with 
the times, and insurers should be meeting 
the need for more insurance for the 
devices that are now routinely being taken 
with customers on holiday.
Paul Firkins agrees that product benefits, 

limits and geographical restrictions are 
less of an issue these days for the core 
UK travel product, and that flexibility and 
innovation are actually more pertinent 
to the decision of which underwriter to 
choose. “More important,” he told ITIJ, 
“is an underwriter’s willingness to work 
to innovate and quickly react to market 
and distribution opportunities as they 
arise. One key factor when working with 
brands is the need to protect and limit any 
damage from negative publicity. Being 
harsh on claims may be the way some 
underwriters keep marginal aggregation 
business profitable, but our current 
and future partners are very keen to 
ensure policies are well constructed and 
customers are treated fairly, even if this 
means higher net rates.”
The ability to move fast when events 
require, said Smith of tifgroup, is 
important, as customers need the 
reassurance that their insurance policy will 

meet their needs. If the policy has been 
correctly priced in the first place then 
flexibility is much easier to achieve, and 
Smith recommended that insurers talk to 
their underwriters to understand how to 
utilise root cause analysis from all aspects 
of customer interactions, which will allow 
continual improvement of the policy.

Going solo
There are plenty of insurers who choose 
to underwrite their own products, 
whether because they were unable to 
find an underwriter to meet their needs, 
or because it makes the process of 
designing and launching a bespoke 
product more straightforward. Allianz 
Global Assistance USA has chosen this 
route, but not exclusively, as chief product 
officer Robert Cavaliere explained: “While 
we have a primary insurance company 

that we own and manage directly, we do 
have long-term relationships with other 
underwriters. In any instance, for us, the 

most important criteria is the availability 
of compliant customer focused benefits 
and policy forms. We want to drive the 
market and ensure travel insurance meets 
customer needs long term.”
Craig Morrison, travel insurance industry 
veteran, offered his (somewhat colourful!) 
worst-case scenario for what can happen 
when an insurer chooses the wrong 
underwriter to the detriment of the 
consumer: “A customer buys a UK travel 
insurance policy from company X, and 

doesn’t notice in the fine print on the 
back of the policy that it’s underwritten by 
insurer Y. Customer submits a claim, the 
service sucks, the usual bastard insurance 
company trying to delay, defer, obfuscate, 
ask questions, then ask more and different 
questions, anything to get the customer 
to surrender. Next time, customer buys 
from company A, and doesn’t realise 
that the underwriter is the same exact 
insurer that gave them the run-around on 
the first policy! That’s not good for the 

We’ve all seen insurers who have come 
into the market looking for volume 

and price [their] product accordingly, 
only to exit the market again when 
they cannot make the product work

Competitive pricing in 
this niche market can be 

difficult
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customer, and it’s certainly not good for 
our industry.”
Kelly Coombes, regional head of group 
personal accident and travel in Europe, 

the Middle East and Africa for AIG, spoke 
to ITIJ about why the company chooses 
to write its own policies: “Underwriting 
our own products gives us the flexibility 
and freedom to continually develop and 
improve our products. We are passionate 
about meeting and exceeding the 
expectations of our customers, so it is 
essential that we are able to adapt our 
products to keep up with their rapidly 
changing lifestyles.” She went on to 
explain: “Owning the whole process from 
design to delivery means that we can be 
nimble when we need to be – the key for 
any company underwriting this sector is 
having the ability to react to world events 
quickly.” And keeping everything in-house 
can bring benefits for the whole travel 
insurance process, from sales to claims: 
“Our insurance, assistance and claims 
teams all operate under one roof, which 
allows us to offer our customers the 
seamless support they need.”
The seamless service that can be offered 
to customers as a result of not having to 
consult any other parties when it comes to 
claims coverage and payments can drive 
customer retention rates and loyalty in a 
positive direction, according to Morrison. 
“Being the underwriter absolutely 
speeds up claim payments,” he said, 
“mostly because the decision making is 
completely controlled by one company. It 
can mean an average claims turnaround 
time of three to five days. And a company 
can make ex-gratia payments for losses 
without receipts (no-one has receipts for 
shoes, underwear etc). In other words, the 
loss ratio is just one company’s problem, 
and there’s no worry about an underwriter 
needing more margin at the end of any 
contractual term, therefore either a) forcing 
us to cut commissions, b) forcing an 
insurer to raise prices, or c) both!” 

Match made in heaven
Compatibility is key to any successful 
relationship, and the same rule holds true 
for the one that exists between insurer 
and underwriter. For a partnership to 
be successful, Tracy Dennis explained, 
there has to be a mutual recognition of 
what’s important. Customer satisfaction 
equals loyalty, and in a notoriously disloyal 
sector, making sure your customers 
come back year after year is vital. Without 
a good underwriter that will work to 
enhance the customer experience, this 
is impossible for an insurer to achieve. 
“Ultimately,” she said, “we made the 
decision based on the service that would 
be provided to our customers. You have 
to be satisfied that the promises made by 
the underwriter during tender discussion 
would be delivered throughout the term 
of the contract. There may be difficult 
discussions along the way, but with core 
compatible values, be secure in the 
knowledge that the best outcome for the 

making your product just 
that little bit better and the 

cover just a bit different 
could mean the difference 

between success and failure

Four key elements to consider when picking an underwriter:

• Resources. Do the underwriter’s appointed claim and assistance agents have 
the resources to deal with the size of the account, thus ensuring that customers’ 
claims are dealt with quickly?

• Experience. Do they have the experience required to understand how to treat 
customers fairly and to match the service levels provided by your staff at point 
of sale?

• Communication. Is communication a key ethos in the business?  For example, 
will you be regularly updated with high cost notifications, service levels and out-of-
the-ordinary claims? Will you have a voice when you disagree on the outcome of 
claims and will thorough rationales be provided?

• Customer handling. Will customers be kept informed at all times during medical 
assistance and claim handling, and will communication be thorough and 
informative, using plain English?

You need an experienced, internationally 
oriented and reliable law firm in Spain.

We are experts in:

RECHTSANWÄLTE ·  LAWYERS  ·  ABOGADOS

R A M A L L O   PA L L A S T   &   PA R T N E R
Barcelona – Ba lear ic  – Canary Is lands

LEGAL ISSUES IN SPAIN?

Before you think your claim or right is hopeless,
or before your claims and rights expire worthless, contact us:

info@ramallopallast.com www.ramallopallast.com

We provide:
Flawless multilingual service (English, French, German, Italian).

Proven international experience. We meet the expectations of foreign clients.

Own staff fully accountable (No delegation to third parties. No call centers. No excuses).

Coverage throughout Spain and Islands (Balearic and Canary Islands) with our own offices.

Demonstrable track record with leading insurers.

info@ramallopallast.com
www.ramallopallast.com

BARCELONA OFFICE:

C/ Balmes, 163 pral. 1a
08008 Barcelona
Tel. + 34.93.237 05 83      
Fax + 34.93.217 86 37
Mobile +34.644 24 87 17
Email: info@ramallopallast.com

CANARY ISLANDS OFFICE:

C. Hernán Pérez de Grado 21, 2ª
Oficinas 7 y 8.
35001 Las Palmas de Gran Canaria
Tel: +34 928 33 09 23 // +34 928 32 30 13
Fax: +34 928 32 08 52
Email: info@ramallopallast.com

BALEARIC OFFICE: CONTACT US:

Mallorca
C/Veri 5, 3A
E-07001 Palma de Mallorca
Tel. 0034 - 971 - 21 33 02
Fax 0034 - 971 – 21 31 09
Email: info@ramallopallast.com

Unlike many Spanish law firms we don’t 
vacation in August.
We are all year round staffed to provide 
you full year service when most needed.

■ Cost containment

■ Subrogation and enforcement 
of subrogated claims in Spain 
against Spanish insurers

■ “Resurrecting” hopeless cases 
(i.e. statute of limitations). We 
take preventive action to ensure 
your claim does not go “bad”.

■ Insurance law

■ Personal injuries

■ Fourth Motor Insurance Directive 2000/26

■ Liability claims

■ EHIC, reciprocal healthcare and Spanish 
healthcare system

■ Legal expenses insurance

C

M

Y

CM

MY

CY

CMY

K

Ramallo-itij202-full-p4.pdf   1   17/10/2017   10:32

customers is at the forefront of concern for 
both parties.”
Ultimately, said Firkins, the goal of a broker 
is to create long-standing relationships 
that are profitable for all parties. 
This process is not a one-way street. 
Underwriters will have their own agenda 
and criteria for selecting a partner, and 
insurers have got to be prepared for the 
matchmaking process, with legal and 
financial documents prepared and ready 
for delivery when requested, a prospectus 
with all company information readily 
available and, importantly, detailed plans 
for future growth, marketing, advertising 
and development activity. It is only through 
open and honest communication that a 
long-term partnership will prosper. ■
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Grapevine
avoid detection, passing herself off  as the child 
of various adults in the airport and generally 
taking advantage of her small stature. And 
even after her fi rst attempt to board a plane 
failed, she kept trying, and would 
have ended up in France had 
her parents not contacted 
the Swiss police, who 
tracked her down using 
airport security footage.
The incident, said a 
statement from the 
airport, was ‘highly 
regrettable’, and ‘should 
never have happened’.
You don’t say.
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Child’s play
It’s always reassuring to fi nd out that all the 
extra security measures that have intruded 
upon the air travel experience over the last 
decade and a half, the myriad extra indignities 
and pedantic intrusions that passengers 
must undergo in the name of freedom and 
liberty, are rendered useless if a particularly 
determined child wants to board a fl ight.
The child, in this instance, is a seven-year-
old girl (yes, seven) who recently gave her 
parents the slip near the central railway station 
in Geneva, took a train to the airport and 
managed to get through the security and 
departure gates and board a plane without 
being noticed. According to a Reuters report, 
the little girl used some fairly eff ective tactics to 

Bags of fun
Usually if ITIJ is making mention of a 
‘hack’, it’s probably some catastrophic 
data breach in which seven billion 
policyholders’ deepest darkest bedroom 
preferences have ended up in the hands 
of international terrorists, resulting in 
several trillion-dollar payouts from an 
unfortunate insurer, but happily this month 
we’re off ering a diff erent sort of hack – 
specifi cally a life hack.
Travel and Leisure has suggested some 
tips for travellers who want a better chance 
of their luggage being the fi rst to appear on 
the baggage carousel at their destination 
airport, in order to avoid tedious hanging-
around (disclaimer – ITIJ  neither endorses 
these tactics nor claims them to be 
anywhere near 100-per-cent foolproof).
First, it is suggested that passengers ask 
check-in staff  to attach a ‘fragile’ sticker to 
the baggage in question. Fragile baggage 
will generally be loaded later than other 
bags, and therefore emerge fi rst (as well as 
– hopefully – receiving less wear and tear). 
Baggage handlers sometimes don’t notice 
these stickers, though, and it seems a tad 
underhand to us.
Another tactic – which purportedly comes 
straight from an airport ramp worker – is 
to wait and check in last. Bags belonging 
to the fi nal passenger to check in will 
be loaded onto the last bag cart, which 
will in turn be the last to be loaded onto 

the aircraft and the fi rst to emerge at the 
other end.
Failing that, if you have a bit of extra cash 
in your wallet (and who doesn’t in these 
bountiful, high-fl ying times), why not plump 
for fi rst or business class, or join your 
airline’s frequent fl ier club and receive a 
priority tag for your bag?
Or you could just wait with everybody else 
and do that embarrassing thing where you 
somehow miss your own bag – despite 
having stared intensely at the carousel for 
nearly 20 minutes – and have to awkwardly 
weave your way through a bunch of 
disgruntled passengers and nearly fall 
over as you hook it off  the conveyor belt. 
Classic manoeuvre.

Now, technically this fi nal story would 
probably be a better fi t for our beloved 
sister magazine AirMed & Rescue. But we 
saw it fi rst. And it’s to do with aircraft. And it 
made us giggle. And we have space to fi ll.
The US Navy recently had to issue a formal 
apology after one of its jets, an E/A-18 
Growler warplane, was found to have 
been used to draw a penis in the sky over 
Okanogan County, Washington, using its 
condensation trail. Pictures of the event 
naturally went viral on social media.
Vice-admiral Mike Shoemaker, commander 

Just plane rude
of Naval Air Forces, off ered a very serious, 
dignifi ed statement to Sky News, which 
– while we have the utmost respect for 
his offi  ce and organisation – somehow 
makes the whole thing funnier: “The Navy 
holds its aircrew to the highest standards 
and we fi nd this absolutely unacceptable, 
of zero training value and we are holding 
the crew accountable. Sophomoric and 
immature antics of a sexual nature have 
no place in Naval aviation today. We will 
investigate this incident to get all the facts 
and act accordingly.”
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Ace Air & Ambulance (Pvt) Ltd.
James Halsted, – Managing Director

2 Mount Road, Avondale, Harare, Zimbabwe

tel: 
tel: 

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

email: 
website: 

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

AMREF Flying Doctors
Dr Bettina Vadera – Medical Director

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

tel: 
fax: 

+254 20 6000 090
+254 20 344 170

email: 
website: 

emergency@flydoc.org 
www.flydoc.org

Awesome Air Evac
Shane Marais – General Manager

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

tel: +27 11 430 1777 email: 
website: 

rescue@awesomeairevac.com
www.awesomeairevac.com

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

tel: 
fax: 

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

email: 
website: 

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

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

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

tel: 
fax:

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

email: 
website: 

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

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

EDS AVIATION PTE LTD

AVIATION

Shik – Managing Director

33 Ubi Avenue, #08-13, Vertex Tower B, SINGAPORE, 408868

tel: 
fax: 

+65 9836 3265
+65 6846 9542

email: 
website: 

info@eds-aviation.com
www.eds-aviation.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

LifeFlight 
Peter Elliott – Fixed Wing Operations Manager

PO Box 15166, City East, QLD 4002, AUSTRALIA

24/7 (int) tel: 
fax: 

+61 7 5553 5955
+61 7 5553 5965

email: 
website: 

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

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

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

tel: 
fax: 

+86 2163 558289
+86 2163 558285

email: 
website: 

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

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

fax: 
+662 247 3392
+662 535 4734

email: 
website: 

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

To have your company listed in our service directory 

contact the sales department now:

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

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

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
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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, PO Box 128538, 
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

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)

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

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

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

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

15421 Technology Dr. 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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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

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
Monica Shankar – Int. Marketing & Network Manager

A-1080 Vienna, Skodagasse 28/5, AUSTRIA

tel: 
24/7 tel: 

+43 140 190 130
+43 140 190

email: 
website: 

marketing@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

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
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Dr Yin – Chief Medical Officer

No 29,3rd floor,35th Street, Kyauttada Township,Yangon, MYANMAR

tel: +95 979 584 3944 email: 
website: 

Myanmar@asian-assistance.com
www.asian-assistance.com

Asian Assistance – Philippines
Marby Cervantes Madulara – Team Leader, Operation and Medical Development

504P to 508P, Pacific Drive Five E Com Center Bldg. Pacific Drive 
Extension Block 18 Mall of Asia Complex, Pasay City, PHILIPPINES

tel: +63 999 878 6990 email: 
website: 

Philippines@asian-assistance.com
www.asian-assistance.com

Asian Assistance – Thailand
Susanne Mørch – Director
Viphavadi Tower 15th floor, 51/3 Ngamwongwan Road, Ladyao, 
Chatchuchak, 10900 Bangkok, THAILAND

tel: +66 2 941 1540 email: 
website: 

contact@asian-assistance.com
www.asian-assistance.com

Asian Assistance – Vietnam
Nick Wongkuan – Director of Finance and Business Development

Hanoi Ly Thai To, Level 5, 41A Ly Thai To, Hoan Kiem, Hanoi, VIETNAM

tel: +84 915 618 860 email: 
website: 

Vietnam@asian-assistance.com
www.asian-assistance.com

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

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

email: 
website: 

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

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

tel: +63 2 226 6911 email: 
website: 

ops@carejetassist.com 
www.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

To have your company listed in our service directory 

contact the sales department now:

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

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, PO Box 128538, 
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)

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

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

A
SS

IS
TA

N
C

E 
C

O
M

PA
N

IE
S

(E
U

R
O

P
E)

A
SS

IS
TA

N
C

E 
C

O
M

PA
N

IE
S

(E
U

R
O

P
E)

(M
ID

D
LE

 E
A

ST
)

mailto:sales@itij.com
mailto:svg@savitar-gr.com
http://www.savitar-gr.com
mailto:info@semesur.com
http://www.semesur.com
mailto:info@tangiersinternational.com
http://www.tangiersinternational.com
mailto:info@tbs-team24.com
http://www.tbs-team24.com
mailto:taa@taa.at
http://www.taa.at
mailto:cdeloughery@assistancegroup.ae
http://www.assistancegroup.ae
mailto:dubai@connexassistance.com
http://www.connexassistance.com
mailto:ops@fakeehinternational.com
http://www.fakeehinternational.com
mailto:info@goralassist.com
http://www.goralassist.com
mailto:operation@iranassistance.com
http://www.iranassistance.com
mailto:request@swanassistance.com
http://www.swanassistance.com
mailto:sales@itij.com
mailto:gmbs@gvassistance.com
http://www.gvassistance.com
mailto:cdanilenko@gvassistance.com
http://www.gvassistance.com
mailto:office@ifra.at
http://www.ifra.at
mailto:assistance@iss-shipping.com
http://www.iss-assistance.com
mailto:enquiries@intana-global.com
http://www.intana-global.com
mailto:tissinki@interamerican.gr
http://www.interamerican.gr
mailto:ambulance@malteser.org
http://www.malteser-service-center.de
mailto:marm@marm.com.tr
http://www.marmassistance.com
mailto:assistance@md-medicus.net
http://www.md-medicus.net
mailto:mservices@medicall.ch
http://www.medicall.ch
mailto:info@medicalresponse.es
http://www.mri-assist.com
mailto:blanchet@saveassistance.com
http://www.saveassistance.com


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

36

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

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
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

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

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

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

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

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
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New Frontier Group
Gitte Bach – President and CEO

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

tel: 
fax: 

+1 949 429 7130
+1 949 666 6520

email: 
website: 

Bach@NewFrontierGroup.com
www.newfrontiergroup.com

Penfield Care
Mr Stephen Zatylny – President

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

tel: 
fax: 

+1 613 703 9861
+1 819 200 0281

email: 
website: 

info@penfieldcare.com
www.penfieldcare.com

Star Healthcare Network, Inc.
Gigi Galen Grobstein – President

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

tel: 
fax: 

+ 1 914 358 9121
+ 1 914 358 9206

email: 
website: 

Ggalen@starhealthcarenet.com
www.starhealthcarenet.com

To have your company listed in our service directory 

contact the sales department now:

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

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 

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

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

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
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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

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

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

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

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

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

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

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

Aetna International, which recently made 
the strategic decision to merge its European 
division with its Middle East & Africa 
division to create one EMEA division, has 
announced that David Healy will take on 
the role of CEO of this new region. David 
has been with Aetna since 2012, and has 
previously held the positions of general 
manager for Europe and vice-president head 
of global operations.
“In order to support our strategy to scale-up 
our capabilities, work with stakeholders on 
further developing healthcare infrastructure 
and create greater access to the right 
healthcare solutions, we have implemented 
a new structure by creating an EMEA 
region,” David explained. “Not only will 
this allow us to leverage our strengths and 
give our people the best environment to 
contribute and develop, it will also allow 
faster decision-making and more regional 

empowerment and accountability, and 
put our customer groups at the heart of 
everything we do – including brokers.” 
David will be based at the regional 
headquarters in the United Arab Emirates, 
and will have responsibility for all Aetna’s 
markets across the combined region.

Dedicated Account Management Team. 
North America and Worldwide.

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

Chubb recently announced the appointment 
of Barry Beard to the newly created role 
of head of global services and complex 
multinational for UK and Ireland. In the role, 
Barry will take on responsibility for leading 
and managing Chubb’s multinational 
network and services for the UK and 
Ireland, and helping clients to deal with 
multinational captive programmes. To that 
end, he will make use of Chubb’s ‘broad 
product portfolio, advanced technology and 
regulatory compliance expertise, along with 
its network of local operations and partners 
in more than 190 countries’, according to 
the company.
Barry, who is moving from his current role 
of head of credit management for the 
company’s European, Eurasia and Africa 

and Asia Pacifi c divisions, brings over two 
decades of insurance industry experience 
to the role. He has previously worked 
with Sedgwick (now Marhs), A.M. Best 
and Thomson Financial. He will be based 
in London.
Suresh Krishnan, head of the global accounts 
division at Chubb Europe, to whom Barry 
will report, commented: “I am very pleased 
to welcome Barry to this key leadership role. 
[He] is a seasoned industry professional. 
His extensive credit management and 
fi nance background, along with strong client 
relationship skills, combined with Chubb’s 
infrastructure, systems, operations and 
overall service proposition, will produce 
fi t-for-purpose solutions for our clients 
and brokers.”

AIG has announced that Chris Townsend 
will be joining the company as CEO of 
international general insurance, a newly 
created position.
Chris will be leading the international 
operations of the company’s general 
insurance business, helping to grow and 
build upon AIG’s international footprint. AIG 
has said that he will report to Peter Zaffi  no, 

CEO of general insurance, and is expected 
to join the company during the fi rst quarter 
of 2018.
Chris has over 25 years’ experience in the 
insurance industry, having previously served 
as president of MetLife’s Asia region. He also 
previously worked at AIG, and between 2010 
and 2012 was the company’s CEO for the 
Asia Pacifi c region.

Data and technology driven insurance 
specialist Hood Group has announced 
the appointment of Moyo Akala as data 
scientist. In the role, Moyo will ‘play a 
key part in supporting Hood Group’s 
vision of transforming insurance through 
innovation’, according to the company, 
primarily focused on developing new 
methods of personalising quote journeys, 
adapting content and user experienc e to 
the needs of individual customers and 
settings through the use of contextual 
and demographic data. Additionally, he 
will work in close partnership with Hood 
Group’s brand partners using proprietary 
data to identify ‘the right customer’ who 
can add value across the company’s 
entire proposition.
“Our industry has a vast amount of 
untapped data that we can use to better 

determine risks and improve both our 
processes and cost effi  ciencies to 
improve the customer experience,” said 
Paul Firkins, business 
development director of 
Hood Group. “Artifi cial 
intelligence and machine 
learning will give us the 
infrastructure to do this by 
personalising the products, 
pricing and overall 
experience. The team 
here at Hood Group are 
committed to innovating 
insurance through data 
and so we are incredibly 
excited to have Moyo on 
board to help us take our 
data analysis capabilities to 
a whole new level.”

The Health Insurance Group has 
appointed David Prosser as head of 
proposition development. David previously 
worked for AXA PPP healthcare as 
strategic development manager and 
for Towergate Health+ as business 
development director, and has over 20 
years of experience in employee benefi t 
consultancy and fi nancial services 
sales management.
“I am delighted to be joining The Health 
Insurance Group at a time when clients, 
particularly SMEs, are examining their 
health and wellbeing off ering to employees 
to ensure they have a healthy, motivated 
and productive workforce,” he said. “I have 
been working with the company for the 
past four months as a consultant, so it is 

extremely rewarding to become part of the 
team. I will be working with the team and 
insurance providers to provide tailored 
bespoke packages for clients.”  
Brett Hill, managing 
director of The Health 
Insurance Group, 
commented: “I am very 
pleased to welcome 
David to the team. 
David’s appointment 
is a new role for the 
company and his wealth 
and experience within 
the industry will allow 
us to enhance our 
ability to off er and tailor 
bespoke opportunities.”

Aetna’s Healy to take on 
EMEA responsibility Hood Group welcomes Moyo Akala

Chris Townsend re-joins AIG

Th e Health Insurance Group 
appoints Prosser

Beard for Chubb

AXA recently announced the appointment of 
Gordon Watson as CEO of Asia – including 
Japan – and as a member of the AXA 
Group’s management committee. Gordon 
will take on the role as of 1 January next year, 
reporting to AXA CEO Thomas Buberl.
Gordon boasts over three decades of 
experience in the insurance industry. He 
spent most of this with AIG and AIA – 

between 2011 and this year he served as 
regional chief executive of AIA Group’s 
operations in Hong Kong and Macau, the 
Philippines, New Zealand, Vietnam and 
Australia. He has also previously served as 
regional president for AIG Life Companies in 
Japan and Korea, and global executive vice-
chairman for ALICO, with responsibility for 
business in Japan. 

New Asia CEO for AXA

David Prosser

Moyo Akala

David Healy
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The power of a global
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Contact Global Excel at corpinfo@globalexcel.com or at +1 819 566 8833

mailto:corpinfo@globalexcel.com



