
PROFILE:        p.36

Antoine Parisi
ITIJ speaks 
to Europ 
Assistance’s 
CEO

FEATURE: p.32

Changing the 
channel
Bancassurance rises – what does it 
mean for travel insurance?

 ESSENTIAL READING FOR TRAVEL & HEALTH INSURANCE PROFESSIONALS MAY 2019 • ISSUE 220

CONTINUED ON PAGE 4 CONTINUED ON PAGE 5

 p.39SERVICE 
DIRECTORY

A new report from UK-based direct-
to-consumer travel insurance provider 
Staysure has shed light on the limitations 
of the travel insurance cover provided by 
a number of leading banks

According to the results, as many as 3.3 million 
UK holidaymakers aged 50 and over could be 
heading off  on holiday, blissfully unaware that 
they do not have adequate coverage in place.
“Brits do not knowingly travel uninsured,” Staysure 
emphasises in the introduction to its Don’t Bank 
on It report, “they think they are covered thanks 
to a combination of full trust in travel insurance 

It won’t break the bank – 
but it may break travellers

policies off ered by banks and a lack of widespread 
knowledge of what they need to declare in 
order to be fully covered. Banks are not travel 
insurance specialists, so when it comes to asking 
customers to provide basic information about 
their health, which will tailor the policy they need 
to ensure they are covered, the onus is put on 
the customer to disclose medical conditions.”
The report found that an eye-opening one in 
four British holidaymakers rely entirely on bank-
provided travel cover, often because this add-on is 
promoted as a reason to open a current account. 
However, all too frequently this coverage does not 
cover older travellers with pre-existing medical 

conditions, an issue of which consumers are 
unlikely to be aware, and that the banks themselves 
are reportedly not disclosing, either because of 
ignorance or carelessness. As travel insurance 
remains a stubbornly misunderstood product, 
many customers merely see a good deal – a new 
bank account with free travel insurance included 
– and have no concept of the potential pitfalls.
Seventy-fi ve per cent of the adults surveyed in the
report admitted that they did not fully scrutinise
the terms and conditions of their policies, and
around 20 per cent said that they would seriously

UAE travel 
insurance 
habits analysed

A new study from United Arab 
Emirates-based digital-fi rst insurance 
service InsuranceMarket.ae analysing 
the travel insurance behaviours of UAE 
citizens has revealed some interesting 
quirks and trends

The study found that nearly half (45 per cent) 
of all travel insurance claims made by insured 
UAE travellers in 2018 were for lost or damaged 
personal belongings. Twenty-fi ve per cent 
of claims were for delayed or missed fl ights, 
while only fi ve per cent were for emergency 
medical situations encountered during a trip.
Additionally, InsuranceMarket.ae has warned 
consumers that if they wait until the summer 
to buy travel insurance for their summer 
holidays, they could be paying as much as 20 
per cent more for policies than those who plan 
further ahead. The site’s analysts suggest that 
purchasing outside of the peak booking period 
of May-August will net a much better deal, 
as annual premiums reportedly decrease by 
between 10 and 20 per cent. They also warn 
families that it makes more economic sense 
to purchase specifi c family cover, rather than 
individual policies for each member; although 
consumers are strongly advised to check the 
details of any policy they are planning to buy, 
as benefi ts shared across family members may 
not always be suffi  cient for a group’s needs.
Regular travellers who take at least four trips 
annually of seven days or more are also 
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Greetings, oh hallowed readers, you consumers of news, you eager multitudes, 
you voracious absorbers of in-depth analysis. We as human beings construct our 
lives around certain immutable laws: the seasons turn, the Sun rises and sets, 
the Moon waxes and wanes, the Brexit negotiations drag on with little in the way 
of meaningful progress, a new ITIJ is born, another ITIC blossoms into bloom. 
For those of you reading this at our UK conference in Southampton, I 
bid you welcome and hope that you enjoy another fantastic line-up of 
speakers, social events and networking opportunities. We will be assessing 
the current state of Brexit and looking at current and future trends in the 
cruise market, as well as bringing you a whole afternoon of fascinating 
tech-related presentations and debate, in our Innovation Hub. 
Oh, did someone say tech? Because that reminds me, we’re launching 
something a bit special this month. A brand-new publication dedicated to 
the latest developments in insurtech, from instant payments to chatbots, via 
blockchain and digital underwriting. Never let it be said that we at ITIJ do not 
have our fi nger on the pulse. We’re very proud of our new Insurtech Review and 

we hope that you enjoy it – please do get in touch if you have any feedback.
Not enough special extras for you? Well, how about the latest issue of International 
Hospitals &  Healthcare, telling you everything you need to know about the world 
of international patient care, which also comes packaged with this ITIJ? This 
instalment includes a destination spotlight piece on Greece, a feature on ‘the 
perfect medical provider’, the usual healthy dollop of news, and much more!
OK, that’s quite enough promo for things you’re not currently reading, 
how about the thing you are currently reading? This issue of ITIJ is as 
packed with news, analysis and insight as ever – we’ve got a profi le 
of Europ Assistance’s CEO Antoine Parisi! We’ve got a news analysis 
looking at the current state of tourism in Mexico! We’ve got a feature on 
the continuing rise of bancassurance, and its potential eff ects on travel 
insurance! We’ve got an Industry Voice piece from Setoo, asking how 
insurers can diff erentiate themselves in the age of personalisation!
We spoil you, don’t we?
TTFN.

mailto:subscriptions@voyageur.co.uk
mailto:news@itij.com
http://www.itij.com
http://www.itij.com/subscribe
mailto:ian@itij.com
mailto:sarah@itij.com
mailto:stefan@itij.com
mailto:sales@itij.com
mailto:denise@itic.co
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consider not declaring past medical 
conditions to their insurer (this rose to 34 
per cent among travellers insured through 
their banks). Seventy-five per cent of those 
who opted for bank-provided cover said that 
they did so because it was complimentary; 
unfortunately, the report also found that 
those with banking cover were nine-per-cent 
more likely to have a claim rejected than 
those who went with a specialist insurer.
Another major issue highlighted by 
Staysure is that many bank-provided 
policies come with a maximum age limit, 
so customers aged 75 or older could end 
up travelling with no cover whatsoever.
One interesting aspect of the report is 
the geographical breakdown of customer 
responses: 17 per cent of holidaymakers 
from the East Midlands region said that they 
would be more likely to rely on banking travel 
insurance, while 34 per cent of Londoners 
would do the same. Seventy-one per cent 
of South West residents, meanwhile, would 
opt for the convenience of a bank-provided 
policy, while a whopping 89 per cent of 
Welsh residents would go for this option.
“To have commissioned a report such as this 
and by uncovering the truth behind the pitfalls 
of banking travel insurance, we’re keen to 
educate the British public by bringing this into 
the limelight,” commented Ryan Howsam, 
Chairman of Staysure. “Here at Staysure, we 
hear countless stories of individuals not being 
adequately covered by their banks while 
they’re away, which could have been realised, 
simply, by reading the small print or by 
taking out specialist travel insurance policies. 

Anyone travelling should always seek advice 
from specialist insurers to purchase the 
right travel insurance that is tailored to their 
individual needs. No one should ever be left 
helpless in a foreign country with insufficient 
cover and unmanageable medical bills.”

For more on banks and travel insurance, 
see our feature on page 32.

It won’t break the bank – but it may 
break travellers

Seventy-five per cent of the adults 
surveyed in the report admitted that 
they did not fully scrutinise the terms 

and conditions of their policies

The UK Financial Conduct Authority 
(FCA) recently put forward a Call for 
Input following its recently released 
Feedback Statement regarding 
improved access to travel insurance 
for people with pre-existing medical 
conditions, and the British Insurance 
Brokers’ Association (BIBA) has 
welcomed the suggestions

The FCA’s update, issued in early April, 
stated that it believes a multi-lateral 
approach would build on some of the 
good practice regarding signposting; 
this Feedback Statement will apply to 
providers and brokers of travel insurance, 
trade bodies representing these firms 
and consumer organisations.
The Feedback Statement built upon the 
responses received from a recent Call 
to Input. Among other issues, the Call 
for Input highlighted the following:
• “There is a lack of quality information 

on alternative options available to 
consumers after they had received 
a high quote or had been refused 
cover, which can cause consumers to 
assume that they are uninsurable. “

• “A general lack of understanding 
amongst consumers and firms around 
insurance terms and the risk factors 
that are considered by providers 
when calculating the premium.”

• “The lack of transparency around pricing, 
the risk factors which drive quotes and 
how premiums are calculated, which limits 
consumers’ awareness about their options 

Improving access to 
travel insurance

and can mean that they have difficulties 
in finding competitive insurance that is 
appropriate for their medical condition.”

Speaking of some of the specific details 
within the FCA’s Feedback Statement, 
Graeme Trudgill, BIBA Executive Director, 
said: “We believe an outcome similar to 
the multi-lateral approach taken in the 
‘agreement on age and insurance’ would be 
the best way forward in helping customers.”
The FCA stated: “Since issuing the 
Feedback Statement back in July 2018, 
we have been working with stakeholders 
to explore different options for signposting 
people with pre-existing conditions to 
travel insurance providers that are able to 
provide them with suitable insurance.”
Trudgill added: “BIBA has been running 
a successful signposting service for older 
people under this agreement since 2012 
and received over 600,000 enquiries on 
age and insurance since then. We believe 
this successful model can be replicated 
to help travel insurance customers with 
pre-existing medical conditions.”

http://www.ap-companies.com
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Recent events in Sri Lanka have 
once again highlighted the need 
for vigilance and to ensure that 
tourist and business traveller 
destinations are provided with 
adequate security to protect against 
the threat of terrorist attacks. It’s 
a sad, but unfortunately realistic 
and sobering fact, that we have to 
accept that we now live in a world 
where a random terrorist attack 
could occur anywhere, anytime.

In other news, those pesky travel 
insurance policies in the UK, which 
the banks chuck in to incentivise 
you to open a current account, are 
under fi re (again). Yes, according 
to a survey by Staysure (see page 
1),  people aren’t reading their 
policies and are ending up without 
adequate cover for their travels.

Well, what a surprise. I don’t 
know which shocks me more: 
the fact that people don’t read 
their insurance policies, or that 
most of UK banks’ give-away 
policies cover only the basics?

Or is it that an awful lot of people out 
there don’t give a s**t about travel 
insurance until the day they need it?

Oh well …

Editorial 
Blog

Ian Cameron
Editor-in-chief

ian@itij.com
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UAE travel 
insurance 
habits analysed
advised that multi-trip policies may be 
a better bet than single-trip policies.
“With the holiday season approaching, 
now is the best time for people to start 

thinking about travel insurance,” said 
InsuranceMarket.ae CEO Avinash Babur. 
“By making sure they buy the right policy 
that will cover them for any eventuality, they 
will have peace of mind when travelling 
on holiday – a time when they most want 
to switch off , relax and be stress-free.”

nearly half of all travel 
insurance claims 

made by insured UAE 
travellers in 2018 were 

for lost or damaged 
personal belongings

Nearly half of travel insurance policies 
don’t include protection against airline 
failure, says independent fi nancial 
information company Defaqto.
This warning comes hot on the heels 
of the recent news that Iceland-based 
budget airline WOW ceased operations, 
leaving passengers stranded overseas 
and confused about their rights. 
Defaqto has cleared up some of this 
confusion, stating that airline failure is not 
covered as standard on over two-fi fths of 
travel policies as the risk is usually relatively 
small. This is likely not what those involved 

want to hear as it could mean that many 
passengers will not be compensated.
It analysed the 1,103 single-trip and 1,125 
annual policies available in the UK and 
found that only 48 per cent of annual and 
47 per cent of single-trip policies include 
‘scheduled airline failure’ as standard.
This underlines the importance of insurers 
being clear about what they are off ering and 
for insureds to do their research and read the 
small print. “You should always read the policy. 
It is the most boring half hour of your holiday, 
but probably the most important,” Brian Brown, 
Head of Insight at Defaqto, warned passengers.

Policies rarely cover airline failure

mailto:ian@itij.com
mailto:ops@ocmt.com
http://www.ocmt.com
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New research released from UK-
based online payment service 
provider emerchantpay suggests 
that persistent uncertainty over 
Brexit has led to one in five Britons 
altering their holiday plans

According to the research, 12 per cent 
of would-be holidaymakers from the UK 
have delayed booking a trip this year in 
order to find out how the chaos will unfold, 
while four per cent have opted to holiday 

in the UK rather than heading overseas, 
and another three per cent have opted to 
head outside of the European Union.
In terms of specific concerns, 36 per cent of 
the 2,034 adult survey respondents said that 
they were worried about foreign exchange 
rates due to the ongoing slump in the value of 
the pound, while 24 per cent had concerns 
about the UK’s economy as a whole and 
another 24 per cent expressed uncertainty 
about what their insurance policies will 
and will not cover depending on what 
manner of deal – if any – the UK eventually 
manages to secure. Twenty per cent of Brits, 
meanwhile, have concerns about the validity 
of their own passports, while three per cent 
are worried about those of their pets.
Perhaps unsurprisingly, given the chaotic 
nature of the process, Brexit appears to 
be taking an emotional toll on the UK, 
with 45 per cent of those responding to 

the survey saying that they feel frustrated, 
31 per cent expressing confusion and 
30 per cent expressing anger. Men were 
found to be more likely than women to 
change their holiday plans, while regionally, 
those in London were the most likely to 
decide to alter an itinerary or booking.
“Travel operators need to ensure they have 
robust systems to respond to fluctuating 
consumer demand and can rapidly scale 
their operations as required, whatever 
happens over the coming weeks and months 

in Westminster and Brussels,” commented 
Jonas Reynisson, CEO of emerchantpay. 
“They need to ensure they can be agile 
to respond to rapidly changing consumer 
needs and demands in order to exploit 
these different dynamics in the market.”

Brexit confusion a�ecting 
travel plans

Travel operators need to ensure they have robust 
systems to respond to fluctuating consumer demand 

and can rapidly scale their operations as required

Eight bombs were detonated on the 
island of Sri Lanka on 21 April, killing 
at least 350 people and injuring over 
700 more

The co-ordinated attacks included at least 
three bombs in churches where worshippers 
were gathered for Easter Sunday services, 
while a further three explosions targeted 
high-end hotels, including the Shangri-La 
Colombo, Kingsbury Hotel in Colombo and 
the Cinnamon Grand Colombo. Citizens from 
Japan, the UK, the US and the Netherlands 
were among the fatalities; an official from the 
Sri Lankan Foreign Ministry has confirmed 
that 39 foreign nationals were among those 
killed. These included eight Britons, several 
US tourists, three Danish citizens, two Turkish 
nationals, two Chinese nationals, one Dutch 
national, six Indians, two Australians and 
one Portuguese national. Twenty-eight 
foreign nationals are receiving treatment. 
Following the initial six explosions detonated by 
suicide bombers, police carried out raids at two 
addresses, and there were further explosions at 
both. Several hours later, a bomb was found at 
the national airport during a routine inspection; 
it was safely disposed of by the authorities.
Ranil Wickremesinghe, Prime Minister of 
Sri Lanka, tweeted in the aftermath of the 
attacks: “I strongly condemn the cowardly 
attacks on our people today. I call upon Sri 
Lankans during this tragic time to remain 
united and strong. Please avoid propagating 
unverified reports and speculation. The 

government is taking immediate steps to 
contain this situation.” Sri Lankan officials 
have placed blame for the attacks on an 
Islamist group called National Thowheed 
Jamaath, and also indicated that the group 
had received assistance from overseas, raising 
speculation that ISIS fanatics were involved.
The day after the attacks, the US State 
Department revised its advice for tourists 
intending to travel to Sri Lanka, noting that 
anyone planning a trip should ‘exercise 
increased caution due to an increased risk 
of terrorism’, and that terror groups ‘continue 
to plan attacks with targets including tourist 
locations and hotels’. Australia’s Smartraveller 
programme changed its travel advice for Sri 
Lanka, saying that tourists should ‘reconsider 
their need to travel’, while the UK’s Foreign 
and Commonwealth Office stated: “Terrorists 
are very likely to carry out attacks in Sri 
Lanka.” However, there was no advice that 
tourists should not travel to the island. 
Tourists who decide not to travel due to the risk 
of a further attack are unlikely to find coverage 
from their travel insurance, unless they 
have paid for Cancel for Any Reason cover. 
Disinclination to travel is not typically a covered 
risk in the vast majority of travel insurance 
policies, and CFAR insurance is not widely 
available in Europe, although it is popular in the 
US and gaining traction in Australia as well.

Statement from Sri Lanka Tourism
Sri Lanka’s Ministry of Tourism 
Development, Wildlife and Christian 

Terror in Sri Lanka

Religious Affairs released the following 
statement a few days after the attacks:
“Sri Lanka Tourism is deeply shocked 
and saddened by the senseless violence 
and unreservedly condemns these 
dastardly acts. We offer our deepest 
sympathies and condolences to all the 
victims and their families, while wishing 
a speedy recovery to all those injured 
and currently receiving treatment.
“In the immediate aftermath of the 
explosions Sri Lanka Tourism deployed 
trained emergency response teams and 
its representatives at hospitals, affected 
hotels and the airport to assist tourists in 
any way possible, including hotel transfers, 
airline bookings, airport transfers, itinerary 
changes, hospital treatment, contacting their 
loved ones and reuniting missing family 
members through diplomatic channels.
“Sri Lanka Tourism wishes to assure 
tourists who are already in the country and 

unaffected by the terror attacks that the 
police, tourism police and security forces 
are jointly implementing a comprehensive 
security plan to ensure their safety across 
the island, including all important tourism 
sites. Meanwhile, a security briefing was held 
on 22 April for hotel owners and operators 
on the new safety measures that are being 
rolled out and to seek their co-operation in 
strengthening security at hotels and resorts.
“Sri Lanka Tourism would like to reassure 
the world that the country is open for 
business and all possible measures have 
been taken to ensure the safety and 
security of tourists. Our world-famous 
tourism sites, hotels, resorts and other 
tourist attractions will remain open as usual. 
There are no road closures or restrictions 
on movement anywhere in the island. 
“Sri Lanka is a proudly diverse nation which 
celebrates its multicultural nature. Since 
the end of the war a decade ago, Sri Lanka 
has enjoyed absolute peace and it will do 
everything within its power to maintain the 
peace that every Sri Lankan cherishes 
and rebuild what has been destroyed 
with renewed vigour. There is no place 
for terrorism of any kind in Sri Lanka and 
whoever that is responsible for the Easter 
Sunday violence will be hunted down and 
punished in the strongest possible manner.
“Sri Lanka Tourism looks forward to 
warmly welcoming all those who have 
planned trips to the country in the 
days, weeks and months ahead.”
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MEDFLIGHT

Eyal Gluska, Co-CEO, Setoo, 
believes that insurers should see 
the evolving consumer landscape 
as an opportunity for innovation   

Consumers increasingly expect 
personalised travel experiences, from 
the initial off er all the way through the 
holiday itself. This includes ancillary 
travel products such as insurance, which 
currently lags behind when it comes to 
personalisation, delivering one-size-fi ts-
all solutions that are irrelevant to many 
travellers. As a result, consumers risk 
being unprotected on their travels.
Far from being just another add-on, 
insurance can be used as a tool that 
not only safeguards consumers but also 
improves their travel experiences and 
better satisfi es increasing expectations.
So, what does the insurance opportunity 
for travel brands look like and what needs 
to be done to make the most of it?

An unlimited opportunity 
There is endless choice when it 
comes to holidays and recent research 
suggests British consumers are taking 
full advantage of this. In 2018, Brits 
took an average of 3.4 holidays, with 
40 per cent going on a beach trip 
and 48 per cent choosing to go on a 
city break. A signifi cant percentage 
chose more specialised options, 
including nine per cent who went on 

a lake or mountain trip and eight per 
cent who embarked on a cruise.
Consumers have a preference for 
eff ortless, hassle-free experiences. Last 
year, half of travellers (49 per cent) went 
on a package trip, with 69 per cent saying 
they chose this option because everything 
is taken care of. The package holiday has 
long been key in the travel industry, but 
the level of detail at which trips are tailored 
is set to increase in the coming years.
With so many holidays available, high 
consumer expectations and travellers 
visiting a multitude of diff erent locations, 
the possibilities for insurance products 
are signifi cant. Nevertheless, they 
are still not being purchased.

Underperforming insurance 
Put simply, the huge variety of holiday 
options is not refl ected in the insurance 
policies off ered along with them. On the 
contrary, consumers are usually presented 
with a standardised policy, whether 
they’re going sightseeing in Seville or 
skiing in Saalbach. The wording of the 
policy features legal jargon, fostering 
a lack of transparency and leaving 
consumers unsure as to whether they are 
protected against the risks and activities 
that really concern them. This leads to 

How insurance can catch up to the personalisation age  

high-profi le cases where people have 
hurt themselves abroad, expecting to 
be protected against certain hazards 
associated with their holidays, only to fi nd 
they are not entitled to compensation. 
Take for example British backpacker 
Sophie Wilson, who hit the headlines in 
December 2018 after breaking her neck 
diving into a swimming pool in Thailand. 
Her insurer refused to compensate 
Wilson and attracted criticism as a 

result. These situations refl ect poorly 
on insurance providers and result in an 
appalling experience for the customer, 
who in this instance was forced to 
crowdfund money to pay medical bills. 

Personalise the end-to-end experience
Using machine learning techniques, 
vast amounts of data can be analysed 
to provide tailored, relevant insurance 
policies that meet the specifi c needs 
of each customer. The ability to 
tap into external data sources and 
monitor exogenous events that could 
ruin the customer experience will 
improve how travel insurance works, 
including automatic compensation 
to relieve the customer of the 

complicated claims process. 
Imagine a customer’s fl ight from London 
Heathrow Airport to Los Angeles 
Airport is cancelled. Instead of having 
to book themselves an alternative 
fl ight and endure a frustrating claims 
process, they receive a text message 
to their mobile phone reassuring them 
of immediate compensation, off ering 
to book them on the next fl ight with 
a complementary wait in the lounge. 

This highlights how the purchase of an 
insurance policy is just the beginning 
of the next stage for personalised 
communications, which can be used 
to turn a poor experience into a great 
one, ensuring lasting customer loyalty.   
More than ever, consumers want a travel 
experience tailored to them. Insurance 
policies must mirror this trend to remain 
relevant and increase their uptake among 
consumers exploring more varied types 
of trips. The technology is available 
to learn about customers and put this 
data into action by off ering products 
highly relevant to them. More than that, 
personalisation done properly can ensure 
customers have a delightful experience, 
even if the unexpected occurs. 

Consumers have a preference for 
eff ortless, hassle-free experiences

With so many holidays available, high consumer 
expectations and travellers visiting a multitude of 
diff erent locations, the possibilities for insurance 

products are signifi cant

AUTHOR BIO
Eyal Gluska’s career has been focused 
on creating innovative services and 
business models that generate new 
business opportunities for leading 
organisations around the world. As Co-
CEO of Setoo, he wants to disrupt the 
insurance industry with AI and state-of-
the-art machine learning technologies, 
automating human-intensive operations 
to transform the way insurance 
products are created and delivered.
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As ‘tourism powerhouse’ Mexico 
teeters on the brink of change, 
what do travel insurers need to 
know about the future of travel, 
and its associated risks, in the 
country? Milan Korcok provides 
some perspective

For a country that raked in US$22 billion 
from tourism last year, that is ranked the 
sixth-most-visited country in the world, 
that is the most favoured vacation spot for 
Americans and the second most visited by 
Canadians, and that welcomed more than 
41 million international tourists in 2018, 
one would think Mexico would like to hold 
the ship steady. But since the election last 
July of President Andres Manuel Lopez 
Obrador, who is determined to re-direct 
Mexico’s tourism away from its heavy 
concentration of sea and sand resorts 
to more indigenous-based historical and 
cultural attractions spread throughout the 
country, Mexico’s tourism suppliers are 
checking out the lifeboats and battening 
the hatches for what they see as a 
‘perfect storm’ just over the horizon.
Amlo, as he is known to his adoring 
subjects (who give him an 80-per-cent 
poll approval rating), is a former mayor 
of Mexico City and an avowed populist 
who flies commercial (economy) and as 
the Associated Press has reported ‘is just 
as likely to be seen buying himself a $1 
styrofoam cup of coffee at a convenience 
store or eating beans at a roadside 
restaurant [as] rubbing elbows with foreign 
dignitaries’. That’s a big change from the 
imperial style of most of his predecessors.
In what has been described as the 
biggest Mexican election turnout ever, 
Obrador won a landslide victory over three 

opponents on a platform promising to end 
corruption, reduce the narco violence that 
to previous administrations has appeared 
unmanageable, and reduce Mexico’s 
endemic poverty – in part by shifting the 
benefits of tourism into underserved and 
undervalued areas beyond the beachside 
venues of the western Caribbean and 
Pacific coasts (the areas most international 
visitors value for their one or two-week 
sun, sand and tequila vacations). 
According to projections by the Conference 
Board of Canada, almost 80 per cent of 
Canadian arrivals to Mexico in 2018 were to 
the three largest beach resort destinations: 
Cancun and Playa del Mar in the western 

Caribbean, Los Cabos in Baja California, 
and Puerto Vallarta on the Pacific coast.
But Obrador’s diversification strategy 
would change that paradigm, and, as 
he says ‘greatly stimulate tourism and … 
jobs in the southeast, which is the most 
neglected region of the country’. The 
way to get there, says Amlo, has much 
to do with his highly controversial, and 
costly, Mayan Train project – a 930-mile 
railway that runs through tropical jungle 

and waterways, through some of the most 
impressive colonial era and archeological 
treasures of the Mayan period, connecting 
Mexico’s main tourism entry point of 
Cancun with Campeche, Chiapas, 
Tabasco, Merida, Chichen Itza, and the 
spectacular Mayan ruins at Palenque.
The problem with Amlo’s dream, say tourism 
suppliers, is that the cost of the railway is 
already projected at $6 billion to $8 billion 
and is being partially paid for from the 
$300-million budget of Mexico’s Tourism 
Promotion Council (CPTM), which has been 
dissolved and most of its 21 international 
offices closed. These closures include five 
offices in the US, three in Canada, and one 
in London – though small offices will be 
retained in New York, Miami, Tokyo and 
Berlin – either on their own, or attached to 
Mexico’s embassies in those countries. The 
dissolution of the CPTM and the loss of its 
promotional clout in foreign markets has 
sent shock waves through Mexico’s tourism 
industry, which despite rising arrivals 
numbers, sees challenging times ahead.

Mexico: insurance business generator
For the US and Canadian travel industries, 
particularly travel insurers and their allies, 
Mexican tourism has been a dynamic 
generator of business. Cesar Mendoza, 
former director of Mexico’s tourism office 
in Toronto, emphasises that Mexico has 
been a ‘tourism powerhouse’ in recent 
years – hugely popular with Canadians. And 
even despite the avalanche of news about 
Mexico’s problems with narco violence, 
Canadians continue to make more than 
two million visits to the country each year.
Brad Dance, President of Canada’s Travel 
Health Insurance Association, concedes 

that Mexico’s problem with safety and 
violence has been an issue of concern for a 
number of years: “Yet Canadians continue 
to travel there … and unless something 
drastic occurs, I don’t see that changing. 
Even if it does, Canadians would alter 
their plans and visit other places such as 
the Dominican Republic, Costa Rica and 
any number of Caribbean locations.”
That would still be a big diversion, as 
Mexico accounts for almost four out of every 
10 leisure trips Canadians make to the entire 
Caribbean (which includes such mainstays 
as the Dominican Republic, Cuba, Jamaica, 
Bahamas, St Lucia, and Barbados), as well 
as to Central America. Not only that, but 
the one or two-week all-inclusive charter 
packages to Mexico are normally at the 
cheaper end of the price spectrum than 
are trips to Jamaica, Barbados or St Lucia. 
So merely switching locations may not be 
as easy as all that for the price-conscious.

Tourism increases slowing
What is so ironic about the sense of 
alarm felt by tourism suppliers is that 
Mexico’s official tourist arrival numbers 
keep increasing year upon year. But those 
increases are slowing. They’re not keeping 
up with projections. They are not where they 
should be given the expansion of resort 
facilities, increasing numbers of rooms, and 
investments made. And though international 
tourism revenue between January and 
November 2018 grew by 5.1 per cent, 
totaling some $20 billion (384 billion pesos) 
that was the smallest increase since 2011. 
Speaking at a tourism industry council in 
Mexico City recently, Pablo Azcarraga, 
president of the National Tourism Business 
Council, warned that the government’s 

FOR THE US AND 
CANADIAN TRAVEL 
INDUSTRIES, PARTICULARLY 
TRAVEL INSURERS AND 
THEIR ALLIES, MEXICAN 
TOURISM HAS BEEN A 
DYNAMIC GENERATOR 
OF BUSINESS

CAN A TRAIN 
PULL MEXICAN 
TOURISM OUT OF 
THE DOLDRUMS?

NEWS ANALYSIS
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decision to disband the CPTM and divert 
those funds to the Mayan Train project, 
along with the ever-present shadow of 
violent crime, will cause Mexico to lose 
billions of pesos in revenue and jobs ‘and 
the tourism sector will disappear’. The US 
State Department, Travel Canada, and the 
UK’s Foreign and Commonwealth Office 
have all warned their citizens to avoid travel 
to substantial areas of Mexico. The State 
Department has, in fact, issued either 
‘Do not travel’ or ‘Reconsider Travel’ to at 
least 15 of Mexico’s 31 states. Azcarraga 
also acknowledged that the train would 
enrich Mexico’s overall tourism product, 
but it too would need to be promoted.
Azcarraga further emphasised that hotels 

have suffered a 15-per-cent decline in profits 
in the first quarter of 2019 because they 
have had to lower their rates to maintain 
occupancy levels. And he added that in 
Cancun, the January occupancy rate of 
70.7 per cent was the lowest since 2012, 
while Mexico City recorded a rate of only 
54.2 per cent, the lowest since 2013.
Alex Zozaya, CEO of Apple Leisure Group, 
a major travel wholesaler in the Mexican 
market, is also critical of the government’s 
redirection of tourism promotion funding 
and decries the closing of its international 
tourism offices just as business is falling. 
He says that 2019 is worse than 2018, 
and not just in (hotel) occupancy, but in 
dropping rates. “When rates fall … so does 

the quality of the customer,” said Zoyaga, 
emphasising that the biggest decline is 
among groups booking high-end resorts. 
And in addition to oversupply, there is not 
only the ever-present issue of safety and 
violence, but now high-end beachside 
resorts are being beseiged by waves of 
smelly seaweed that continues to wash 
up on Yucatan’s once pristine beaches. 
Add to that a lot less advertising and 
promotion and ‘that is the perfect storm’.

Welcome: big spenders
But it would be inaccurate to characterise 
President Obrador’s vision of a new, 
diversified tourism as focused only on the 
train and the Yucatan. He has outlined a 
six-year strategy (he has promised not to 
run for an additional six-year presidential 
term), aiming advertising campaigns at 
wealthy countries such as the United Arab 
Emirates, Saudi Arabia, Japan, France, 
Italy, the UK, and Korea; enticing wealthier 
travellers prepared to spend more money; 
encouraging local businesses to start up in 
the areas being made accessible to these 
new tourists; ensuring visitors they will be 
safe and secure (always the elephant in the 
room at any discussion of Mexican tourism); 

creating more and better jobs in the tourism 
industry; and improving living conditions for 
tourism workers – including those working 
in the more affluent locations like Cancun. 
It’s a strategy quite consistent with the 
position recently articulated by OECD 
Secretary General Jose Angel Gurria 
on the organisation’s review of Tourism 
Policy in Mexico. Gurria emphasised that 
though Mexican tourism numbers have 
grown, ‘growth of the country’s tourism 
sector has not been what it should be in 
the view of OECD’. He noted that such 
growth has fallen short of the overall 
growth in the world economy, and tourism 
in Mexico is ‘facing structural changes as 
the sector’s success has been based on 
the development of large resorts in major 
coastal destinations … a model [that] is 
becoming vulnerable to changing demand 
patterns and environmental concerns’.
Gurria asserted: “The Mexican tourism 
model must change in order to be 
able to compete in a changing tourism 
market and to support more inclusive, 
sustainable growth. This would require 
that government agencies develop better 
links with a more diverse, segmented 
group of small enterprises, and micro 
businesses, as well as policies to 
support smaller-scale projects.”
That sounds like it could have come from 
Amlo’s playbook. Given the riches of 
Mexico’s geography and heritage, there 
seems to be no shortage of attractions 
for tourists from any country – the frozen 
North or its tropical or sub-tropical 
neighbours. But staying ahead of the 
game is a tough business. It requires 
change and agility. It’s not enough to 
sit on one’s laurels, especially when the 
seaweed is clutching at your ankles. ■

THE MEXICAN TOURISM 
MODEL MUST CHANGE 
IN ORDER TO BE ABLE TO 
COMPETE IN A CHANGING 
TOURISM MARKET AND TO 
SUPPORT MORE INCLUSIVE, 
SUSTAINABLE GROWTH
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We can all agree that jet lag isn’t fun. 
What if we told you that UAE airline 
Etihad Airways may just have a solution 
to this unpleasant phenomenon? 
The airline is working with Panasonic 
Avionics to develop and trial wellness 
solutions to improve the traveller experience. 
As part of the partnership, Etihad will trial 
the Jet Lag Adviser, which Panasonic 
developed in collaboration with Detalytics.
The solution, which will be integrated into 
the airline’s passenger app, takes a range 
of passenger inputs, including chronotype, 
circadian rhythms, height, weight and 
the nature of travel and then uses travel 
information such as fl ight times, routes 
and zones to produce personalised jet lag 
plans for passengers. These are created 
using AI and include tailored advisories 

to help passengers to reduce jet lag.
“With the Jet Lag Advisor, we can now 
leverage AI to improve the travel experience. 
This will be the fi rst of many wellness 
initiatives we will explore together, and 
we are excited about our partnership 
with Panasonic and the possibilities that 
lie ahead,” said Robin Kamark, Etihad 
Aviation Group Chief Commercial Offi  cer.
Abu Dhabi International Airport is currently 
in the process of constructing a new 
terminal called the Midfi eld Terminal 
Complex, to cope with increasing 
passenger traffi  c. Further innovative 
wellness technologies will be employed 
following Etihad’s move to the new 
terminal. We are all for anything that 
makes the passenger experience more 
pleasant. Bring on the new innovations!

APRIL International Care in Hong Kong 
has announced that it has received 
over 12,000 claims via its app since 
its launch, representing take-up well 
ahead of target projections. These 
claims comprise nearly one-quarter of 
all the client activity recorded in APRIL’s 
Asian hub up to the end of last year.
APRIL designed the app to make the 
claims process quicker and more effi  cient, 
empowering customers by improving 
information sharing and enabling the 
faster settlement of bills. Users of the 
app – which holds a copy of the individual 
customer’s electronic membership card 
– can photograph medical invoices up 
to the value of US$800, encrypt with a 
security code and then send directly to 
APRIL via the app for rapid settlement.

The company has also recently added some 
upgraded features to the app, including the 
capacity to locate nearby medical facilities 
via GPS; check the availability of direct billing 
services; request a letter of guarantee; check 
the status of a client’s reimbursements; view 
claims histories; and receive relevant news.
“The new APRIL app marks a step 
change in the way we are able to process 
medical claims for our policyholders and 
sets APRIL International Care apart from 
competitors,” commented Kylee Bees, 
APRIL’s Customer Journey Manager. “Paper 
receipts are no longer needed, clients simply 
photograph and submit their invoices, 
so speeding up the claims process and 
increasing accuracy. Moreover, clients are 
automatically given a detailed history of 
claims in progress and historical claims.”

Global assistance, risk and claims 
management provider CEGA and Millstream 
Underwriting have announced a new 
partnership, which will enable the provision 
of CEGA’s new automated medical screening 
tool, Antidote, to Millstream’s high-net-worth 
and other travel insurance customers.
Millstream Underwriting (part of the Nexus 
Group) specialises in tailoring commercial 
and retail accident and health insurance 
solutions, while Antidote is CEGA’s new 
creation – providing accurate, intelligent 
risk profi ling, while simplifying the medical 
assessment journey of travel insurance 
customers by allowing them to ‘self-
declare pre-existing medical conditions 
through logical question sets’. 
Tim Brangwyn, Managing Director of 
Millstream Underwriting, commented: 
“We chose Antidote for its ability to 

provide a simple, fast and customer-
centric medical screening process, 
enabled by straightforward questions 
and easy, well-supported technology. 
Its versatility also allows us to meet 
the needs of our clients who need a 
more tailored screening solution.”
CEGA’s Head of Proposition Development 
Angela Smith explained that CEGA 
expected Antidote to ‘pave the way’ for 
enhanced policy renewals and sales, and 
that the product would provide Millstream 
with ‘measurable algorithmic outputs’, 
as well as ‘consistency in underwriting 
outcomes’. “Crucially, it also off ers 
ownership of customer data,” she added. 
Brangwyn noted: “CEGA’s professionalism, 
fl exibility and alignment with Millstream’s 
goals were key factors in establishing 
this important relationship.”

AI against jet lag APRIL claims app popular in 
Hong Kong

CEGA partners with Millstream 
Underwriting
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www.airlec.euEuropean Approvals : AOC FR.AOC.0048, Air Ambulance A.R.S. Accreditation
PART M FR.MG.0055, PART 145 FR145.0455, ADOA EASA.AP262/53636

 ▸ Reliable, Adaptable, Responsive
 ▸ 8 Aircraft Fleet including 3 transcontinental jets
 ▸ French specialized medical team (ECMO /  

Blood transfusion / Highly infectious disease)
 ▸ Worldwide quick deployment

Business aviation company specialized 
in air ambulance services. Customized 
solutions and full flexibility since 1958.

Operation Centre 24  /  7 /  365 
 +335 56 34 02 14
 ambulance@airlec.eu

QBE launches 
AI claims service
Artifi cial intelligence is further extending its 
reach into the insurtech sector, this time as 
QBE North America’s new TextQBE services, 
which assists customers through the claims 
process via conversational messaging.
QBE explained that customers reporting 
claims through TextQBE will receive 
instant responses from an AI virtual 
assistant that will help update the claim 
and progress customers through the 
claims process with ease. The new 
product proved invaluable during the 
California wildfi res in 2018 – as claims 
professionals couldn’t reach customers 
via landlines, the text system was ideal. 
Eric Sanders, Senior Vice-President of 
Claims, emphasised that for everything 
QBE does, it has its customers in mind. 
“Customer satisfaction scores through 
the service have averaged 4.6 out of 
fi ve – many with comments such as, 
‘great customer service, fast and friendly, 
answered all my questions’,” he added.
“We know that speed and convenience of 
communication are key to delivering the 
experience of excellence for our customers, 
and this intelligent conversation platform 
helps us take it to the next level,” said Alyssa 
Hunt, Senior Vice-President of Technical 
Operations for QBE North America. 
TextQBE is the product of insurtech 
company Hi Marley, and QBE is the fi rst 
carrier to integrate the product with its core 
insurance system, with the aim of improving 
customers’ claims experience. Hi Marley 
CEO Michael Greene commented: “We 
are thrilled to work alongside an innovative 
leader like QBE to integrate our solution 
with their core claim-handling platform.”
Hunt added: “We’re able to give 
customers the option to communicate 
how they prefer, and the virtual assistant’s 
‘intelligence’ enables us to off er customers 
the answer to simple questions about 
deductibles, receipt of photos and other 
documents rapidly on a mobile device.” 

A new collaboration within the 
healthcare sector sees Healix Health 
Services enhancing its employer 
wellbeing services, as it announces 
a partnership with HCB Group. 
HCB Group is one of the ‘pioneers 
of early intervention services in the 
UK and Ireland’, claims Healix; HCB’s 
Employee Health management services 
will be incorporated into Healix’s service 
off ering, which aims to supply employers 
with ‘hands-on practical expertise’, 
ensuring that employees with any health 
issues are supported from day one.

Nick Bushell, CEO of Healix Health 
Services, said: “HCB Group has a great 
reputation in the employee wellbeing 
area. Its expertise will add value to the 
Healix Healthcare trusts we already 
operate for businesses of all sizes.”
The new partnership provides Healix 
Health Services clients with access 
to HCB Group’s nurse-led employee 
health management service, which 
off ers ‘traditional’ Occupational Health 
services, including vaccinations and 
immunisations, health surveillance 
and health assessments. It also off ers 

specially negotiated services, which 
include new employee screening, case 
management, absence managements 
(long-term sick/ill health retirement) 
and specialist assessments.
“The partnership with Healix provides HCB 
with a well-respected platform upon which 
to blend our Employee Health Management 
services in support of the Healix Healthcare 
Trusts,” said Jim Harris, Managing Director, 
HCB Group. “HCB aspires to redefi ne the 
traditional Occupational Health model, 
and this valuable partnership will help 
accelerate our growth in this area.” 

Healix and HCB Group partner

http://www.airlec.eu
mailto:ambulance@airlec.eu
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World Nomads 
rebrands to nib 
Travel
Australian travel insurance provider 
World Nomads Group has announced a 
rebrand – the business will now operate 
as nib Travel. Additionally, a number of 
the business’s supplementary entities will 
also rebrand, although the brands World 
Nomads, Travel Insurance Direct (TID) 
nib and SureSave will remain the same.
“We’ve been part of the nib Group 
family since 2015,” commented David 
Kan, World Nomads Group’s acting 
CEO, “but as we continued to expand 
our off ering and distribution channels, 
we recognised an opportunity to also 
refresh our corporate look. The refreshed 
brand will help support our growth 
aspirations both in Australia and abroad.” 
While the names may change, there 
will be no changes to the products 
or services that World Nomads 
and its affi  liated brands off er.
“Our commitment remains the same,” 
Kan added. “Our travel services are still 
designed to help people travel safely.”
As well as its previous acquisition of 
World Nomads, nib acquired QBE’s 
travel insurance business last year, as 
part of its ongoing expansion strategy.

In another Brexit-inspired turn of events, 
mortgage insurance business Arch 
Insurance International has added new 
offi  ces in the UK, Italy and Denmark and, 
following authorisation from the Central bank 
of Ireland (CBI), commenced underwriting 
property and casualty (P&C), motor and 
other business lines in the EU/EEA.
Arch International decided to make 
changes to its European operations to 
ensure that European customers’ services 
are not disrupted due to the uncertainty 
surrounding Brexit. “The CBI authorisation 
enables Arch Insurance EU to provide 
a broad range of insurance products in 
Europe and to ensure a smooth Brexit 
transition,” explained Soren Scheuer, 
President and CEO of Arch Insurance EU.
Arch’s Alwyn Europe division (formerly Arch 
Mortgage Insurance) will conduct the motor 
insurance business and other specialty 

lines, and Arch Insurance UK and the P&C 
insurance operations of Arch Insurance 
EU will operate under Arch Insurance 
International. Arch Insurance International 
spans across Arch’s insurance operations 
in Europe, Bermuda and Australia.
“The Arch UK regional division of Arch 
Insurance UK, which was formed in 
January 2019, will continue without 
change and focus on commercial 
property, casualty, motor, professional 
liability, personal accident, and travel 
business through its extended offi  ce 
network across the UK,” stated Arch in its 
update. “The Arch Lloyd’s underwriting 
platform also remains unchanged.”
CEO of Arch Insurance International 
Hugh Sturgess added: “These important 
changes mean that our European clients 
and policyholders will continue to be 
well-served by Arch Insurance EU.”

AXA Insurance has announced the 
launch of a new travel insurance 
product in Singapore – the fi rst of its 
kind in the country, AXA claims, to 
cover trip cancellation or curtailment 
caused by a natural disaster.
The product, called Wanderlust, can 
be customised based on the individual 
traveller’s budget, destination and 
planned activities. There are three 
levels of cover available – Lite, Easy 
and Pro – but each includes coverage 
for overseas hospitalisation, accidental 
death / permanent disability, emergency 
medical evacuation / repatriation 
and travel inconveniences (such as 
natural disasters) as standard. 
“AXA understands that customers today 
have increasingly diverse travel needs and 
require more than a one-size-fi ts-all travel 
insurance plan,” said AXA Insurance’s 
Chief Customer Offi  cer and Managing 
Director of Retail Leo Costes. “With 
Wanderlust, we are off ering more coverage 
options so our customers can choose and 
only pay for the protection they need.”
Customers can choose from a variety of 
add-on coverages, such as an overseas 
wedding photoshoot benefi t, which 
will cover any non-refundable pre-paid 
expenses or administrative fees incurred if 
such a photoshoot is cancelled, curtailed 

or postponed for ‘unavoidable’ reasons. 
Adventure cover can also be added – or if a 
customer purchases the Pro plan it comes 
as a default feature – in order to cover 
policyholders for any injuries sustained 
while undertaking specifi c activities, such 
as bungee jumping and snow sports.
However, the policy does not cover any 
behaviour engaged in while under the 
infl uence of alcohol or recreational drugs; 
pre-existing medical conditions; sexually 
transmitted diseases; professional or 
competitive sports; circumstances such as 
war, government action or nuclear risks; or 

travel to or through Afghanistan, Crimea, 
Cuba, Democratic Republic of Congo, Iran, 
Iraq, Liberia, North Korea, Sudan or Syria.
“We know the realities of travel,” Costes 
added, “that it can be often unpredictable 
and stressful, which is why we want to 
allay potential worries of our customers 
in simple but important ways such as 
by off ering a travel delay benefi t which 
is claimable for any reason, as long as 
it’s not due to the fault of the insured, 
and by providing a cover to purchase 
essential items in the event their baggage 
is stolen while on an overseas trip.”

Travel insurance for natural disasters

Specialist Spanish travel insurer 
InterMundial has designed what it 
calls ‘a tailored guarantee’ policy 
to help protect travel agents and 
operators as they face up to the 
prospect of more and bigger claims 
under a new Spanish law. David 
Ing reports

The Ley de Viajes Combinados (Package 
Travel Law), as it is known in Spain, has 
been designed to off er greater protection 
to the travelling consumer in line with 
the norms set down by the European 
Union’s Package Travel Directive.
But InterMundial said the trade itself also 
needs protecting as it faces up to an 
increased level of responsibility demanded 
under the new legislation, especially in 
cases where the ‘agency or tour operator 
cannot face up to the costs involved’.
That is why the company says it has 
been the fi rst on the market to introduce 
a tailored B2B trade policy that it calls 
Garantía Especial Agencias de Viajes 
(Special Travel Agents Guarantee).
Its aim is ‘to off er travel agencies 
specifi c solutions for each of the new 
responsibilities (on consumer protection) 
contemplated in the new travel directive’. 
As well as covering cases of force majeure, 
such as a main supplier going bankrupt, 
the company has also promised to set up 
a crisis committee for the Spanish tourism 
sector, which will include representatives 
from its main bodies. In the case of an 
emergency situation in a destination, the 
committee would be brought together to off er 
a ‘round-the-clock aid service to the traveller 
to provide them with immediate support’.
InterMundial says work has already started 
on forming the new body through its own 

CEO, Manuel López, who is a member of 
the Tourism Commission at the Spanish 
Business Organizations Confederation 
and other leading trade bodies.
The policy covers seven specifi c points that 
are included in the new law, from not being 
able to make up the minimum number of 
travellers for a group booking to a guarantee 
to resolve incidents in less than two weeks.
The new Spanish package travel law 
was passed by Parliament at the end 
of December after the government was 
warned it had two months to adopt the new 
EU norms or face possible court action. 

Tailored B2B policy from 
InterMundial

Arch amends  European operations
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INSURANCE MATTERS

New reports from Cifas, an 
independent, not-for-profit 
membership organisation that 
works to prevent fraud and 
financial crime, reveal that there 
has been a 27-per-cent increase in 
false insurance claims across the 
UK in the past year

Members of Cifas identified the biggest 
causes of false claims as household 
insurance fraud and motor insurance 
fraud – making up 52 per cent and 45 
per cent of false claims respectively.
Overall, insurers saw a decrease in 
fronting – when a driver claims they are 
the main user of a vehicle that is actually 
driven by a young driver or other high-
risk motorist in order to receive lower 
premiums – though 300 cases occurred 
in 2018 and there was an 18-per-cent 
increase in fronting by people aged 21-30.
Chief Executive Officer of Cifas Mike Haley 
commented: “As the rise of false claims in 
household and motor insurance shows, 
many people are seemingly unaware 
of the risks they’re running and the 
consequences it can have by committing 
everyday fraud. While the overall downturn 
in fronting insurance policies is a positive 
sign, the fact that young people are 
increasingly more likely to commit that 
type of fraud highlights the need for 
continuing education. More needs to 
be done to raise awareness about the 
harm of fraud and financial crime.”
In response to these alarming statistics, 
Cifas has launched its ‘Face of 

Fraud’ campaign, which sheds light 
on the temptations that can entice 
consumers to commit fraud, and 
urges people to seriously consider 
the consequences of making false 
claims or fronting insurance policies. 
“False insurance claim fraud and 
fronting insurance policies are often 
seen as an easy way to make a bit of 
money without hurting anyone. Yet the 
idea that fraud is a victimless crime 
is completely false,” Haley stated.
Indeed, the consequences can be very 
serious – including non-payment of claims; 
cancellation of the insurance policy; 
individuals having to pay costs that arise 
from an accident; and a record with Cifas 
and the Insurance Fraud Register, making it 
more difficult to obtain insurance and other 

financial services. Not to mention that the 
case could also be reported to the police 
for investigation, potentially leading to a 
criminal conviction and a prison sentence.
Haley also adds that ‘committing fraud 
hurts everyone’: “Your neighbours, 

your friends, people in the area, and 
the UK as a whole. Insurers have to 
spend longer reviewing insurance 
claims and policy requests, premiums 
go up, and everyone loses out.”

New insurance 
law introduced 
in Kentucky
Matt Bevin, Governor of the US state of 
Kentucky, has signed into legislation a new 
law that, it is hoped, will boost the state’s 
position as a hub of innovation for insurtech.
Public officials worked with law firm Frost 
Brown Todd’s Insurance Industry Group 
to develop House Bill 386, which was first 
introduced in the House in February. It 
represents the state’s first fully comprehensive 
framework for an insurance regulatory 
sandbox, in which companies – whether or 
not they possess an insurance license – test 
new products, services and systems in a 
tailored regulatory ecosystem. It is hoped 
that the framework will find an equilibrium 
between the flexibility offered by private sector 
research and investment and the oversight 
that the public sector can provide. While 
the ‘traditional’ insurance industry will be 
welcomed, it is also hoped that venture capital 
figures and insurtech startups will be attracted 
and bring their new propositions to workshop.
“I’m working to send a clear message to 
the insurance industry that Kentucky is 
open for business,” said Bart Rowland, 
House Banking & Insurance Chairman, 
“and we’re focused on thinking outside the 
box. We’re working to transform our state 
and we want you to come here if you’re 
looking to invest in innovative insurance 
products, processes or technologies.”
Last year saw the state of Arizona sign into 
law a similar regulatory sandbox for fintech 
companies, inviting them to test new products 
and services with no need to obtain a license.

False insurance claims on the rise in UK

False insurance claim fraud and 
fronting insurance policies are often 
seen as an easy way to make a bit of 

money without hurting anyone
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DBRS, an independent international ratings 
agency, has published a commentary 
on the bancassurance channel in 
Spain, detailing its dominant position 
in the Spanish life insurance market 
and its predicted contribution to the 
growth in Spanish banks’ earnings.
DBRS noted that ‘a significant number 
of Spanish banks have created wholly-
owned insurance subsidiaries’ – such as 
Santander Seguros – or have established 
‘joint-venture agreements with traditional 
insurance companies’. Take SegurCaixa 
Adeslas, for example, owned 50/50 by 

Mutua Madrileña and CaixaBank. 
DBRS attributes these wholly owned 
subsidiaries and joint ventures as 
an ‘indication of the maturity of the 
bancassurance model in Spain’, as well as an 
illustration of the ‘tighter control’ of and more 
involvement in insurance operations, which 
local banking groups prefer. As a result, 
DBRS suggests that the bancassurance 
channel dominates the life insurance market, 
accounting for almost 70 per cent of total 
gross written premiums in Spain during 2016. 
DBRS expects that bancassurance will 
continue to contribute a significant proportion 

of Spanish banks’ earnings, noting that ‘the 
positive tax treatment of certain life insurance 
saving products versus traditional banking 
saving accounts as a growth catalyst for 
the bancassurance channel’. It also details 
the top 10 life insurers in Spain in 2018, 
based on gross written premiums, placing 
VidaCaixa, Bansabadell Vida and Santander 
Seguros first, second and third respectively.
The commentary goes on to detail how 
the global financial crisis impacted the 
structure of the bancassurance channel and 
highlights potential growth opportunities that 
the Spanish insurance market presents.

LPA makes 
assurances for 
Brexit
It’s time to talk about Brexit again, but 
in this instance there’s a little light at 
the end of the tunnel. French insurer La 
Parisienne Assurances (LPA), which 
provides travel, property and casualty 
and other insurance services, is looking 
to ensure it can continue providing 
underwriting services to the UK, even after 
the country leaves the European Union.
LPA noted that, due to its ‘high business 
stakes and development ambitions in the 
UK’ (it multiplied its turnover three-fold in 
the UK market in 2018), it has decided 
to register for the Temporary Permissions 
Regime and establish a UK third country 
branch. According to the Bank of England, 
the Temporary Permissions Regime will 
allow European Economic Area firms using a 
passport to operate for a limited period while 
they seek authorisation from the Prudential 
Regulation Authority if the passporting 
regime falls away when the UK leaves the EU.
“La Parisienne currently carries out its 
activities using the ‘passporting’ rights 
provided in the Solvency II Directive, on 
a freedom of services basis,” LPA noted 
in a statement. “Entering the Temporary 
Permissions Regime will allow LPA to 
continue its activities in the UK while the 
application for authorisation as a branch 
is processed by the UK regulators.”
Chief Enablement Officer Olivier Jaillon 
commented: “I am extremely satisfied with 
our rapidly growing business in the UK, 
thanks to our ability to design innovative 
insurance products in less than 10 
weeks that fully meet the end consumer’s 
expectations of a changing world.”

Bancassurance in Spain: DBRS comments
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Affinity specialist SPB UK, a subsidiary 
of SPB Group, has announced that 
it has acquired the insurtechs Loyal 
Insurance Services Ltd and Square 
Pound Ltd, for an undisclosed amount.
The insurtechs own the Insurance2go 
and Better Buy Insurance brands 
respectively, providing online insurance 
services, with a focus on cover for mobile 
phones and other gadgets. SPB Group 
hopes that the acquisitions will help it to 
expand and bolster its digital marketing 
profile; the deal will not impact SPB 
UK’s existing customers and clients, 
but it is hoped that there will be positive 

benefits, for example in terms of a 
broadening of service capabilities.
There are presently no plans to 
change the brands themselves.
Lorraine Higham, Managing Director of 
SPB UK, said that the company was ‘very 
pleased’ with the deal: “[The acquisition] 
significantly strengthens our position in 
the UK and contributes to the international 
growth strategy of SPB Group.”
SPB Group, which operates as a white-label 
broker in a number of countries – including 
Austria, China, Germany, Portugal, 
Switzerland and the US – was the UK’s first 
specialist mobile phone insurance provider.

An expert from Climate Change 
Risk Management has chastised 
insurance companies, claiming 
that they do not consult climate 
scientists often enough and so can’t 
comprehend the risk that extreme 
weather poses

Stephen Harrison is the Director of 
Consultancy at Climate Risk Management, 
and he argues that policymakers only speak 
to specialists in the event of a major incident, 
whereas if they were to speak to them on 
a regular basis they would have a ‘greater 
understanding of the issue’ and thus be able 
to ‘price risk much further ahead of time’.
“We’ve done a lot of work with this market, 
but insurers tend to consult us on an ad-hoc 
basis without really having a handle on 
climate change and the risks it poses to 
infrastructure. The problem is that insurers 
only price risk for the next year, or next 
couple of years, and climate change is a 
long-term issue, so they’re not really pricing 
risk for 2050 or 2080, they’re pricing risk 
for 2021 or 2022,” Harrison told Compelo.
Harrison’s words come after Munich Re 
announced that climate change could make 
insurance unaffordable for people living near 
areas at high risk of wildfires – a pertinent 
observation following the 2018 Californian 
wildfires. Ernst Rauch, Chief Climatologist at 
Munich Re, warned: “If the risk from wildfires, 

flooding, storms or hail is increasing, then the 
only sustainable option we have is to adjust 
our risk prices accordingly. Affordability is 
so critical because some people on low 
and average incomes in some regions will 
no longer be able to buy insurance.”
Harrison also noted that climate change 
means that the threat of flooding is on the 
rise: “There’s been an increase in flood 
magnitude and flood frequency in recent 
years and there’s lots of questions about 

whether we can really attribute large 
floods to climate change,” he said. “But 
what climate change can mean is that 
for a flood which might have occurred 
once every 100 years, something on the 
magnitude of that scale could take place 
every 50 years or every 20 years instead.”
India is possibly one of the countries at 
the highest risk of flooding, highlights 
Harrison, and this is due to a hydroelectric 
power plant that India has been working 

German reinsurance group Hannover 
Re has created an online platform that 
connects insurers to insurtechs, enabling 
them to pitch their solutions online. 
The open, free-of-charge platform, 
hr|equarium, offers easy access to 
product and distribution innovations, 
and is aimed at allowing insurers 
to remain ahead of the curve 
and meet consumer needs. 
But it is a two-way street, with insurtechs 
gaining access to established players and 
benefiting from their expert knowledge. 
“Open platforms are the best approach 
as both parties benefit in a transparent 
way,” stated Patrick Kosmuetzky, 
Senior Actuary at Hannover Re.
Hannover Re said that digital disruption, 
shifting demographics and evolving buyer 
preferences have created a challenging 
operating environment for insurers and 
the new platform should help bridge the 
gap between insurers and insurtechs. 

Insurtech is a growing phenomenon 
that is reshaping the insurance industry 
and innovations that can facilitate 
communication between insurtechs 
and insurers are ever more important. 

Lloyd’s of London has been forced 
to announce wide-ranging plans 
to deal with an epidemic of sexual 
harassment, as well as rampant 
alcohol and drug use

First, following a damning Bloomberg 
Businessweek article alleging that many 
working in the centuries-old London 
insurance market were guilty of all manner of 
sexual misdemeanours, from ‘inappropriate 
remarks’ to unwanted physical contact, 

Lloyd’s published an action plan to curb 
the level of drinking within market culture. 
Alcohol use was thought to be a major driving 
force of the climate of sexual harassment. 
However, Lloyd’s has since gone a step 
further, and will now actively restrict anybody 
thought to be under the influence of drugs 
or alcohol from entering Lloyd’s premises.
Back in 2017, the Corporation of Lloyd’s 
announced that employees were no longer 
allowed to consume alcohol during business 
hours. This, however, did not seem to 
make much of a dent in the problem, and 
following the Bloomberg article, further 
action seems to have been swiftly taken.
“We are serious about delivering on our 
commitment to change the culture for the 
better,” said a representative of Lloyd’s, 
“ensuring Lloyd’s is a safe and inclusive 

environment for all our members.”
The sexual harassment action plan 
includes the provision of a confidential, 
independent point of contact to which 
victims of inappropriate conduct can report; 
a market-wide survey to identify exactly how 
widespread the issue of sexual misconduct is; 
and the provision of preventative training, as 
well as robust support structures for victims.
While Lloyd’s – and the wider insurance 
industry – have certainly made strides 
in terms of gender parity in recent years, 
from the reduction of gender pay gaps 
to improved diversity efforts, stories like 
this show just how far there is still to go. 
Unfortunately, many men in fields such as 
insurance – though this is by no means 
limited to one industry – still subscribe to a 
‘Boy’s Club’ mentality, and attitudes need 
to change at a foundational level in order 
for real progress to be made. So long as 
women, or any other group, do not feel safe 
working within a particular field, that field 
cannot be said to be functioning properly. SPB UK acquires insurtechs

Platform unites insurers and insurtechsSex, drugs and 
insurance syndicates

Unfortunately, many 
men in fields such 
as insurance ... still 

subscribe to a ‘Boy’s 
Club’ mentality

Insurers need climate risk education 

Munich Re announced that climate 
change could make insurance 

unaffordable for people living near 
areas at high risk of wildfires

with the World Bank to build – which 
will be powered by water coming down 
from the Himalayan mountains.
“In the Himalayas, we know that climate 
change is producing the melting of glaciers, 
and those glaciers are leaving behind 
large lakes which are dammed by ridges 
of sediment,” Harrison explained. “These 
will fail eventually, and the lakes will drain 
catastrophically down very narrow valleys 
and produce huge damages to people 
within them. The damages will also be 
to these hydroelectric power schemes, 
which involve hundreds of millions of 
pounds worth of investment per site.”
With the heavy burden of climate change 
affecting the future of people the world 
over, the onus of creating effective policies 
with adequate coverage and affordable 
pricing is on the insurer. Maintaining 
affordability for those living in greater areas 
of risk is crucial, and by working with 
climate specialists, insurers can ensure 

that they are pricing risk appropriately and 
accessibly in the long term, whilst protecting 
the future of the insurance industry.
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Fintech Breakthrough, an independent 
organisation that has been officially 
recognising success on the part of 
products, companies and individuals 
in the fintech arena since 2016, has 
named its 2019 Fintech Breakthrough 
Awards winners. The awards include 
an insurtech category, in which US-
based online insurance marketplace 
Policygenius came in at number one.
Over 3,500 nominations were received 
for this year’s awards, from all over the 
world; these were nominated by an 
independent panel, with winners chosen 
based on various criteria, including levels of 
innovation and technological advancement.
Policygenius was founded in 2014 by 
Jennifer Fitzgerald and Francois de 

Lame, who analysed various ‘pain points’ 
cropping up in traditional insurance 
models and tried to develop a solution, 
‘an online experience that educates 
consumers on an intimidating topic and 
the technology that makes the process of 
comparing and buying insurance easy’, 
Fitzgerald explained. “We are honoured 
to be recognised as the best insurtech 
company and a leader in this space.”
Also honoured in this year’s awards 
were Root Insurance Co, which won 
Best Insurtech Solution, Ladder, which 
won the Insurtech Innovation Award, 
Marqeta (Best Fintech Startup), Twine 
(Best Overall Fintech Mobile App), Kasisto 
(Best Use of AI in Fintech), and Finastra 
(Best Use of Blockchain in Fintech).

UK-based multinational insurer Aviva 
has signed a new five-year capacity deal 
with up and coming UK insurtech Ripe 
Insurance; a ‘significant step’ in Ripe’s 
ongoing development. Going forward, Aviva 
will be the capacity provider for Ripe’s 
niche insurance products and services, 
which cater to the business, leisure and 
sports sectors, covering various activities 
including fishing, cycling and aerial drones.
Aviva has expressed an interest in forging 
partnerships with agile companies that are 
making use of technology to provide an 
adaptable, niche proposition. Paul Williams, 
Ripe’s Chief Executive, commented: “As 
an insurtech business, it’s vital that we 
have a partner who understands our 
fast-moving digital model and growth 
ambitions. Aviva recognises the future 
of insurtech and will not only help us 

accelerate our product pipeline, but 
potentially open new opportunities for 
distributing Ripe products through Aviva 
channels.” He said that Aviva’s choice to 
seek a long-term capacity arrangement 
was ‘a credit to the team here and to our 
consistent underwriting performance’.
Phil Bayles, Managing Director of 
Intermediaries at Aviva, said that the 
insurer was delighted with the partnership: 
“It’s important we look at different 
ways of working within our industry 
and insurtech companies such as Ripe 
bring a different way of thinking which 
compliments well with our approach.”
Earlier this year, Ripe celebrated 
growing its policyholder base to 
200,000 individuals. As of the end of 
2017, it had enjoyed 10 consecutive 
years of annual revenue growth.

Top insurtech companies namedFive-year deal for Aviva and Ripe
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As of 3 April 2019, Brunei, a 
country located on the island of 
Borneo in Southeast Asia, decreed 
that same-sex relationships 
would be punishable by death 
 – a move that indicates a serious 
deterioration of the security 
environment for LGBT travellers 
and residents

In light of this jarring development, 
worldwide healthcare and risk 
management solutions provider Healix 
International has off ered guidance 
for employers with LGBT employees 
travelling to and working in the country.
Brunei has long criminalised 
homosexuality, with custodial sentencing, 
but with the new law soon to be imposed, 
any individual found guilty under the 
prescribed list of off ences related to 
same-sex relationships will be subject 
to stoning or whipping to death, in a 
strict interpretation of Sharia law.
Brunei is a small, oil-rich nation, with oil 
and gas exports making up the majority 
of Brunei’s economy and as such, many 
foreign nationals who reside in the country 
do so due to working in these sectors. 
Healix notes that around 40 per cent of 
Brunei’s population consists of expats 
who have relocated to the country from 
Asia, Europe and North America, and 
Gavin Kelleher, Regional Security 
Co-ordinator (APAC) at Healix International, 
highlighted that with the introduction of 
this new law, there is now considerable 
onus on employers to ensure their LGBT 
employees are aware and protected.

Urgent advice to employers
Healix has urged employers to alert 
all employees that may be aff ected, 
explaining that ‘one of the most time-
critical actions is communication’. Healix 
notes: “The media is tightly controlled by 
the government and the country’s press 
is assessed by Freedom House as ‘Not 
Free’.” As such, many people currently 
working in Brunei may not be aware that 

the law has changed. Healix adds that 
communication should be directed at 
all employees currently working in and 
travelling to Brunei in the future: “LGBT 
employees should not be singled out 
for this alert, especially as it is likely that 
many LGBT employees will not have 
communicated their sexuality to their 
organisation’s security manager.”
It is crucial that organisations ensure that 
their travel risk policies are up to date 
to account for this new law. Healix sates: 
“Importantly, it should be measured, taking 
into account the safety of employees, as 
well as the risk tolerance of the employer 
organisation. For some businesses, 
this may mean that LGBT employees 
are advised against travelling to Brunei 
altogether, whereas others could choose 
to discount Brunei as a destination for 
LGBT employees who are participating 
in long-term relationships only.”
Healix also suggests that for LGBT 
travellers who commit to keeping a low 
profi le in the country, the risks will remain 
low. However, it advises that those who 
have previously worked in Brunei and may 
have disclosed that they have a same-sex 
partner to local nationals will be at a much 
greater risk if they return. “A company’s 
travel risk policy considers that individual 

risk assessments may need to be made on 
a case-by-case basis,” recommends Healix.
Healix also advises that contingency 
plans are put into place. It notes 
that organisations need to identify the 
designated points of contact that travellers 
or employees in country should be alerting 
in the instance that an arrest has been 

Brunei institutes death penalty for same-sex relationships

Brunei is a small, oil-rich nation, with oil 
and gas exports making up the majority 

of Brunei’s economy and as such, 
many foreign nationals who reside in 
the country do so due to working in 

these sectors

made, or intelligence has been received 
to suggest that an employee is at risk of 
arrest. This step is integral in ensuring 
that an employee can receive legal 
assistance from a person or agency that 
is suitably qualifi ed to counsel them in 
Brunei, as well as ensuring that consular 
support needs can be co-ordinated by 
the employer’s security manager and 
communication with families in their 
country of origin can be managed. 
What’s more, media considerations are 
important: “Organisations should have 
established who will be responsible for 
communicating with the media and ensure 
that all employees are aware that any 
comments they make which confi rm a 
colleague’s LGBT sexuality could be used 
by the Brunei government to demonstrate 
the guilt of the accused,” warns Healix. 
In addition, Healix suggests that 
organisations deliver training on 
LGBT-specifi c security risks to ensure 
that LGBT travellers and employees fully 
comprehend the risks and also have 
direction on how these risks can be 

eff ectively mitigated – and even how they 
can’t in some security environments. 
Healix International has developed a 
comprehensive LGBT Security Awareness 
e-learning course which is also informative 
for non-LGBT travellers, so ‘they can 
educate themselves on how they can 
help to keep their colleagues safe’.
Lastly, Healix suggests that organisations 
should anticipate the possible 
enactment of sanctions on Brunei. 
“As has been demonstrated when 
other countries have introduced capital 
punishment for same-sex relations, the 
response from the international community 
can often involve condemnation and trade 
sanctions.” The company speculated 
that the likelihood of a country enacting 
sanctions against Brunei ‘will depend 
on the precedent for similar actions 
being taken by the country previously, 
as well as their current social agenda 
and economic relationship with Brunei’. 
Healix concluded: “Organisations with 
large workforces in Brunei should also 
be considering the possible implications 
of international sanctions and making 
preparations to minimise the impact 
of these if they are enacted.”

STA Travel drops Brunei airline
STA Travel has announced that 
it has dropped Brunei’s national 
fl ag carrier airline following the 
introduction of the brutal new law. 
The global travel company said that 
it will no longer be working with 
Royal Brunei Airlines, and has made 
the decision throughout its global 
operations to stop selling Royal Brunei 
Airline fl ights. In addition, it said that it 
is off ering refunds to customers who 
previously purchased fl ights with the 
airline and no longer wish to use them.
In a statement, STA Travel said: “We’re 
proud of our open and diverse culture and 
we expect our partners to demonstrate the 
same. We do not support in any way the 
laws being introduced in Brunei (including 
on Brunei-registered aircraft and vessels).”
It said that it had taken this measure 
to contribute to the calls on Brunei to 
reverse the change in law and in support 
of LGBTQ+ people everywhere.
Growing numbers of companies are 
cutting ties with the country, while many 
Brunei-owned hotels have been boycotted.
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Iceland-based budget airline Wow 
recently announced that it had entirely 
ceased operations, leaving many 
passengers stranded overseas. All 
of its flight were cancelled, and the 
airline advised holidaymakers who 
had booked Wow flights to investigate 
the availability of other airlines.
Wow was reportedly in fairly major debt 
– with some estimates suggesting that 
it owes around £150 million – and had 
spent the last few months seeking a 
backer; ongoing talks with rival airline 
Icelandair ended without resolution a few 
days before the announcement that Wow 
would be ceasing operations. A number 
of flights had already been postponed 
before the official announcement, while 
the airline attempted to raise equity 
through a number of investors.
“Some airlines may offer flights at 
a reduced rate, so-called rescue 
fares, in light of the circumstances,” 
said a statement on Wow’s website. 
“Information on those airlines will be 
published when it becomes available.” 
The statement also advised passengers 
of their rights and suggested who they 
should contact to obtain refunds or 
make alternative travel arrangements.
A quick glance at social media at the 
time suggested that the reaction from 

the public was not entirely sympathetic 
– travellers and their families tweeted 
angrily, demanding that the airline help 
stranded passengers to get home.
Wow, which was founded by an Icelandic 
entrepreneur, first flew in 2012, and by 
2018 was carrying 3.5 million passengers 
per year. Its failure is another in a 
pattern of misfortunes to befall various 
airlines in recent months – surprising, 
perhaps, as air travel is more popular 
than it has ever been. Germania filed for 
bankruptcy earlier this year, while Flybe 
and Primea Air also suffered similar fates.

Tourism in 
Tanzania on 
the rise

Home to some of the most iconic 
landscapes in the world, including 
pristine white sand beaches 
and the much-revered Mount 
Kilimanjaro, Tanzania has long 
welcomed foreign arrivals

Indeed, Tanzania is the only country 
that has allocated more than 25 per 
cent of its total area for wildlife national 
parks and protected areas – making it 
an ideal destination for safari trips.
As such, Tanzania’s Government has 
recently announced that earnings 
from tourism in the country increased 
by 7.13 per cent in 2018 – reaching 
US$2.43 billion. The increase followed 
seven-per-cent growth in 2017, 
compared to 2016 – highlighting that 
the country is seeing a continuing 
year-on-year rise in tourism trade.
Prime Minister Kassim Majaliwa said that, 
compared to tourist arrivals in 2017, which 
totalled 1.33 million, the numbers increased 
to 1.49 million in 2018. President John 
Magufuli’s Government announced that it 
plans to increase this number to two million 
visitors a year by 2020, and according 
to the World Travel and Tourism Council 
(WTTC), tourism accounted for 14 per 
cent of Tanzania’s GDP in 2014, which the 
WTTC predicted to increase by 6.6 per 
cent annually in the 10 years following.
In addition, The United Republic of 
Tanzania has released a report titled 
National Five Year Development Plan 
2016/17 – 2020/21, which explains that 
the tourism sector share of the country’s 
GDP should be 18.3 per cent by 2020, 
with a 6.2-per-cent real growth rate.

While travel continues to increase in 
popularity – with some estimates putting 
global annual tourism spend at US$1.5 
trillion – few would consider airports a 
particularly enjoyable part of the overall 
experience. Onerous security measures are 
just one element that can sap the fun from a 
trip, before one has even boarded the plane.
However, technology could potentially 
have the answer, with airports around the 
world reportedly falling over themselves 
to invest in smart inventions such as 
artificial intelligence and biometrics, 
a trend that could hopefully make the 
experience of air travel a good deal less 
stressful for consumers. A new forecast 
from Acuity Market Intelligence suggests 
that the number of biometric touchpoints 
– such as AI-powered facial recognition 
– throughout airports, from check-in 
to boarding gates, could increase at a 
compound annual growth rate of 27 
per cent between this year and 2022. 
“Smarter, seamless travel is no longer 
a vision for the future,” said Maxine 
Most, Principal and Founder of Acuity. 
“It is happening now, all over the world. 
In the past month alone, reports from 
Asia indicate massive uptake. As 
airport AI-enhanced biometrics become 
mainstream, so too will consumer comfort 
and preference for the convenience 
of the experience. This will change 
passenger expectations and drive 
demand for similar solutions within 
airports and across the entire travel 
sector, from cruise ships and car rentals 
to train stations and ferry terminals.”
A number of airports have recently 
announced the adoption of these 
technologies. Narita Airport (also known 
as Tokyo Narita Airport) has talked of its 
plans to be the first airport in the world to 
allow all passengers to board flights using 

facial biometrics alone, with no need to 
stop for identification; these biometrics 
will also be used for check-in, bag drop 
and so on. AirAsia, meanwhile, is piloting 
facial recognition for passengers boarding 
flights at Senai Airport in Johor, while Hong 
Kong Airport plans to launch an identity 
system based on facial recognition and 
utilising a single token by early 2020.
Airports in Miami, Orlando and Atlanta 
in the US are also using variations on 
facial recognition technology, while 
Bristol and Dublin Airports in the UK are 
currently trialling the SelfPass biometric 
solution from Collins Aerospace, said 

to be the first solution of its kind that 
enables a single enrolment that can 
be used across multiple countries.
While the widespread adoption of facial 
recognition technology has rightly had 
some privacy advocates worried – there 
are undoubtedly numerous ways in which 
these advancements could be used to 
unscrupulous ends – it seems inevitable 
that airports will continue to make use of 
them. And if they make passengers’ lives 
easier, as with any such controversial 
technology, it could well be that the need 
for convenience ends up steamrollering 
any concerns over individual liberty.

Police in northeast Spain have 
arrested a gang of six men that 
specialised in robbing foreign 
tourists who had driven into the 
country by car. David Ing reports

The same group has been linked with 
potentially carrying out hundreds of similar 
crimes in Spain and other European 
countries in which the same tactic was used. 
Their modus operandi is to first puncture 
vehicle tyres while the owner is parked up 
or visiting a service area. Then, when the 
owner drives off, the gang follows, in some 
cases advising the driver of the tyre problem. 
On stopping to check, the gang 
takes advantage of the confusion 
to rob cash and belongings.
The gang bust was announced by the 
Catalonia regional police force, the Mossos 
d’Esquadra, on 27 March. Several of 
those arrested were said to have criminal 
records that showed they had been 
operating in various countries since 2012.
A spokesman said that the six detained were 
Serbs and Kosovans, aged between 35 and 
50, who had been arrested two days earlier 
in an early morning swoop in Reus and 
two nearby towns in Tarragona province.
As part of the evidence they have 
accumulated, the police released a CCTV 

video showing how a typical robbery 
was prepared at a services area on the 
main coastal highway, the AP-7. The 
Mossos said they had been tracking 
the gang for five months, building up a 
picture of their assaults through a series 
of identifications and questionings.
Most of the victims had been using 
high-speed roads when their cars came 
to a halt with a flat tyre. In each case 
members of the gang followed them, then 
stopped to supposedly offer their help.
Those arrested face an initial list of 48 
charges, including two of robbery that 
involved violence or intimidation. They have 
already been implicated in more than 30 
separate thefts from cars, but the Mossos 
said the number of cases attributed to 
them could eventually run as high as 400. 
They also said more arrests could follow.

Airports embrace biometrics

Police in Spain bust tourist car robbers Another airline grounded
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New Zealand is introducing a new 
Electronic Travel Authority (ETA) that 
will come into effect in October and will 
mean that travellers from 60 countries 
that are included in the county’s visa 
waiver scheme will be required to apply.
The government website, Immigration 
New Zealand, states: “[This] is a new 
security and facilitation measure that will 
help to speed things up at the border.” The 
measure will enhance security and reduce 
immigration risks, address smuggling and 
biosecurity risks, and overall improve the 
traveller experience. It will also support 
New Zealand’s international relationships 
and agreements and adapt to the changing 
needs and requirements of the government, 
stakeholders and travellers over time.
Most short-term visitors arriving by air or 
sea do not currently need to apply for a visa 
– though this easy and efficient travelling 
supports the New Zealand tourism industry, 
it means that officials only know about the 
incoming travellers once they are en route 
to the country. The result of this is that New 

Zealand is unable to screen these visitors 
for border and immigration risks in advance, 
which slows down the entrance process. 
With the number of visitors steadily 
increasing, this new technology aims to 
make entering New Zealand smoother 
and faster. Immigration New Zealand 
adds: “The Electronic Travel Authority aims 
to deal with these issues and is part of 
wider government efforts to make border 
crossing as seamless as possible.”
Before coming to New Zealand, travellers 
required to hold an ETA will fill out a simple 
form and pay their fee online. The fee is 
expected to cost between NZ$9 and $12.50 
per person. The Government will announce 
the final fee in the first half of 2019.
Immigration New Zealand notes that 
Australian citizens will be exempt, but 
Australian permanent residents will 
need to hold an ETA; and that New 
Zealand citizens and holders of valid New 
Zealand visas (both resident visas and 
temporary visas) will continue to be able 
to enter New Zealand without an ETA.

The Travel Foundation, Cornell 
University’s Centre for Sustainable Global 
Enterprise and EplerWood International have 
collaboratively published a report detailing 
the hidden costs of tourism and urges 
destinations to account for these ‘invisible 
burdens’ in order to protect landmarks, 
ecosystems and community life.
The report, Destinations at Risk: The Invisible 
Burden of Tourism, draws upon academic 
literature, case studies, expert interviews 
and media reports to uncover the root 
causes of ‘overtourism’, as well as offering 
logistical analysis on why it is occurring. 
“The Earth’s greatest treasures are cracking 
under the weight of the soaring tourism 
economy,” explained Megan Epler Wood, 
the principal report author. “New data-driven 
systems to identify the cost of managing 
tourism’s most valued assets are required 
to stem a growing crisis in global tourism 
management. With the right leadership, 
finance and analysis in place, a whole new 
generation of tourism professionals can 
move forward and erase the invisible burden, 
while benefiting millions around the globe.”
The report identifies the most vulnerable 
destinations as those with a high risk of 
climate change impacts, a high economic 
dependence on tourism (as is the case in 
the Caribbean), a fast-growing middle-class 
(which drives tourism growth at unsustainable 
levels, as is happening in Southern and 
Southeast Asia) and those with a local 
government ill-equipped to manage tourism 
growth in terms of budget and capital.
Salli Felton, CEO of the Travel Foundation, 
commented: “The invisible burden goes 
a long way to explain why we are now 

witnessing destinations failing to cope 
with tourism growth, despite the economic 
benefits it brings. It’s not enough to call on 
governments and municipalities to manage 
tourism better, if they don’t have access to the 
right skills and resources to do so. Destination 
managers need support to develop new skills 
and new ways of working that will enable 
them to move beyond tourism marketing.”
The emergence of the report comes as no 

surprise: with the closure of Maya Bay on Ko 
Phi Leh island – which sustained excessive 
environmental damage in recent years, after 
the release of film The Beach saw 5,000 
tourists and 200 boats a day flocking to 
the beach – and increased restrictions to 
tourist access at Machu Picchu in Peru, 
it’s clear that ‘overtourism’ is a problem for 
destinations the world over. Acknowledging 
and accounting for these risks will ensure 
that ecosystems, cultural wonders and the 
lives of local communities are protected and 
enhanced through sustainable tourism.

With over 20 years’ experience in bringing together industry 
leaders all over the world for debate and networking, the 
International Travel & Health Insurance Conference has just 
launched its first event dedicated to the Middle East and North 
Africa region.

Taking place in Dubai in April 2020, ITIC MENA will see expert 
speakers share their knowledge and local experience, offering 
valuable insights into business development opportunities for 
local and international firms seeking to extend their reach in this 
unique region of the market. 

With consumer awareness and the demand for products rising 
in the MENA region, travel and health insurance providers 
have to make sure they are prepared for the challenges 

ahead. These hurdles include product development, cost 
containment, regulation, legislation, cross-border care initiatives 
and providing assistance services to an increasing number of 
international visitors. 

On the ITIC MENA agenda are panel and speaker sessions 
that tackle all of these issues and more, including a keynote 
address from Michael Bitzer, CEO of Daman National Health 
Insurance Company, about healthcare in the region; a panel 
session on training and awareness around cultural differences 
with Irina Braun from U Coaching and Berna Atac Ökten of 
Marm Assistance; and a discussion on duty of care issues with a 
representative from International SOS and Christian Deloughery 
of Afro Asian Assistance.

ITIC means education, networking and professional 
development, and the organising team is delighted to honour the 
requests of its regular global attendees by bringing its expertise 
in travel and health insurance events to the dynamic MENA 
marketplace. 

Why you should attend:
• Connect with leaders from payers and providers from around 
the world.
• Gain invaluable perspectives from local experts on healthcare 
systems in the region.
• Understand how to prepare your company to best serve the 
MENA marketplace.
• Learn from the best in the industry and join the debates 
taking place.
• Create new partnerships and strengthen existing 
business relationships.

Who you will meet:
ITIC connects senior leaders from all sectors of the global travel 
and health insurance industry, including C-Level Executives, 
VPs, Directors and Heads of insurance, broking, assistance, 
claims, medical departments, air ambulance operators, business 
development, sales, marketing and more.

Companies represented at ITIC include:
* Insurers * Underwriters * Brokers * Assistance Companies 
* TPAs * Claims Handlers * Medical Providers * Medical 
Transport Companies, including Air Ambulance, Medical 
Escorts, and Ground Transport * Funeral Directors * Legal 
Experts * Technology/Software Developers * Fraud Detection

20-21 April 2020      The Oberoi, Dubai

ITIC ADDS MENA TO 
ITS 2020 PROGRAMME

REGISTRATION TO ITIC MENA IS OPEN NOW
For more information and to register, visit itic.co

OFFICIAL MEDIA PARTNER

OFFICIAL MEDIA PARTNEROFFICIAL MEDIA PARTNER

OFFICIAL MEDIA PARTNER

Sponsored by

New 2019 NZ entry requirementsReport reveals risks of ‘overtourism’  

New data-driven systems to identify the 
cost of managing tourism’s most valued 
assets are required to stem a growing 
crisis in global tourism management
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A recent study from Get Going 
Travel Insurance offers a wide-
ranging look at global tourism, 
posing and answering a number of 
interesting questions

According to the study, global annual 
expenditure on tourism is approximately 
US$1.5 trillion, driven by increasingly cheap air 
travel and the eager inhabitants of emerging 
economies seeking adventure. China was 
found to be the top travelling nation, with an 
estimated tourism spend of nearly one-
quarter of a trillion dollars, bigger than the US 
(second in the list) and Germany combined. 
The US, meanwhile, has reportedly increased 
its annual expenditure on tourism by nine 
per cent, reaching $135 billion (not an 
insignificant figure, considering that less than 
50 per cent of US citizens own a passport).
Germany was the third biggest spender, 
having spent just under $90 billion in 
2018, followed closely by the UK, whose 
tourism spend rose to $71 billion.
The study then looked into where citizens 
of major outbound source markets like to 
travel. US travellers seem to favour their 
immediate neighbours Mexico (with around 
35.1 million Americans travelling there every 
year) and Canada (14.3 million), although the 
UK and France were popular destinations 
too, with a combined five million heading 
to these countries annually. UK citizens, 
meanwhile, favour Spain (15.9 million 
annual visitors) and France (8.86 million). 
Interestingly, Get Going’s study found that the 

size of a country is not necessarily a good 
indicator of how many tourists it attracts. 
Andorra, for example, is a land-locked 
principality between France and Spain that 
nevertheless enjoyed three million tourist 
arrivals in 2018 – a tourist to resident ratio of 
1:39. Macao, south of China, was another 
unlikely star, attracting 17 million people 
last year, despite having a population of 
only 630,000. The North Mariana Islands, 
Turks and Caicos and the British Virgin 
Islands were also found to be punching well 
above their weight, with tourist to resident 
ratios of 1:12, 1:12 and 1:11 respectively.
“Travel around the world seems easier than 
it ever has been,” said Josh Hancock, a 
spokesperson for Get Going, “and more and 
more nations seem to be holidaying further 
afield than in years gone by. The research 
is a good way to look at where money is 
being spent and who is benefiting from it.” 
So, let’s not stop getting going!

English-speaking tourists who need 
to report crimes or other problems 
to police in one of Europe’s leading 
holiday destinations are being 
offered free translation help during 
the peak holiday season. David Ing 
has the details

The assistance in explaining and form-
filling will come from language students 
enrolled at the Universitat de les Illes 
Baleares (UIB) as part of an extended 
collaboration agreement between the 
university, the regional government of 
the Balearic Islands, and Spain’s two 
main police forces, which both come 
under the national Interior Ministry.
The national government delegate for 
the Baleares region, Rosario Sánchez, 
said at a presentation on 1 April that 
some 25 students will be taking part in a 
significantly expanded scheme this year.
Their work on behalf of tourists will 
count towards their practical studies 
at the university and will not involve 
any payments, she added.
While the scheme has been hailed 
as a ‘pioneer’ in Spain, an Interior 
Ministry spokesman in Madrid was 
unable to say whether there are 
plans to extend it to other parts of 
the country, as each autonomous 
region operates independently.
In the Balearics, the police forces 

involved are those dealing directly 
with foreigners, the Policia Nacional 
and the paramilitary Guardia Civil.
A UIB spokeswoman confirmed that 
the number of students taking part 
in the scheme has grown from just 
10 in 2017 to 25 in 2019, and she 
explained that the students will be 
helping out at seven police stations on 
the island of Mallorca this summer.
The Rector of the UIB, Llorenç Huguet, 
explained that the students will offer 
assistance in presenting official reports to 
the police, as well as providing information 
on tracking cases via the internet.
“The agreement has a double goal,” 
he went on to say. “On one hand it 
improves the attention given to tourists 
who are victims of crimes, and on 
the other it improves the training for 
students at the UIB, enabling them 
to put their learning into practice and 
preparing them for the labour market.”

It turns out that humans aren’t the only 
species that frequent the commercial airline 
industry. Having witnessed a 104-per-cent 
increase in pets taking to the skies over the 
past two years (on board airplanes), VistaJet 
has announced the launch of VistaPet, 
a comprehensive programme designed 
to ensure that all guests feel welcome.
VistaJet’s customer service team will 
advise passengers on the regulations 
that apply to their flights and destinations 
when traveling with pets, including details 
for vaccinations, microchips, certificates 
and permits. In partnership with The Dog 
House, VistaJet can also arrange fear of 
flying courses for dogs. The four-week 
course desensitises pets to the flight 
environment, including the smell of fuel, the 
sounds of jet engines, cabin air pressure 
and the movements of air turbulence, 
which, in turn, will ensure safe and stress-
free flights for pets and their owners.
On board every flight, passengers will 
receive a VistaPet Pochette – a travel 
bag containing bio-organic pet food from 

Rockster, to provide pets with high-quality 
nutrients; Random Rewards treats, a unique 
mixture of dog training treats created by 
Michelin-starred chef Michel Roux; Kibble 
Pet’s Travel Care Kit, which includes water-
free shampoos and soothing wipes for salon 
quality fur care; and Rope toys by Furzu, to 
keep dogs entertained during the flight.
Furthermore, following advice from 
clinical veterinarian Dr Bruce Fogle, 
VistaJet has developed a balanced 
menu to keep members’ pets hydrated 
and healthy. VistaJet also notes that 
cabin hostesses can offer natural flower 
essences to mix with pets’ drinking water, 
to aid relaxation during the flight.
And it doesn’t end there: while flying 
regulations require that animals are 
kept on leash or in a travel cage for 
take-off and landing, VistaJet is also 
promoting a handmade Labbven sleep 
mat for pets to relax in by their owner’s 
side. A full cabin reclean is included 
as standard after every pet flight.
Well, we would hope so …

This November, Cuba’s capital 
city Havana will celebrate its 500th 
birthday – and considering the 
recent decline in inbound travellers 
that Cuba has experienced in recent 
years, Allianz Global Assistance 
believes that this will present the 
perfect opportunity to boost the 
country’s travel trade

Allianz’s recent annual survey has revealed 
that, despite the 5.1 million global visitors 
that Cuba expects to receive as a result of 
the celebrations, the country has seen a 
33-per-cent decrease in overnight visitors from 
the US between 2017 and 2018, and that 
number continues to decline: 75.5 per cent 
are not interested in travelling to Cuba in 2019, 
74.7 per cent were not interested in 2018.
However, what these figures highlight 
is that 14.6 per cent of Americans – or 
about 48 million travellers – are still likely 
to travel to Cuba. Allianz has confirmed 
that, 6.8 per cent of those who were 
aware of Havana’s anniversary said that it 
positively impacts their interest in visiting 
the destination, while two percent say it 
negatively impacts their interest in visiting. 
So, why has this increasing apathy for visiting 
Cuba come about? Allianz notes that ‘travel to 
Cuba can be confusing’, especially in light of 
US travel restrictions. According to the survey, 
a majority (63.3 per cent) of Americans do not 
understand current travel restrictions to the 
island nation, which is likely preventing many 
from being interested in or planning a trip.
Daniel Durazo, Director of Communications 
at Allianz Global Assistance US, said: “With 
Havana making significant infrastructure 
improvements, including major hotel 

renovations, and planning cultural activities 
to celebrate the city’s 500th anniversary, it’s 
a great opportunity for Americans to visit.”
The study also highlighted that, of those 
likely to plan a trip to Cuba, 18.1 per cent 
of US travellers would most likely travel by 
plane and 6.9 per cent via cruise ship.
Durazo added: “Our survey indicates that 

Cuba scores highly for its resorts and beaches, 
as well as its cultural attractions, with 34 
per cent of Americans listing one of these 
as the top reason for their interest in visiting 
the island. When travelling internationally, 
the right travel protection policy may provide 
peace of mind in case of unexpected 
travel disruptions or health issues.”

Extensive tourism study from Get Going Students help tourists to 
report crimes

Jets… for pets! Cuban apathy

With Havana making significant 
infrastructure improvements, including 
major hotel renovations, and planning 

cultural activities to celebrate the 
city’s 500th anniversary, it’s a great 
opportunity for Americans to visit
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Make booking flights easy
We are the leading medical repatriation specialist, a 24/7 medical travel 

agency uniquely skilled to route your passengers home.

www.voyageur24.com                                   
+44 (0)117 9210401                                
repats@voyageur.co.uk

http://www.voyageur24.com
mailto:repats@voyageur.co.uk


26

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

HEALTH MATTERS

In its latest travellers’ health 
update, the US Centers for 
Disease Control and Prevention 
(CDC) has warned that travellers 
to parts of the Caribbean, Central 
and South America Western 
Pacific Islands, Australia, 
Southeast Asia and Africa are at 
risk of contracting dengue

The disease is viral and is spread 
through mosquito bites. Symptoms 
include fever, headache, nausea, 
muscle and joint pain and minor 
bleeding. In severe cases, haemorrhage, 
organ failure and death can occur. 
As there is currently no vaccine available, 
prevention methods such as covering 
up and using insect repellant are key. 
Therefore, the CDC’s recommendation 
for healthcare practitioners is to advise 
patients travelling to destinations 
where there is a high risk of 
dengue to take measures to protect 
themselves from mosquito bites. 
In Brazil, Rio de Janeiro health officials are 
on alert, with dengue cases having risen 
by almost half this year compared with 
the same period in 2018, and a campaign 
has been launched to reduce the 
infestation of mosquito-borne diseases. 
“We need action uniting the population 
and governments working together, 
working in the mosquito presence 
foci, which is the only effective way to 
prevent these diseases,” said Rafael 
Pinheiro, Co-ordinator in Environmental 
Health Surveillance of the Municipal 
Health Secretariat of Rio. There have 
been more than 1,000 reported 

cases, many of which have been in 
Santa Cruz and Campo Grande.
In Araraquara, São Paulo, 50 new dengue 
cases are being recorded each day and 18 
cities in the north west have been warned 
that epidemics may be imminent, while in 
the Dominican Republic, rates of dengue 
fever and malaria have risen substantially.

In Niger, the National Agency for Food 
and Drug Administration and Control 
(NAFDAC) has warned that there are 
fake meningitis vaccines circulating.
The fake vaccines were discovered 
during routine inspections of the 
pharmacies in Niamey, which is the 
capital and largest city of Niger. 
The alert concerns fake MencevaxTM 
ACW and MencevaxTM ACWY vaccines. 
The authentic forms of these vaccines are 
used to control meningitis outbreaks.
NAFDAC has warned healthcare providers 
and the public to be vigilant and to contact 

the nearest NAFDAC office with any 
information on the fake vaccines. It said 
that it has strengthened surveillance at 
all ports of entry to prevent distribution 
and sales of the fake vaccines.

The US CDC has modified its advisory 
against travelling to India due to Zika 
from ‘ongoing outbreak’ to ‘current 
or past transmission but no current 
outbreak’, indicating that it is now safe 
for travellers to visit the country without 
risk of contracting the disease. 
Back in January, the Indian Government 
asked the US to withdraw its advisory 
against travel to India, stating that the 
Zika outbreak had subsided. At the time, 
Director General of the Indian Council 
of Medical Research (ICMR) Dr Balram 
Bhargava said: “I wish to bring to your 
attention that Zika virus outbreak in 
both Rajasthan and Madhya Pradesh 

have now subsided completely. There 
are no reports of fresh cases and vector 
indices are also well within acceptable 
limits. I urge you to take up the matter 
with the concerned authorities at CDC 
and withdraw/modify the travel advisory.” 
He provided data on human and vector 
surveillance for zika virus disease in India.
In an official statement, the ICMR stated: 
“The communication was successful 
in ensuring modification of the travel 
advisory on 27 March 2019.” It is still 
advisable for travellers to India to take 
precautions to avoid disease transmission, 
such as avoiding mosquito bites by 
using repellent and covering up. 

A US-based hospital has warned that 200 
people may have been exposed to the 
measles virus after a seven-year-old girl with 
the illness visited its emergency department.
In a statement, Dean A. Blumberg, Chief 
of Paediatric Infectious Diseases, said that 
the patient was treated at UC Davis Medical 
Centre in California on 17 March, and that 
the hospital ‘took appropriate measures 
in the areas the patient had visited’.
As a precautionary measure, the hospital 
sent out letters to patients and other 
hospital visitors. “In an abundance 
of caution, we’ve notified the 200 or 
so patients who we know may have 
been in the vicinity,” Blumberg said.
The measles patient was an unvaccinated 
child who became infected after returning 
from international travel, said the 
Calaveras Health and Human Services 
Agency, Public Health Division.

It can be difficult to contain measles, due 
to the fact that people can have it for days 
without being aware, during which time 
they can come into contact with others 
and potentially spread the infection. 
“Most cases of measles occur eight to 
12 days after exposure, but it can occur 
up to three weeks after exposure,” said 
Blumberg. “Even vaccinated individuals 
can get measles because the vaccine is not 
100-per-cent perfect. We need a very high 
vaccination rate because when measles 
is introduced to communities that have 
parents who don’t immunise their children, 
these clusters of cases can occur.”
This reiterates the importance of 
vaccination to protect those around us, 
particularly the vulnerable members 
of society. Hesitance and obstinate 
behaviour have led directly to an increase 
in measles cases; vaccination is key. 

Dengue prevention!

We need action uniting the population 
and governments working together, 
working in the mosquito presence 

foci, which is the only effective way to 
prevent these diseases

Measles exposure at US hospital

India’s Zika status modi�edFake meningitis vaccines warning 

Metabiota, which provides risk analytics 
to assist organisations and companies 
in building resilience to epidemics and 
protecting global health, has launched a 
new tracker that can monitor infectious 
disease threats on a global scale.
The Metabiota Epidemic Tracker is a new 
platform where events that could impact 
people, industries and nations can be 
viewed, analysed and understood. It is 
optimised for a range of users, including 
corporate risk managers keen to protect 
their workforces, travellers and people 
interested in the global health landscape.
The Tracker is intended to fill a gap in the 
market, as Bill Rossi, CEO of Metabiota, 
highlights: “Until now, there has not been 

an effective way for organisations to plan 
for � and mobilise against � emerging 
health threats,” he said. “As we saw from 
the impact of the Zika virus, where travel 
alerts correlated to significant financial 
losses for the hospitality industry, infectious 
disease events can cause a ripple effect 
of health and economic hardships. This 
tracker aligns with Metabiota’s mission to 
make the world more resilient to human 
and economic health threats by providing 
an open, focused and balanced view into 
emerging and ongoing outbreaks.”
A key focus of the Tracker is to help 
corporations, such as those in the 
hospitality and tourism industries, 
that are at risk of epidemics.

New infectious disease tracker
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to the nearest suitable medical center for their needs, while insurers 
or assistance providers can rest assured that by using in-network 
medical providers, direct billing and cost containment measures 
will be in place, while diverting visits away from costly ERs unless 
absolutely necessary.

What else?
No program is perfect, and this is true of StandbyMD. We found 
two limitations to Global Excel’s directional care platform:
1. It is only offered in four languages at the moment – English, 
French, German and Spanish;
2. It’s only going to be as good as the medical provider 
database loaded into it.
When approached about these limitations, Global Excel 
specified that StandbyMD is designed for the rapid integration 
of any number of languages, as long as qualified specialists 
exist to support them. The company further indicated that 
their provider database is currently made up of over 1.5 million 
vetted providers, and growing daily.
Overall, this AI-powered tool is efficient and intuitive: 
comprehensive caller data is collected in just four screens, with 
minimal data input and time on page.

What lies ahead?
For a more streamlined approach the call center element could 
be circumvented entirely: insurers or assistance providers may 
want to use the StandbyMD API to develop an application 
allowing patients to answer questions themselves. The Global 
Excel mobile app will actually include the StandbyMD element in 
the coming months. 
StandbyMD prides itself on giving accurate and convenient 
advice in non-emergency medical cases, and that seems 
extremely justified from our experience in using this smart and 
easily accessible web-based tool. 
One thing is clear: StandbyMD is a new category of product. 
We’re excited to see where AI will be taking the insurance industry 
in the coming years and how it will be used in directional care 
to further enhance the customer experience. In a future where 
mobility, agility and flexibility are key, we look forward to following 
the progression of StandbyMD and the Global Excel team.

What did we test?
ITIJ was given a demonstration of the tool and provided with a 
temporary client log-in to experience the input of hypothetical 
user data and to test-drive the product as a call handler.
We found the tool itself to be very user-friendly; in fact, it has 
been designed for use by call center staff who – like us – are 
not medical professionals. Two check-boxes are first filled in 
to confirm that the situation is not a medical emergency and 
to accept a disclaimer that the information provided is not a 
medical diagnosis. StandbyMD then prompts the user to enter a 
handful of simple data elements before providing timely options 
for medical care. 

By simply entering the member’s date of birth and location – 
using the integrated Google Maps page – and filling in check-
boxes to confirm their gender and pregnancy status, the user can 
then collect details on the caller’s symptoms. Once the first few 
letters of a symptom are entered, a comprehensive drop-down 
list provides a number of options to choose from. If StandbyMD 
has misunderstood, users can simply re-word entries until the 
tool recognizes the correct symptom.
Once the caller’s main symptoms have been listed, users are 
asked to select the one symptom that is most problematic. The 
next step is to answer a few check-box questions about the main 
symptom’s severity, description and duration. Similar, optional 
questions are asked about the secondary symptoms.
The algorithm uses this information to quickly suggest the best 
course of action. Based on the severity of the caller’s symptoms, 
their age, and the proximity of suitable care, StandbyMD will 
either propose a telemedicine consultation, a house call, a local 
clinic or, if the situation requires it, the ER. 
The StandbyMD service shifts the concept of medical assistance 
from simple referral to a more refined array of care options by offering 
diversified solutions based on a more accurate assessment of the 
patient’s needs. This is done no matter where the patient is located in 
the world, using Global Excel’s expansive network, combined with up-
to-date regional data that allows the tool to adapt its care suggestions 
to local healthcare systems and situational features.  
Accessing Global Excel’s worldwide network of medical providers, 
callers are more likely to feel reassured knowing they are being sent 

ITIJ was given access to Global Excel’s StandbyMD 
directional care program so that we could test it from a 
practical standpoint. Here’s what we learned:

Global assistance providers each have their own methods for 
accommodating their insureds with the best care possible, no 
matter what their location might be. Technology use in assistance 
services has seen unprecedented worldwide proliferation, with 
big data and Artificial Intelligence (AI) in particular allowing 
smart decisions to be made in real-time. This is why StandbyMD, 
described as an AI-powered directional care tool, caught our 
eye: we were keen on seeing how this worked in practice and 
on finding out more about how the service could benefit both 
operators and end-users.

What is StandbyMD?
StandbyMD, used for non-emergency medical cases, was 
developed by Global Excel’s Innovation Team. It’s based on 
a clever algorithm that allows operators to input patient data, 
which is processed in real-time. The most appropriate type 
of care, determined by various factors –  such as patient 
location, current symptoms and medical profile – is proposed. 
StandbyMD then suggests an option and available alternatives 
for quick and efficient access to the needed medical care.
StandbyMD is offered through Global Excel who is equipped 
to handle the entire medical case from the moment the 
initial call is placed, or after a warm transfer from a client’s 
own assistance team. The digital interface can also be 
incorporated into current assistance solutions via a website 
or a mobile application; it can also be customized and fully 
embedded into other assistance systems to include existing 
medical networks.

StandbyMD™ ADVERTORIAL 

StandbyMD™  
A closer look

We’re excited to see where AI will be 
taking the insurance industry in the 

coming years and how it will be used in 
directional care

The StandbyMD service shifts the 
concept of medical assistance from 

simple referral to a more refined array of 
care options

Insurers or assistance providers can 
rest assured that by using in-network 

medical providers, direct billing and cost 
containment measures will be in place
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New Zealand authorities have said that 
passengers on a fl ight from Melbourne, 
Australia, to Christchurch, New 
Zealand, on 19 March were exposed 
to measles, with more cases having 
emerged on both sides of the Tasman.
There are now 35 confi rmed cases of 
measles in the Canterbury region of New 
Zealand after a passenger who arrived 
in Christchurch on Virgin Australia fl ight 
VA99 from Melbourne was confi rmed as 
having been infectious during the fl ight.
Anyone who travelled on the fl ight, which 
left Melbourne at 18:35 pm local time and 
arrived in Christchurch at 11:35 am, is 
being asked to check their immunisation 

status with a healthcare provider.
Dr Alistair Humphrey, Canterbury 
Medical Offi  cer of Health, said that any 
passenger or crew member who is not 
fully protected from the disease should 
quarantine themselves for the next 
week, even if they have no symptoms.
“If you were on this fl ight and aren’t 
fully immunised against measles, you 
should also call anyone you have been 
in the same room with today to let them 
know that they too have been exposed 
to measles,” said Dr Humphrey. “This 
new secondary set of contacts will 
need to remain isolated for 14 days 
unless they are fully immunised.”

The US Centers for Disease Control 
and Prevention (CDC) recently 
eased its travel advisory for 
pregnant women as the threat of 
Zika diminishes

Previously, the advice was that women who 
were pregnant or might become pregnant 
should stay away from nearly 100 countries 
or regions. This is because infection with 
Zika virus can cause severe birth defects in 
unborn children. The updated advice states 
that women who are pregnant, or thinking 
about getting pregnant, and are about to 
travel to an area where there is current or 
past transmission – but no current outbreak 
– should talk to their healthcare providers 
about potential Zika risks before travelling.
Unfortunately, there is some confusion 
surrounding how women and their doctors 

can get the best information. Clinicians 
are reportedly fi elding questions from 
confused women and couples but have 
no way of knowing for certain that there is 
not any circulating virus in areas at risk of 

Zika. Travellers can do their best to protect 
themselves by covering up and wearing 
insect repellent. For pregnant women, 
travel to areas with a current outbreak 
should be avoided, and for travel to areas 
where there is transmission, 100-per-
cent safety cannot be guaranteed. They 
can seek advice from their healthcare 
provider or avoid visiting these areas. 

The latest External Situation 
Report from the World Health 
Organization states that the 
continuing Ebola outbreak in the 
Democratic Republic of Congo is 
‘of particular concern’

It states that there were 65 new confi rmed 
cases reported between 1 and 7 April, 
and that during the 21 days between 
18 March and 7 April, 58 health areas 
within 13 health zones reported new 
cases, with 199 confi rmed cases in 
Katwa (69), Vuhovi (36), Mandima (30), 
Beni (18), Butembo (16), Masereka 
(13), Oicha (eight), Kayna (two), Lubero 
(two), Musienene (two), Kalunguta (one), 
Bunia (one) and Mabalako (one).
The most recent Ministry of Health 
newsletter, meanwhile, stated that since 
the beginning of the epidemic, there have 
been 1,022 cases. This count includes 
957 confi rmed and 65 probable cases.
The newsletter also states that there 
have been a total of 639 deaths (574 
confi rmed and 65 probable) and 324 
people cured. At the time of writing, 
161 suspected cases are under 
investigation, there are more new cases 
in Katwa, Mandima and Vuhovi and 
four high-risk community deaths have 
occurred in Katwa and Mandima.
WHO’s report also states that infection, 
prevention and control (IPC) activities 
have further strengthened recently, with 

IPC teams on the ground partaking in 
community dialogues with local leaders 
of diff erent health zones to address 
resistance to decontamination eff orts. 
WHO said that it is confi dent that a 
robust implementation of eff ective IPC 
measures will help slow the spread of 
Ebola in ‘hotspot’ areas in the coming 
weeks, and that it is continuing to work 
with the Ministry of Health and other 
national partners in the DRC to implement 
outbreak control interventions. These 

include surveillance and laboratory, case 
management, IPC and water, sanitation 
and hygiene, among others. WHO said that 

it advises against any restriction of travel 
to the DRC and that it is continuing to 
monitor and, if necessary, verify travel and 

� e � ght against Ebola continues

infection, prevention and 
control activities have further 

strengthened recently

Pregnancy and Zika: warnings eased

Unfortunately, there is some confusion 
surrounding how women and their 

doctors can get the best information

More measles cases in 
New Zealand

trade measures in relation to the outbreak.

Mistrust hindering relief eff orts
New research published in the Lancet has 
uncovered distrust among people in the 
DRC. A survey of 961 people in the central 
Congolese cities of Beni and Butembo 
found that more than one-quarter of 
people in areas of the DRC where Ebola 
is circulating don’t believe the disease 
exists, while 36 per cent of respondents 
believe the disease has been fabricated to 
destabilise the country. The authors of the 
study said that this mistrust is contributing 
to the epidemic’s prolongation. 
The study’s lead author, Patrick Vinck 
from Harvard Medical School, US, spoke 
to the UK programme BBC Newsday: 
“The lack of trust combines with the 
epidemic to really make people not 
want to follow advice, not want to listen 
to what authorities have to tell them to 
prevent the spread of the epidemic.”
Shockingly, the research found that less 
than two-thirds of people questioned 
said they would take a vaccine for Ebola. 
Vaccination is crucial in the Government 
of the DRC’s work with WHO to protect 
high-risk populations against the disease. 
“Vaccination will be key to controlling 
this outbreak,” said Dr Tedros Adhanom 
Ghebreyesus, WHO Director-General. 
Without the trust and co-operation 
of DRC residents, the epidemic 
may continue to persist.
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In the past, the partnering of insurers and 
financial organisations has sometimes 

received bad press. On the surface, it 
seems like a win-win situation, with banks 
earning additional revenues by selling the 
products of insurance companies, and 
insurance companies easily expanding 
their customer base. However, Aviva’s 
former CEO, Mark Wilson, was vocal about 
the ‘high cost’ of the distribution channel, 
and EU consumers have revolted against 
packaged deals, which failed to deliver 
them perfectly tailored insurance deals. 
Despite this, the global market is huge, 
valued at US$1,103 billion, and it's set to 
grow. According to a recent survey by Bizwit 
Research and Consulting, its value will 
increase by 6.42 per cent during the period 
2018 to 2025, with the Asia-Pacific region 
gaining more market share, especially in 
China, India and Southeast Asia. Behind 
the growth, driving factors are said to be 
banks wanting to enhance their product 
portfolios, higher global economic growth 
and an increasing middle-class population. 

Emerging benefits
Consolidation in the financial services 
marketplace means bancassurance deals 
are more important than ever. They are 
known to lead to increased profitability 
through integration – an alignment of 
bank and insurers’ aims, and an increased 
footprint. Costs are lowered because of 
shared marketing and administrations, 
shared sales strategies, training, underwriting 
and information reporting, and perhaps 
most importantly, shared technology.
One insurer that has recently celebrated 
the one-year anniversary of a successful 
bancassurance partnership with DBS Bank 
(the Development Bank of Singapore) is 
Chubb. The company says it joined forces 
with DBS bank as they shared ‘similar 
ambitions in digital transformations’.
Chubb has revealed that bancassurance 
is a key distribution channel globally, and 
the new Asia partnership has been a 
particular success. Since the partnership, 
it has launched, in key markets Singapore 
and Hong Kong, more than 20 business 

insurance products and 15 consumer 
products. “Our collaborative efforts to serve 
our customers better have borne fruit,” 
reveals Glen Browne, Deputy Regional 
President of Chubb Asia Pacific. “One 
example is instant claims payment for travel 
insurance using DBS IDEAL RAPID – an 
application programme interface where 
corporate clients can plug in to pay their 
retail customers. This has reduced the 

claims payment process from five-to-
seven days to a matter of minutes,” he 
told ITIJ. Travel insurance is now being 
distributed across DBS Bank’s various 
platforms, including the popular Paylah! 
app – a ‘personal mobile wallet’.
“Banks have a large customer base and 
many customer touchpoints. For the same 
amount of work and time, Chubb can access 
a wider base of customers,” said Browne. 
“With a large database, we are also able to 
perform data analytics to derive customer 
insights so that a travel cover offer can be 
made at the right time, at the right price 
and with the most applicable benefits.”
Browne also acknowledges: “In matured 
markets, travel insurance is very popular 
because customers trust their bank to 
find good-quality products for them. In 
the emerging markets within Asia and 
Latin America, it is gaining popularity as 
purchasing power has increased and more 
people are catching the travel bug.”

The digital driver
Traditional financial institutions are 
having to work in new ways to keep the 
competitive edge over fintech (financial 
technology), and partnerships with 
insurance companies help them provide 
a new extension of their offering. Sources 
from Spanish insurer Mapfre have said 

CHANGING 
THE CHANNEL
Despite the bancassurance model having had its setbacks in the past, the global market is 
set to grow, and digitisation is a key driver. What does this mean for the travel insurance 
industry?  Charlie Lyon  finds out

In matured markets, travel 
insurance is very popular 
because customers trust their 
bank to find good-quality 
products for them

>>
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that all the recent developments in digital 
segmentation and joined-up work identifying 
different clients’ needs are helping to 
transform a challenge into a market 
advantage. When asked, a spokesperson 
said that it is the ‘opportunity to be part 
of the faster, leaner client experience 
that is one of the key benefits to Mapfre 
of offering travel cover via banks’. “That, 
as well as having the obvious automatic 
access to the bank’s client database and 
taking advantage of banks’ fintech, best 
practices and daily innovation,” they said.
On a global scale, Mapfre reveals that 
packaged accounts are still the most popular 
way of offering travel insurance through 
banks. “But taking the opportunity to cross-
sell to those clients is important too – for 
example, selling special destinations such as 
ski trips, the inclusion of family members to 
the coverage and additional coverage. This 
is why the development of a savvy digital 
process of the bank to facilitate this upsell 
or cross sell is of vital importance to us.”
 

A new direction
Wholly confident of the growth of 
annual insurance premiums managed 
via digital bancassurance channels is 
Tim Kunde, Co-Founder and CEO of 
German peer-to-peer insurance company 
Friendsurance. The company has 
recently launched its new bancassurance 
brand, Friendsurance Business.
A recent market analysis undertaken 
by the company revealed that digital 
bancassurance in Germany will reach 
a market volume of some €8 billion in 
five years. “We expect a yearly premium 
income for insurance companies of 
almost €23 billion by 2028, in the online 
service channels of banks,” Kunde said.

The analysis revealed that France is expected 
to lead the digital bancassurance market 
in Europe, with insurance contributions of 
just under €9 billion by 2023, and over €24 
billion by 2028. In Italy, Spain and Portugal, 
there is a billion-Euro market volume for 
insurance managed in online banking, too.
The first partner of Friendsurance Business 
is Deutsche Bank, for which it will integrate 
Friendsurance’s digital products – derived 
from 170 German insurers – into the bank’s 
online banking portal. As for the benefits 
that Friendsurance Business can offer over 
traditional insurance companies, Kunde 
says: “Banks and insurance companies 
not only want to digitise processes and 
retain customers, but also open up new 
distribution channels. By co-operating 
with Friendsurance, they can quickly 
and easily (and therefore comparatively 
cheaply) integrate digital bancassurance 
into their platforms. The customer 
benefits from increased added value 
and the company remains competitive. 
Friendsurance Business creates an 
information space for business customers 
through a separate internet presence.”

Frontrunner France
France is a key market for Europ Assistance, 
part of Generali Group, which provides travel 
services across all of continental Europe 

(including Russia but excluding the UK), and 
the US and Brazil. “In every one of these 
markets,” reveals Communication Manager 
Jonathan Heywood, “credit card distribution 
is the main way of integrating the service.”
He explains that it is not Europ 
Assistance that chooses which services 
are offered in which markets, but that 
it is up to the bank to pick and choose 
from their catalogue of products.
“We find that there is no distinction between 
the banks geographically on the services 
that they activate. It is more based on the 
model of the bank and their customers.”
Heywood does admit that digitisation of 
the industry is having a big impact: “In 
markets where neo-banks are emerging 
faster (France, US, Italy, Germany, Nordics) 

these banks tend to offer fewer services 
included within their card, but provide them 
á-la-carte, as an optional to activate.”

Overcoming challenges
Despite the fact that the market is 
evolving quickly, familiar challenges are 
still apparent. Last year, Dutch banking 
group ING announced a partnership with 
French insurer AXA to create personalised 
insurance products and services for its 
customers in six countries – five European 
countries and Australia. For ING, the step 
was taken to offer more to its customers; 
for AXA it was ‘to combine the expertise of 
ING in digital banking and our expertise in 
insurance products to design personalised 
products and services accessible via 

Distributing travel insurance 
solutions via bancassurance 
usually means that the sales 
process is not always linked 
to the travel situation or travel 
profile of the customer
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We have witnessed in all regions 
how banks are becoming 
more relevant as a distribution 
channel for travel insurance, 
as traditional channels are 
losing traction

Although regulation regarding the selling of 
insurance via new bancassurance channels 
is getting tighter, the number of complaints is 
still rising

the mobile living application’, said 
spokesperson Yves Masson, Managing 
Director AXA ING partnership.
However, the process has not been without 
its challenges. “It can be challenging to make 
a tailored offer since we don’t necessarily 
have all the pertinent information on the 
customer’s requirements, so the offer 
needs to be flexible and comprehensive on 
its own,” says Masson. “Distributing travel 
insurance solutions via bancassurance 
usually means that the sales process is not 
always linked to the travel situation or travel 

profile of the customer. If it is linked to a 
credit card transaction, the travel product 
may not always be adapted to the travel 
specificities, such as activities or geography.”
Masson explains that the way the insurance 
is offered varies from country to country, 
rather than region to region, and it depends 
on the type of bank. He says, depending 
upon market specificities and regulation, 
insurance can be sold in various ways: 
digitally or by the bank advisor; in an 
integrated way as a complement to a 
banking product or on a standalone basis; 
or over the counter, as part of credit card 
services or added-value accounts. He 
does specify that whatever the distribution 
channel, “it is important to make sure that 
the customer has all the information on his or 
her travel cover at the appropriate moment.”
The UK has witnessed problems related to 
travel cover provided via banks not being 
fit for purpose. And although regulation 

regarding the selling of insurance via new 
bancassurance channels is getting tighter, 
the number of complaints is still rising. 
In the calendar year 2018, the Financial 
Ombudsman Service took on over 10,000 
new cases related to packaged bank 
accounts. It closed over 10,000 cases 
as well, and the customer complaint 
was upheld in 12 per cent of cases.
A spokesperson for the Financial 
Ombudsman Service, advises: “Where travel 
insurance is packaged as a bank account 
benefit, it is important that the bank clearly 

explains any eligibility criteria, such as age or 
residency requirements. Banks should also 
ensure that the customer has a fair choice of 
accounts and that benefits included in the 
package are appropriate for the customer.”
Some financial institutions in the UK, such 
as Nationwide at the start of this year, 
have shrunk their travel insurance offering. 
Nationwide has lowered the maximum age 
of the traveller it will insure as part of its 
packaged bank account, from 75 to 70.

Future growth
One insurer feeling positive about the 
future of packaged accounts is Mapfre, 
saying it is ‘very focussed on adapting the 
product to the clients’ needs’. The Spanish 
company is the largest multinational 
insurer in Latin America, present in 17 
countries across the region, and it also has 
successful bancassurance partnerships in 
Mexico, Dominican Republic and Central 

America. In 2018, it managed more than 
150 partnerships with financial institutions, 
but compared to the growth predicted in 
the Bizwit research, a spokesperson said: 

“Our growth target shows an expectation 
of a much higher market growth. We have 
witnessed in all regions how banks are 

becoming more relevant as a distribution 
channel for travel insurance, as traditional 
channels are losing traction. On top of this, 
you have all the new European legislation 
in payment services that enable better 
access to the client information. This will, 
for sure, boost their product offering and 
many opportunities for the industry.”
So, with tighter legislation and increasing 
digital opportunity, it seems all fingers 
point to the rise of the bancassurance 
market. Chubb’s Glen Browne concludes: 
“Chubb is committed to bancassurance 
as a key distribution channel. With the 
rise of fintech and insurtech, we are living 
in exciting times where we can steer 
changes and make a positive impact on 
individuals, families and businesses.” ■
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How did you first get started in 
the assistance industry?
I initially began my career in the insurance 
industry as an actuary before coming to the 
assistance sector, so insurance has always 
been a part of my background. Over time, 
I gravitated toward the assistance industry, 
as it offers a personal connection with the 
customer, like a helping hand, rather than 
a purely financial product. Increasingly, 
insurers see the huge value assistance plays 
for them, such as the regular touchpoints 
with customers and insights on customer 
behaviour and loyalty. It’s also incredibly 
varied; we play a clear role for insurance 
companies but also a huge range of other 
sectors, making it almost limitless in potential. 

New technology is changing the way insurers, 
assistance companies and all participants in 
the value chain are doing business. How is 
Europ Assistance leveraging new technology 
in order to improve its service proposition? 
It’s not just insurance and assistance, it’s every 
sector. There’s no denying that technology 
can be disruptive, but Europ Assistance has 
been, and will continue to be, well prepared 
to take advantage of the opportunities that 
disruption presents. Thanks to changes 

in technology, we can offer more and 
better quality services to more people. 
Firstly, new services exist today that simply 
couldn’t have been offered before: cyber  
protection; our senior care approach, which 
utilises a digital match-making service to ensure 

you get the right caregiver; IT assistance; digital 
health trackers such as our MyClinic product; 
and telemedicine. These developments are 
shaping and diversifying our business. 
There’s also been a significant change in 
our core traditional businesses – travel and 
automotive. In travel, we now have e-claims, 
which is simplifying the claims process. 
In automotive, we have digital roadside 
assistance, which utilises new technology 
to give the customer a clear idea of how 
we are helping them, giving them more 
control of the service. Additionally, our virtual 
agents help us manage peak periods in 
ways that were previously unimaginable. 
Finally, and this is especially true in travel, our 
customers are changing. Companies have 
emerged that previously didn’t exist; the OTA 
segment is a great example. The creation of 
this segment has impacted traditional travel 
businesses – just look at how airlines and 
cruise operators have developed their own 
booking processes. This advancement in 
technology has been a great opportunity for 
us to offer more services for more people.  

How can major companies best maintain 
the kind of agility required in a fast-
evolving technological environment?
We look to maintain agility by relying on two 
key aspects that are central to our corporate 
culture. The first is that while we are a large 
multinational firm, we are always looking to 
operate our business in the most efficient way 
possible. We look to maximise productivity by 
removing any actions from our processes that 
have no added value to our end customer. 
This is part of our lean way of working. 
A strong managerial and team-based 
culture is what truly drives innovation – we 
facilitate this by having teams with a strong 

managerial presence for each of our core 
business lines. Furthermore, our managers 
go through a training programme that is 
based around four key behaviours: caring, 
availability, reliability, and being easy to work 
with. We believe that it’s important that we 
are ready both culturally and technologically 
as an organisation to achieve the agility 
necessary in today’s fast-paced environment.      

Your website has published guidance on 
issues like phishing, and how customers can 
avoid falling victim to scams. Do you think 
that companies such as yours have a social 
responsibility – beyond their responsibilities 
as an insurer or assistance provider – to 
educate the public on such problems?
We created our recent Cyber Barometer for 
many of the same reasons we created our 
Holiday Barometer, to explore consumer 
behaviour and share those findings with the 
public. We’ve been doing this for some time; 
our Holiday Barometer with IPSOS was created 
almost two decades ago, which we hope 
inspires consumers to visit new destinations 
and consider all that travelling has to offer. We 
launched the Cyber Barometer as our cyber 
protection platform has been an increased 
focus for us, and we hope that the findings get 
consumers thinking a little more proactively 
about safety when they’re browsing online 
and provide them with additional steps they 
can take to protect their digital identities. 
As another example, Europ Assistance’s 
Senior Care business exemplifies our 
support for our local communities that 
need to find solutions to care for elderly 
members of the community. We are striving 
to improve access to affordable, quality care 
solutions that will allow seniors to live long-
term and self-determined lives at home.   

What would you say are the key 
elements involved in maintaining the 
kind of complex network of partners 
and providers that a major assistance 
company needs in order to operate?
These relationships can be very complex, 
but it often simply starts out by finding 
an organisation that matches our culture, 
especially when it comes to our core values. 
Additionally, we have core competency as 

both a recognised brand and a provider of 
white labelled services, so we understand the 
needs from both the provider and network 
manager side. We also do regular audits 
and adjustments of our global network to 
ensure we are providing our customers 
with an exceptional level of service. 
While our key values are a major factor in 
what truly sets Europ Assistance apart when it 
comes to choosing our partners and working 
as a provider, there is also the tremendously 
important aspect of having the right team 
members in place. The team must be a mix 
of those who can see the larger global picture 
and those who are working on the ground 
locally that have in-depth knowledge from 
the field. This synthesis of talent allows us to 
cover all the complex needs and intelligence 
that our partners and providers require – 
which leads to long-lasting relationships.   

In what ways have the global 
assistance landscape changed 
over the course of your career?
The biggest change is the continued 

blending of the assistance and insurance 
industries; while some companies are 
more integrated than others, it’s clear to 
see that insurance can leverage many of 
the same core concepts that assistance is 
based on, to help drive customer loyalty. 
Assistance as an industry continues to evolve 
rapidly. Where our business was once focused 
on assistance when it came to automotive, 
travel, and home emergencies, we’ve now 
expanded our scope to assist with the problems 
of today, including senior care, identity theft 
and cyber protection, and healthcare. While 
the issues may change, assistance at its core 
will always be about managing networks 
that assist customers in relieving stress, 
especially during the most difficult of times. 

Can you describe a typical day as 
CEO of Europ Assistance?
The nature of the assistance business means 
that there’s really no such thing as a typical 
day for me as CEO. That said, I believe that 
to be a great leader it’s important to be 
close to my teams if we are going to work 
together to grow our organisational culture. 
For example, at the Europ Assistance offices 
all the teams are on one floor and we don’t 
have fixed desks – in fact, I don’t even have 
an office of my own! Instead, we utilise a 
shared desk system to foster and maintain a 
connection between teams. This also allows 
me to easily meet with the heads of all our 
teams, including finance, operations, sales, 
marketing, legal, HR and so on – which creates 
a very open and collaborative environment. 
Of course, our offices’ proximity to the Generali 
offices also ensures that we’re in regular 
contact with our parent group. Most importantly, 
we’ve established a bi-weekly meeting amongst 
our GMC, or a group of top managers from our 
major regions, where we discuss some of the 
key topics currently impacting our business.
So, if there is one common thread in terms 
of a typical day for me as CEO, it's constant 
communication with our incredible teams.  

Which aspects of your role do you enjoy the 
most, and which are the most challenging?
The fact that we are a global organisation is 
one of the most challenging aspects of my 
role, but in many ways it’s also the aspect 

that I enjoy the most. Being CEO of a large 
multinational group like Europ Assistance 
means I need to not only consider all our 
entities across the globe but, even more 
importantly, our worldwide customer base. 
This requires us to think globally in order to 
cover a wide array of sectors. In many ways, 
it’s much like my first job of being an actuary 
in that I’m uniquely positioned to be aware and 
make sense of a constantly changing world.

What are your proudest achievements, 
both personally and professionally?
My biggest professional achievement has 
been turning Europ Assistance into a truly 
global group during my tenure as CEO. When 
I joined back in 2014, Europ Assistance was 
what I would consider a federation but now, 
with our unified corporate culture that we 
developed around our managers and teams, 
we are operating as one fluid organisation. 
My biggest personal achievement is of 
course my loving family. I’m also very 
proud of the physical (and mental) 
achievement of completing a triathlon. ■

ASSISTANCE AS AN 
INDUSTRY CONTINUES TO 
EVOLVE RAPIDLY

IF THERE IS ONE COMMON THREAD IN 
TERMS OF A TYPICAL DAY FOR ME AS CEO, 
ITS CONSTANT COMMUNICATION

THINKING 
GLOBALLY
Antoine Parisi, CEO of Europ Assistance, talks to ITIJ about the 
contemporary assistance landscape, the importance of maintaining 
strong networks, and the potential of new technology



37

FEATURE

Expand your reach
in Portugal
with a World-Class Private Healthcare Network

Hospital da Luz offers greater geographical coverage through the largest 
healthcare network in Portugal. Additional units in Funchal, Coimbra 
and Lisbon bring the total size of the network to 24, including 12 general 
hospitals and 12 multispecialty ambulatory clinics, all with urgent care.

Quality assurances are also growing. Hospital da Luz Lisboa, the largest 
and best in class private hospital in the country, is now a JCI accredited 
hospital.

Delivering excellence and innovation through the integration of patient 
care, research and advanced training, Hospital da Luz healthcare facilities 
are committed to moving medicine forward with high-end technology 
and through a great emphasis on team medicine and multidisciplinary 
cooperation.

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

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

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

ÁGUEDA | AMADORA | AMARANTE | AVEIRO | CANIÇO | CANTANHEDE | COIMBRA | ÉVORA | FIGUEIRA DA FOZ  | FUNCHAL  | GUIMARÃES | LISBOA 
ODIVELAS | OEIRAS | OIÃ | POMBAL | PORTO | PÓVOA DE VARZIM | SETÚBAL | VILA NOVA DE CERVEIRA | VILA NOVA DE GAIA | VILA REAL

HOSPITAL DA LUZ NETWORK

hospitaldaluz.pt

mailto:intlpatientservices@luzsaude.pt
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ON THE MOVE

The Chartered Insurance Institute (CII) in 
the UK has made a trio of appointments 
to its Professional Standards Committee, 
part of its wider governance structure.
Kate Wellington, Head of Legal Operations 
at Which?, and James Daley, Managing 
Director of Fairer Finance, will now serve 
as independent consumer representatives, 
while Mark Butterworth, Managing Director 
of Condie Risk Consultancy Ltd (and 
formerly Chairman of the Association 
of Insurance Risk Managers) will now 
serve as Commercial Representative.
The Committee was formed to oversee 
and support professional competence 
and ethical behaviour among the CII’s 

membership. Kate, James and Mark replace 
outgoing directors Professor Charles Munn 
OBE, Teresa Hunter and Sue Lewis.
“I would like to take this opportunity to 
thank our outgoing board members for 
their invaluable contribution and guidance 
over the past few years and welcome our 
new appointments,” said Sian Fisher, CEO 
of the CII. “It is encouraging to see highly 
experienced professionals drawn to working 
with the Chartered Insurance Institute in its 
commitments to building public trust. Their 
contribution will equally be invaluable in 
furthering our ambition to better protect the 
interests of the consumer by supporting 
the aspirations of our members.”

Claims veteran Steve Robson has joined 
reinsurance broker Willis Re as Head of 
London Market Reinsurance Claims. Steve 
brings extensive client-side experience and 
perspectives, according to Willis Re, and 
will support the closer alignment of the 
company’s servicing and placement teams. 
Bringing nearly four decades of experience 
in the sector to his role, Steve has held 
various positions, including Head of Claims 
at BRIT, Managing Director of Syndicate 
1884, President of the International 
Association of Claims Professionals 
(IACP), and chairmanships at the London 
market CAT Co-ordination Group and its 

Reinsurance Claims Practitioner Group. 
He will lead Willis Re’s Claims Broking 
team in London and report to Chris Brook, 
Willis Re’s Global Chief Operating Offi  cer. 
“We are thrilled that Steve will lead Willis 
Re’s ongoing eff ort to redefi ne our claims 
off ering by bringing claims advocacy 
to the forefront of our business,” said 
Chris. “Steve’s extensive experience 
as an inwards and outwards claims 
director for several prominent risk 
carriers, as well as the senior industry 
roles he has held in the (re)insurance 
market, has given him a broad and 
invaluable perspective on claims.”

CII appoints three new directors

Steve Robson joins Willis Re

APRIL International Care has announced the 
appointment of Amanda Barrett as Business 
Development Manager. She will be based 
in the company’s London, UK, offi  ce.
With over 15 years’ experience in the 
private medical insurance industry, Amanda 
previously worked at Towergate Employee 
Benefi ts and Aviva, where she was 
responsible for developing and driving the 
success of international sales and leading 
the company’s move into the international 
private medical insurance market.
Commenting on her appointment, APRIL 
International Care UK’s Managing Director 

Joe Thomas said: “Amanda has a proven 
track record of delivering new sales 
and positive working relationships with 
brokers in our core IPMI market. She is 
an important hire for APRIL International 
Care, as we move to build upon our 
growing share of the IPMI market.”
Amanda added: “APRIL International Care 
is well advanced in terms of delivering 
against its clear growth strategy. I 
am looking forward to continuing the 
success that the team has delivered 
by identifying new IPMI intermediaries 
and accounts for development.”

New business development manager 
at APRIL

Amanda Barrett

Coverys Managing Agency Limited, the 
Lloyd’s managing agent of Syndicates 
1975, 1991, 3330 and 1110, recently 
announced the appointment Caitlin 
Crist as Head of Claims of Coverys 
Syndicate 1975. She will take on 
the newly created role in June. 
Crist brings over 10 years’ liability claims 
experience to Coverys. She joins from 
Brit Global Specialty where, as a complex 
claims specialist, she was responsible for 
managing and adjusting complex casualty 
claims and providing US legal advice on 
contentious issues. Prior to this, she was 
an attorney with Fields Howell, LLP.

“Caitlin is an expert in medical 
professional liability claims and will play 
a key role in ensuring that the best-in-
class reputation which Coverys has 
developed is maintained as we continue 
to strengthen our position in London and 
internationally,” commented Robin McCoy, 
CEO of Coverys Managing Agency.
Caitlin added: “In a crowded market, 
Coverys has already begun to diff erentiate 
itself through the quality of its underwriting, 
data and approach to risk management. I 
am looking forward to adding claims to that 
list and developing a claims function which 
sets the business apart from its peers.”

Coverys appoints Crist

Caitlin Crist

Sedgwick, a global provider of 
technology enabled risk, benefits and 
integrated business solutions, has 
appointed Eric Malterre as Chief Client 
Officer for its international division.
Eric brings a wealth of international 
experience, including over 15 years in 
(re)insurance and broker leadership roles 
across a number of different countries 
within Africa, Asia and Europe. He 
has overseen strategic organisational 
growth initiatives and the design, 
negotiation and implementation of 
various service models, distribution 
partnerships and broker agreements 
across the globe; at Sedgwick, he is 

now responsible for overseeing client 
services outside of the Americas, 
implementing Sedgwick’s client service 
strategy globally, identifying and 
developing new market opportunities, 
and supporting the continued growth 
of Sedgwick’s business internationally.
“I am delighted to be joining Sedgwick,” 
said Eric, “whose reputation and 
expertise are unmatched in the claims 
and risk management arenas. I look 
forward to working with our teams 
globally, delivering our exceptional 
value to our clients and partners and 
supporting Sedgwick’s ambition to 
be at the forefront of the industry.”

Malterre joins Sedgwick

Eric Malterre

Chubb has 
announced the 
appointment of 
Serene Neo as 
Division Head of 
Accident and Health 
for its operations in 
Singapore. In her 
new role, which she 

took on at the end of March, Serene will 
provide strategic oversight of business 
development and fi nancial performance, as 
well as spearheading new partnerships and 
taking the lead on innovative new digital 
initiatives. She will report to Scott Simpson, 
Chubb’s Country President for Singapore.

She brings over 15 years’ banking and 
fi nancial services experience to the role, 
having previously served as Senior Vice-
President and Head of Brand Strategy and 
Insights at a major Singaporean bank.
“I’m delighted to welcome Serene 
to the Singapore team,” said Scott 
Simpson. “She’s an experienced 
leader with a proven track record in 
product development, innovation and 
digitalisation. As the accident and health 
business continues to evolve to meet 
the changing needs of customers, I’m 
confi dent that Serene’s expertise and 
customer-centric focus will position her 
well to propel the business forward.”

Chubb appoints Neo

Serene Neo
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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

Flying Doctors Nigeria
Dr Ola Brown – Founder
2nd Floor Quits Aviation Centre, Hangar 1 Along Gate 1, 
Muritala Muhammad International Airport, Ikeja, Lagos, NIGERIA

tel: 
tel: 

+234 703 509 7761
+234 706 920 1299

email: 
website: 

sales@flyingdoctorsnigeria.com
www.flyingdoctorsnigeria.com

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

AirMed Australia
Matthew Kline & Mark Wardrop – Executive Directors
Hangar 650 Drover Road, Bankstown Airport. NSW, 
Sydney, AUSTRALIA 2200

tel: 
fax: 

+61 2 8700 0685
+61 2 8700 0663

email: 
website: 

ops@airmed.com.au
www.airmed.com.au 

Alia MedFlight
Scott Everson – Vice President

9382 E Bahia Drive, Suite B202, Scottsdale, AZ 85260, USA

tel: 
fax: 

602-800-7070
855-831-5092

email: 
website: 

ops@aliamedflight.com 
www.aliamedflight.com  

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

tel: 
fax: 

+66 898 969 000
+66 219 218 01

email: 
website: 

operations@asiaairambulance.com
www.asiaairambulance.com

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

tel: +63 2491 8000 email: 
website: 

ops@carejet.com 
carejet.com

EDS AVIATION PTE LTD
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

EMA Global Pte Ltd
Dexter Tan – Business Development Director
1 Farrer Park Station Road, #15-18,
Farrer Park Medical Centre, SINGAPORE 217562

tel: +65 6570 2552 
+65 6244 0030

email: 
website: 

dexter@emaglobal.com.sg 
www.emaglobal.com.sg

EMA Global Pte Ltd
Jay Bajas – Senior Manager - Operations
Unit 2314 Centuria Medical Makati, Century City, Kalayaan Ave. cor. 
Salamanca St. Brgy. Poblacion, Makati City - 1210, PHILIPPINES

24hr tel:
fax: 

+63 (02) 555 5228
+63 (02) 863 0650

email: 
website: 

jay@emaglobal.com.ph 
www.emaglobal.com.sg

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

Latitude Air Ambulance
Diana Iaquinto – Director Sales & Medical Ops
John C. Munro/Hamilton International Airport,9300 Airport Rd. Mount 
Hope. Ontario, L0R 1W0, CANADA

tel: 
fax: 

+1 289 426 1133
+1 289 426 1132

email: 
website: 

24.7@latitude2009.com
www.latitude2009.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

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

CEGA Group
Mr Nick Simon – Business Development Manager 

Funtington Park, Funtington, Chichester, UK, PO18 8RG, UK

tel: 
fax: 

+ 44 (0) 1243 621 107
+  (0) 1243 621 006

email: 
website: 

privaterepats@cegagroup.com 
cegagroup.com
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To have your company listed in 
our service directory, contact 
the sales department now:
 
sales@itij.com 

+44 (0)117 925 51 51 (opt.1)
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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

AC Global Air Ambulance
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Milan Floribus – Vice President

8775 Aero Drive, Suite 120, San Diego, CA 92123, USA

tel: 
fax: 

+1 858 437 5131
+1 858 408 7856

email: 
website: 

acglobalmedicaltransports@gmail.com
acglobalmedicaltransports.com

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

Alia MedFlight
Scott Everson – Vice President

9382 E Bahia Drive, Suite B202, Scottsdale, AZ 85260, USA

tel: 
fax: 

602-800-7070
855-831-5092

email: 
website: 

ops@aliamedflight.com 
www.aliamedflight.com  

CEGA Group
Mr Nick Simon – Business Development Manager 

Funtington Park, Funtington, Chichester, UK, PO18 8RG, UK

tel: 
fax: 

+ 44 (0) 1243 621 107
+ (0) 1243 621 006

email: 
website: 

privaterepats@cegagroup.com 
cegagroup.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

Helidosa Aviation Group
Karla Vinas – Air Ambulance account Executive
Hangar 1, 10 & 14 La Isabela Airport, Santo Domingo, 
DOMINICAN REPUBLIC

tel: +18293457219 email: 
website: 

k.vinas@helidosa.com
www.helidosa.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

Latitude Air Ambulance
Diana Iaquinto – Director Sales & Medical Ops
John C. Munro/Hamilton International Airport,9300 Airport Rd. Mount 
Hope. Ontario, L0R 1W0, CANADA

tel: 
fax: 

+1 289 426 1133
+1 289 426 1132

email: 
website: 

24.7@latitude2009.com
www.latitude2009.com 

Skyservice Air Ambulance
David Ewing – Executive 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 

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: 

+49 711 7007 3010
+49 711 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: 

+49 211 301 805-0
+49 211 301 805-21

email: 
website: 

moc@drkassistance.com
www.drkassistance.com

European Air Ambulance
Patrick Schomaker – Director Sales & Marketing

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

24hr tel: 
fax: 

+352 26 26 00
+352 26 26 01

email: 
website: 

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

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

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

JOIN JET 
Carsten Vistisen – General Manager 

Cumulusvej 10, 7190 Billund, DENMARK

24hr tel: 
fax: 

+45 701 040 90
+45 701 040 90

email: 
website: 

ems@joinjet.com 
www.joinjet.com

Malteser Service Center
Johannes Hoischen – International Network and Repatriation

Erna-Scheffler-Strasse 2, 51103 Köln, GERMANY

tel: 
fax: 

+49 221 98 22 9333 
+49 40 694597 61339

email: 
website: 

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

Medic’Air International
Dr Herve Raffin – General Manager

35 rue Jules Ferry, 93170 Bagnolet, Paris, FRANCE

tel: 
fax: 

+33 141 72 1414
+33 148 57 1010

email: 
website: 

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

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

tel: 
fax: 

+45 9632 2900
+45 9632 2909

email: 
website: 

jkr@northflying.com
www.northflying.com

Quick Air Jet Charter GmbH
Philipp Schneider – Account Manager

Hangar 3, Cologne Airport, 51147 Cologne, GERMANY

tel: 
fax: 

+49 2203 955 700
+49 2203 955 7020

email: 
website: 

ops@quickair.de
www.quickair.de

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

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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Covermore Assistance Online 
Wilson Chan – CEO 
7/F Unit 702, 58 Changliu Road, Zendai Cube Edifice, 
Pudong, Shanghai, CHINA 200135

tel: +86 21 12591222 email: 
website: 

ops-shanghai@covermore.com.cn
www.covermore.com.cn

EMA Global Pte Ltd
Dexter Tan – Business Development Director
1 Farrer Park Station Road, #15-18,
Farrer Park Medical Centre, SINGAPORE 217562

tel: +65 6570 2552 
+65 6244 0030

email: 
website: 

dexter@emaglobal.com.sg 
www.emaglobal.com.sg

EMA Global Pte Ltd
Jay Bajas – Senior Manager - Operations
Unit 2314 Centuria Medical Makati, Century City, Kalayaan Ave. cor. 
Salamanca St. Brgy. Poblacion, Makati City - 1210, PHILIPPINES

24hr tel:
fax: 

+63 (02) 555 5228
+63 (02) 863 0650

email: 
website: 

jay@emaglobal.com.ph 
www.emaglobal.com.sg

Emergency Assistance Japan
Takaaki Chiyo – Executive Officer, Head of Network Division
NRK Koishikawa Bldg., 1-21-14 Koishikawa, 
Bunkyo-ku, Tokyo 112-0002, JAPAN

tel: 
fax: 

+81-(0)3-3811-7520
+81-(0)3-3811-7511

email: 
website: 

network@emergency.co.jp
emergency.co.jp/english

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

412 Vabien III, 86, TongIl-ro,Jung-gu, Seoul 04517, REPUBLIC OF KOREA

tel: 
fax: 

+82 1670 0722
+82 2 720 8839

email: 
website: 

operations@globalassistance.co.kr
www.globalassistance.co.kr

Global Doctor China
Regina Zheng – Operations Manager
Suite 306, Building 8 Bai Huan Jia yuan / No.66 Yuan, Guangqu 
Road,Chaoyang District, Beijing P.R.China  Post Code 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

MEDIKA PLAZA
Dr Nino Susanto – Operational Director
Beltway Office Park Tower C 2nd floor Jl. TB Simatupang Kav. 41, 
Jakarta 12550, INDONESIA
tel: +6221 80866000 email: 

website:
med.assistance@medikaplaza.com
www.medikaplaza.com

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

tel: 
fax: 

+27 11 783 0135
+27 11 783 2950

email: 
website: 

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

AMREF Flying Doctors
Dr Bettina Vadera – Medical Director

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

tel: 
fax: 

+254 20 6000 090
+254 20 344 170

email: 
website: 

emergency@flydoc.org
www.flydoc.org

CONNEX Assistance
 Dr Helmy El Tanahy – CEO

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

tel: 
fax: 

+202 3 336 0005
+202 3 762 0003 

email: 
website: 

alarm@connexassistance.com
www.connexassistance.com

Inter Secours Assistance 
Mr. EL MOUADDEN Abdelhamid – Directeur Général 
8, Rue Grasset, Quartier des hôpitaux, 
CP 20360,Casablanca, MOROCCO

tel: 
fax:

+212 5 22 46 72 22
+212 5 22 26 00 27

email: 
website: 

mouaden@isas.ma
www.isas.ma

AA International Indonesia
Brandon Heng – CEO
Tifa Building, 10th Floor, No.1003, 
Jl. Kuningan Barat 1 No. 26, Mampang Prapatan, Jakarta 12710, INDONESIA

tel: 
24/7: 

+62 21 2927 9600
ops-jakarta@aa-international.co.id

email: 
website: 

marketing@aa-international.co.id
www.aa-international.co.id

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

ASIA RESCUE & MEDICAL SERVICES PVT. LTD 
Dr.Anraj Singh – Director
Flat 2B, Jaivijay Apartment , 61 B Palm Avenue Kolkata – 
700019 West Bengal, INDIA

24/7 tel: 
24/7 tel: 

+91 983 1090 831
+91 033 4060 4013

email: 
website: 

arms@armsindia.com
www.armsindia.com

AP Companies KAZAKHSTAN
Elmira Turmagambetova –  General Manager

4, 148 Mamir, Auzovskiy region, Almati, KAZAKHSTAN

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

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

AP Companies UZBEKISTAN      
Ilhom Sadikov –  Business Development Manager

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

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

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

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

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

email: 
website: 

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

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

tel: +63 2491 8000 email: 
website: 

ops@carejet.com 
carejet.com
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To have your company listed in 
our service directory, contact 
the sales department now:
 
sales@itij.com 

+44 (0)117 925 51 51 (opt.1)
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Eurocross Turkey
Mehtap Baylam Akkaya – CEO
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

Global Voyager Assistance - Black Sea
Oxana Razorenova – General Manager

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

tel: 
fax: 

+38 048 7373 441
+38 048 7373 442

email: 
website: 

gmbs@gvassistance.com
www.gvassistance.com

Global Voyager Assistance - Russia
Costas Danilenko – CEO

PO Box II, 125124 Moscow, RUSSIA

tel: 
fax: 

+7 495 775 0999
+7 495 775 0998

email: 
website: 

cdanilenko@gvassistance.com
www.gvassistance.com

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

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

tel: 
fax: 

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

email: 
website: 

office@ifra.at
www.ifra.at

Intana Global
Denise Groom – Head of Commercial

Sussex House, Perrymount Road, 
Haywards heath, West Sussex, RH16 1DN, 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

Erna-Scheffler-Strasse 2, 51103 Köln, GERMANY

tel: 
fax: 

+49 221 98 22 9333 
+49 40 694597 61339

email: 
website: 

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

Marm Assistance
Hamdi Inan – 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

Medicall AG
Markus Detel – Manager International Network

Zurichstrasse 38, CH-8306 Bruttisellen, SWITZERLAND

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

mservices@medicall.ch
www.medicall.ch

National Health Service LLC
Dr. Ashfaq Rizvi – Financial Director

101000 Russia, Moscow, Potapovsky lane 5-2, RUSSIA

tel: 
fax: 

+7 (495) 374-88-24
+7 (495) 374-88-24

email: 
website: 

drrizvi@nhsassist.ru
www.nhsassist.ru

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

ADAC Ambulance Service
Christoph Ullrich – Senior Manager International Network

Hansastr. 19, D - 80686 Munich, GERMANY

tel: 
mob: 

+49 897 676 29 12
+49 171 555 29 12 

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

Argos Assistance Srl
Marco Rinalducci – Claims & Administration Director

Via Torino, 2 20123 Milano, ITALY / FRANCE

tel:
fax:

+39 027 254 6325
+39 069 933 5053

email: 
website: 

operations@argosassistance.com
www.argosassistance.com

Athens Assistance
Dr. Dimitris Koliniatis – CEO

Bouboulinas 20, TK 185 35, Piraeus, Athens, GREECE

tel:
fax:

+30 210 4296 631
+30 210 4296 661

email: 
website: 

operations@athensassistance.gr
www.athensassistance.gr

AU International Service / ASSIST UKRAINE
Andrey ZIMIN – Director

Str. Sholudenko 3, 04116 Kiev, UKRAINE

tel: +38044 251 28 11 email: 
website: 

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

BMC HEALTH SOLUTIONS 24hr Medical Assistance
Antonio Magliocca – Medical Director

 Via del pozzo 30, Monteriggioni, 53100, Siena, ITALY

24hr tel: 
fax:

+39 0823 966 694 
+39 0823 966 694

email: 
website:

info@assistenzamedicah24.it
www.medicalassistanceh24.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 

CNAS
Carole Luisy – Managing Director

80 rue des alliés, 38100, Grenoble, FRANCE

tel: 
fax: 

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

email: 
website: 

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

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

German Air Rescue

Dr. Peter Huber – CEO

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

24h tel: 
fax: 

+49 711 7007 3010
+49 711 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) 301 805 0
+49 (211) 301 805 21

email: 
website: 

moc@drkassistance.de
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
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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

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

AXA Partners US
Simon Jackson – Chief Commercial Officer

122 South Michigan Ave, Suite 1100, Chicago, IL 60603, USA

tel: +1 312 935 1771 email: 
website: 

simon.jackson@axa-assistance.us
www.axa-assistance.us

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

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 

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
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
+356 272 055 00

email: 
website: 

info@tangiersinternational.com
www.tangiersinternational.com

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

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

tel: 
fax: 

+386 2616 5819 
+386 2618 5800

email: 
website: 

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

Tyrol Air Ambulance
Manfred Helldoppler – Managing Director 

Fuerstenweg 180, A-6026 Innsbruck-Airport, AUSTRIA

tel: 
fax: 

+43 512 22422 100
+43 512 288 888

email: 
website: 

taa@taa.at
www.taa.at

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

tel: 
fax: 

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

email: 
website: 

dubai@connexassistance.com
www.connexassistance.com

Eagle Assistance International
Ossama Trambley – Chairman  Marcos Morgan – Founder & CEO

38 Dr Mohammed Ali Al Baqli, El-Nozha, Cairo Governorate, EGYPT

tel: 
email: 

hotline:

+20 122 216 1133
Trambley@eagleassistance.com 
+20 120 242 4444

tel: 
email: 

website:

+20 127 373 1478
Marcos@eagleassistance.com 
www.eagleassistance.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

LGA - LIFE GULF ASSISTANCE
 Dr. Ahmed Monir – CEO

Al Salam Tower, Dubai, UNITED ARAB EMIRATES 

tel: 
mob: 

+971 55 314 5045
+971 52 758 1032  

email: 
website: 

dr.ahmed@lgadubai.com
www.lgadubai.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
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To have your company listed in 
our service directory, contact 
the sales department now:
 
sales@itij.com 

+44 (0)117 925 51 51 (opt.1)

mailto:sales@itij.com
mailto:pschlosser@active-care.ca
http://www.active-care.ca
mailto:jim.koziol@aig.com
mailto:federico.tarling@assistcard.com
http://www.assistcard.com
mailto:simon.jackson@axa-assistance.us
http://www.axa-assistance.us
mailto:fabienne.lavoie@canassistance.com
http://www.canassistance.com
mailto:info@goralassist.ca
http://www.goralassist.com
mailto:operations@mdabroad.com
http://www.mdabroad.com
mailto:khaber@sunmedint.net
http://www.sunmedint.net
mailto:Crystal@tmcatravel.com
http://www.tmcatravel.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:dubai@connexassistance.com
http://www.connexassistance.com
mailto:Trambley@eagleassistance.com
mailto:Marcos@eagleassistance.com
http://www.eagleassistance.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:dr.ahmed@lgadubai.com
http://www.lgadubai.com
mailto:request@swanassistance.com
http://www.swanassistance.com
mailto:sales@itij.com
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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

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

Eurocross Turkey
Mehtap Baylam Akkaya – CEO
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 Excel Management
Mary-Jo McDonald (MJ) – Managing Director – Europe

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

tel: 
fax: 

+44 1865 400 007
+44 845 003 1351

email: 
website: 

 corpinfo@globalexcel.com
www.globalexcel.com

Marm Assistance
Hamdi Inan – 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

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)

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

Global Excel Management
John Spears – VP Business Development & Marketing

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

tel: 
fax: 

+1 819 566 8833
+1 819 566 8447

email: 
website: 

corpinfo@globalexcel.com
www.globalexcel.com

Global Medical Management
Raija Itzchaki – COO

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

tel: 
fax: 

+1 954 370 6404
+1 954 370 8613

email: 
website: 

info@gmmi.com
www.gmmi.com

MD ABROAD
Ignacio C. Marquez – COO

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

tel: 
fax: 

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

email: 
website: 

operations@mdabroad.com
www.mdabroad.com

New Frontier Group
Gitte Bach – President and CEO

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

tel: 
fax: 

+1 949 429 7130
+1 949 666 6520

email: 
website: 

Bach@NewFrontierGroup.com
www.newfrontiergroup.com

Penfield Care
Mr Stephen Zatylny – President

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

tel: 
fax: 

+1 613 703 9861
+1 819 200 0281

email: 
website: 

info@penfieldcare.com
www.penfieldcare.com

Global Excel Management
John Spears – VP Business Development & Marketing

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

tel: 
fax: 

+1 819 566 8833
+1 819 566 8447

email: 
website: 

corpinfo@globalexcel.com
www.globalexcel.com

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

tel: 
fax: 

+1 949 429 7130
+1 949 666 6520

email: 
website: 

Bach@NewFrontierGroup.com
www.newfrontiergroup.com

Plotkin Health Inc – A Subsidiary of MacroHealth LP
Shaun A. Plotkin BA (Uvic), LLB (Monash), GDLP – President

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

tel: 
fax: 

+1 604 241 9639
+1 604 241 0733

email: 
website: 

shaun@plotkinconsulting.com
www.plotkinconsulting.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)

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
Mehtap Baylam Akkaya – CEO
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 & 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

Sussex House, Perrymount Road, 
Haywards heath, West Sussex, RH16 1DN, 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)
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mailto:sales@itij.com
mailto:operations@aims.org.za
http://www.aims.org.za
mailto:natalya@ap-companies.ru
http://www.ap-companies.ru
mailto:int@eurocrossturkey.com.tr
http://www.eurocrossturkey.com.tr
mailto:corpinfo@globalexcel.com
http://www.globalexcel.com
mailto:marm@marm.com.tr
http://www.marmassistance.com
mailto:sales@itij.com
mailto:tkat@tugo.com
http://www.tugo.com
mailto:corpinfo@globalexcel.com
http://www.globalexcel.com
mailto:info@gmmi.com
http://www.gmmi.com
mailto:operations@mdabroad.com
http://www.mdabroad.com
mailto:Bach@NewFrontierGroup.com
http://www.newfrontiergroup.com
mailto:info@penfieldcare.com
http://www.penfieldcare.com
mailto:corpinfo@globalexcel.com
http://www.globalexcel.com
mailto:Bach@NewFrontierGroup.com
http://www.newfrontiergroup.com
mailto:shaun@plotkinconsulting.com
http://www.plotkinconsulting.com
mailto:sales@itij.com
mailto:tkat@tugo.com
http://www.tugo.com
mailto:int@eurocrossturkey.com.tr
http://www.eurocrossturkey.com.tr
mailto:global@global-assistance.net
http://www.global-assistance.net
mailto:corpinfo@globalexcel.com
http://www.globalexcel.com
mailto:enquiries@intana-global.com
http://www.intana-global.com
mailto:Bach@NewFrontierGroup.com
http://www.newfrontiergroup.com
mailto:Ggalen@starhealthcarenet.com
http://www.starhealthcarenet.com
mailto:sales@itij.com
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Plotkin Health Inc – A Subsidiary of MacroHealth LP
Shaun A. Plotkin BA (Uvic), LLB (Monash), GDLP – President

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

tel: 
fax: 

+1 604 241 9639
+1 604 241 0733

email: 
website: 

shaun@plotkinconsulting.com
www.plotkinconsulting.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

DRK Assistance
Andreas Speich – Managing Director

Aufm Hennekamp 71, 40225 Düsseldorf, GERMANY

tel: 
fax: 

+49 211 301 805-0
+49 211 301 805-21

email: 
website: 

moc@drkassistance.com
www.drkassistance.com

European Air Ambulance
Patrick Schomaker – Director Sales & Marketing

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

24hr tel: 
fax: 

+352 26 26 00
+352 26 26 01

email: 
website: 

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

Malteser Service Center
Johannes Hoischen – International Network and Repatriation

Erna-Scheffler-Strasse 2, 51103 Köln, GERMANY

tel: 
fax: 

+49 221 98 22 9333 
+49 40 694597 61339

email: 
website: 

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

Skyservice Air Ambulance
David Ewing – Executive 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)

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

Funeralia
Oleg Antoni Milinski – Funeral Director

International funeral services, UKRAINE, POLAND, ITALY

tel: 
fax: 

+38 0971 498 785
+48 5131 236 78

email: 
website: 

funeralia.org@gmail.com
www.Funeralia.org

Funerarium International repatriation and embalming
Maurizio Fantozzi – Director

Indirizzo dell’Azienda: Via Roma 255, Capistrello, Aquila, ITALY

tel: 
tel: 

+39 327 328 7979
+39 (0) 863 186 1635

email: 
website: 

segreteria@funerarium.it
funerarium.it

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

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 Ltd
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

Spain Funeral Services
Mourad Messaoud – General Manager

calle jesus 25-29200- ANTEQUERA, SPAIN

tel: 
tel: 

+34 902 008 407 
+34 627 053 979

email: 
website: 

contact@spainfuneralservices.com
www.spainfuneralservices.com

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

DRK Assistance
Andreas Speich – Managing Director

Aufm Hennekamp 71, 40225 Düsseldorf, GERMANY

tel: 
fax: 

+49 211 301 805-0
+49 211 301 805-21

email: 
website: 

moc@drkassistance.com
www.drkassistance.com

Gateway International EMS
Oliver L. Müller – Managing Director

1440 G St. NW, Washington DC, 20005 , USA

tel: 
fax: 

+1-888-828-5258
+1-201-205-2239

email: 
website: 

operations@gateway-ems.com
www.gateway-ems.com

GroundMed Australia
Matthew Kline & Mark Wardrop – Executive Directors
Hangar 650 Drover Road, Bankstown Airport. NSW, 
Sydney, AUSTRALIA 2200

tel: 
fax: 

+61 2 8700 0685
+61 2 8700 0663

email: 
website: 

ops@airmed.com.au
www.airmed.com.au 

LifeMed Worldwide
24/7 Chauffeured Transportation & Ground Ambulance

990 Biscayne Blvd. Suite 502 Miami, FL 33132, USA

tel: +1-305-501-2009 email: 
website: 

ops@lifemedworldwide.com
www.lifemedworldwide.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

G
R

O
U

N
D

 T
R

A
N

SP
O

R
T

 - 
M

ED
IC

A
L

FU
N

ER
A

L 
D

IR
EC

T
O

R
S

FU
N

ER
A

L 
D

IR
EC

T
O

R
S

C
R

IT
IC

A
L 

C
A

R
E 

PA
T

IE
N

T
 

T
R

A
N

SP
O

R
T

C
O

ST
 C

O
N

TA
IN

M
EN

T
(N

O
R

T
H

 A
M

ER
IC

A
)

To have your company listed in 
our service directory, contact 
the sales department now:
 
sales@itij.com 

+44 (0)117 925 51 51 (opt.1)

mailto:sales@itij.com
mailto:shaun@plotkinconsulting.com
http://www.plotkinconsulting.com
mailto:Ggalen@starhealthcarenet.com
http://www.starhealthcarenet.com
mailto:moc@drkassistance.com
http://www.drkassistance.com
mailto:alert@air-ambulance.com
http://www.air-ambulance.com
mailto:ambulance@malteser.org
http://www.malteser-service-center.de
mailto:alert@skyservice.com
http://www.skyserviceairambulance.com
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mailto:enquiry@flyinghome.com
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mailto:carole.luisy@cnas-assistance.com
http://www.cnas-assistance.com
mailto:moc@drkassistance.com
http://www.drkassistance.com
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http://www.gateway-ems.com
mailto:ops@airmed.com.au
http://www.airmed.com.au
mailto:ops@lifemedworldwide.com
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mailto:ops@ocmt.com
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Antalya Life Hospitals
Fadil Aksu – International Network Supervisor

Şirinyali Mahallesi,1487 Sokak, No:4 Antalya, TURKEY

tel: 
fax: 

+90 549 784 88 60
+90 242 310 80 70

email: 
website: 

antalya@lifehospital.com.tr 
www.lifehospital.com.tr

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

Quironsalud
Miguel Torregrosa – International Inbound Business Manager

SPAIN

tel: 
 

+34 901 123 456 email: 
website: 

g24@quironsalud.es 
www.quironsalud.es/international

Sharp Global Patient Services
Jacquie Schwoerke – Vice President, Sharp GPS

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

toll free: 
tel: 

+1 619 471 0466
+1 858 499 4967

email: 
website: 

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

UC San Diego Health System International Patient Program
Stacy Holberg – Director of International Program Operations

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

tel: 
fax: 

+1 619 471 0466
+1 619 543 5282

email: 
website: 

sholberg@ucsd.edu
health.ucsd.edu/international

AirMed Australia
Matthew Kline & Mark Wardrop – Executive Directors
Hangar 650 Drover Road, Bankstown Airport. NSW, 
Sydney, AUSTRALIA 2200

tel: 
fax: 

+61 2 8700 0685
+61 2 8700 0663

email: 
website: 

ops@airmed.com.au
www.airmed.com.au 

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

DRK Assistance
Andreas Speich – Managing Director

Aufm Hennekamp 71, 40225 Düsseldorf, GERMANY

tel: 
fax: 

+49 211 301 805-0
+49 211 301 805-21

email: 
website: 

moc@drkassistance.com
www.drkassistance.com

European Air Ambulance
Patrick Schomaker – Director Sales & Marketing

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

24hr tel: 
fax: 

+352 26 26 00
+352 26 26 01

email: 
website: 

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

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

2005 Van Buren Street, Suite 215, Hollywood, Florida, 33020, USA

24/7  tel: 
fax: 

+ 1 754 999 0460
+ 1 754 222 5051

email: 
website: 

contact@primenursingcare.com 
www.primenursingcare.com

PARKVIEW AIR MEDICAL
David Ewing – Executive Vice President, Global Markets

9785 Avenue Ryan, Montréal, Quebec, CANADA, h9p 1a2

tel: 
fax: 

1 519 942 8143
1 519 941 4213

email: 
website: 

repat@parkviewairmedical.com 
www.parkviewairmedical.com

SkyCare Global LLC.
Stephen Avise – VP of Operations

835 Seminole Blvd., Tarpon Springs FL, 34689, USA

US tel: 
EU tel: 

+1 727 230 2263
+39 345 461 8122

email: 
website: 

info@skycareglobal.com
www.skycareglobal.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

Doctorcall
Joe Beeltah – Client Liaison Executive

121 Harley Street, London W1G 6AX, UK

24/7 tel: 
int. tel: 

0344 257 0345
+44 161 214 1906

email: 
website: 

guarantees@doctorcall.co.uk 
www.doctorcall.co.uk

Aquarium Software Ltd 
Mark Colonnese – Director

Poplar House, 126a Ashley Road, Hale, WA14 2UN, UK

tel: 
tel:

+44 (0)161 927 5620
+1 213 205 2200

email: 
website: 

mark.colonnese@aquarium-software.com
www.aquarium-software.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)
Zena Carter – Managing Director
5th Floor, Moneda House, 25-27 Wellington Place, Belfast, BT1 6GD, 
NORTHERN IRELAND

tel: 
 

07859 053970 email: 
website: 

zena.carter@firemelon.com
www.firemelon.com

Nordic Insurance Software 
Elliott Draga – Head of Sales and Marketing 

Aarhusgade 88, 6th Floor, 2100 Copenhagen, DENMARK

tel: +1 (905) 866-8262 email: 
website: 

elliott.draga@nisportal.com 
www.nisportal.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
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To have your company listed in 
our service directory, contact 
the sales department now:
 
sales@itij.com 

+44 (0)117 925 51 51 (opt.1)

mailto:sales@itij.com
mailto:antalya@lifehospital.com.tr
http://www.lifehospital.com.tr
mailto:Dominick.destefano@jhsmiami.org
http://www.jmhi.org
mailto:intlpatientservices@luzsaude.pt
mailto:g24@quironsalud.es
http://www.quironsalud.es/international
mailto:Sharp.GlobalPatientServices@sharp.com
http://www.sharp.com
mailto:sholberg@ucsd.edu
mailto:ops@airmed.com.au
http://www.airmed.com.au
mailto:emergency@flydoc.org
http://www.flydoc.org
mailto:moc@drkassistance.com
http://www.drkassistance.com
mailto:alert@air-ambulance.com
http://www.air-ambulance.com
mailto:m.w@medicalwings.com
http://www.medicalwings.com
mailto:contact@primenursingcare.com
http://www.primenursingcare.com
mailto:repat@parkviewairmedical.com
http://www.parkviewairmedical.com
mailto:info@skycareglobal.com
http://www.skycareglobal.com
mailto:emergency@flydoc.org
http://www.flydoc.org
mailto:guarantees@doctorcall.co.uk
http://www.doctorcall.co.uk
mailto:mark.colonnese@aquarium-software.com
http://www.aquarium-software.com
mailto:bloder@cambridgefx.com
http://www.cambridgefx.com
mailto:zena.carter@firemelon.com
http://www.firemelon.com
mailto:elliott.draga@nisportal.com
http://www.nisportal.com
mailto:marc@voyageur.co.uk
http://www.voyageur24.com
mailto:sales@itij.com


they are... wherever
provide them with 

Contact Global Excel at StandbyMDinfo@globalexcel.com or at +1 819 566 8833

HEALTHCARE RISK MANAGEMENT SOLUTIONSglobalexcel.com

Help your members find the

best type of healthcare

mailto:StandbyMDinfo@globalexcel.com



