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MESSAGE FROM THE PRESIDENT

We had the pleasure of celebrating the Year of the Dog ~ Another enhancement from this edition onwards,
with industry friends and colleagues during our SiI  We will be launching a section on ‘Upfront and
Chinese New Year Luncheon on 28 February 2018. It  Personal” to share their corporate stories behind
was a joyous and eventful luncheon with more than 220  their successful career. We are privileged to
guests in attendance. At the event, we also launched the ~ réceive the warm support from senior leaders
SIl Office Representative initiative where we aim to  &cross the Insurance Industry who are so willing
’ increase awareness and interaction through the @nd candid to share their experiences and life
MS.JEANETTELIM  nomination of individuals within the organizations in the ~ [€Ssons with us. Read through more to find out
SIl PRESIDENT industry and we were awed by the response where we ~ Who is our first featured guest on “Upfront and
201712018 saw 11 nominations being submitted on the spot itself —  Personal’l

thank you very much for your support!

Besides the highly anticipated SlI Chinese New Year
Luncheon, we are also pleased to have conducted the
Breakfast Seminar on Pitfalls of Incorporation for
Reinsurance and Excess Policies as well as the Sl
Networking Night (proudly sponsored by Envista
Forensics) during the first quarter of 2018. In the
upcoming quarter, we are very excited about our
inaugural collaboration with the Ministry of Transport on
getting future-ready in the world of drones, alongside with
the esteemed panel of speakers who will be sharing their
insight and views about the future — remember to sign up
for this event happening on 27" April 2018.

B REAKFAST @ ' TA L K By Summer Montague, Sll Co-Opted Council Member

On 24 January, the Sll was very pleased to welcome the eminent Gavin Kealey QC, one of England's leading QCs from 7 King's
Bench Walk chambers in London, to deliver a breakfast seminar to Sl members on 'The Pitfalls of Incorporation for Reinsurance
and Excess Policies'. The seminar was held at RPC's offices in the Marina Bay Financial Centre and was well attended by a
people from a variety of organisations in the insurance sector.

Gavin's presentation tackled complex issues which arise when excess or reinsurance policies incorporate the terms of the
primary/underlying policy. Gavin worked through practical examples with the attendees, pointing out the common, but often
mistaken, assumptions as to what or how the terms will be incorporated. For example, Gavin explained to the audience that
there is a presumption across the market of consistent coverage between the policies. As such, many excess/reinsurance
policies will simply incorporate underlying terms by way of a general incorporating provision. However, Gavin explained that
terms will only actually be incorporated if they comply with a number of established 'rules', such as where they are not
inconsistent and where they make sense without undue manipulation. Gavin also considered the operation of standard form
notice and claims controls clauses and the way in which these will interact between the primary/underlying and
excess/reinsurance policies. Gavin explained that care should be taken as to the consistency of these provisions and as to the
meaning which will be applied to generic, undefined terms, such as "underwriters".

Despite the complexity of the topics discussed, attendees commented that they had found the session very useful and relevant.
Many attendees chose to stay around after the session to network.
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UPCLOSE 2 PERSONAL

° By Sl Secretariat
Head of Sales & Distribution, QBE Insurance (Singapore) Pte Lid

With over 42 years of insurance experience, James Yong has demonstrated excellence and consistency in business professionalism as part of the QBE organization.
Careers with QBE started since 1982 in various executive and managerial positions from Account Servicer/ Business Development, Deputy Operations Manager.
Underwriting and Business Development Manager, Assistant Manager Singapore and General Manager, Singapore/Principal Officer. He assumed top management
position with his learning experience and strategic insights focused on QBE adding real value to intermediaries and client companies by offering innovative solutions
for their business needs. James is an active supporter of Singapore Insurance Institute (SlI) in all Sl initiatives and he is also an active member of other trade
associations. More than often, James mingles very well with his business partners and associates. From his perspective, an excellent company must be innovative
and friendly while maintaining a sense of consistent value to its partners and customers. From 2012 onwards, James is largely involved with Distribution and
Channel Management and is now Head of Business Development.

He holds a Masters degree in Business Administration (MBA) University of Hull, and is an Associate of the Chartered Insurance Institute (ACIl) and an Associate of
the Singapore Insurance Institute. He is a devoted family man and is also a keen golfer and cherishes the richness of family outings and travel.

With the determination embark on his professional insurance qualifications and other skills and competencies provided by his companies, James was also given the
opportunities in varied roles and responsibilities. These have undoubtedly groomed him to be a respectable leader in his company. In today's business environment
where there are abundance of opportunities and job explorations given to young professionals, one ponders how a corporate professional like him manages to stay
rooted to one corporate brand (QBE INSURANCE) for near to 4 decades of his career life.

Let us peek at this committed leader's career journey to have a deeper understanding on what makes him committed to QBE and yet at his busiest, giving ip his
precious time to contribute towards building the Singapore Insurance Institute in early
years.

SlI: Hi James, thank you for taking your precious time to let us interview you on this new
series of Sll Connects on ‘Interview with Leader’, possible to share with us how you
started your career journey in the insurance world?

JY: | joined the insurance industry in 1975 after my National Service. | was always interested in
Sales and Marketing position and all job applications and interviews led me to the insurance
industry for both Life & General business. | finally embarked my journey with the largest
insurance company on the global map (which was then known as Royal Insurance). | took up the
offer as a junior in the business development department and my first mentor was Mr. Alan
Cheah who is still now very actively employed with the biggest international insurance broker firm.
I am proud with Sl and all the learnings | have gained literally land me to two other insurance
firms; New Zealand Insurance and QBE Insurance, and which | stayed since.

Sll: What about your first connection with Singapore Insurance Institute? Can you share
with us your first encounter and how do you get to know SII?

JY: My first connection with SIl was also in 1975 when | first joined the insurance industry. The
Sll was a prominent icon that organized activities within the insurance industry for industry
practitioners'. All levels of insurance people participated in their activities that include all
recreational and social activities. Senior practitioners offered their time with the running of the
institute and their personal time in conducting training classes helped people passed professional
examinations.

‘H
‘\‘\“W‘L\‘w‘\‘
Sll: When did you start your service as a Council Member with SIl and how

long it end?

JY: My regular involvements with SIl was through the many games and social activities that were
organized till SIl amalgated with the SITC and then SCI. | joined the Sl council in year 2011.
My involvement with the membership recruitment and social events spanned across 5 Presidents.

T . o
Sll: Given your busiest schedule at work, how do you find time to B e | n g C 0 m p a S S I O

participate and be involved as a Council Member with SII? What

mi(iit;\:iavtgsgou to constantly make an effort to contribute to Sl Crltlcal Of Others and a”owed me to
JY: Giving time and involvement with SlI activities were never tiring m a n a g e m yl] quemne I | b

despite the busy work commitments. | am passionate about Sl because
this is the place where | have ample opportunities to know people and . .
learn from them. | was very much inspired by the many senior SlI: James, kindly use three words to describe yourself.

insurance practitioners who held high positions in the insurance _ . o . .
companies who contributed their personal time to coach the younger JY: _Compassmr_]ate, Respect and Integrity. This is important as it constantly motivates me
generations to achieve their learning and competency. Surely, | was {0 give my best in my career.

strongly motivated by the selfless efforts put up by our Senior Leaders. . .

Major professions like the lawyers, engineers, doctors and accountants Sl La}st but not least, ple_ase share with our readgrs especially to the young
have their institutes in their respective spaces and likewise insurance €Merging leaders on how being a Sil member will benefit them.

professionals should support SlI.

JY: The younger generations should get actively involved with SIl and support the growth
SlI: What is your personal slogan in Life? of their ambitions to foster professional developments. The benefits will be immense in
development of their insurance networks, social standing and personal branding.

JY: To be compassionate. Being compassionate allowed me to be less

critical of others and allowed me to better manage my well being. Copyright©Sll Connect_2018



CLAIMS TECHNICIAN COURSE

Efficient claims management is vital to the success of companies within the insurance industry. Insurance customers expect a
company to settle claims quickly and to their satisfaction. Because high customer satisfaction levels can give a company a
competitive edge, the function of the claims management is of paramount importance. Whilst claims management tools and
technology help in the claims processing, ultimately what counts is the skill of the claims team. In 2011 the Singapore Insurance
Institute (SII) launched the Claims Technician Course (CTC) to provide formal training to claims handlers.

The CTC is now into its 8™ year and to mark this milestone, Sl is releasing the following write-up on an interview with its trainer,

Mr. Chan Hwee Seng to share with the readers how CTC can add value to the companies as well as the insurance industry.

Sl : Hi Mr. Chan, thank you for taking your precious time for this
short interview on the Claims Technician Course (CTC). |
understand CTC is a collaboration between the Singapore
Insurance Institute and the Australasian Institute of Chartered
Loss Adjusters to provide training to claims handlers in the
effective and efficient handling of insurance claims. | also
understand that you were instrumental in setting up CTC when
the idea was first mooted in 2010. How do you see the CTC
benefits the Insurance Industry.

Mr. Chan : CTC sets out to train claims handlers to be effective and
efficient in claims handling and through this promotes the standard of
claims services to the insurance community and the consumers of
insurance. Currently, CTC is the only course dedicated to the training
on the handling of insurance claims. To date, more than 200 claims
handlers from insurance and reinsurance companies, broking houses,
agencies and loss adjusting companies have gone through the
Course and qualify by examinations for the Qualified Claims
Technician Certificate issued by the Australasian Institute of
Chartered Loss Adjusters. | would congratulate SlI for playing its part
in promoting professionalism in the insurance industry.

Sll: How does the Course benefit claims staff and the company
sponsoring the staff?

Mr. Chan : CTC provides both theoretical and practical aspect. As the
curriculum is written by loss adjusters, the claims staff will learn things
like what to do and not to do in negotiations with difficult claimants,
how to respond to complaints and the importance of complying with
company's procedures and regulatory requirements. The frequent
reference to real-life local cases of claims during the tutorials has
helped the students in a better understanding of key principles of
claims handling. The Course is particularly useful to those who join
the claims department without previous claims experience and others
who would like to go through a structured course on claims handling.

Although CTC focuses very much on property and liability claims, the
practical learning on subjects like effective written and oral
communications and workplace documents can also benefit claims
handlers in other sectors of claims. | have students coming from
the motor and personal lines department.

To the company, passing the examination-based Course is a good
indicator of the proficiency and competency of its claim staff. Whilst
CTC does not do away with ‘'on-the-job' training, which is also
important, it helps in accelerating the learning process in a structured
and formal way. | would certainly encourage companies to send their
claims staff to the Course.

The Course enjoys a grant approved by the Institute of Banking and
Finance.

ABOUT THE TRAINER
Mr. Chan Hwee Seng is
Chairman of Crawford &

Company International Pte Ltd.
He has 46 years of loss
adjusting experience.

. He is the current lecturer for the
Claims  Technician  Course
jointly organised by the

Singapore Insurance Institute (SII) and the
Australasian Institute of Chartered Loss Adjusters.
He is also a regular lecturer at the Singapore
College of Insurance’s Insurance Executive
Scholarship Programme — Professional Conversion
Programme (IESP — PCP) and the General
Insurance Association (GIA) Pre Internship Training
programme.

He has delivered several technical papers on loss
adjusting, claims handling, and insurance fraud at
conferences, seminars and workshops in Singapore
and in the Asian region.

He was Past President of the Insurance Law
Association and President of the Loss Adjusters’
Association, Singapore, Vice-President, and current
Council Member of Singapore Insurance Institute
(Sll), and Member of the Inquiry Panel, The Law
Society of Singapore

Mr. Chan is Associate, Australasian Institute of
Chartered Loss Adjusters, Senior Associate CIP,
Australian and New Zealand Institute of Insurance
and Finance and Fellow of the International
Federation of Adjusting Associations.

CTC 17 INTAKE
(Julyc September 2018)

IS now open foregistration!

For more information on CTC, kindly contact
Cecilia@sii.org.sg or enquiry@sii.org.sg
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OFFICE REPRESENTATIVE INITIATIVE sy richard Tan, sii council Member

One of the SlI key mission is to uplift the insurance
industry profile across the financial sector of
Singapore. A core driver of this will be the active
engagement of the insurance industry through the
professional development and networking among the
insurance practitioners.

We are on the lookout for potential industry associates
to help SIlI bridge the gaps between different
organizations and to support us in fostering a stronger
network across the insurance sector.

The Office Representative (OR) initiative was
relaunched this year on the 28 February 2018 during
the SII Chinese New Year Luncheon. The aim is to
identify a Sl Champion within each organization to
help communicate and increase the awareness of Sll
campaigns and activities for the industry.

The Office Representative’s role is to help disseminate
information and to encourage participation of Sll
activities and campaigns. During the SlI Chinese New
Year Luncheon, we are pleased to receive support
from 11 organizations across the insurance sectors
and the following nominees were appointed by their
organization as the 1t batch of SII Office
Representative Nominees.

We would like to invite you to the first after work
networking function of 2018, organised by Sll and
e

%"*‘

14 March 2018, Wednesday
6.00pm to 8.30pm
Boulevard @ Asia Square
12 Marina View #01-04/05
Singapore 018961
9 March 2018 to enquiry@sii.org.sg
l——ﬁ
is event is y and is limited to 50 pax
Include food and 2 Free Drinks per person.

If you are keen to be our next Sl Networking Event sponsor,

Cecilia@sii.org.sg or enguiry@sii.org.sq

This event was Sponsored by

ENVISTA

FORENSICS

Name Company Name

Mr. Takashi Matsuo AIG APAC Holdings Pte Ltd

Ms. Kalnisha Devi Palani Velu | Cunningham Lindsey Singapore Pte
Ltd

ERGO Insurance Pte Ltd

Hong Leong Assurance Pte Ltd
Kennedys Legal Solution

Marsh Singapore Pte Ltd

Mclarens Singapore Pte Ltd

Tokio Marine Insurance Singapore
Pte Ltd

QBE Insurance Singapore Pte Ltd
Toplis & Harding (S) Pte Ltd

Euler Hermes

Ms. Eileen Cheong
Ms. Esther Loh

Mr. Julian Wallace
Ms. Esther Neo

Mr. Chan Ping Siew
Ms. Irene Lee

Mr. James Yong
Mr. Victor Fong
Ms. Kelly Lai

We are indeed honored and grateful for the support given to Sll within
such a short frame of time. Sl will be writing to all organizations
across the insurance industry to seek their support to appoint an
Office Representative so that we can keep the communication
ongoing. We look forward to more nominees in months to come.

If you wish to contribute your effort and value-add to the Insurance
industry as an Office  Representative, kindly  contact
enquire@sii.org.sg or Cecilia@sii.org.sqg for more information.

SII NETWORKING EVENT
14 MARCH 2018

A night of merry making filled up by industry practitioners on the 14 March 2018 at The Boulevard, located at
The Asia Square Tower 2. The sponsor, Envista Forensics interacted and their Chairman, Mr. Bruce Swales
attended with his team of colleagues and mingled with the industry practitioners.

A total of close to 50 pax attended this event and in between hours, new friendships were made.

kindly contact Sl Secretariat at

Picture above: Mr. Bruce Swales (Envista Forensics, Sponso
with Ms. Jeanette Lim (SII Presidént
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INSTITUTE “Getting Future Ready” - DRONES SEMINAR 27 APR 2018

G FUTURE READY REGISTRATION FORM
E}‘inslg'ht into the Future of Drones

TOPICS

105 Cecil Street #06-01 The Octagon Singapore 069534
Tel:(65) 6827 0426 / Emai soquey@ss 0795 | Website: yuw si org 5. Co Reg No: 1074000308

This year, Sll are delighted to receive support from our presenters from various industries to provide an insight into the Future of
Drones. This seminar is catered specially for insurance practitioners as more and more insurers are beginning to experiment
with this unmanned aircraft as they help in the adjustment of claims. According to an online poll, drone usage is predicted to
make claims practitioner workflow 40-50% more efficient.

Drones can be used for Roof Damage Inspections, other damage inspections, Boiler inspections, Post disaster Claims Inspection
and insurance inspection. It can also be used to deter insurance fraud as insurer could send a drone to take pictures of an accident
scene and use the data it collects to verify details submitted by the insured in a claim.

We would sincerely like you to help us share with your colleagues (in underwriting and claims department) to attend this seminar as
it will bring substantial savings [lower claims cost] and potentially generate new ideas for you to re-engineer your claim process in

your organisation. . .
To register, kindly contact

cecilia@sii.org.sg or enquiry@sii.org.sg
CPD Hours: 4 hours

As a Sll Member, the benefits you enjoy are:
APriority access to our educational and networking events
) AExclusive members rates for all Sll events
ABe updated of latest industry news through Sll communications
AComplimentary Sll membership for all Cll members

The Institute Year is from 1 January — 31 December.

Membership Category

Honorary Fellow NIL
Fellow SGD 100
Associate/ Affiliate SGD 75
Ordinary SGD 50
Student SGD 20

Members In Retirement SGD 10

All existing members of the Chartered Insurance Institute (CIl) are eligible for SIl Membership FOC.
Please indicate your CIl membership no. when submitting your application form.

For more information, please visit http:/sii.org.sg/membership-benefits/
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