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Our response to

Hurricane
Dorian
The response from Sedgwick was fast and
after liaising with our US colleagues we flew
a team of five adjusters out to Miami within
the first 48 hours.

Resilience in the UK
We take a look at what will drive the resilience agenda
in the UK

Being prepared for civil disorder
With the most recent riots in the UK being more than 8
years ago, we consider what the impact of subsequent
changes in legislation would have on riot claims today
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Cyber fraud is still a relatively new and emerging threat. Some broker contacts have acknowledged they’re
not aware of all the risks and are conscious of this. There’s a terrific appetite to learn more about the issue,
given they’re charged with the responsibility of arranging cover.

Being prepared for civil unrest and
rioting – the impact of riot legislation
on insurers, brokers and insureds

For the majority of the British public,
exposure to cyber fraud issues has been
around hacking, for example people having
bank account information compromised,
being the victim of scams, or even having
their data stolen when organisations are
breached. There are plenty of examples of
the latter of course, some more newsworthy
than others.
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Welcome to the autumn edition of
Sedgwick News. The last few months
have been dominated by weather
events, ranging from the unprecedented
levels of damage caused by Hurricane
Dorian in the Bahamas to the UK
flooding incidents over the summer, and
recently in the Isle of Man. Regardless
of location our adjusters have been
supporting customers, although the
work on the Abaco island is one of the
most extreme we have experienced.
In this issue we recount our adjusters’
experience in dealing with the
aftermath of hurricane Dorian and also
consider what we can do to help UK
properties be more resilient to flooding.
With climate change so high on the
political agenda as well as the social
divisions caused by Brexit (apologies
for mentioning the ‘B’ word) the
prospect of civil unrest is never far
away. We therefore take a look at what
the difference the new legislation
introduced in 2016 would mean to
claims resulting from rioting today.
Like many of you in the market, we
continue to support our chosen charity
the Alzheimer’s society and their
Insurance United Against Dementia
campaign and we’ve shared some of
the charity fundraising activity recently

undertaken by colleagues at Sedgwick
along with clients.
And finally, you may have seen our
recent announcement that I am moving
to a new International role where I will
be CEO of continental Europe, Middle
East and Africa. I am excited by this new
challenge in my career and am looking
forward to working with colleagues
from our international business to
develop and grow our business in
these regions. I’m delighted that the
new UK CEO will be Paul White who
is the current Deputy CEO and has
been in the business for over 10 years.
He is undoubtedly well positioned
to take over the helm. Neil Gibson
has also been promoted to become
chief operating officer, another great
appointment. As Chairman for Sedgwick
UK, I will still be involved in the UK
business, working with the new team
and clients alike.
I hope you find these articles of interest.
If you have any questions or have any
feedback, please do get in touch.

Stewart Steel, Chairman,
Sedgwick International UK

However, most cyber insurance policies
are bought by business consumers rather
than individuals, and understandably
so, because digital technologies are the
backbone of modern society and are here
to stay. In commerce, data is important
because it facilitates a company’s business
and therefore has value. It can be stolen or
‘hijacked’, and sold on or held for financial
gain, and in turn its loss impacts on the
business concerned.
So getting the right cover matters to
business consumers – especially SME
operations that are at the core of UK
society; losses can have a significant
impact on them. Cover has broadened to
extend benefits as the risks increase, and
more policies are being sold as awareness
increases, which is encouraging.
Research shows that there are three main
areas of attack seen by SME and corporate
consumers, and customers should therefore
be putting cover in place for:
1. Ransomware: an attack where a
customer’s data is encrypted, resulting
in data becoming unusable. The criminal
leaves details of how to pay the ransom to
release data.
2. Malware: software specifically designed
to disrupt, damage or gain unauthorised
access to a computer system. Malware
can be used to steal information or
covertly monitor network operations.

3. Data theft: the act of infiltrating
digital information with the intent of
compromising privacy or obtaining
confidential information – this risk is an
increasing problem for SMEs.
Ransomware was the most common cyber
fraud we saw in 2018. The average cost of
repairs to compromised networks can run
into tens of thousands of pounds, so it’s
easy to see why there’s a temptation to ask
the insurer to pay the ransom. But doing
this is morally wrong, and potentially a
breach of the regulatory framework around
financial crime. Whilst acknowledging
that it is a quick solution, it does leave a
business open to further attacks and helps
fund financial crime, so we fully support
the national police policy of not giving in
to ransom demands, thus sending a strong
deterrent message to perpetrators and
protecting the regulatory framework.
But this strategy relies on a true
partnership approach involving the
policyholder, broker, insurer and police
being ‘at one’. Simply, is it better to pay
the ransom and save a significant loss
in turnover via a resulting business
interruption claim, or not to pay the
ransom, fix the problem and still avoid the
loss in turnover? It’s the latter every time
for us.

albeit usually not covered by cyber policies.
These are risks that can be countered
in other ways, with good old fashioned
common sense and diligence at the heart
of tactics best employed to negate these
threats.
And who are the people committing
cyber fraud? We’ve seen them range
from opportunistic or casual individuals
who just want to prove they can do it, to
premeditated and planned acts committed
by organised crime for financial gain.
Of course, at Sedgwick, defeating the
cyber fraudsters and getting customers
back up and running as efficiently as
possible is in our DNA. But the work we
are doing with the police through our
close working relationship is resulting in
more prosecutions, and we’re starting to
see some convictions
too, which is really
encouraging.

Fraudsters intercepting emails containing
bank account information, resulting in
a change of bank account details being
conveyed to the recipient and in turn
diverting funds
to criminals,
and phishing
emails (criminals
masquerading or
tricking consumers
with bogus email/
websites) are also
very commonplace,
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Being prepared for civil unrest and rioting:

The impact of riot legislation on
insurers, brokers and insureds
It has been eight years since we saw
rioting in the UK. However, mass
demonstrations about Brexit and
climate change have become more
commonplace and taking to the streets
is seen by many as the only way to
convey dissatisfaction.
Whether or not rioting comes to pass,
it is certainly an area of concern in
these uncertain political times, and
indeed one that the Government
has acknowledged in the recently
published Yellowhammer papers.
We all very much hope that any
future demonstrations on any issue
remain peaceful, but with so much
social unrest it is timely for insurers
and brokers to consider the impact
on riot claims – especially since the
Riot Compensation Act 2016 has yet
to be tested. Here we lay out the key
aspects to consider:
Any public disorder may well,
dependent upon the circumstances,
constitute a ‘riot’ as according to the
legal definition. This enables insurers
and policyholders to seek financial
recompense from the relevant police
authority.
When, how and what can be
recovered for riot damage is governed
by the Riot Compensation Act 2016,
the key features of which are:
∙∙ The claimant has to demonstrate
that a ‘riot’, as legally defined, has
occurred
∙∙ Riot is defined under the Public
Order Act 1986 as “Where 12
or more persons together use
or threaten unlawful violence
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for a common purpose and the
conduct of them (taken together)
is such as would cause a person
of reasonable firmness to fear for
his personal safety, each of the
persons using unlawful violence
for the common purpose is guilty
of riot”
∙∙ In the event of property damage
arising from ‘riot’, compensation can
be sought from the local policing
body
∙∙ Claims must be notified to the
policing body within 43 days of the
riot with the riot date being the
date on which the riot ends

Supporting World Alzheimer’s Day
There are nearly 50 million people living with
dementia worldwide. To raise awareness
about this terrible disease the Alzheimer’s
Society is campaigning to highlight issues
faced by people affected by dementia and
raise funds to support vital research.

#IUAD

cake sales and hikes in the peak district.
Recently Adrian Cartwright-Bain and
Neil Baldwin were joined by clients Garry
Simmons from Covea and Jon Jones from
Zurich for a 24 mile trek across the Peak
District in 12 hours.

World Alzheimer’s Day was a few weeks
ago and is key milestone in the Alzheimer’s
Society’s campaign to help break the
stereotypes and myths that surround a
dementia diagnosis.

With Neil in charge of planning and
directions, and with the aid of hard copy
maps and digital satellite tracking, what could
possibly go wrong? Well, quite a lot really.

The insurance industry has made a
commitment to support this charity by
forming a movement called Insurance United
Against Dementia. It is a championed by
leaders from across the insurance industry
and aims to raise £10 million to fund vital
research into the 21st century’s biggest killer.

Within the first two miles, the intrepid
explorers found themselves on the wrong
side of a barbed wire fence with a sheer drop
into a cavernous quarry behind them. With
a degree of agility and a whole lot of luck,
the team successfully extracted themselves
from this near perilous situation with only a
few deep gauges to the limbs.

At Sedgwick many of our offices have been
raising funds for this great cause and we’ve
participated in memory walks, treasure hunts,

The impressive 3mph pace allowed them
time to support the local economy en-route,

by sampling some of their finest beverages
– and still managed to arrive back at base
camp around 8pm – spot on 12 hours after
they left, 29 miles (61,172 steps) and 1,028
metres of assent.
This follows previous successful treks across
the Seven Sisters and Hadrian’s Wall and
although the team members may change
each year, their determination to fundraise
doesn’t. This time the team raised over
£2,000 adding to their total over the last
three trips to a staggering £10,000.

∙∙ There is a period of 91 days from
the date of notification to present
a fully documented and supported
claim
∙∙ The following damage/loss,
and basis of settlement, can be
recovered:
-- Buildings: reinstatement/repair
cost
-- Contents: current market value
-- Stock: replacement or current
market value
-- Vehicles: current market value
-- Alternative accommodation:
limit of 132 days for comparable
accommodation
-- There is a £1m limit for any one
claim at any one address
-- Consequential/business
interruption losses, other than
alternative accommodation, as
above, are not recoverable
There are some material changes that
have been introduced by the 2016 Act
that brokers and insurers need to be
aware of, just in case.

Glasgow’s treasure hunt memory walk
Often unlucky for some, Friday 13th proved to be anything but for
our team of 38 colleagues who turned out to compete in a sponsored
treasure hunt/memory walk involving seven client guests from
esure, Co-op and Zurich. We began the event by sharing details of
Sedgwick’s charity partnership with Alzheimer’s UK with our guests,
who had also generously donated sponsorship for their participation.
Nine teams were formed, captains selected, Alzheimer’s UK
merchandise distributed and the all-important clues handed out.
Then they were off around Glasgow city centre trying to identify the
landmarks in the clues (including the Duke of Wellington’s statue,
which Glaswegians have famously put their own stamp on…), taking
team selfies to prove they’d found them, and racing against the

clock, and each other, to win team glory.
Meeting at a local pub for some well-deserved drinks and food, the
winning team lead by Angela Kelly and including Jack Fisher, Holli
Sheridan, Ben Porter-Collard and Nicola McNeil of Zurich, who
completed the course in lightning quick time, triumphantly accepted
their winners’ medals and the grudging praise of their peers!
We are delighted to announce that the superb effort of our
colleagues and clients raised a total of £1,869. The money raised
in Scotland helps fund the vital research work conducted at the
Dementia Research Institute at the University of Edinburgh, so it’s
fantastic to know that our contribution helps support their work.
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The main towns in Abaco and Grand Bahama were flooded by
storm surges, metres above normal sea levels. The powerful winds
and water ripped houses apart, tore boats from moorings and
dragged vehicles and debris across the islands.
The response from Sedgwick was fast and after liaising with our
US colleagues we flew a team of five adjusters out to Miami
within the first 48 hours. Because of the extensive damage and
restricted airspace of Abaco and the Grand Bahama, the adjusters
flew directly to New Providence and then travelled to the most
devastated areas by helicopter.
We have established bases on all three islands with client activity
being co-ordinated from Nassau in New Providence, the main
client centre. Being visible and available to clients is so important
at this time so that regular updates on claims can be made in faceto-face meetings.

and so the pastors have been incredibly helpful by showing our
adjusters around and helping to identify their parishioners’ homes.
They have also been able to put us in touch with the property
owners who have moved off the island in order to help progress
their claims.
But in a small community where over 50 people have lost their
lives every islander is affected by the loss of a family member,
friend or neighbour. Against this back drop the role of the loss
adjuster takes on a very different dimension and becomes more
of a first responder rather than someone who manages insurance
claims. Operating under a delegated authority means we can
quickly support those who have lost everything by ensuring their
cash settlements are paid quickly. The key is to ensure this part of
the process is straight forward and the insurance claims don’t add
to the islanders’ grief and loss.

Our response to

Hurricane Dorian
Hurricane Dorian hit the Bahamas on 1 September with wind speeds reaching 185mph;
the highest winds ever recorded for a hurricane landfall. Abaco took the full force of the
hurricane and the damage caused was made worse by the fact that it stayed in place for
hours causing unprecedented levels of destruction including loss of life.
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In previous CAT events the team would need to physically
pick up the losses from clients’ offices but because the clients’
administrative centres are still operational we can get our
instructions in the normal way with losses being notified via our
claims system. However, getting the claims information to the
teams on the islands is more challenging. With no wifi, no phone
signal and often no power, the adjusters use a mobile sim, which
creates a mobile hot spot from which they can access the systems
and communicate with other key stakeholders.

Whilst supporting the islanders by getting their claims processed
is an absolute priority, we are also focussed on supporting our
own teams who are there. We have put a small team of very
experienced loss adjusters to work in Abaco and are providing
them with additional support that wouldn’t normally be required.
Even managing the basic logistics of water, fuel and power
shortages can be challenging. However, working in a place that
used to be a thriving community that now looks like something
from a disaster film and knowing that so many people lost their
lives adds significant gravity to the experience.

The job is made even more difficult in Abaco things because
there are very few people still living there as the island has been
almost entirely evacuated. It is usual for people to leave directly
after a hurricane but then they return after a couple of weeks to
start rebuilding their homes and communities. In Abaco there
is nothing to return to yet and so the island remains largely
deserted.
There are also very few properties still upright and it is difficult
to identify streets and individual properties; there are no street
names or house numbers anymore. Our adjusters though were
lucky enough to get the help from local pastors who are still on
the island. The church is an integral part of the Abaco community

We are, however, pleased that we can do our part to help support
these communities in the journey to rebuild their lives.
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What will drive the
future implementation
of resilience in the UK?
Once again the UK is experiencing flooding after a month’s
worth of rain fell in one day in certain areas. Flooding is now
not just confined to winter but can happen at any time of year
and the effects of climate change means more frequent and
extreme weather events.
There is a growing recognition that there are no simple solutions
and that there needs to be a multifaceted approach to try to deal
with this complex problem.
There is evidence of this in the news with the recent UN Climate
Change Summit, where as a world community we are trying to come
together to address the cause of the problem. But action is required
at all levels, from worldwide to country, to region and down to
property level, to find strategies to mitigate this increasing risk.
At a national level, the Environment Agency has recently held a
Flood and Coastal Risk Management Consultation, which sets
out how we build climate resilient places around the country.
It is accepted that a longer-term strategy is needed to adapt to
the climate change challenge, looking far ahead to 2100. Clearly
difficult decisions will have to be made, as in some circumstances
building higher defences is not practical or economic, so some
areas will not be effectively defended.
Regionally there may be specific challenges due to groundwater
or surface water flooding, which requires specific local strategies
to mitigate the risk. But even when all these
actions have been taken there will
remain some homes and businesses
at significant residual risk and
this is where ‘property level flood
resilience’ is the right approach.
The term ‘flood resilience’ refers to
a property which has been adapted
to be able to manage the damage
associated with, and quickly recover
from, the effects of flooding. This could
include waterproofing wall coatings and floorings
that, following a flood, can be easily wiped clean or
moving plug sockets higher up the wall to help improve the
safety and reduce the costs of the repairs.
The challenge we face in the UK with taking a property level
approach to resilience is, how are we going to drive the change and
normalise this approach? There are a number of ways this is being
addressed:
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∙∙ There DEFRA Flood Resilience Round Table has a
long term strategy to drive the uptake of property
level resilience published first in 2016. https://assets.
publishing.service.gov.uk/government/uploads/system/
uploads/attachment_data/file/551615/flood-resiliencebonfield-action-plan-2016.pdf
∙∙ The round table is also working alongside the
Environment Agency on their £2.9m Pathfinder project
that aims for communities to better understand and
implement flood resilience measures. The project will
run from September 2019 to March 2021, developing
three regional hubs across the country to promote and
support the uptake of property level resilience
∙∙ Flood Re in its Quinquennial Review is now considering
a bold new approach to drive the uptake of property
level resilience. The proposals seek to ensure Flood Re
is proactive and a catalyst for change, which is driven by
two proposals:

1) Lower premiums for properties where it is clear
that property level flood resilience measures have
been installed
2) The scheme will allow payments for a limited
amount of flood resilience repairs, which is beyond
pure reinstatement and is designed to reduce the
future flood risk, which they call ‘build back better’
Looking to the future, we have a plan from the
Resilience Round Table and Pathfinder projects that
will have a big impact in raising awareness. However,
if Flood Re’s proposals on ‘build back better’ are
implemented then it could mean homeowners who
have been flooded will experience resilience as
business as usual.
Sedgwick are pleased to be an integral part of this work,
with representation on the Resilience Round Table,
which is part of the Pathfinder steering group. We are
busy working both internally with our own staff and
externally with clients to respond to the challenge,
raising awareness, and understanding the opportunities
to help customers.
It is also interesting to note from recent
flooding an increase in the level of
engagement from customers when
discussing the opportunity to make
their properties more resilient.
When introduced at an early stage,
they are certainly keen to explore
options and implement property level
resilience.
As an industry we need to ensure we are
well prepared to embrace the opportunities
and challenges of property level flood resilience.

The Changing Face of Weather
In our industry we are all well
aware of the influence of the
weather on insurance claims, with
typically around 20% of claims
being due to storm, flood or freeze
events. No wonder then that
the UK is considered to be the
crossroads of the world’s weather!
So the ability to validate those
claims has always been an
important factor for our market
and the service that WeatherNet
provides has long been valued
by insurers, loss adjusters, TPAs,
lawyers, brokers and construction
companies to name but a few.
But things have changed markedly
since WeatherNet was formed
almost 25 years ago. At that
time, Steve Roberts – the MD
at WeatherNet – spotted the
weakness in the way the industry
was relying on weather records
from a little more than 200 Met
Office weather stations – and that
even those tended to be based
around airfields (a legacy of World
War II), not in urban areas where
most insurance claims arose.
WeatherNet was then formed to
provide insurers and others with
a more relevant and accurate
source of weather data to help
validate claims where they
actually happened. In the early
days this revolved around adding
a network of WeatherNet’s own
urban based weather stations to
the existing Met Office network,
but more recently this has been
about a significant investment in
technology – principally around
getting feeds of much more
granular weather data from
satellites and radar to further
improve the accuracy of weather
validation.
And what a step change that brings.

Taking just the data on
precipitation as an example – the
radar network uses microwave
reflection to measure the amount,
intensity and type of precipitation
at a level of granularity that is
equivalent to having 327,325
weather stations across the UK.
Or to put it another way, instead
of relying on the nearest weather
reading that could be anything
up to 10 miles away, the weather
reading is on average within 350
metres of the damaged property.
Essentially a weather station on
every street!
And it’s a similar story with the
increased granularity of data from
Satellites for wind, temperature
and fog to supplement the existing
network, not to mention the
Arrival Time Delay (ATD) network
that records every single lightning
strike to an accuracy of 200 metres
within a second of it happening.
And with WeatherNet
automatically receiving all this
data every five minutes of the day
or night, the weather validation
business has become extremely
data intensive.
WeatherNet now process more
than four million new records
every hour – that’s 100 million
every day, or roughly 40 billion
records in a year. No wonder
WeatherNet have just completed
the installation of a new set of
servers to collect, collate and
crunch the huge amounts of data
involved!
With the new granular level of
data being rolled out to existing
clients over the coming quarter,
the ability to validate weather
claims accurately and ensure that
customers are treated fairly will
undoubtedly continue to improve.
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Award winners

Sedgwick’s Repair Solutions join
the modern slavery consultation

CILA conference
At the recent CILA conference, the
following colleagues were invited up to
the stage to receive prizes as the highest
performing candidates in their respective
qualifications in the last academic year:

The impact of modern slavery now regularly hits the headlines with the UK’s largest modern slavery
investigation recently resulting in a human trafficking ring being dismantled. These criminals made
£2m by exploiting more than 400 vulnerable victims who were forced to work for almost nothing.
The ringleaders told victims
they would earn good money
in the UK but instead placed
them in cramped, rat-infested
accommodation and forced them
to work on farms, rubbish recycling
centres and poultry factories.
Although this happened in the
food industry it could have easily
been part of the building and
construction industry, which is
why Sedgwick belongs to the
Greater Manchester Modern
Slavery Business Network. We
have regular meetings to discuss
how to tackle the scourge of
modern slavery and to try and
eliminate it from our supply
chains. The group consists
of, amongst others, Greater
Manchester Police, Manchester
Airport, Manchester University,
the Co-op, as well as a number
of other Manchester based
businesses.

Given the initiatives we have
been discussing, the government
sent representatives from the
Home Office to Manchester to
get help from the group in terms
of proposed additional legislation
following the Modern Slavery
Act of 2015 and the recent report
by Baroness Butler-Sloss, Frank
Field and Maria Miller in a cross
party report making certain
recommendations.
In essence the discussions centred
around how to get the 77,000
businesses that have a duty
under the 2015 Act to produce a
response on how they are tackling
Modern Slavery (it is thought that
25% have not issued a statement
and are thereby in breach).
The meeting also considered:
∙∙ The quality of the responses
given and whether these
should be published in the
same way the Gender Pay Gap
report is made public

Institute Prize
Colin Gould

Secretariat Prize
Damian Glynn

Damian Glynn also won the Secretariat
prize, which is for contribution as a
volunteer for the Institute.
We’re proud to be able to support CILA and
congratulations to all those who worked so
hard to achieve such great results.

.

Insurance Fraud Awards

Diploma Prize
Jerusha Glavin
We were delighted to win an award for
the Best Use of AI at the Insurance Times
Tech & Innovation Awards. This was for
our work with Typhoon 8 in developing
the FLoRA app. According to the judges
they were impressed by the app and its
“impressive learning that has dramatically
reduced claim life-cycles through an easy to
use app that enables 80% of carpet claims
to be settled in one visit.” The award was
collected by David Bagnall from Typhoon 8
and Keith Walters from Sedgwick.

We were also very pleased to have been
presented with the Cyber Partner of the
Year award at the The Insurance Fraud
Awards organised by Post Magazine. This
is the second year in a row that we’ve
collected this award, which is a great
reflection of the expertise and ability of the
team. The award was collected by Steve
Crystal, head of financial crime.
Congratulations to all involved.

Sedgwick’s building cost review: Quarter 3
Each quarter, Sedgwick’s quantity surveying team review the building and construction industry market to gain an
understanding of the primary drivers of cost and ensure that Sedgwick’s rates remain competitive. The building repair
cost review provides an overview of the current situation and looks at the issues that could potentially impact on
insurers’ building repairs costs over the months ahead.

Materials costs

∙∙ What penalties should apply to
those not complying (should
the penalty be in line with that
under the GDPR legislation)

continue to increase

∙∙ The timing of when such a
statement should be produced

influence the market

As we approach UK Anti-Slavery
Day on 18th October it is a timely
reminder that we should all
be working hard to ensure our
suppliers are regularly audited so
that modern slavery is kept out of
our supply chains.
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Certificate Prize
Simon Melhuish

Insurance Times
Innovation and Tech Awards

Brexit continues to
Tender prices up by

5% in the last year

The key findings were
∙∙ Building material costs continue to increase year on year but showed a slight decrease
against the previous quarter
∙∙ Brexit uncertainty continues to influence the market and could lead to a change in the
frequency of price increases on certain materials beyond the traditional twice-yearly
reviews
∙∙ Tender prices have increased by c.5% in the last 12 months
∙∙ Building cost inflation in the insurance repair sector was -0.18% – highlighting seasonal
effects
∙∙ Contractors are finding it difficult to recruit tradesmen, highlighting the well-publicised
skills shortage

Building costs in

∙∙ Despite this, contractors seem largely unconcerned about Brexit

insurance repair down
in Q3 by
%

For the full report please contact peter.wassell@uk.sedgwick.com

0.18
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For further information about any of the
articles included here please contact
Mark Baird, strategic client director
mark.baird@uk.sedgwick.com
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