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Sedgwick, a leading global provider of technology-
enabled risk, benefits and integrated business 
solutions, appointed Mr Weston to run the 

company’s operations in Kuwait last November. In his 
new role, he works closely with the Central and Eastern 
Europe, Middle East and Africa (CEEMEA) team and leads 
Sedgwick’s effort to drive growth strategy in Kuwait, 
including further expanding the local team.

“Our business is necessarily customer-focused,” said Mr 
Weston. “In order to drive our growth strategy, we need 
to listen to our customers and understand what it is that 
their customers are demanding of them and then for us to 
deliver a world-class service response to their need.  

“To do so we will put in place a young, technically 
qualified, adept team, each of whom is seeking to improve 
themselves and obtain professional qualifications, 
because in doing that, almost by definition, they will be 
servicing our clients’ needs. My role will be to encourage, 
assist, guide and mentor them to achieve their personal 
objectives as that will be one of the great drivers for our 
growth strategy in 2021 and beyond,” he said.

Mr Weston has worked in loss adjusting for over 30 
years and developed a wealth of experience handling major 
and complex international liability claims and managing 
teams, operations and accounts in China, Dubai, Hong 
Kong, Saudi Arabia, Singapore and the UK. He said his 
experiences in China and Saudi Arabia, for instance, have 
taught him to “learn to listen and take into account cultural 
mores and local sensitivities before acting”. 

He added, “One cannot handle claims in Saudi Arabia 
the same way as one does in the UK and likewise one 
cannot handle claims in China the same way as one does 
in Saudi Arabia – and I expect the same to be true of 
Kuwait. The technical complexities of losses may be the 
same but the key to resolution lies in the local handling, 
and long ago I learned to put my trust in my local staff.”

Delivering on the 
‘utmost good faith’ promise
Sedgwick country manager in Kuwait Simon Weston believes 
the COVID-19 crisis can be a defining moment for the loss 
adjusting industry to reinforce that the claims manager/loss 
adjuster has a pivotal role in delivering the ‘utmost good faith’ 
promise that is the rock upon which the industry is founded.   
By Cynthia Ang

Operating environment in Kuwait
The insurance sector in Kuwait (including loss adjusting) 
has, for the past 12 months, found itself in a licence 
vacuum due to the sweeping changes enacted to the 
Kuwait Insurance Law, “the implementation of which 
has been significantly delayed by the global and local 
COVID-19 lockdowns, with the resultant effective closure 
of the newly formed Insurance Unit”, Mr Weston said. 

“However, after six months of relative inactivity 
due to the aforementioned lockdowns, the new 
Insurance Unit is once more becoming active in the 
promulgation of regulations to ensure competent, safe 
and solvent practitioners operate in the market, with the 
objective being that the rights and future well-being of 
policyholders are upheld. Sedgwick has been working 
closely with the Insurance Unit and has been at the 
vanguard of the process throughout, and we remain 
committed to doing so going forward with our new team 
and structure,” he said. 

Commenting on the opportunities for growth, he 
said, “The market is changing and for those who react 
well and proactively to those changes I believe there are 
significant opportunities to serve the market and develop 
a reputation for integrity, credibility and professionalism 
that will engender the respect of our clients and their 
customers and serve us well.”   

Impact of COVID-19 on claims 
In terms of the top challenges facing claims managers 
in the current marketplace, he said these include a 
combination of dealing with imminent changes in the 
regulatory environment, the differing and heightened 
expectations of both customers and staff, and the 
challenges offered by the digital world such as increased 
working from home forced upon us due to COVID-19.  

In light of the current situation with the impact of 
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COVID-19 on the business, “we have been fortunate 
to have group-level support to provide digital and 
technological solutions such as the use of drone cameras 
to undertake site surveys when site access is not possible 
or denied, remote access to network resources to allow 
us to manage our files and customers’ data and access 
to software to allow us to interact remotely with our 
customers and stakeholders”, he added.  

With regard to the impact of the pandemic on 
insurance claims, he said, “COVID-19 and the insurance 
market response thereto is the great elephant in the 
room. Nobody can foresee how this will impact the 
claims environment in Kuwait and the Middle East 
region, but historically from events such as the Great 
Fire of London (1666), the Great Chicago Fire (1871), 
the San Francisco earthquake in 1906 and numerous 
catastrophe-related events since, I believe this can be a 
defining moment for our industry. 

“If we as a profession identify and seize the 
opportunity to remember the raison d’être of our 
existence is to provide help to our customers at times of  
need then, provided the coverage is there, we can redefine  
our relationship and reconnect with our customers. We 
will interact with and feed off our customers’ responses 
and will learn from them (and vice versa) to each other’s 
respective and mutual benefit, which in the end will be 
to the insurance purchasing customer’s benefit. I see it 
will give us the perfect opportunity to reinforce what 
we have always known, ie, that the claims manager/loss 
adjuster has a pivotal role in delivering the ‘utmost good 

faith’ promise that is the rock upon which our industry 
is founded.”

Expectations for 2021
Across the Kuwaiti insurance industry, Mr Weston sees  
the product liability and product recall space as an 
important area of growth and development. Traditionally, 
Kuwait has been a construction and engineering market 
and that will continue, but more customers are demanding 
consumer-centric services and multinational companies 
are responding. “However, when things go awry, with 
social media presence and the heightened expectations of 
consumers, the demands for recompense are increasing, 
too, and there is a consequent need for insurance products 
and solutions to satisfy those exposures. 

“Those policies and products require technical 
expertise to handle the complex multi-jurisdictional 
problems that often rise in the supply chains as an adjunct 
to those expectations and with my specialist experience 
and background in this field, I see this as an opportunity 
for Sedgwick to lead this important and growing market 
segment in Kuwait and the Middle East region,” he said.

On what he hopes to accomplish in 2021, he said, 
“Professionally, to build, develop and implement the 
vision that Sedgwick and I share, which is, first and 
foremost, to deliver a world-class service response to our 
customers. Personally, I take great pleasure in the growth 
and development of my individual team members if I can 
help any of my team in Kuwait unlock and achieve their 
potential to the same effect.”
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