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Viewpoint: Local networks are shaping the future of
marine claims management
By Carlos Mantecas Alonso and Bobby White, Sedgwick

The way traditional marine claims teams are deployed is changing as loss adjusters learn the lessons of Covid
and from the way claims are serviced in other lines of business

CORONAVIRUS LOCKDOWNS HAVE SHOWN THE IMPORTANCE OF STRONG
LOCAL NETWORKS TO LOSS ADJUSTERS
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At a global level, the marine claims market experienced mixed fortunes throughout 2020. In terms of volume,
overall claims were down between 15% and 20%. However, some countries saw a surge in claims as a result of
Covid-19. For example, in the Netherlands, we saw an exceptionally high number of event cancellation
claims, obviously in relation to the Covid-19 pandemic. That was very speci�c to the Netherlands, however,
as other countries do not cover event cancellation in marine policies.

In the UK, the marine market witnessed an increase in liability claims in 2020, again as a direct result from
Covid-19. Early in the pandemic, China introduced a lockdown in its southern provinces and many ports
were closed, causing congestion and delays in container transport, which continued after the reopening of
these ports in last summer.

The volume of exports from Asia (China) to Europe and America in the past few months has led to a shortage
of shipping containers, as they are not being returned to their port of origin, having become stuck or at least
delayed by an imbalance in trade between Asia and the rest of the world.
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The volume of exports from Asia (China) to Europe and America in the past few months
has led to a shortage of shipping containers, as they are not being returned to their port
of origin, having become stuck or at least delayed by an imbalance in trade between Asia
and the rest of the world

Notwithstanding Covid-19, other claims are still taking place, such as container casualties. It is not unusual for just one of these
incidents to cause the loss of a signi�cant amount of cargo, worth hundreds of millions of US dollars. Such incidents demonstrate
there will always be a need for experts who specialise speci�cally in complex losses.

Over the past 12 months, there has been a rise in demand for the services provided by loss adjusters with a
global network of of�ces from clients. Travel restrictions and lockdown measures across many countries
explain this shift. Typically, in the marine market, many loss adjusters will travel around the world for highly
complex claims.

In 2020, we have had to rely much more heavily on our local surveyors and local networks. As countries have
been implementing travel restrictions globally to thwart the spread of Covid-19. It is our opinion that in the
future, underwriters and corporates will realise they do not need to be constantly sending experts all over
the world. It is not only cheaper but also signi�cantly more ef�cient to rely on a strong solid local network,
which many operators are trying their best to develop.

 

Brexit impact

The UK-domiciled insurance carriers loss adjusters work on behalf of are now enacting wholesale changes to
their business now the Brexit transition period has ended. The UK-EU trade and co-operation agreement
mainly focuses on trade but does not make provisions for British �nancial services �rms to access the EU
market. This means Britain will no longer bene�t from the existing “passporting” rights that are established
across the EU and regulations will need to be overcome.

There have been many instances of British insurers (including, for example, Lloyd’s) setting up entities in
Brussels. Indeed, hotspots in the EU alongside Brussels include the Netherlands (Amsterdam), Luxembourg,
Spain, Germany and France. This means part of the market has shifted to the continent. From as little as two
years ago, about 80 to 90% of the market was concentrated in the UK, especially in the London market. Brexit
means this is no longer the case.

From a third-party administration (TPA) perspective, the model Sedgwick typically uses – as a business with
global corporate clients – includes a UK-based central of�ce that manages the accounts, whereas the
handling of the claims will be completed in country, in local languages, compliant with local legislation and
regulations. The implementation of Brexit makes it the right time to launch a European hub that follows the
same model, while maintaining passporting rights as a result of its location within the EU – in Madrid,
Spain.

In our view, this approach recognises the post-transition regulatory requirements that govern the
information we can hold on our systems for cross-border accounts.

 

Automation and digitalisation

There has been an overall trend for automation in the market generally. Covid-19 has brought this into sharp
focus for many businesses, not least ours and that of our clients. Automation, solutions based on arti�cial
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intelligence (AI) and digitalisation have now been proven to offer opportunities rather than setting
challenges to the market.

Remote surveying is a really interesting example in that respect. It has become possible to use drones and
mobile phones to provide remote surveys and work on large losses in some remote areas, when adjusters
would normally visit a location in person. Indeed, drones help us to better access incident scenes located in
areas that are remote or otherwise dif�cult to access.

While AI technology is quite recent and is still being developed, it is highly likely it will play an increasing
role in the coming years. As a business, we are already using it in the UK, with the objective of rolling it out
elsewhere in the near future.

Increased use of technology also plays a key role as loss adjusters realise the digitalisation of platforms can
be harnessed for use beyond the bene�ts gained within the administration of claims. Technology allows
adjusters to combine claims handling and data collection to provide information for the purpose of risk
management to clients. Data can be collected regardless of the location of claims or their size and the
consistency of this data provides clients, as well as risk managers, with the opportunity to make better
informed decisions on a variety of topics, for instance, regarding the purchase of insurance, what deductibles
they want and can afford to take and so on.

 

Marine losses

The future direction of marine loss handling is to work on a claims management approach. At Sedgwick, we
have begun to re-engineer the work of traditional marine teams and mirror the new needs of clients by
learning lessons from the claims management process in other lines of business. This entails combining
resources, technology and the expertise of our marine and TPA specialists to offer clients a fully integrated,
end-to-end service.

There is demand from clients in the marine sector, even with larger, more complex claims, for a broader
more ef�cient solution, combining loss adjusting and TPA. Clients are looking for a full end-to-end handling
capability offering a wide range of solutions, from small claims to complex losses. For example, the Sedgwick
hub will be staffed by a team of specialist claims handlers and a staff of loss adjusters and will further bene�t
from the technological advances developed to respond to the Covid-19 pandemic as well as from the global
imprint of the Sedgwick Group.

In our case, we have chosen Spain as the location of the marine hub due to its strategic location. The country
is an obvious gateway to Latin America for cultural and linguistic reasons and strategically positioned to
manage time differences between the US, Europe and Asia.

In terms of language advantage, many people speak at least two languages in Europe and everyone in our
team in Spain who is handling claims for the marine side of things speaks both English and Spanish, as well
as additional languages.

Similarly, our recent acquisition of a Portuguese specialist adjusting �rm means we are able to expand our
offering further; from Portugal to African countries that have strong cultural links there (Angola, Cape
Verde, Mozambique) as well as to Brazil, because of the shared language.

In addition, Spain is a very price-competitive country, which is of obvious bene�t to clients, and there is a
long history working with perishable goods. Spain is a major producer of fruits and vegetables as well as
Latin America. In the marine industry, perishable cargoes require a lot of attention and need a lot of work.

 

Carlos Mantecas Alonso is director of marine and cargo at Sedgwick Iberia and Bobby White is international third-party

administrator lead at Sedgwick
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