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STOP MAKING EXCUSES  
JUST BE PROACTIVE 

(bill price/Sunday Times 9 May 2010)

� IMPROVEMENT HAPPENS WHEN WE
ARE WILLING TO EVOLVE AND GROW

� WHAT NEEDS TO CHANGE AROUND 
HERE

TO IMPROVE THE WAY WE DO THINGS 
FOR OUR CUSTOMERS?



CURRENT PROJECTSCURRENT PROJECTS

� CURRENT PROJECTS THAT COULD
CHANGE/AFFECT THE FACE OF 
OUR BUSINESS:

•DATA SHARING/CONNECTIVITY PROJECT

•TREATING YOUR CUSTOMER FAIRLY
•CONSUMER PROTECTION ACT

•FAIS GENERAL CODE OF CONDUCT/
CONFLICT OF INTEREST

•ILAA SEC 48 (BINDER) REGULATIONS



ILAA ILAA –– SEC 48 (A)SEC 48 (A)

• BINDER HOLDER (SEC 48(A))

INTERMEDIARY/UMA WHO “ ENTERS INTO”
RISK ON BEHALF OF INSURER.

• REQUIREMENT OF RISK AND CUSTOMER
DATA.

• SETS OUT DETAILS OF ACTIVITIES THAT
MAY BE PERFORMED, LIMITATIONS, SLA’S
AND REMUNERATION.



ILAA ILAA –– SEC 48 (A)SEC 48 (A)
• PROHIBITION OF SUB-DELEGATION OF

BINDER.
• PAYMENT OF “ REASONABLE” FEE

RELATIVE TO ACTIVITIES PERFORMED.
• NO PROFIT SHARING FOR 
INTERMEDIARY.• PROFIT SHARING FOR UMA.
• CANCELLATION/TERMINATION TERMS

AND REQUIREMENTS.
• ALLOW FOR NON BINDER HOLDERS TO 
“ HOLD COVERED” .



STRIDESTRIDE
� DATA SHARING/CONNECTIVITY 
PROJECT

“ STRIDE” SHORT TERM & REINSURANCE
INDUSTRY DATA EXCHANGE.

•INDUSTRY (SAIA/FIA) INITIATIVE.

•VISION - “ A CONNECTED INSURANCE
MARKET PLACE THAT ENABLES
INFORMED RISK TAKING AND ENSURES

SUSTAINABILITY.”



STRIDESTRIDE

• OBJECTIVE – “ TO FACILITATE DATA AND
PROCESS INTERCHANGE THROUGH

ELECTRONIC CONNECTIVITY BASED ON A
SOUTH AFRICAN ACORD STANDARD
(GLOBAL BEST PRACTICE).”



STRIDESTRIDE

• WHY? 

1. SUPPORT SEC 48(A) REQUIREMENTS.
2. EFFICIENT & EFFECTIVE.
3. ECONOMIES OF SCALE.

4. CONNECTS AND IMPROVES THE 
VALUE CHAIN.

5. COST CONTAINMENT.

6. SUSTAINABILITY.



STRIDESTRIDE
•STATUS:

1. PROJECT MANAGER APPOINTED.

2. TWO SAIA/FIA SUB COMMITTEES 
(TECHNICAL AND BUSINESS) IN PLACE.

3. WORKING WITH ACORD ON AN SA 
STANDARD.

4. BUSINESS CASE IN PREPARATION 
FOR ALL POTENTIAL STAKEHOLDERS.



TREATING CUSTOMERS FAIRLYTREATING CUSTOMERS FAIRLY

� ARE WE REALLY TREATING OUR
CUSTOMERS FAIRLY?



TREATING CUSTOMERS FAIRLYTREATING CUSTOMERS FAIRLY

• FSB INITIATIVE BASED ON UK FSA
MODEL – CONSULTATION WITH 

INDUSTRY.
• CUSTOMER PROTECTION – POSSIBLE

OVERLAP WITH FAIS & CPA.

• AIM – FOR PRODUCT PROVIDERS TO 
DEAL

WITH CUSTOMERS IN A PRINCIPLED
MANNER



TREATING CUSTOMERS FAIRLYTREATING CUSTOMERS FAIRLY

• OUTCOMES:

1. CUSTOMER CONFIDENCE THAT 
PRODUCT PROVIDER HAS CULTURE 
OF FAIR TREATMENT.

3. PRODUCTS MEET NEEDS OF 
CUSTOMER.

2. ADVICE IS SUITABLE AND RELEVANT 
TO THE CIRCUMSTANCES.



TREATING CUSTOMERS FAIRLYTREATING CUSTOMERS FAIRLY

• OUTCOMES:

4. PRODUCTS & SERVICES FULFILL 
EXPECTATION.

5. NO POST SALE BARRIERS TO 
CHANGING OF PRODUCT OR 
CLAIMS FULFILLMENT.



CONCLUSIONCONCLUSION

� DESPITE THE FAIS QUALIFICATION
REGIME WHY ARE THE LEVELS OF 
PRACTICAL KNOWLEDGE SO POOR?

� HOW SERIOUS ARE WE ABOUT TAKING
OURSELVES TO ANOTHER LEVEL OF 
SERVICE EXCELLENCE?

� FIA COMMITTED TO PRO-ACTING AN
INDUSTRY INITIATIVE TO TAKE STOCK AND
FINDING SOLUTIONS.


