




The Journal is published quarterly by 
Heads & Tales for the Australian and 
New Zealand Institute of Insurance 
and Finance (ANZIIF).
Vol. 45 No. 4 ISSN 144-8505

GENERAL ENQUIRIES
Tel (61 3) 9613 7200 Fax (61 3) 9642 4166
Email customerservice@anziif.com 
Web anziif.com

ANZIIF OFFICE
Level 18, 1 Nicholson Street,  
East Melbourne, VIC 3002 Australia 
Tel (61 3) 9613 7200 
Email journal@anziif.com

JOURNAL ENQUIRIES
Account director  
Scott Elmslie
Account manager 
Hannah Louey
Managing editor 
Jo Davy
Tel (61 0) 490 091 713 
Email jodavy@hardiegrant.com
Editor 
Abigail Murison 
Subeditor 
Helen Eva 
Art direction & design 
Dallas Budde and Kieran Medici 

ADVERTISING ENQUIRIES
Nicole Prioste  
Tel (61 0) 410 618 331 
Email nicoleprioste@hardiegrant.com

Heads & Tales 
Private Bag 1600,  
South Yarra, VIC 3141 Australia 
Tel (61 3) 8520 6444 
Web headsandtales.agency

Publication conditions
No responsibility is accepted by ANZIIF or Heads 
& Tales for the accuracy of any statement or 
advice contained in the text or advertisements. 
The opinions expressed in the Journal are those of 
the authors, not ANZIIF, unless otherwise stated. 
ANZIIF accepts no responsibility for the accuracy 
of information in articles and advertisements in 
the Journal. Article submissions to the Journal by 
ANZIIF members and others are welcome. Articles 
are accepted for publication only on the condition 
that the authors give ANZIIF an irrevocable 
non-exclusive licence to publish the article and 
authorise ANZIIF to give permission for production 
of the article in whole or in part by other persons 
and organisations for educational and training 
purposes, as well as on ANZIIF websites.
© Heads & Tales Agency, 2022. All rights reserved.

Connect with ANZIIF via 
social media and anziif.com

54
RISK  
Covering cryptocurrency
How do you insure something with very 
little historical data, with a value that 
fluctuates wildly and that operates under 
great regulatory uncertainty?

48

Technical•

44
CLAIMS  
Speaking your language
Natural language processing is enabling 
insurers to automate many processes — 
reducing costs, speeding up claims handling 
and improving the customer experience. 

62
LIFE 
Preparing for dementia
As the global population ages, some 
life insurers are considering bespoke 
dementia insurance cover as a way to 
deal with changing demographics.

58
REINSURANCE  
The rise of reinsurtech 
Smart reinsurers are identifying major 
opportunities in the insurance value 
chain and partnering with insurtechs 
to develop innovative solutions. 

update pic

CONTENTS
Volume 45 / Issue no.4 / 2022

3

ANZIIF.COM  //  ISSUE 04 2022  //  JOURNAL 

Key contributors

Rising sea levels — ‘Sea levels have 
always changed during our planet’s 
long history, but this is the first time 
entire cities have been in the way of 
the water.’

CHRIS SHEEDY
Freelance writer  

Covering crypto — ‘The crypto 
ecosystem is often described as the 
Wild West of financial services ... 
insurers may continue to wait until 
they have more certainty.’

DOMINI STUART
Freelance writer

Dementia insurance — ‘... Insurers 
will have to evolve products or 
launch new ones to help people 
mitigate emerging risks associated 
with older populations.’

ABIGAIL MURISON
The Journal editor 

BROKING 

Marine cargo 
insurance
Supply chain disruption has 
always been one of the biggest 
risks for marine cargo insurance. 
And recent events have put 
brokers to the test.

































































ANZIIF.COM  //  ISSUE 03 2022  //  JOURNAL  

35INSURANCE INDUSTRY AWARDS

http://anziif.com/professional-development/articles/2022/08/championing-climate-change-action-saharanjit-paddam


YOUNG INSURANCE 
PROFESSIONAL OF 
THE YEAR
Tama Rawhiti
+ AIG NEW ZEALAND

ANZIIF’s 2022 Young Insurance Professional 
of the Year is Tama Rawhiti, head of risk at 
AIG New Zealand. 

Rawhiti joined the insurance industry 
as a claims consultant at Lumley in 
2012, attracted by the ‘diverse career 
opportunities it offered’. Now, as a 
member of AIG New Zealand’s executive 
leadership team, he manages the 
company’s risk management framework 
and advises the CEO and board on their risk 
oversight obligations.

He is also responsible for crisis 
management, enterprise resilience, ESG 
and sustainability — a good fit with his own 
climate change advocacy.  

Rawhiti has been involved in AIG New 
Zealand’s carbonreduce certification, 
which has been running for three years. 
The insurer measures its carbon footprint 
in accordance with ISO 14064-1 and the 
Greenhouse Gas (GHG) Protocol. This is part 
of its ongoing commitment to manage and 
reduce its emissions. 

He says he loves the variety of his role at 
AIG and is quick to encourage graduates to 
consider a career in insurance. 

‘Insurance plays such a vital role in society. 
It’s an ecosystem that not only supports the 
global economy but protects individuals and 
businesses from the unexpected.’ 

‘Whether it’s working for an insurer, 
broker, consultancy, adjustor or one of the 
key service providers, there’s a place for 
everyone in insurance,’ says Rawhiti.

His ultimate piece of career advice is 
‘think big and keep an open mind’.

R Read our full interview  
with Tama Rawhiti here.
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GENERAL 
INSURANCE 
COMPANY OF 
THE YEAR
+ VERO NEW ZEALAND

Vero New Zealand is ANZIIF’s 2022 General 
Insurance Company of the Year, following 
wins in 2015 and 2017. 

On the technology front, Vero has automated 
its claims processes, resulting in greater 
accuracy and time savings for claims 
assessment and handling — sometimes 
reducing the time taken from 15 minutes to 
as little as two minutes. 

The organisation has an innovative approach 
to the professional development needs of its 
growing team. This includes vulnerability and 
adaptive leadership training, which fits with 
Vero’s ‘challenge’ mindset. This is reflected 
in the company’s customer service too, with 
21 vulnerable customers being referred to 
Lifeline Connect over the past 10 months — 
a resource fully funded for them by Vero.

In the community, the company has been 
involved in a number of charity projects, 
including the Whakatane Natural Resilience 
Initiative, which addresses the high risk of 
flooding in the area. 

Jimmy Higgins, CEO of Suncorp New 
Zealand (which owns the Vero brand), 
says the award is an acknowledgement of 
Vero’s commitment to not only providing 
better outcomes for customers but also 
increasing access to insurance for more 
New Zealanders.

‘Internal professional development continues 
to be a central focus for Vero as, through our 
transition to an agile way of working, we seek 
to be even more responsive, be more resilient 
and deliver outcomes better for our customers, 
community and people,’ he says.

‘Through the creation of bespoke learning 
and development programs that support 
customer centricity, challenge mindsets … 
we’re preparing our people for the future 
and nurturing the growth of existing talent.’

UNDERWRITING 
AGENCY OF 
THE YEAR
+ DELTA INSURANCE

For the fifth time, Underwriting Agency of 
the Year Delta Insurance was recognised 
for its outstanding company culture, 
innovation and ambitious ESG strategy. 

The eight-year-old business now has 30 
staff and has achieved 15 per cent year-on-
year growth of its client base since 2015.

Key to this has been embracing change 
and updating technology. For example, 
customers can now manage their own 
policies through Delta’s modernised user 
interface (UI) model and the Delta app. 

Judges also commended Delta’s 
ambitious ESG strategy. Delta’s co-founder 
and group executive director – underwriting 
Craig Kirk, who was also named New 
Zealand Insurance Leader of the Year, 
says the company has recognised the need 
for proactivity and contributing todriving 
positive change in the industry.

‘Our company is willing to forgo business 
opportunities for the sake of protecting the 
Delta brand,’ he says. ‘Across all lines of 
business, our underwriting decisions take 
into consideration the potential reputational 
implications of any unmitigated ESG 
concerns.’  

PICTURED
(Left to right) Vero New Zealand; 
Tama Rawhiti; Delta Insurance.

https://www.linkedin.com/in/tamarawhiti/?originalSubdomain=nz
https://www.aig.co.nz/business
https://www.toitu.co.nz/our-members/certification-levels
https://www.vero.co.nz/
https://www.vero.co.nz/newsroom/veros-support-making-inroads-into-community-flood-resilience-in-whakatane.html
https://www.vero.co.nz/newsroom/veros-support-making-inroads-into-community-flood-resilience-in-whakatane.html
https://deltainsurance.co.nz/
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Winner
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INSURANCE LEADER 
OF THE YEAR
Craig Kirk
+ DELTA INSURANCE 

Craig Kirk, group executive director – 
underwriting and co-founder of Delta 
Insurance, was recognised as the 2022 
Insurance Leader of the Year. 

He and Ian Pollard founded Delta in 
2014, with the aim of making ‘the world a 
safer place’. Kirk reviewed the company’s 
underwriting policy to ensure the business 
was actively contributing to driving positive 
change — in line with Delta’s core value of 
‘doing the right thing’.

Kirk has more than 20 years’ experience in 
underwriting and managing financial lines 
and casualty portfolios across New Zealand, 
Australia, the United Kingdom and Europe. 
The judges observed Delta had benefited 
from Kirk’s international experience and 
local knowledge, helping it introduce 
global innovations to the New Zealand 
liability market.

Kirk is also chairman of the board of 
directors of digital-first insurer Cove 
Insurance, which launched in 2018.

‘With the quality of leadership across 
ANZ in this industry, I am humbled by 
receiving this award,’ says Kirk. ‘I’d like to 
acknowledge my peers and the entire Delta 
Insurance company. We work together as a 
team and we win as a team.’

Kirk acknowledges that the end of 
economic boom times heralds a challenging 
road ahead.

‘We’ve faced and overcome serious hurdles 
within our business over recent years 
which haven’t been easy on our team or our 
leadership group,’ he says. ‘I’ve certainly 
learned a huge amount throughout this 
period, and I want to thank our amazing 
team for believing in our vision and plan 
as we transition into the next chapter of 
our journey.’

INSURTECH 
START-UP 
OF THEYEAR
+ MORGAN PROJECT SERVICES

In another new category this year, Morgan 
Project Services is ANZIIF’s 2022 Insurtech 
Start-up of the Year. 

The company specialises in disaster 
recovery, project management and 
property decontamination.

As part of its ‘people first’ ethos, the 
start-up has used user experience (UX) and 
UI modifications to enhance its FAST app 
— providing a better customer experience 
for people impacted by insurance events. 
The app helps fast-track the customer 
claims process, benefiting both customers 
and insurers.

Sam Ross, Morgan Project Services’ 
general manager — New Zealand, says he 
was ‘delighted’ to receive the honour.

‘This recognition means a great deal to 
our team, who have put in endless hours 
delivering the FAST app. It is an incredible 
achievement and something we are very 
proud of. This acknowledgement will only 
drive us as we continue to develop and 
use technology to put customers first and 
support them when they need us most.’

PICTURED
(Left to right) IAG New Zealand;  
Craig Kirk from Delta Insurance;  
Morgan Project Services.

GENERAL 
INSURANCE 
CLAIMS TEAM 
OF THE YEAR
+ IAG NEW ZEALAND

General Insurance Claims Team of the Year 
is a new addition, designed to recognise 
outstanding technical skills, claims results 
and customer service. IAG New Zealand’s 
claims team took out the 2022 award, with 
judges saying the company has set a high 
bar for this new award category.

IAG New Zealand’s 1,126-strong claims 
team handled more than 400,000 claims in 
the 2021 financial year, helping to achieve 
growth of about around 3.8 per cent in 
gross written premiums. The company has 
digitised its claims processes, which has 
contributed to both good business results 
and a positive customer experience.

The judges gave the organisation’s 
response to the Westport floods in July 2021 
a special mention as a standout example of 
the claims team in action. IAG New Zealand 
acted quickly and effectively to keep 
customers impacted by the event informed 
and supported.

IAG New Zealand’s executive general 
manager of claims Wayne Tippet says: 
‘I’m so proud of what the claims team has 
achieved, and this [award] is the icing on 
the cake. It recognises the commitment and 
dedication of our people, who consistently 
deliver excellence — including during the 
significant weather events New Zealand has 
endured this year — and the outstanding 
mahi [work] the team delivers to look after 
our customers every day.’ 

https://www.linkedin.com/in/craig-kirk-73659a15/?originalSubdomain=nz
https://www.coveinsurance.co.nz/var/
https://www.coveinsurance.co.nz/var/
https://www.morganprojects.co.nz/
https://www.morganprojects.co.nz/
http://anziif.com/professional-development/articles/2022/09/bianca-parussolo-named-young-insurance-professional-of-the-year
https://www.iag.co.nz/
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LIFE INSURANCE 
COMPANY OF 
THE YEAR
+ PARTNERS LIFE

Partners Life won ANZIIF’s 2022 Life 
Insurance Company of the Year award,  
in a hotly contested category.

The judging panel said Partners Life’s 
submission stood out because of the 
company’s strong customer focus, 
successful staff retention strategy and clear 
ESG plan and activities.

The company uses data-led research and 
digital initiatives to better serve and benefit 
its customers. This progressive model has 
led to steady market-share growth.

Upcycling, responsible energy use and 
community initiatives are part of the 
organisation’s day-to-day operations, 
demonstrating ESG is a priority for the 
company. Among these initiatives, Partners 
Life is a support partner of the Banqer High 
interactive educational program, which 
helps secondary school students develop 
their financial literacy, confidence, creativity 
and curiosity.

In a tough labour market, Partners Life 
has achieved high staff retention and 
engagement rates. The judges pointed to 
the company’s employee entitlements, staff 
learning and development programs and 
commitment to diversity and inclusion as 
contributing factors to this success.

PROFESSIONAL 
SERVICES FIRM 
OF THE YEAR
+ McLARENS

For the second year in a row, McLarens 
won Professional Services Firm of the Year, 
based on a stand-out submission.

The firm generates all its revenue from 
the insurance industry and employs 263 
staff in 23 locations across New Zealand.

McLarens has a 100 per cent customer 
retention rate, and it has maintained 
this remarkable result every year since 
2019. It has also seen increases in its 
approval rate in customer surveys off the 
back of improvements to service delivery. 
These include a self-managed customer 
service portal, which facilitates easier 
communications, real-time feedback, 
automated responses and prompt 
escalation of any issues.

The firm doesn’t forget about its own 
people either, with resilience, nutrition and 
mental health programs for staff and an 
active social calendar. In the community, 
the firm supports Autism New Zealand and 
Surf Life Saving New Zealand with financial 
and in-kind donations. 

PICTURED
(Left to right) Partners Life; Chris Curtin; 
McLarens.

ANZIIF LIFETIME 
ACHIEVEMENT AWARD
Chris Curtin
+ AA INSURANCE

Chris Curtin, chief executive officer of AA 
Insurance and winner of the 2022 ANZIIF 
Lifetime Achievement Award, says he is 
‘genuinely proud to work in insurance, helping 
customers and communities recover from 
unexpected and sometimes life-changing 
events’. 

Under Curtin’s stewardship, AA Insurance 
has grown from a start-up venture into one 
of New Zealand’s leading direct personal 
insurance companies, with over 1,000 
employees, delivering more than a million 
policies to half a million New Zealanders.

‘Looking back over 28 years, it’s terrific to 
see so many AA Insurance people growing, 
learning, creating successful careers and 
achieving their full potential in insurance and 
across other industries,’ he says.

Curtin adds that the company’s vision and 
philosophy have also reflected an unwavering 
commitment to developing a model that 
serves customers. Notably, insurance policies 
have been rewritten in plain language, 
ensuring customers can easily understand 
them. ‘Our purpose to care for, help and get 
things sorted for our customers is deeply 
embedded,’ he says.

‘I’m extremely grateful to have my passion 
for AA Insurance and the insurance industry 
recognised in this way and am touched to be 
honoured for doing something I love. I’ve met 
so many talented and genuine people on my 
journey. I wouldn’t be receiving this award if 
it wasn’t for all of them.’

R Read our full interview  
with Chris Curtin here.

https://www.partnerslife.co.nz/news-and-views/launch-of-our-sponsorship-with-banqer-high
https://mclarens.co.nz/
https://autismnz.org.nz/
https://www.surflifesaving.org.nz/
https://anziif.com/professional-development/articles/2022/12/inspirational-aa-insurance-ceo-chris-curtin-is-lifetime-achiever
http://anziif.com/professional-development/articles/2022/09/jacki-johnson-wins-the-anziif-lifetime-achievement-award
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EXCELLENCE 
IN WORKPLACE 
DIVERSITY 
AND INCLUSION
+ IAG NEW ZEALAND

In addition to being awarded General 
Insurance Claims Team of the Year, 
IAG New Zealand also took home the 
2022 award for Excellence in Workplace 
Diversity and Inclusion.

The insurer’s recruitment process 
focuses on reducing bias and creating 
equal opportunities for applicants of all 
ages, genders, races, ethnicities and 
abilities. The company already has a diverse 
workforce and has set itself a target to 
have women in 50 per cent of its senior 
leadership roles by June 2023.

On gender and inclusion, IAG offers 
support for LGBTQ employees and gender-
neutral parental leave. It has also updated 
its customer documents to be more 
inclusive and provides staff training to 
ensure all its customers have a positive 
experience with the business.

The organisation also has a Rautaki Māori 
(Māori strategy) to recognise and include 
Māori customers and demonstrate its 
commitment to Te Tiriti (actively uplifting 
Māori wellbeing and prosperity).

Louise Harvey-Wills, executive general 
manager of business partnering, IAG  
New Zealand, says: ‘At IAG, diversity, 
inclusion and belonging are fundamental  
to our purpose of making our world a  
safer place. We know that when different 
voices are embraced and included we 
create meaningful workplaces, higher-
performing organisations and an equitable 
society. We’re absolutely delighted to 
receive this acknowledgement of the 
exceptional environment we’ve created  
for our people.’

SERVICE  
PROVIDER TO  
THE INSURANCE  
INDUSTRY
+ SMITH&SMITH

Vehicle glass repair and replacement 
company Smith&Smith won this year’s 
Service Provider to the Insurance Industry 
award, following previous wins in 2015 
and 2017.

Judges praised the company’s growth 
mindset and commitment to improving the 
customer experience. On the customer 
side, this includes Smith&Smith’s web-
based booking system and its tailored portal 
design for policyholders. 

Internally, staff achievements are 
recognised with company awards. The 
business values diversity and inclusion and 
offers its employees multiple training and 
professional development options.

Smith&Smith has set science-based 
targets to reduce its environmental impact 
and is involved in government initiatives to 
promote road safety as part of its ESG and 
social responsibility work. It also supports a 
number of charities, including Lifeline and 
Afrika Tikkun.

PICTURED
(Left to right) Smith&Smith;  
IAG New Zealand; Smith&Smith.
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EXCELLENCE IN 
ENVIRONMENTAL,  
SOCIAL AND  
GOVERNANCE  
CHANGE
+ SMITH&SMITH

Smith&Smith — 2022 winner of the Service 
Provider to the Insurance Industry award 
— also won the award for Excellence in 
Environmental, Social and Governance 
Change. This new award reflects the 
increasing importance of ESG for businesses 
as a way of driving change for good and 
was a hotly contested category with many 
strong submissions.

Judges said they were impressed by 
Smith&Smith’s holistic approach to ESG 
change. The company’s submission clearly 
demonstrated how it has embedded 
ESG into its culture locally and overseas, 
with a responsible-business model. 
Smith&Smith audits its ESG progress, 
sets milestones and builds partnerships 
to help it achieve its sustainability goals. 
In particular, the company has developed 
partnerships within New Zealand’s circular 
economy: responsible resourcing, waste 
minimisation and disposal.

https://www.iag.co.nz/
https://www.smithandsmith.co.nz/
https://www.lifeline.org.nz/
https://afrikatikkun.org/
https://www.smithandsmith.co.nz/
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Making a 
difference
The ANZIIF Making a Difference Awards recognise 
individuals who have demonstrated outstanding 
professionalism, commitment, achievement and 
passion across different sectors in the insurance 
industry — those who have gone above and beyond 
in their workplace and with their customers.  
Meet three of the winners for 2022. 

WINNER // CLAIMS
ALI WILKINSON
Tower Insurance
On 15 January 2022, South Pacific underwater 
volcano Hunga Tonga–Hunga Ha’apai erupted, 
triggering a devastating tsunami and blanketing 
many of Tonga’s islands in volcanic ash. Ali Wilkinson, 
Fiji-based head of Pacific operations at Tower 
Insurance, swung into action.

‘[Our teams] had to be innovative and nimble,’ 
she says. ‘With internet and communication 
cables severed by the eruption, international 
communications were cut off for five weeks. We had 
to receive information and share instructions by 
satellite phone.’

Wilkinson’s teams ran radio ads advising Tongans 
how to protect their assets from further damage and 
how to make a claim.

‘We learned from previous large events in the 
Pacific that inflation of building materials becomes 
an issue when rebuilding begins all at once,’ she 
says. ‘Our teams moved quickly to ensure that key 
suppliers were provisioning adequate supplies for the 
Tonga rebuild at fair prices.’

The first claim was paid as soon as online banking 
networks were re-established — a month after 
the eruption.

Wilkinson is extremely proud of her teams’ courage 
and commitment to supporting their customers 
during a difficult and traumatic time, noting that their 
dedication to do what’s right really made a difference 
to claimants’ lives.

‘The Making a Difference Award resonates with my 
own values and professional ethos,’ she says. ‘It also 
aligns with one of Tower’s core values: “Our customers 
are our compass”. This award is industry recognition of 
the value of a proactive, human-centred approach.’

// Read the full interview with Ali Wilkinson here.

WINNER // LIFE
KAREN ROBERTSON
AIA Australia
When AIA Australia hired Karen Robertson in 
2011, she became the first permanent rehabilitation 
consultant employed in the life insurance industry.

Today, as AIA’s rehabilitation and wellbeing team 
manager, she has helped to expand the team to 34 
rehabilitation consultants delivering a suite of innovative 
programs that have assisted more than 2,500 people 
return to work and daily life following illness or injury.

‘We address a range of a client’s challenges, including 
crisis management, mental health, cancer and chronic 
pain, among others,’ says Robertson.

‘I’m committed to rehabilitation, because a well-
thought-out program that supports and gives people 
the tools, resources and confidence to make changes in 
their life really works to get them back on the  
road to recovery.’

One of her greatest achievements is RESTORE,  
AIA Australia’s mental health rehabilitation program, 
which launched in 2013. Back then, says Robertson, the 
industry considered rehabilitation in the mental health 
space ‘too difficult and too complex’.

‘I can say that the success of the RESTORE program 
has proven this line of thinking wrong, which has 
improved the experience for all people on claim  
with a mental health condition.’

// Read our full interview with Karen Robertson here.

WINNER // UNDERWRITING
SARA RUSDIAH
Flex Insurance
Two months after Sara Rusdiah started at Flex Insurance 
on a temporary contract as underwriting and customer 
service co-ordinator, the senior underwriter resigned.

Rusdiah became the only one with underwriting 
capacity left in the team while the company recruited 
for the vacant role — an experience she describes as 
one of her ‘most formative’.

‘I had to quickly navigate the complex world of 
underwriting as someone without any prior background 
in it,’ she says. ‘I never stopped, even during weeknights 
and weekends, until I had met my targets. As the saying 
goes, experience is the best teacher.’ 

With Flex Insurance growing by more than 100 per cent 
year on year since its launch, Rusdiah now oversees an 
expanded team of 10 underwriters. Her vision as team 
leader is to provide regular supervision and training to 
upskill the newly formed team to maintain excellence in 
customer service and meet clients’ expectations.

‘In a time of such unprecedented growth and demand, 
it’s essential that every one of my team becomes more 
independent, versatile and efficient in performing their 
responsibilities,’ she says.

‘There is nothing I look forward to more than seeing 
us grow collectively and being able to take greater pride 
in what we do every day.’

// Read the full interview with Sara Rusdiah here.

ABOVE 
(top to bottom)

Ali Wilkinson; Karen 
Robertson; and Sara 
Rusdiah.

http://anziif.com/professional-development/articles/2022/11/towers-ali-wilkinson-brings-calm-to-the-storm
http://anziif.com/professional-development/articles/2022/10/experience-is-the-best-teacher-sara-rusdiah
http://anziif.com/professional-development/articles/2022/10/the-health-benefits-of-good-work-karen-robertson
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Speaking  
your language
Natural language processing, a subset of artificial intelligence, 
is enabling insurers to automate many processes — reducing 
operational costs, speeding up claims handling and improving 
the customer experience.

IN SHORT

› Natural language 
processing is evolving 
quickly as it helps insurers 
handle claims faster and 
more efficiently.

› The technology  
frees up claims team 
members to concentrate 
on other elements of 
customer experience.

› NLP skills can be 
acquired through 
education and industry 
training events.



ANZIIF.COM  //  ISSUE 04 2022  //  JOURNAL  

NLP 
by Cameron Cooper

‘There’s a lot of opportunity with real-time  
voice technology for us to more accurately  
engage with our customers ...’
Danielle Handley / IAG
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‘You can’t assume that you can go from  
a 100 per cent human process to a  
100 per cent digitised process,’ she says.

Since 2017, IAG has increasingly been 
using NLP and AI to help manage high 
volumes of customer calls, to undertake 
administrative tasks and to bring 
personalisation to digital quoting processes. 
The last involves using a machine-
learning, real-time decision engine that 
can analyse voice and digital channels and 
predict customer preferences based on 
past patterns.

Other innovations are likely to include 
using robot-voice AI for outbound 
communication, as well as digital avatars on 
the IAG website, to interact with customers.

‘There’s a lot of opportunity with real-
time voice technology for us to more 
accurately engage with our customers 
in terms of their sentiments and how to 
help them in the most effective way,’ says 
Handley. ‘That includes better analysing 
and predicting ways we can support them, 
potential complaints and interacting with 
customers in a more personalised way.’

 IAG
IAG deploys natural language processing 
(NLP) to help it predict if a motor vehicle 
involved in an accident is a total loss 
or if it can be repaired, cutting claims 
times dramatically.

‘This has enabled us to reduce the 
process from what was typically 15 to 
20 days to about two to five days,’ says 
Danielle Handley, executive general 
manager, Customer Experience at IAG. 

Acknowledging that delays in assessing 
damaged vehicles and knowing the 
outcome are a ‘customer irritant’, Handley 
says NLP technology, in tandem with 
machine learning, helps IAG make faster 
judgements. ‘So, within 24 to 48 hours,  
a customer can have a level of confidence 
and clarity about their situation.’

NLP and artificial intelligence (AI) are 
used to translate customer conversations 
into text and analyse and automate claims 
processing where possible. ‘The context 
of a claims situation does come through 
conversation, so it’s critical for us to be able 
to leverage that language and any insights 
to understand what’s going on with a claim,’ 
says Handley. ‘Then, we can refine and 
automate some of the processes.’

Significantly, this frees up claims team 
members to focus on more 

critical aspects of the 
customer experience. 
Handley says the 
discovery that targeted 
human interaction is still 
required during claims 
has been an important 
learning for IAG. 

 Atradius
Global credit insurer Atradius co-builds 
customised models, using NLP and AI, that 
can read financial statements and annual 
reports and process information mined from 
hundreds of thousands of websites. 

Operating out of Amsterdam, with regional 
offices in Singapore and Sydney among 
more than 160 locations around the world, 
Atradius also uses neural networks — a form 
of AI that mimics the human brain through 
a set of algorithms — to deliver automatic 
credit decisions.

‘This saves us tremendous amounts of time and 
manpower, expands the scope and reach of the 
information in a fast-changing world, and brings 
immediacy to the way we manage portfolios and 
make risk decisions,’ says Stan Chang, director 
Group Buyer Underwriting at Atradius. 

He adds that NLP and AI technology is 
‘an important driver in our business, as 
it frees up humans to perform complex 
tasks like servicing customers and selling 
policies’. It also delivers savings for Atradius 
through greater efficiency and productivity, 
while allowing higher-quality and faster 
underwriting decisions. 



JOURNAL  //  ISSUE 02 2022  //  ANZIIF.COM

insurance experiences. He is confident 
that embracing the technology brings 
mutual benefits for customers and staff 
alike. ‘Customers love that their claims are 
dealt with fast and with less hassle, but it’s 
also hugely beneficial for our people and 
business,’ he says.  

While the alliance with FRISS is in its early 
days, Wilson says it is an important move 
for the business. 

‘Tower is dedicated to helping Kiwis 
prepare for the unexpected. So, it falls on 
to us to ensure we have the most efficient 
system in place to reduce unnecessary 
costs and improve customer experiences.’  

Tower
New Zealand-based Tower Insurance is 
fighting back against claims fraud through 
a partnership with FRISS, a Dutch company 
that provides AI-powered fraud and risk 
detection solutions.

Tower chief claims officer Steve Wilson 
says that late last year, the insurer 
recognised the need to pay claims faster 
and joined forces with FRISS to automate 
the process of detecting genuine and 
suspicious claims.

‘Many insurers have dedicated fraud 
teams, but it’s a time-consuming process 
identifying each claim as genuine or 
fraudulent,’ says Wilson. ‘AI complements 
what our humans do. By learning from 
our investigations, AI can pick up on 
systemic trends and identifiers happening 
across Tower claims that, as humans, we 
sometimes cannot see in isolation.’

The FRISS solution features AI and  
NLP techniques such as predictive  
models, network analysis and text mining. 
By inputting historic data on genuine and 
fraudulent claims, the tool can sift through 
new claims in seconds and detect suspicious 
cases. ‘Having an automated process  
that separates low-fraud-risk claims from 
the rest of the pile significantly speeds  
up the process and enhances accuracy,’  
says Wilson.   

He adds that insurers with automated 
fraud-detection systems can also harness 
real-time data to respond swiftly as 
new scams are detected, mitigated and 
prevented. ‘It brings more transparency into 
how claims are processed, which simplifies 
insurance for everyone involved.’ 

Wilson says technology and data are at 
the forefront of Tower’s strategy to innovate 
within the insurance industry, while helping 
customers with simpler and more rewarding 

Chang says better-informed, data-led 
decisions mean that customers benefit 
‘from our increased willingness to insure 
their trades’. Given that Atradius processes 
high volumes of credit applications globally 
and manages a massive portfolio of 
credit risk exposures in hundreds of trade 
sectors, he says the use of technology 
is a must. ‘Aside from complexity, the 
cost of doing this well is prohibitive 
without technology, considering the 
highly competitive premium rates that 
we charge.’

The biggest challenge for Atradius 
in embracing such technology has 
been adoption. ‘This has entailed using 
unfamiliar technology to deliver a proof  
of concept, building prototypes that can  
be scaled, and not knowing all the answers 
to important questions from the outset 
to translate a new technology into useful 
business outcomes,’ says Chang. ‘[But] we 
had faith. We researched and collaborated. 
We were excited about what we were 
doing, and we received much internal 
support and encouragement.’

For others considering using NLP and AI, 
Chang advises building knowledge through 
education, networking and attending 
relevant industry conventions. ‘You don’t 
need technical knowledge to strategise 
your approach,’ he says. ‘Be purposeful 
and focused in your business goal rather 
than romancing the technology.  When 
you’re ready, acquire skills if you don’t 
have them already — either through 
training, recruitment, collaboration or 
outsourced services, or a combination. 
Start small.’

The key, however, is to act. ‘Few 
businesses that shun technology will 
survive, much less prosper,’ says Chang.      

‘Be purposeful and 
focused in your 
business goal rather 
than romancing 
the technology.’
Stan Chang / Atradius
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‘Insurers must keep refining and improving the way they execute claims tasks with natural language 
processing and AI. This story demonstrates how three renowned insurers are embracing NLP — and 
it is delivering real benefits for them and their customers.’

CAMERON COOPER
Freelance writer
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