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It Starts with Henry Ford
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The Creation of ‘Modern Times’

• The earliest of these cars were put 
together by a team of people 
working on the spot

• In 1909 the factory created 13,840
cars

• In 1914, the same factory using 
the assembly line made 230,788

• In 1916 it made 585,388



The Model T Ford becomes Af’ford’able

•1909 cost: $950. 
•1914 cost: $490
•1916 cost: $360. 



‘Automation’ was Ridiculed, but No Going Back !



The Value Chain of the Insurance Process
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From the Assembly Line
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Insurance Claims Example



Separate Procurement of Key Functions
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Loss Adjuster
Inspector
Engineer
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Someone Else

Procurement based on Capability , not Profession



Location Intelligence and Communication Management

Risk Management

Loss Mitigation
Technology/ Processing/ Administration

Ongoing Supplier Management
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Impact of ‘Value Drivers’

Value drivers are those attributes which extend across a ll 
activities and which ‘add value’ to the outcome 
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Standardisation



Standardisation in UK Flooding

Standardisation means  
• Neighbouring properties deal with consistently
• Improved effectiveness of key activities
• Reduced duplication
• Improved ‘sourcing’ of key functions
• Improved measurement 

BUT
• Some UK insurers see flood response as offering 

a ‘competitive differentiator’
• Collaboration can be seen as ‘anti-competitive’



An Example of Standardisation in Insurance 

The Flood Repair Book

• Major insurers collaborated
• Major suppliers collaborated
• Sharing of knowledge
• Improving best practice
• Created a framework for service differentiation



The Flood Repair Book

Intellectual Property of the Flood Repair Book was passed to FloodRepairNet  in 2006



Key Benefits of Standardisation
– UK Floods 2007

� 76 % of policyholders contacted within a 
week by insurers  

� 89% of claims go to adjusters, with 80% of 
policyholders contacted within 2 weeks

� 77% visited within a further 2 weeks  
� 65% of work begins within 4 weeks 

But

� Only 56% completed within 12 months 

Ref: Pitt Report





Customer Viewpoint

The majority (72 %) were very or fairly satisfied with how 
their claim had been handled.

22 % were very or fairly dissatisfied with how their claim 
had been handled.

Of these, the three main issues were:

• Time taken for home to be repaired (66 %);
• Difficulty in getting information (66 % ); and
• Time taken to get advice/information (42 %). 

Ref: Pitt Report
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Matching the Process to Customer Need 

Ref : BMR The Emotional Rollercoaster

Drying



The Need for Speed

• Historical link between claims duration 
and the indemnity value

• Impact on Policyholder Behaviour

• What are the step changes we can 
introduce?

• Proactive not Reactive
• Customer Communication Management 

techniques



Improved Use of Technology Helps Proactivity

Flood risk accuracy per 100m square



Suggested Future Work

• Better correlation between private and public 
sector management of flood

• Greater understanding of the key ‘functions’ which 
need to be undertaken, and who is best placed to 
undertake those functions. 

• Greater analysis of the link between the emotional 
behaviour of the victim, and the best process to 
be adopted



Summary – ‘Creating Order Out of Chaos’

• ‘Order’ can best come from adopting standardised 
approach to the solution

• ‘Standardisation’ optimises all available resources 
and improves performance management (service 
and cost)

• Standardisation is not anti-competitive if managed 
properly 

• ‘Process’ should match the ‘emotional needs’ of 
the victim



And Finally  - Remember to Forget

‘The problem is never how to get new, 
innovative thoughts into your mind, but 
how to get rid of the old ones’

Dee Hock: Founder of VISA

tboobier@aol.com


