Impact of digital tools on Loss Adjusting (small losses)

Loss Adjusters have been using digital tools for a while now. These tools such as laptops,
tablets, mobile phones, laser measuring devices etc have made our day-to-day jobs so
much easier. Some adjusters have also been developing a video service, and apps to
provide improved access to information. Artificial Intelligence is another recent
technology in the Insurance business, however it is a whole different subject on its own,
thus not considered a digital tool and falls out of the scope of this paper.

When the whole world had to move to a virtual world overnight due to Covid 19, this gave
Insurers the opportunity to try a digital service in the form of video calls that perhaps
previously they may have been apprehensive about using. Whilst seeing benefits of
“virtual visits”, it was clear that the need for face-to-face visits for some losses remains
to be the most effective means of identifying issues and handling the claim.

Video calls reduce the need for an adjuster to drive to site, cutting down travel time,
travel costs and indeed contributing to a greener product. Video calls also enable a
quicker response to deal with a new claim. There is the facility to record a visit (subject
to the Insured’s approval) so Insurers can also see and hear what was discussed if needed.
This then provides a much quicker, less intrusive, claims settlement process and is likely
to be the way forward for small straightforward losses.

However, as adjusters we recognise that these are simply tools and the need for an
adjuster to manage the claim using these tools to validate and adjust the claim remain.
The technical expertise and soft skills of an adjuster, speaking to a policyholder either on
site or a video call, are essential, the complex interaction throughout the whole claims
process with various stakeholders, managed by loss adjusters, cannot be replaced with a
video service.

There are some losses where the use of certain digital tools, such as a video call, is
considered inappropriate, particularly claims where fraud is suspected, where there may
be underwriting issues, where there is a vulnerable customer or some High Net Worth
claims where clients expect a bespoke personal service.

Following theCovid-19 lockdowns where loss adjusters could only use video calls, we have
found that clients have since requested that adjusters gain consent to carry out a virtual
visit indicating Insurers too have recognised the need for and benefit of face to face
meetings and human interaction

We can see a world moving forward where adjusters offer different ways of handling
claims and clients requesting the appropriate service they require. The digital virtual visit
for smaller low value, claims and a face-to-face visit for larger more complex claims may
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be a guide, but it is important that full consideration to the individual claim is given to
ensure the best service is provided.

This may result in a change in fees charged, for the different services. Loss adjusters will
continue to provide an “expert” service and the progression of qualifications to validate
that expertise is of utmost importance.

Technical expertise of loss adjusting teams is vital. FUEDI validate member associations’
qualifications, providing evidence to instructing principals of expertise and knowledge.
This coupled with the interesting and varied role of a loss adjuster promotes the
recruitment and longevity of the profession.
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