
Developing insurance professionals

LEARNING OUTCOME 3
Understand claims 
considerations and 

administration

IF4 LEARNING OUTCOME 3 

REGULATION 
OF CLAIMS 
HANDLING 

THIRD PARTY 
DISPUTES-

ALTERNATIVE 
DISPUTE 

RESOLUTION 
(ADR)

ROLE OF A 
CLAIMS 

HANDLER

✓ Insurance: Conduct of Business Sourcebook 

(ICOBS)

✓ Consumers Insurance (Disclosure and 

Representations) Act 2012

✓ Insurance Act 2015

✓ Enterprise Act 2016

✓ Outstanding claims reserve

✓ Incurred but not reported (IBNR) reserve

✓ Incurred but not enough reported (IBNER) reserve

✓ Equalisation reserves

✓ Catastrophe reserves

✓ Unearned premium reserve and unexpired risk reserve

✓ Provision for claims handling expenses

✓ Re-opened claims reserves 

✓ Deal with all submitted claims quickly and fairly

✓ Settle claims with minimum wastage or avoidable over 

payment

✓ Estimate accurately the final cost of outstanding claims 

✓ Distinguish between genuine and fraudulent 

CUSTOMER 
SERVICE 

✓ Customer awareness 

✓ Expectation of service

✓ Competition 

PARTIES TO A 
CLAIM 

✓ The first party - insured

✓ The second party - insurer

✓ The third party - third party

RESERVING

Adjudicative options 

✓ Arbitration

✓ Adjudication

✓ Expert determination

Non-adjudicative options

✓ Negotiation

✓ Joint settlement/round table meetings

✓ Mediation

✓ Early neutral evaluation/expert evaluation

✓ Conciliation 

IF4 LEARNING OUTCOME 3

13
QUESTIONS
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