Open Letter to
All Life Risk Insurance
Underwriting and Claims Assessors
From Michael Molesworth
To Life Insurance Underwriting and Claims Assessors,
The Royal Commission has identified numerous instances of conduct within the life insurance
industry that are well below community expectations. These have been described in some reports as
a ‘litany of misconduct’.
The conduct of underwriting and claims handling has been put under very public scrutiny and has
been found wanting – the industry has failed to meet customer expectations. Irrespective of what
recommendations come out of the Royal Commission, the underwriting and claims profession must
drive its own significant change from within the industry.
Based on the part that the underwriting and claims fraternity had in some of this misconduct, it is
clear that major changes are essential and one step is to introduce mandatory professionally
qualified underwriting and claims assessors where your knowledge and competency is
independently measured against the requirements of your role. The formal certification of assessors
who are to be granted authority to make decisions on underwriting risks and claims is the minimum
level of scrutiny to provide the appropriate level of professionalism, fairness and impartiality of your
decisions.
The FSC’s current Life Insurance Code of Practice has a requirement that underwriting personnel
(under paragraph 5.15) and claims personnel (under paragraph 8.20) will be appropriately skilled and
trained. They will not make underwriting/claim decisions for us until they have demonstrated
technical competency and an understanding of all relevant law, the requirements of Chapter 1 and
relevant FSC Standards and Guidance. This assessment of an assessor’s skills and training is by the
insurer’s own determination under the Code. The degree of authority granted to assessors is also an
internal insurer’s decision. The new draft Code, released for comment on 12th November, needs to
be expanded to require underwriting and claims personnel with decision-making authority to be
certified by an independent body - They will not make underwriting/claim decisions for us until they
have independent certification of their knowledge, technical competency and an understanding of all
relevant law, the requirements of Chapter 1 and relevant FSC Standards and Guidance to properly act
under their authority
Most of you are taught ‘on the job’ and life insurers have failed to require or effectively encourage
underwriting and claims assessment personnel to undergo external qualifications. You are
responsible for major decisions affecting the wellbeing, lifestyle and lives of the industry’s
customers. Currently there is no obligation for you to be qualified in any meaningful way. This is
incongruous having regard to the importance of your decisions and their implications for customers.
It is totally unacceptable in view of the number of issues associated with underwriting and claims
handling and decisions exposed at the Royal Commission.
The life insurance industry is chronically short of high quality underwriting and claims assessors and
poaching of assessors across the industry is rife. When poaching assessors, the new employer has no
independent way to determine the knowledge and skill levels of the ‘poached’ assessor. This lack of

a requirement for independent verification of your knowledge fails to create an environment that
encourages or rewards you for undertaking external knowledge and skills training. It, in fact, does
the opposite! Poorly or semi-skilled assessors with the ‘gift of the gab’ or those who are good selfpromoters or, worse still, those who are undisciplined technically, are able to achieve higher senior
roles. These assessors also get the substantial remuneration which these higher roles attract without
the necessary knowledge and skills to appropriately manage the important responsibilities of their
new senior roles.
The remuneration paid to many of you is well above similarly skilled and qualified (some would
argue ‘semi-skilled and unqualified’) personnel in other industries. It is not uncommon for you to be
classified as a ‘senior’ assessor after only 2 years of ‘on the job’ experience. This must be seen as a
joke to many industry outsiders when compared with other skilled professionals in areas such as the
nursing and medical professions, building trades, etc, where formal training, qualifications and in
many instances, licensing is required. Those outsiders who join the assessor fraternity must see the
remuneration scales as an attractive windfall. Insurers have been successful in recruiting qualified
nurses, rehabilitation experts and mental health specialists who bring on board much needed
professionalism resulting from their disciplined education and registration. However, where do they
obtain the necessary insurance, product and legal knowledge that is required for their new insurance
roles? It must seem strange to them that they don’t need to undergo any additional formal training
or qualification.
The Australasian Life Underwriting and Claims Association (ALUCA), the professional association
representing life underwriting and claims personnel, has a Competency Framework which provides a
description of the knowledge, skills and experience that ALUCA believe are the minimum
requirements for you to perform your various roles. This ALUCA Competency Framework is at a high
level but it is only for your guidance. ALUCA does not provide any independent measurement or
scrutiny of a member’s knowledge or performance. There is no regulatory requirement placed on
you or Insurers to accept or use this framework, even as a minimum requirement of technical
competency or knowledge for compliance with the Life Insurance Code of Practices. ALUCA also has
a Code of Conduct which goes some way to support discipline, impartiality and professionalism and
compliance with this Code of Conduct is mandatory for all members.
ALUCA does have a number of classifications of membership, such as Member, Affiliate, Associate,
Associate Fellow and Fellow. There is a basic points and years of experience system to achieve these
classifications. The undertaking of the requirements for these higher classifications is encourage but
is not mandatory for members. ALUCA Membership is widespread but is not compulsory. While
ALUCA has over 1800 members, relatively few members undertake any of the external courses run
by professional education bodies required for higher membership classifications. Why is this? Do you
believe there is no benefit for you? Do you believe that the discipline of this study and examination
of our knowledge is just too tough? Or is it the fear of what exposing your knowledge to external
scrutiny might reveal. Or is it that failure might put your position at risk?
Insurers are under no obligation for their decision-making underwriting and claims assessors to be
members of ALUCA. This should change! Most insurers pay your ALUCA membership fees. If your
employer doesn’t and you are not a member, do the professional thing and join, paying the fee
yourself.
For over 30 years and until very recently, life insurers appear not to have placed a high priority on
the training of their assessors and have not been particularly interested in spending money on any
external technical training. The Australia and New Zealand Institute of Insurance and Finance
(ANZIIF) is the preeminent specialist training institute for insurance personnel in Australia, New

Zealand and SE Asia. The life insurance industry’s failure to encourage and use their wide range of
technical life risk insurance courses over the years has resulted in ANZIIF reducing the number of
courses that they offer in the life insurance arena. This reduction has been especially in the area of
higher skill levels of underwriting and claims education. The life industry’s failure to support ANZIIF
in the past is a crying shame!
Some insurers have turned to developing their own in-house assessor training courses. In-house
training, however, avoids the exposure of any knowledge gaps to external scrutiny. These in-house
training pathways also tend to support poor or inappropriate cultures, performance and behaviours,
where they exist, without bringing any of the benefits and impartiality of the discipline of
professional external training courses and knowledge testing. If you are going to gain the trust of the
community and earn respect for your professionalism, you must expose your knowledge to external
scrutiny.
The competition between insurers to attract and retain assessors is considerable. Insurers believe
their in-house courses give them a competitive edge in their fight for the quality assessors. This
competition within the industry means insurers are unlikely to implement formal certification of
assessors of their own accord. No insurers will bring in compulsory external qualification of all their
assessors without it being mandatory across the industry. If they tried to enforce this requirement,
their challenge of retaining existing and attracting new assessors would be greatly impaired. Frankly,
the Royal Commission needs to recommend licensing under an ASIC or a similar regulatory regime to
oversee this assessor certification including setting the required standards to support the necessary
improved performance of underwriting and claims handling in the life risk insurance sector.
This open letter is a challenge to all of you; 1) to acknowledge that conduct by your profession has
been found wanting, 2) to lead the development to better education 3) to challenge yourself and
your colleagues to improve your knowledge and skills, 4) to expose your technical competency to
external scrutiny and testing, 5) to embrace the need for formal qualifications and licensing across
the profession. You need to drive your profession ahead if you want to meet community
expectations and earn their respect and trust.

Signed
Michael Molesworth
15th November 2018

