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Editorial:
HCB and Gen Re interface

Gen Re is a corporate shareholder in HCB. In this brief interview, Jim
Harris, MD of HCB Group talks to Ross Campbell, Chief Underwriter of
Gen Re LifeHealth UK about our business relationship to illustrate how it
works.

Jim — What does a reinsurance company like Gen Re do?

Ross — We sell wholesale reinsurance which really means we back our
clients with our capital in return for a premium. We operate as a
consultancy on the service side, assessing individual applications, vetting
claims and helping with the design and pricing of products and processes.

Jim — What is your role Ross?

Ross — As Chief Underwriter | am responsible for the provision of
underwriting and claims services to our clients in the UK and Ireland. |
have a team of 12 people working on this including 3 doctors.

Jim — What is the background to Gen Re?

Ross - Gen Re has a long and proud history. The foundation charter of the
"Kélnische Rick” (Cologne Re) was signed in 1846. General Reinsurance
meanwhile was established in 1921. In 1994, General Re and Cologne
Re formed an alliance and four years later the General Re Corporation
was acquired by Warren Buffet for his Berkshire Hathaway investment
company. Today Gen Re owns a controlling interest in Cologne Re, and
together we operate around the world from a network of branch offices and
subsidiaries under the brand name Gen Re.

Jim — What is the relationship between the HCB Group and Gen Re?
Ross — Gen Re is a 50% shareholder with personnel serving on the
boards of both the UK and Irish companies. Our role as board members
incorporates strategic planning and advice on corporate governance. We
aim to provide a platform for advice and intellectual support that allows the
HCB management team to develop their business independently of Gen
Re.

Jim — Why did Gen Re get involved in this way?

Ross — We saw the opportunity to invest in a successful business providing
important claims management services to a very high standard and, as
risk control is central to our company ethos, we felt this was a sound
investment. Our stake is backed by our AAA rated financial status. Of
course the decision has paid off handsomely and both organisations have
benefited from a mutual partnership. ......... continued on page 2 >
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STATISTICAL REVIEW - GROUP
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Within the HCB group we continually strive to improve
on our turnaround times. For our visiting services,
particularly claim form visiting, turnaround times are
critical to ensure that insurers are given the chance of
making an informed claim decision at the earliest
possible opportunity. Our inspector service has
improved over the previous quarter, averaging just 16
days from instruction to report. Our health claims
visitors (nurses) achieved average turnaround of 17
days over 14.75 days in the previous period. This we
attribute to seasonal ‘blip' caused by holidays and
availability.

James Harris Investigations has improved significantly
from 22 days in Q2/07 to 16 days in Q3/07.



September 2007 HCB Group News

<> continued from page 1..........
The HCB group is the foremost provider of claims services and we are proud of our
association with them.

Jim - How does the relationship work in practice?

Ross — HCB and JHI operate freely within the market. As a result, they may apply their
expertise to long and short term business working across Life and General Insurance
borders. Gen Re respects the ability of the management team to work in this way. We
do not subsidise their activity as it is important for the group to demonstrate that it
stands independently from a financial perspective. Of course, where we can utilise their
skills in the claims management of a Gen Re treaty portfolio we do so.

Jim — What is your view on the importance of claims management and the role that a
company such as HCB has to play in it?

Ross - Claims management is an essential risk control mechanism for insurers. In
today’s business environment, the fair treatment of customers is at the forefront of
companies’ service propositions. Customers (or their families) who are making claims
on insurance policies require more care than most. Appropriate evidence gathering
techniques help to ensure that we treat all customers fairly while ensuring that all valid
claims are paid promptly. HCB and its associated company JHI, provide a wealth of
experience in this important field.

Jim — We feel that rehabilitation is an important consideration, do you agree?

Ross — Yes, Gen Re is heavily involved in this and operates a rehabilitation company in
mainland Europe. In the UK and Ireland, the TRIAGE service that HCB provides sees
the health claims visitors identifying claimants who might benefit from rehabilitation
services as well as assessing the validity of the claim.

Jim — What particular HCB services do you value most?

Ross — Clearly, early intervention is very important and claims form visiting provides you
with the earliest possible contact with a claimant. In some cases though, it may be
effective to wait until the claim form has been received before deciding whether to visit
or not. Either way, this activity ensures that the claims manager has all the available
facts and evidence to hand. It may appear easy to set up this type of visiting operation
but when you break it down it is hard to hit the right note of quality. What | value the
most is the diversity of options HCB has available through its’ team of health claims
visitors and specialists.

Jim — Do you see visiting services as predominantly aimed at income protection (IP)
claims assessment or is there a wider remit?

Ross — IP is the most obvious but remember there are plenty of cases that can be
considered in the critical illness, TPD, creditor and group scheme environment. With
many product designs now incorporating daily living or daily work based claims triggers,
the insight that HCB and JHI services offer becomes crucial to the fair assessment of
claims.

Jim — Yes, what about the covert investigations side, operated through JHI; how does
this fit in to your thinking?

Ross — Funnily enough we received excellent DVD footage on one of our IP claimants
just last week, for example, The films and observations really help to validate claims
where fraud is suspected. We feel it is money worth spending and as JHI has been
doing this type of thing for almost 25 years, their output is of course first class. This is
really important as it is these cases that are most likely to end up attracting legal or
ombudsman attention so the information claims managers need has to be of top
quality.

Jim — Thanks Ross. Is there anything you would like to add?

Ross — HCB will continue to provide excellent visiting services in the UK and Ireland.
There is scope to develop third party technical claims management services and the
directors and management team are working hard to deliver this service to the market.
| would add a thank you to all the visiting and non-visiting employees and of course, the
customers, for helping HCB become the most successful visiting service in the UK and
Ireland.

DID YOU KNOW? - HCB Has

Temporary Claims Assessors
Experienced claims assessors are a scarce
resource and replacement to cover temporary
absence due to maternity or sickness leave
can be a significant problem. HCB can
provide experienced IP and Cl assessors to
cover the temporary absence of permanent
staff.

For further particulars please contact Jim
Harris (jharris@hcbgroup.co.uk).

IP Claims Training

HCB has a training course for new IP claims
assessors to provide them with the knowledge
and skills to become an effective claims
assessor as quickly as possible. The course
is supported by a manual and includes case
studies.

For further particulars please contact David
Pitcher (dpitcher@hcbgroup.co.uk).

The Medical Disability Advisor

HCB is the UK distributor for the Medical
Disability Advisor (MDA). The MDA is an
evidence based disability durations manual
AND much more. As well as disability
durations the MDA includes details of
comorbid conditions, complications, factors
influencing duration and rehabilitation. We
believe that the MDA is a “Must Have” tool for
disability claims assessors.

For further particulars and a Free Trial please
contact David Pitcher
(dpitcher@hcbgroup.co.uk).

This months editorial was written by
Ross Campbell.

Telephone: 0207 426 1803
Email: ross_campbell@genre.com

If you have any comments, no longer

wish to receive this newsletter or
have a colleague that would like to
receive it, please email the editor at:
news@hcbgroup.co.uk




