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FOREWORD BY PAUL CHAPMAN 

 

Delegation of authority by insurers to third parties, whether in the form of 

underwriting, distribution and sales, claims or complaints handling, is one of 

the most widely-talked about business models in the UK general insurance 

marketplace. Recognising the increasing regulatory focus in this business 

area, the IUA canvassed its members’ views on the creation of a Delegated 

Authority Underwriting Group shortly before the FCA published its Thematic 

Review TR17/7: Delegated Authority: Outsourcing in the general insurance 

market in June 2015. This Good Practice Guidance manual, for which I 

have the honour and pleasure to write this foreword, was conceived at the 

inaugural meeting of the IUA DAUG on 18th June 2015. 

As we await implementation of the Insurance Distribution Directive and new conduct rules, I am 

confident that this guidance will prove a useful tool to any company market insurer contemplating a 

delegation of authority. This important output from the DAUG would not have been possible without 

the dedicated contribution of the skill and experience of the members of the working party who drafted 

it, the input of other DAUG members who reviewed it and the oversight and direction of the IUA 

Secretariat throughout the process. I want to pay tribute to all these people. 

Tools such as this guidance must, of course, be regarded as dynamic documents that are subject to 

ongoing review and updating. The DAUG looks forward to receiving members’ feedback on this first 

edition and to suggestions for its future development. 

Paul Chapman 

EVP & CEO, AXIS International Accident & Health 

Chairman, Delegated Authority Underwriting Group 

November 2017 
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FOREWORD BY DAVE MATCHAM 

 

Delegated authorities are an increasingly popular business model for many 

members of the International Underwriting Association. Our London 

Company Market Statistics Report now seeks to quantify the amount of 

business underwritten in this way and identified nearly £3bn of premium of 

2016. 

The term can refer to a number of different arrangements, but principally 

involves the outsourcing of certain functions by an insurer. It can be applied 

throughout the insurance product cycle, from risk assessment and 

underwriting to claims payment. 

Such set-ups can offer significant benefits for both parties to a contract and 

help establish more competitive markets. They enable companies to provide services locally without 

the need to establish their own expensive infrastructure. Clients, meanwhile, are provided with greater 

access to capital and expertise. Coverholder firms can develop considerable knowledge in niche 

product areas, or geographical regions and develop excellent local relationships. 

In order for delegated authority arrangements to work successfully, however, it is important that 

companies properly assess the functions to be outsourced, choose the right partners to operate with 

and exercise appropriate oversight. They must understand the responsibilities they continue to have 

to clients and comply with relevant regulations.  

This Good Practice Guidance, produced by the IUA’s Delegated Authority Underwriting Group, seeks 

to seeks to address these issues and others. I hope you find it useful. 

 

Dave Matcham 

Chief Executive 

International Underwriting Association  
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GOOD PRACTICE GUIDANCE – DELEGATED 
AUTHORITY 

This guidance provides an introduction to delegated authority in the company market and sets out 

practical guidance for insurers in assessing new Coverholders, managing binding authority contracts 

and renewing such contracts. Guidance is also provided on delegated claims and complaints handling 

and Coverholder run-off procedures. 

Where applicable, the guidance highlights the relevant FCA/PRA requirements and guidance for 

outsourcing, including the provisions at SYSC 3.2, SYSC 8 and SYSC 13. In addition, other 

requirements have been considered, including Solvency II outsourcing requirements and the findings 

of the FCA’s thematic review of delegated authority. Where relevant, the upcoming provisions of the 

Insurance Distribution Directive have also been taken into consideration. 

The guidance has been drafted with regard to the applicable regulatory rules and is intended to 

support compliance with those rules as they apply at the date of this guidance. Nevertheless, it 

remains the obligation of firms and Coverholders at all times to ensure that they are aware of and 

comply with any regulatory rules to which they are subject. 

This guidance has been produced for those involved in delegated authority business. It summarises 

the key points for firms to consider when operating delegated authority business. It is very important 

to emphasise that it has been designed to inform firms of some of the points they may need to 

consider, and is not intended to be a complete statement of the law, market practice or a prescriptive 

list of requirements which a firm must adhere to. Firms will need to refer to their own company 

procedures and compliance requirements. It should not be relied on or be used as a substitute for 

legal advice in relation to any particular set of circumstances. Accordingly, the IUA does not accept 

any liability for any loss which may arise from reliance on this publication or the information it 

contains. 

Please note that firms should also take into consideration any local laws or regulatory requirements in 

the country or jurisdiction applicable to business being conducted. 

Note on insurer firms with dual platforms: 

Please note that where firms operate a dual platform (operate a Lloyd’s market stamp in addition to a 

company market stamp), insurers will also need to consider any Lloyd’s requirements. All Lloyd’s 

requirements are available at www.lloyds.com.  

 IUA 15th November 2017 
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SECTION 1 - INTRODUCTION TO DELEGATED 
AUTHORITY 

1.1 Introduction 

Please note that references to insurance(s), insurer(s) and insured(s) should be interpreted as also 

applying to reinsurance(s), reinsurer(s) and reinsured(s), except where expressly stated. 

 1.1.1 What is “Delegated Authority”? 

Delegated authority refers to an arrangement under which an insurer delegates its authority to a 

company or partnership to enter into contracts of insurance on behalf of the insurer.  

 1.1.2 How can an insurer delegate authority? 

The term ‘delegated authority’ is widely used in the general insurance industry to describe a variety of 

arrangements. At the core of these arrangements is external delegation by insurers, involving the 

outsourcing of functions to intermediaries and other third parties. This is often accompanied by the 

allocation of other related functions between the parties involved. Outsourcing and any accompanying 

allocation of functions can take many different forms and can relate to all stages of an insurance 

product life-cycle from product development, through underwriting, distribution and sales, to claims 

and complaint handling. 

Delegation is a feature of the way that parts of the general insurance market operates. The term 

‘delegation’ is frequently used by firms where outsourcing is taking place. The FCA Handbook defines 

outsourcing as ‘the use of a person to provide customised services to a firm’ (other than a member of 

the firm’s governing body or an individual employed by the firm) or ‘an arrangement of any form 

between a firm and a service provider by which that service provider performs a process, a service or 

an activity which would otherwise be undertaken by the firm itself’. This means that external 

delegation of underwriting authority and other significant functions such as claims and/or complaints 

handling is by definition outsourcing and subject to the relevant requirements in the FCA Handbook. 

What is a Coverholder? 

“Coverholder” means a company or partnership authorised by an insurer to enter into a contract or 

contracts of insurance to be underwritten by the insurer, managed by it in accordance with the terms 

of a binding authority. The most common method is to delegate authority to a “Coverholder” under the 

term of a binding authority contract. However, other forms of delegation are also addressed in this 

guidance. 

What is a binding authority? 

A “binding authority” is an agreement between an insurer and a Coverholder under which the insurer 

delegates its authority to the Coverholder to enter into a contract or contracts of insurance to be 

underwritten by the insurer, in accordance with the terms of the agreement.  

A binding authority agreement can also be used to give a Coverholder the authority to issue 

insurance documents on behalf of insurers. Insurance documents include certificates of insurance, 

temporary cover notes and other documents acting as evidence of contracts of insurance.  

The binding authority agreement will also set out the Coverholder’s other responsibilities, such as 

handling insurance monies, settling complaints or agreeing claims. 

1.2 Line slips 

A “line slip” is an agreement where an insurer delegates its authority to enter into contracts of 

insurance to be underwritten by the insurer to another insurer authorised company in respect of 
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business introduced by a broker named in the agreement. It should not give any delegated authority 

to the broker and should take the form of a market reform line slip. 

A line slip will usually apply to specific types of business. Once the authorised insurer has entered 

into a contract of insurance with the insured, the evidence of the insurance will normally be issued by 

means of a MRC (Market Reform Contract) line slip declaration. The line slip may also allow the 

authorised insurer to agree claims. 

Authorised insurers do not necessarily need approval to operate a line slip. However, if any 

delegation of authority is given to the broker, approval may be required under a delegated authority 

arrangement in accordance with the firm’s own standard practice.   

Types of Line slip 

Line slips are written on either a “non-bulking” or a “bulking” basis and the differences are important in 

terms of the method of processing. In both instances every risk is agreed by the agreement parties. 

Bulking line slips  

Under this type of arrangement: 

  risks are grouped and processed via Xchanging as bulk transactions 

  A Market Reform Contract (Line slip) contract is formed – see MRC (Line slip) Implementation 

Guide, March 2008 

  this includes a Unique Market Reference (UMR) 

  the broker prepares bordereaux in accordance with the line slip terms and conditions 

  premium bordereaux intervals will be specified 

  insurer contract documentation may either be a copy of the MRC slip or an insurance policy (latter 

will be signed by XIS or underwriters) 

 

Non-bulking line slips  

Under this type of arrangement: 

  individual risks are processed separately by the broker, as if they were “open market” 

  the Market Reform Line slip is used – declarations off line slips follow the Market Reform Contract 

Open Market (June 2007) guidelines 

  the MRC (Line slip Declarations) Implementation Guide provides further information 

  the UMR and LPSO Signing Number and Date for the line slip must be clearly shown on the 

declarations off the line slip 

  a declaration off the line slip should not contain Open Market lines unless expressly permitted by 

the line slip 

  no bordereaux are normally produced 

  premium payment terms are specified for each declaration 

 

Management of Line slips – Oversight Standards by the Insurer 

It is recommended that each line slip written to be reviewed and authorised by the appropriate 

personnel within the insurer prior to inception and renewal, and for the facility to be monitored 

carefully thereafter. 

We recommend that firms include line slip business in their internal audit processes and performance 

reporting. 

Follow markets – information levels 

Follow markets on non-bulking line slips should receive information regarding risks bound as per the 

clauses within the line slip contract. This matter is addressed later in the Guidance for Delegated 

Authorities (see Table 5.2 B). We would expect follow markets to ensure that the contract is set up to 

provide them with all necessary information, including reports, suitably quantified in an appropriate 
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way for the class of business concerned. 

1.3 Consortium arrangements 

A Consortium is a contractual arrangement under which one or more insurers delegate(s) authority to 

another insurer (the “Consortium Leader”) to enter into contracts of insurance on their behalf. A 

Consortium will underwrite and bind specified classes of business produced from more than one 

broker (which is the main difference to a line slip).  

In setting up such an arrangement a written agreement should be drawn up between the participating 

underwriters (the Consortium Agreement). This agreement will specify the terms under which the 

Consortium will operate, in addition to those terms that should be included in outsourcing agreements 

(see Section 5). 

1.4 The legal position of the parties involved in an arrangement to 
delegate authority 

It is important to understand all relevant parties’ legal obligations in an arrangement to delegate 

insurer authority. The following section provides a summary overview under English law. However, 

the relationship between the relevant parties will depend on the individual circumstances of the 

contract of delegation and the parties should ensure they seek their own legal advice where required. 

If an insurer delegates authority to a Coverholder, the general principle is that the Coverholder acts 

on behalf of the insurer and is not the policyholder’s agent for the purposes of arranging the 

insurance. The Coverholder is therefore contracting on behalf of the firm when binding risks and 

issuing contractual document. 

The Coverholder may also act as an agent to collect premiums, settle complaints or handle claims. 

The Coverholder’s authority will be set out in the binding authority agreement entered into with the 

insurer firm. 

When a broker acts as a Coverholder there is a potential conflict of interest between the broker’s 

duties to that insurer and to policyholders in circumstances where the broker has also been appointed 

by the policyholders to obtain insurance. In such circumstances, it is vital for the insurer to make sure 

the broker manages this conflict of interest properly. 

1.5 Other arrangements which may raise “delegated authority” 
issues 

There are two other types of contract an insurer may enter into with third parties which have some of 

the features of delegated authority, but which are generally not treated as Coverholder arrangements; 

marine open cargo covers and master/group policies. In addition, there may be issues as to whether 

the selling of insurance policies over the internet may involve delegated authority. 

 1.5.1 Marine Open Cargo Covers 

A marine open cargo cover is an arrangement under which an insurer provides the insured with a 

general grant of marine cargo insurance relevant to their business activities. (The Marine Insurance 

Act 1906 refers to the term “assured”. However, the term “insured” is used throughout this section and 

has the same meaning.) That insurance covers the insured’s own property, or property which the 

insured has had, or is expected to gain, an insurable interest in. (An insurable interest is defined as 

an interest which, under the law of England and Wales, would exist if the insured were domiciled or 

present in England or Wales.) Typically, the insured makes separate declarations under the marine 

open cargo cover during the year, using agreed rates, terms and conditions. 

The term marine cargo open cover includes insurance contracts issued to freight forwarders, shipping 
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agents, carriers or other parties acting on behalf of their principals or as bailees. (A bailee is the party 

the insured has entrusted the goods to and has instructed to arrange marine cargo insurance.) 

If an insurer grants a marine open cargo cover, it must make sure it knows about and complies with 

local licensing and regulatory requirements. The insured does not need approval from the insurer to 

operate a marine open cargo cover as defined above. To avoid any doubt, if the arrangement is not 

for the insured’s own property, or property in which the insured has had, or is expected to gain, an 

insurable interest, this type of arrangement could be viewed as a binding authority. 

 1.5.2 Master/Group Policies and Schemes 

The FCA define a Group Policy as: 

‘a non-investment insurance contract which a person enters into as legal holder of the policy on his 

own behalf and for other persons who are or will become policyholders and: 

a) those other persons are or become policyholders by virtue of a common employment, 

occupation or activity which has arisen independently of the contract of insurance;  

b) the common employment, occupation or activity is not brought about, in relation to the 

contract of insurance, by  

i. the insurance undertaking which effects it or carries it out; or 

ii. any activity which if carried on by a firm would be an insurance mediation activity; and 

c) the risks insured under the policy are related to the common employment, occupation or 

activity of the policyholders.’ 

A master/group policy or scheme can be utilised as a way of providing coverage to individuals who 

belong to a group or association without the need to issue separate policies to each of the individuals. 

These types of arrangements have features that insurers should give consideration as to whether the 

scheme constitutes a form of delegated authority and whether it may be more appropriate to write the 

scheme under a delegated authority agreement. 

Insurer(s) should take particular care as to whether the activities of the policyholder in administering 

the master/group policy constitute regulated intermediary activity in the relevant territories. If the 

activities of the policyholder could constitute a regulated activity, the insurer should ensure that the 

policyholder has the necessary regulatory authorisations. Whether the policyholder is carrying on 

regulated activities will depend on the rules of the local territory and the activities that the policyholder 

will be required to perform to administer the master/group policy. In the UK PERG 5.4 (the business 

test) is relevant to establish whether an unauthorised person is conducting regulated insurance 

mediation activity. 

Lloyd’s have specific guidance on Master Policies & Group Schemes which firms will need to consider 

if they are involved with Lloyd’s business. 

1.6 Electronic trading and/or Internet Selling 

Insurance policies can be sold over the internet direct to policyholders. These risks will often be 

bound online and the policy may either be issued directly from the website on placement or will be 

sent after the risk has been bound. There are also electronic trading systems which allow brokers and 

underwriters to trade in a virtual environment. 

Because third party providers are often involved in providing the electronic trading facility and the 

insurance contracts may be bound online, issues of delegation and sub-delegation can arise. Firms 

who are planning to sell insurance through the internet therefore need to consider the points below. 

This section also gives some guidance on certain cases which typically arise in this area. 
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Issues of delegation typically arise where the insurer appoints a third party internet based business to 

sell an insurer’s policies online. Where the third party can bind the insurance online or where it is 

authorised to issue the certificates on behalf of the insurer, then the third party company should be 

approved as a Coverholder. For these purposes it is irrelevant whether the third party has any 

underwriting discretion or that the process of selling policies and issuing certificates is wholly 

automated or that the insurer has the ability to log on to the third party provider’s systems to change 

or stop the underwriting. If policies can be bound through the online facility or certificates can be 

issued on the systems of the third party provider, this could be considered delegated authority and 

should comply with the firm’s internal requirements. 

Where the business is already being written through a Coverholder and the Coverholder wishes to 

sell policies through a third party website in a similar manner to that described above, issues of sub-

delegation can arise. In these cases, a tri-partite Coverholder arrangement may be appropriate. 

Note that in general no issues of delegation arise in the case of “aggregator” sites. Generally, these 

sites allow prospective policyholders to input basic placing information and the site then provides a list 

of relevant policies that can be obtained. The “aggregator” site, however, will not itself bind the risk 

but will “bounce” visitors to the website of the selected insurer for binding. As in this case, the 

aggregator site is not carrying out any delegated authority, the policy will be bound on the firm’s or 

Coverholder’s own site. However, if the site does bind the policy or issue certificates, even if it uses 

rates and terms provided by the insurer, then there is delegated authority and Coverholder approval is 

required as set out above. 

More difficult cases can arise where the third party site is merely providing an interface (perhaps for 

branding purposes) or an IT outsource solution for the operating of the insurer’s or Coverholder’s 

online binding facility. Generally, it is the firm who has physical control of the IT system that is 

responsible for binding the risk. If the third party is merely providing a branded front for the 

insurer/Coverholder’s own systems which are under the control of the insurer/Coverholder, then it is 

likely that the third party will need Coverholder approval. Where the third party has control over the 

system then Coverholder approval may be required and a formal contract should be agreed. 

Certain providers also now operate systems which act as trading platforms between underwriters and 

brokers. On these systems the third party merely acts as an IT “utility” for the parties who will see 

themselves as dealing with their counterpart insurer/broker rather than with the third party provider. 

The arrangement in this case is similar to where the parties deal by telephone or email where the 

telephone /email merely acts as a facility for the brokers and underwriters to communicate. In these 

cases, it is unlikely that Coverholder approval will be required.    
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SECTION 2 - DELEGATED AUTHORITY STANDARDS  

2.1 Regulatory Requirements 

The regulators rules and Financial Services and Markets Act 2000 (FSMA), supplemented by 

guidance, set out the extent of the obligations to which firms are subject. The following is not intended 

as an exhaustive summary but describes the more relevant provisions at the time of publication. 

Threshold Conditions (COND) 

All firms are subject to the regulatory Threshold Conditions. For firms whose business model includes 

outsourcing, and/or who enter into arrangements with another firm that acts to provide products or 

services, the following Threshold Conditions may be particularly relevant: 

  suitability 

  business model 

  appropriate resources 

 

Principles for Businesses (PRIN) 

The Principles for Businesses are obligations that all authorised firms must comply with. The following 

Principles are particularly relevant in identifying the responsibilities of firms in relation to the regulated 

activities they undertake where multiple firms are involved in providing insurance products, including 

where they are outsourcing these activities or performing these activities under an outsourcing 

arrangement: 

  Principle 2 - ‘A firm must conduct its business with due skill, care and diligence’. 

  Principle 3 - ‘A firm must take reasonable care to organise and control its affairs responsibly and 

effectively, with adequate risk management systems’. 

  Principle 6 - ‘A firm must pay due regard to the interests of its customers and treat them fairly’. 

  Principle 8 - ‘A firm must manage conflicts of interest fairly, both between itself and its customers 

and between a customer and another client’. 

 

Senior Management Arrangements, Systems and Controls (SYSC) 

SYSC contains rules and guidance to amplify Principle 3 relating to operational risk (including the risk 

that firms do not meet the FCA’s Principle 6 expectations with regard to treating their customers fairly) 

including outsourcing. 

SYSC requires that a firm must take reasonable care to establish and maintain such systems and 

controls that are appropriate to its business. Guidance set out in SYSC indicates that the complexity 

and diversity of its business should be relevant factors to be considered by a firm, and that firms 

should carry out regular reviews to ensure ongoing appropriateness. 

One of the key issues that a firm is expected to consider in establishing and maintaining the systems 

and controls appropriate to its business, as required by the FCA rules, relates to situations where a 

firm’s governing body delegates to a third party and thereby outsources functions or tasks for the 

purpose of carrying out its business. 

Functions typically outsourced by insurers include: 

  underwriting 

  claims management 

  complaint handling 

Firms should take reasonable care to supervise the discharge of outsourced functions by the third 

party. A firm cannot contract out of its regulatory obligations, and appropriate safeguards should be 

put in place, including the following: 
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  A firm should assess whether the recipient is suitable to carry out the delegated function or task, 

taking into account the degree of responsibility involved. 

  The extent and limits of any delegation should be made clear to those concerned. 

  There should be arrangements to supervise delegation, and to monitor the discharge of delegates’ 

functions or tasks. 

  To ensure that by outsourcing functions, senior personnel do not delegate their responsibility. 

  If cause for concern arises through supervision and monitoring or otherwise, there should be 

appropriate follow-up action at an appropriate level of seniority within the firm. 

  A firm should take steps to obtain sufficient information from its delegate to enable it to assess the 

impact of delegation on its systems and controls. 

SYSC also applies to incoming EEA firms in relation to activities carried on from an establishment in 

the UK. 

Insurance: Conduct of Business sourcebook (ICOBS) 

ICOBS outlines high-level standards that apply to all non-investment insurance product sales (general 

insurance and protection policies). ICOBS also states that firms must take reasonable steps to ensure 

their customers are given appropriate information about a policy in good time and in a 

comprehensible way so they can make an informed decision. This applies before and after the 

product is bought. The information given will depend on the customer, the policy's terms and its 

complexity, in addition, any advice given must be suitable for the customers. 

The FCA have issued a policy statement ‘PS16/21 – Increasing transparency and engagement at 

renewal in general insurance markets’ detailing changes to ICOBS 6 in respect of renewal 

communications to consumers that are effective from 1st April 2017. Firms that enter into outsourcing 

arrangements will need to ensure that the renewal requirements are fully considered when they come 

into force and adjust their practices accordingly.  

ICOBS 8 sets out the regulatory requirements applicable to insurers in relation to claims handling. 

ICOBS 8.1.1R states that ‘an insurer must handle claims promptly and fairly; provide reasonable 

guidance to help a policyholder make a claim and appropriate information on its progress; not 

unreasonably reject a claim (including by terminating or avoiding a policy); and settle claims promptly 

once settlement terms are agreed’. Insurers who outsource claims handling therefore need to ensure 

that they do so with appropriate care and diligence so that they are able to continue to satisfy this 

regulatory responsibility and ensure that customers receive fair outcomes. 

The Responsibilities of Providers and Distributors for the Fair Treatment of 

Customers (RPPD) 

Principle 6 – ‘A firm must pay due regard to the interests of its customers and treat them fairly’ – sits 

behind many of the FCA’s detailed rules and they expect customers’ interests to be at the heart of 

how firms do business. 

RPPD is a Regulatory Guide that develops Principle 6 and sets out the FCA’s view on what the 

combination of the Principles and detailed rules require respectively of providers and distributors who 

supply products or services to retail customers. It applies to both insurers and insurance 

intermediaries. 

RPPD uses the terms ‘provider’ and ‘distributor’, but recognises that responsibilities flow from ‘the 

actual roles or functions undertaken in a transaction, and firms should take this into account in 

considering their responsibilities under the Principles. In considering which responsibilities apply to it, 

a firm should consider the functions and roles that it undertakes in the product life-cycle. Whether a 

particular role or function is fulfilled by the distributor or provider (or both) may vary based on the 

product or service, or particular arrangements in place, and it may be possible for a firm to act as both 

provider and distributor at the same time in respect of different products or services. 

It follows that the status of a firm, whether insurer or insurance intermediary, does not determine 
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whether such firm should be considered to be a ‘provider’ or a ‘distributor’ for the purposes of 

identifying relevant responsibilities. Instead the RPPD is clear that firms need to consider exactly what 

functions they are performing in relation to any given product/transaction in order to establish which 

responsibilities it has. The RPPD states that whether firms can agree to apportion responsibilities 

between themselves will depend on the circumstances, which will include: 

  The nature of the regulatory responsibility 

  The extent to which such an agreement would be reasonable 

  Whether the arrangement is clear to both parties and properly recorded 

  The systems and controls used to monitor whether the agreement continues to be appropriate in 

the circumstances 

By way of example, the RPPD states that, where an insurer is commissioned by a distributor to create 

a product where the criteria for the product are specified by the distributor, many of the 

responsibilities fall to the commissioning distributor, as ‘retail manufacturer’ of the product, rather than 

the ‘pure manufacturer’ of the commissioned product or service. However, the pure manufacturer 

must still act in accordance with relevant Principles applicable to its functions including for example 

acting with due skill, care and diligence in accordance with Principle 2. 

It goes on to address respective provider and distributor responsibilities, and to set out guidance as to 

how such responsibilities may be met. 

Provider responsibilities  

The provider responsibilities, which may, depending on the facts, be carried out by insurance 

intermediaries as retail manufacturers rather than insurers as pure manufacturers, are:  

  product design  

  provision of information to distributors  

  provision of information to customers  

  selection and appropriateness of parties and distribution channels 

  post-sale responsibility (including claims and complaints)  

Providers should also consider whether the sale of the product should be advised or non-advised and 

whether the product can be sold online, via telephone sales or face to face. Providers should have a 

clear approach to the management of the distribution chain and be able to exercise significant control 

over the distribution network. Providers are expected to review whether what is happening in practice 

is consistent with their plans and expectations for the distribution of the product. 

Distributor responsibilities  

Distributor responsibilities, which may be assumed by insurers as well as carried out by insurance 

intermediaries, are:  

  financial promotions  

  provision of information to a customer before the point of sale  

  advising on selection of provider  

  post-sale responsibility  

 

Solvency II Directive (2009/138/EC) 

Under the Solvency II Directive, Article 49 addresses outsourcing and details firms’ responsibilities as 

follows: 

1. Member States shall ensure that insurance and reinsurance undertakings remain fully responsible 

for discharging all of their obligations under this Directive when they outsource functions or any 

insurance or reinsurance activities. 

2. Outsourcing of critical or important operational functions or activities shall not be undertaken in 
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such a way as to lead to any of the following: 

a) materially impairing the quality of the system of governance of the undertaking concerned 

b) unduly increasing the operational risk 

c) impairing the ability of the supervisory authorities to monitor the compliance of the 

undertaking with its obligations 

d) undermining continuous and satisfactory service to policy holders 

 

3. Insurance and reinsurance undertakings shall, in a timely manner, notify the supervisory 

authorities prior to the outsourcing of critical or important functions or activities as well as of any 

subsequent material developments with respect to those functions or activities.  

PRA Expectations and EIOPA Guidelines on Systems of Governance 

 

EIOPA have issued to National Competent Authorities guidelines in respect of Solvency II. In 2015, 

EIOPA issued Guidelines on Systems of Governance that include guidelines that relate to outsourcing 

requirements. The PRA expects firms to comply with all of the System of Governance Guidelines (see 

PRA Supervisory Statement SS41/15) that apply to them, in a proportionate manner. The section on 

outsourcing reads as follows: 

Section 11: Outsourcing  

Guideline 60 - Critical or important operational functions and activities  

The undertaking should determine and document whether the outsourced function or activity is a 

critical or important function or activity on the basis of whether this function or activity is essential to 

the operation of the undertaking as it would be unable to deliver its services to policyholders without 

the function or activity.  

Guideline 61 - Underwriting  

When an insurance intermediary, who is not an employee of the undertaking, is given authority to 

underwrite business or settle claims in the name and on account of an undertaking, the undertaking 

should ensure that the activity of this intermediary is subject to the outsourcing requirements.  

Guideline 62 - Intragroup outsourcing  

If critical or important functions or activities are outsourced within the group, the participating 

insurance or reinsurance undertaking, the insurance holding company or the mixed financial holding 

company should document which functions relate to which legal entity and ensure that the 

performance of the critical or important functions or activities concerned at the level of the undertaking 

is not impaired by such arrangements.  

Guideline 63 - Outsourcing written policy  

The undertaking that outsources or considers outsourcing should cover in its policy the undertaking’s 

approach and processes for outsourcing from the inception to the end of the contract. This in 

particular should include:  

a) the process for determining whether a function or activity is critical or important;  

b) how a service provider of suitable quality is selected and how and how often its performance and 

results are assessed;   

c) the details to be included in the written agreement with the service provider taking into 

consideration the requirements laid down in Commission Delegated Regulation 2015/35;   

d) business contingency plans, including exit strategies for outsourced critical or important functions 

or activities.  
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Guideline 64 - Written notification to the supervisory authority  

In its written notification to the supervisory authority of any outsourcing of critical or important 

functions or activities the undertaking should include a description of the scope and the rationale for 

the outsourcing and the service provider’s name. When outsourcing concerns a key function, the 

information should also include the name of the person in charge of the outsourced function or 

activities at the service provider. 

 

FCA Expectations  

In June 2015, the FCA published a report which set out their findings from their thematic review of 

delegated authority; TR15/7 Delegated Authority: Outsourcing in the General Insurance Market. The 

regulator shared the findings with the industry so that firms could consider to what extent they were 

impacted by the issues found and what changes they needed to make to ensure that their customers 

were treated fairly. 

In the report, the FCA set out their expectations, in particular: 

  Insurers delegating underwriting or other authority to external parties to recognise that they are 

outsourcing and to consider whether they have effective and risk-based controls (which 

appropriately consider conduct risks) in place. These controls should address both the initial 

decision to outsource and the ongoing monitoring of the performance of the outsourced function 

and resultant product(s). Insurers should take steps to address any gaps they identify in the 

control framework and should review their existing outsourcing relationships to identify and 

remediate any shortcomings in the operation of these arrangements.  

  Insurers to assess whether the claims handling approach and processes in place where they have 

outsourced claims handling are appropriate and will ensure that claims are handled promptly and 

fairly. This assessment should include the consideration of whether any potential conflicts of 

interest arising from incentive arrangements are appropriately mitigated. Where they identify 

deficiencies they should ensure that these are addressed.  

  Insurers to consider forthcoming changes to governance requirements for firms arising from 

Solvency II to assess how these impact their activities, particularly in relation to outsourcing, and 

to assess what actions they need to take to ensure that they are able to comply with these 

requirements. 

  Incoming firms that passport into the UK on a services basis to consider whether or not they have 

established a branch by virtue of the functions they have outsourced to agents in the UK. This will 

depend on the facts and various factors in line with established case law, and the EU Commission 

has also produced relevant guidance. They would expect firms to have obtained appropriate 

advice if they are unsure of the position. Where firms identify that they have established a branch 

in the UK they need to act promptly to adjust their permissions accordingly.  

  Insurers and intermediaries to consider the extent to which each may be performing the functions 

of a ‘product provider’ and to clearly identify what responsibilities flow from that for each including 

for product design and the ongoing monitoring of the performance of the insurance product for 

customers. To the extent that the circumstances and regulatory responsibilities allow firms to 

agree the apportionment of responsibilities, this should be reasonable and clear to both parties.  

  Insurers and intermediaries to review their existing monitoring activity and MI in relation to 

outsourced arrangements and allocated functions to assess whether this is appropriate and allows 

them to identify poor customer outcomes and instances where customers are not being treated 

fairly. Firms should also consider whether this information is reviewed appropriately, shared as 

necessary and acted upon. Where gaps and shortcomings are identified these should be 

addressed.  
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  Insurers and intermediaries acting as ‘product provider’ to assess the appropriateness of the 

existing distribution channel and sales activities, the efficacy of the arrangements and processes 

in place to mitigate the risks to customers posed by the distribution channel and the adequacy of 

the ongoing oversight and monitoring of the distribution chain (including the MI used to facilitate 

this). Any gaps or shortcomings identified should be addressed.  

  Insurers and intermediaries should note that the recast Insurance Mediation Directive, which is 

currently under negotiation, will include measures relating to product oversight and governance. 

Additionally, EIOPA consulted on product oversight and governance guidelines in relation to 

insurance undertakings manufacturing insurance products. These have the potential to strengthen 

the requirements placed on firms that manufacture insurance products and the FCA expects firms 

to ensure that their practices are adjusted to meet any new requirements.  

Where these expectations are based on the regulators existing Handbook requirements, they expect 

firms who identify shortcomings when assessing how these expectations are relevant to them to act 

promptly to remediate these issues.  

 

EIOPA Product Oversight and Governance Guidelines 

 

EIOPA issued Preparatory Guidelines in March 2016, addressed to competent authorities on how to 

proceed in the preparatory period leading up to the transposition of the Insurance Mediation Directive, 

due to be transposed in the UK on the 23 February 2018 (see below). The Preparatory Guidelines 

were issued for the purpose of establishing consistent, efficient and effective supervisory practices 

with regard to product oversight and governance arrangements (as outlined in Article 25 of the 

Insurance Distribution Directive) and to bridge the time until those provisions in the IDD are fully 

applicable. The guidelines cover the following areas and this Good Practice Guidance has taken 

these into consideration: 

 Establishment of product oversight and governance arrangements 

 Objectives of the product oversight and governance arrangements 

 Role of management 

 Review of product governance and oversight arrangements 

 Target market 

 Skills, knowledge and expertise of personnel involved in designing products 

 Product testing 

 Product monitoring 

 Remedial action 

 Distribution channels 

 Outsourcing of the product design 

 Documentation of product governance and oversight arrangements 

 Establishment of product distribution arrangements 

 Objectives of the product distribution arrangements 

 Role of management 

 Obtaining all necessary information on the target market from the manufacturer 

 Obtaining all other necessary information on the product from the manufacturer 

 Distribution strategy 

 Regular review of product distribution arrangements 

 Provision of sale information to the manufacturer  

 Documentation 

 

Some jurisdictions already require firms to comply with the EIOPA Product Oversight and Governance 

Guidelines. 
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Insurance Distribution Directive (previously the Insurance Mediation Directive) 

The Insurance Distribution Directive (IDD), which updates the 2002 Insurance Mediation Directive 

(IMD), was published in the Official Journal of the EU on the 2 February 2016 and will apply from the 

23 February 2018, repealing the IMD. The IDD will apply to all sellers of insurance products, including 

insurers that sell directly to customers and sales made via websites or other media. Much of the IDD 

will also apply to reinsurance, unlike the IMD which had excluded contracts of reinsurance. Once 

transposed into UK law, the IDD will include various provisions that firms will need to take into 

account when operating delegated authority, including: 

  Professional development requirements for those that carry out distribution activities 

  Disclosure requirements in respect of remuneration arrangements and conflicts of interests 

  Specific information and documentation requirements 

  Product oversight and governance requirements 

  Cross-selling provisions 

Firms will need to take into consideration any new requirements when they come into force and adjust 

their practices accordingly. 

 

Competition and Market Share 

Insurers must give consideration to competition law and market share matters, including any relevant 

regulation. The FCA have powers to enforce EU and UK competition law regarding the provision of 

financial services. In the UK, these competition powers may also be used by the Competition and 

Markets Authority (CMA) in all sectors of the economy, including financial services. This means 

that for financial services the CMA and the FCA have ‘concurrent powers’ and the FCA is a 

‘concurrent regulator’. 

Competition law forbids: 

 cartels and other potentially anti-competitive agreements, and 

 abuse of a dominant position 

Examples of cartels include agreements to fix prices or share markets. Examples of other potentially 

anti-competitive agreements include a distributor agreeing with its supplier not to sell below a 

particular price. 

Examples of abuse of a dominant position include a dominant business charging prices so low they 

do not cover the costs of the product or service sold, with the aim of driving out competitors and then 

increasing prices again. Or, refusing to supply an existing or long-standing customer without objective 

justification. 

Further, the European Commission decided that in its opinion, there were no valid reasons for the 

continuation of the Insurance Block Exemption Regulation and has decided that it would lapse on 31 

March 2017. Insurers are therefore no longer able to rely on any of the provisions that were contained 

therein and will need to assess their co-operation in the market context to see whether it is in line with 

competition law and antitrust rules. 

 

Subscription  

Where binding authorities are written on a subscription basis, then, although all the participating 

insurers will need to ensure that effective systems and controls have been implemented and are met, 

it is likely that the primary obligation will be on the lead insurer. In particular, it is likely that the lead 

insurer will have the main responsibility for assessing the Coverholder, setting up the contract of 

delegation, setting any limits on the Coverholder’s authority and monitoring the contract of delegation. 
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Throughout this guidance, these insurers are referred to as ‘the lead insurer’. 

Following insurers are expected to conduct appropriate due diligence and ongoing monitoring of all 

Coverholders with whom they have a relationship in line with their delegated authority strategy.  
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SECTION 3 - A STRATEGY FOR DELEGATED 
AUTHORITY  

3.1 Introduction 

It is expected that firms will have a clear risk appetite that is articulated through written policy and 

procedures, agreed at Board level, for entering into and managing delegated underwriting contracts. 

The risk appetite should have regard to not only prudential matters, but should consider operational 

and conduct issues and how the strategy fits with the wider corporate strategy. The policy and 

procedures should be applied consistently to all agreements managed by the insurer and regularly 

reviewed and updated.  

The competencies needed for managing delegated underwriting arrangements are different to those 

needed for other methods of acceptance. 

Firms will need to satisfy themselves that they have the control and resources (both systems and 

individuals with suitable experience and skills) to enter into and manage delegated underwriting 

arrangements effectively, taking into account: 

  the number of Coverholders 

  the number of contracts which an insurer leads or follows 

  the extent or range of delegation 

  the volume of income 

  the classes of business 

  the products being underwritten 

  the conduct implications (also see Section 7) 

  the operational implications 

  the potential conflicts of interest 

  the number of customers involved 

  the customer needs 

  the likely customer outcome  

  the level of exposure (e.g. catastrophe exposure) 

  the geographical distribution 

 the method of distribution 

  capabilities of current IT/systems especially as regards bordereaux management and exception 

reporting 

  the overall number of delegated agreements the insurer undertakes 

 

3.2 What should be included in the strategy? 

The strategy needs to take account of the impact of the outsourcing arrangements to Coverholders on 

the firm’s business, apply a risk based approach to the selection of Coverholders and consider the 

reporting and monitoring arrangements to be implemented and the extent of the level of authority 

delegated. 

As a guide, it should include the following sections:  

An executive summary 

An overview of what the firm’s current position is on Coverholders and Binding Authorities plus an 

outline of the objectives for the year ahead. 

Business rationale 

An explanation as to why the insurer wishes to delegate authority to Coverholders. This may include 
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an analysis of: 

  the expected gain from delegating authority to Coverholders 

  current and projected market conditions 

  territorial considerations 

  how such arrangements would fit with the insurer’s organisation and reporting structure; business 

strategy; conduct risk appetite; operational risk; overall risk profile; and ability to meet its 

regulatory obligations 

 

Roadmap 

This may include information on: 

  resourcing (both systems and individuals) 

  how suitable Coverholders will be identified 

  the extent of delegation 

  the extent and nature of distribution 

 the capacity in which each link in the distribution chain is acting 

  the potential conflicts of interest  

  the likely customer outcome  

  how claims will be handled 

  how complaints will be handled  

  remuneration arrangements and performance management, both internal and external (profit 

commission and similar incentives should only be considered where there are robust controls to 

mitigate the conflicts of interest that they give rise to) 

  pre-approval due diligence 

  appropriate MI to be generated and shared with relevant parties 

  an overall process framework specifying the procedures for ensuring that effective due diligence is 

carried out and evidenced by all involved at inception and renewal of contracts, as well as 

throughout the year when monitoring that reporting is in line with contract conditions 

 competition law and market share considerations 

 consideration and compliance with any applicable overseas laws & regulatory or tax requirements 

 

Underwriting 

This section may include an analysis of: 

  the product performance and outcomes, or research done to create the product 

  the product wording in relation to customer outcomes as well as underwriting results  

  the targeted customers, including consideration of their degree of financial capability and literacy 

  how the firm will ensure the Coverholder understands the target market and which groups of 

customers the product is not intended for 

  a regular product review process and procedures for responding appropriately to feedback 

  projected Underwriting results from Delegated Authorities for the next 3-5 years including a split 

by: 

o classes of business to be written 

o geographical distribution 

  number of Delegated Authorities split by : 

o Lead Coverholder binding authority agreements 

o Follow Coverholder binding authority agreements 

o Lead Lineslips 

o Follow Lineslips 

o Other types of delegation 

     level of catastrophe exposure 
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If an insurer does not write all of the binding authority, they will be responsible for placing the 

remainder of the contract with a following market. In these circumstances the insurer will need to be 

able to demonstrate that they are capable of addressing the following: 

  Making sure all relevant information is given to the following market 

  Keeping a record of the information given to the following market when the binding authority was 

placed (and keeping evidence of its agreement) 

  Keeping records about the operation of the binding authority (for example, changes to the terms of 

cover) 

  Making sure any outstanding issues are fully resolved before the binding authority comes into 

force 

  Making sure that premiums and claims are processed to the following market 

Insurer(s) should also be aware that if a broker is not involved, disputes or litigation could arise with 

the following market (for example, as a result of a mistake made by one of the insurer(s) staff or due 

to a potential misrepresentation). Firms should consider outlining all the duties, responsibilities and 

administration requirements in the contract in order to mitigate this risk and may also consider it 

appropriate to buy errors and omissions insurance to cover these risks. 

Other Considerations – Products Designed by Others 

Firms that are considering underwriting products designed by others will have to undertake sufficient 

due diligence that satisfies their obligations and responsibilities. The approach, processes and service 

standards should be reviewed, benchmarked and qualitatively assessed against their own internal 

criteria, approach and standards, particularly when considering products that a firm would not 

otherwise underwrite. Information that should be considered, in addition to those outlined above, will 

include: 

  the research done to create the product 

  the customers targeted 

  performance of the product 

  consideration of customer outcomes 

  claims frequency 

  claim declinature and repudiation rates 

 numbers of complaints 

  the product wording 

  the delivery of post-sales services 

     the conduct risk 

It is the principle view of the FCA that a customer’s experience should not be affected by whether a 

product or service is provided and distributed by a single institution or by two or more institutions. 

Firms must ensure that tasks and roles are clearly allocated between the parties involved to ensure 

that this is achieved consistently. 

In summary, therefore, the plan should reflect the strategy to be adopted when leading or when 

following a contract of delegation. 
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SECTION 4 - DUE DILIGENCE OF COVERHOLDERS 

4.1 Introduction 

An appropriate level of due diligence is important not only at inception and renewal of binding 

authorities, but also on an ongoing basis. In order to avoid an undue burden on the parties at the time 

of renewal, it is recommended that the due diligence process is spread through the year.  

This section highlights some of the important areas that should be considered when assessing a new 

Coverholder. 

4.2 The internal assessment process 

Firms should identify which personnel are authorised to take the final decision with regard to entering 

into a new Coverholder relationship or binding authority, following completion of all the procedures to 

assess and evidence the financial, compliance and underwriting capabilities of the Coverholder. The 

decision to proceed with a new Coverholder relationship or binding authority arrangement should 

normally be taken by a formal quorum of authorised individuals or a meeting of a delegated 

underwriting committee. Firms should take a holistic operational approach to the outsourced 

agreement and not exclusively delegate control to one particular function, (such as underwriting) to 

ensure that due regard is given to likely customer outcomes and firms will be able to demonstrate 

appropriate compliance.  Any internal assessment that is undertaken also needs to be appropriately 

evidenced and the basis of selection of a particular Coverholder should be transparent. 

Firms may also wish to consider the operation of a tender process in order to select a new 

Coverholder. The final decision will be based on factors decided by the authorised personnel with the 

authority to approve Coverholders and the weight attributed to each factor will depend on the 

outcome that the firm intends to achieved. A comparison of the elements outlined in section 4.3 

should enable firms to be able to select the Coverholder most appropriate for the delegated authority.  

Approval of a new Coverholder should be given via the internally approved process for the firm that is 

in line with the Board’s underwriting strategy and risk appetite for delegated authority business.  The 

sign off should either be cross functional or have evidence that cross functional due diligence has 

been carried out. 

The firm’s internal assessment process will involve individuals with distinct roles to play, and it should 

be clear who is responsible for each. Firms should clearly identify: 

  The individuals responsible for introducing/identifying the Coverholder and providing the business 

rationale for granting a binding authority. 

  The individuals responsible for initiating and controlling the due diligence process in preparation 

for internal approval. 

Board reporting pertaining to new Coverholders should be timely and accurate and as a minimum, 

should be on an annual basis, although firms may wish to consider more frequent reporting taking into 

consideration ongoing due diligence and key staff changes.  

4.3 Matters to consider when assessing a new Coverholder 

 

Suitability Criteria 

The internal review process performed by each lead insurer should aim to cover, as a minimum, the 

relevant suitability criteria (see table 4.3 below). In addition, the firm must be able to evidence any 

approval process that they have undertaken, paying particular attention to the need for a clear 

evidence trail demonstrating the quality and adequacy of the coverholder. 
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Table 4.3 

 whether the applicant is a competent, proficient and capable organisation and have regard to the 

following matters: 

a) the applicant’s compliance with appropriate principles of good corporate governance; 

b) the quality and adequacy of the applicant’s human resources, including: 

i) the competence, reputation, character and suitability of the applicant’s directors, officers 

and staff; and 

ii) the knowledge and experience of the applicant’s directors, officers and staff regarding the 

conduct and regulation of insurance business, including in any other relevant jurisdiction; 

c) the quality and adequacy of the applicant’s other resources, including the quality and 

adequacy of the applicant’s: 

i) systems, procedures, protocols and arrangements for the conduct of its business; 

ii) resources to comply with appropriate service standards for its customers; 

iii) resources to comply with such principles and standards for the conduct or administration 

of insurance business; and 

iv) resources and systems for underwriting administration, recording and provision of   

management information and for the administration and agreement of claims and or 

complaints; 

d) the quality and adequacy of the applicant’s controls and procedures to manage its business 

including: 

i) the applicant’s arrangements for identifying, resolving or managing conflicts of interest; 

and 

ii) the quality and adequacy of the applicant’s controls and procedures for the management 

of underwriting risk and for the management of the administration and agreement of 

claims; 

e) the nature of the applicant’s business including its past, present and forecast underwriting 

performance (including any past relationship with the firm) and the applicants targeted market; 

 whether the applicant is of appropriate reputation and standing; 

 whether any person who controls the applicant or who is connected or associated with the 

applicant is of appropriate reputation and standing; 

 whether the applicant has adequate capital and financial resources; 

 whether the applicant has adequate professional indemnity insurance, and whether there are any 

circumstances regarding the candidate’s professional indemnity insurance history that may be 

relevant to the candidate’s suitability; 

 whether the applicant is capable and willing to comply with the terms of any undertaking given to it 

by the firm and/or relevant regulators;  

 had suitable procedures in place to ensure that insurance monies (money relating to premiums, 

return premiums and claims) are properly safeguarded; 

 whether the applicant possesses all the licences, approvals or authorisations in order to act as a 

Coverholder wherever it will conduct insurance business in that capacity. 

 whether the applicant has an adequate and appropriate IT infrastructure, appropriate levels of 

data security, including any third–party IT services used and such facilities as cloud based 

services, and that it complies with any applicable data protection legislation; 

 whether the applicant has suitable and effective risk management (including adequate business 

continuity, succession and disaster recovery plans). 
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Particular attention should be paid to the following areas: 

The quality and adequacy of the underwriting function 

This includes: 

  the extent of the Coverholder’s knowledge and experience in each type and class of business for 

which they will be given authority to enter into contracts of insurance and issue insurance 

documents. 

  the quality and adequacy of the Coverholder’s control over underwriting, particularly if a number of 

people are authorised to enter into contracts of insurance or issue insurance documents.  

  the limits of the Coverholder’s authority. If a new Coverholder is given full underwriting authority, 

their activities will need to be closely monitored because they may have responsibility not only for 

accepting risks, but also for setting premiums, in addition to any potential conflicts of interest the 

granting of such an authority may create. Even when a Coverholder uses pre-determined rates, 

terms and conditions, close attention will still need to be paid to the risks the Coverholder accepts. 

 

The quality and adequacy of the Coverholder’s ability to operate a binding authority 

This may include: 

  the Coverholder’s prior experience, if any, of writing business under a binding authority 

  how competent the Coverholder’s management is and how they propose to manage the binding 

authority. This will include their ability to monitor service standards, customer outcomes, premium 

income, claims frequency, claim declinature and repudiation rates, the number of complaints and 

aggregate exposure limits (where appropriate) 

  how the Coverholder proposes to manage any conflicts of interest 

  whether the Coverholder's IT and accounting systems can record and process insurance 

transactions and produce necessary reports and documents, including management information 

and reports to local regulators 

  the quality and experience of the Coverholder’s staff 

  the location of all staff premises and home workers 

  the strength of the Coverholder’s financial management, including credit control 

  the Coverholder’s other business activities and the extent to which they might divert the 

Coverholder’s attention from the binding authority 

  the Coverholder’s understanding of the insurance market 

  the outcome of any pre-approval Coverholder visit 

 

The quality and adequacy of the claims handling function 

The Coverholder’s claims capabilities and procedures should be appropriate for the size and 

complexity of the Coverholder’s business operation, the nature and extent of any claims authority 

granted, the nature of the business written, any conflicts of interest and the jurisdiction in question, 

amongst other factors. 

However, an insurer may wish to consider: 

  Whether it is appropriate to delegate claims authority for that class of business 

  The likely type of claims that will be received 

In addition to whether the Coverholder has appropriate: 

  Management and other controls relating to claims funds where applicable 

  Staffing levels to cope with anticipated claims activity including average case load per handler 

  Adequate resources to meet the required service standards 

  Management and other controls to monitor staff claims workload 



 

30 | P a g e  

 

  Experience levels and qualifications for the personnel involved in claims handling, copies of 

relevant licences/certificates or regulatory authorisation and appropriate personnel management 

  Procedures for the handling of claims in compliance with any applicable laws and regulations, and 

in accordance with the insurer firm’s expectations 

  Management and other controls relating to claims agreements authority levels and reporting, 

including claims frequency, claim declinature, repudiation rates and service levels where 

applicable. 

  Conflicts management procedures 

  Maintenance and retention of records 

  Litigation management procedures and controls 

  Procedures for the timely settlement of valid claims. Procedures for the timely establishment and 

reporting of accurate claim reserves 

  Management of third party experts, e.g., adjusters, defence counsel, etc. 

  Communication within the Coverholder and with the insurer relating to claims issues 

  Catastrophe claims handling plan in place, where appropriate 

  Adequate E&O/fidelity insurance where applicable 

If an insurer decides to contract any claims handling services to a Coverholder, the insurer is 

responsible for determining that the authorised party is competent to perform its responsibilities and 

that the terms of the claims handling contract are consistent with the binding authority. Insurers 

should be mindful of their regulatory obligations when assessing the adequacy of delegated claims 

handling authority and that decisions about their claims will be made by parties who have different 

regulatory responsibilities than the insurer for the outcome and who may have an interest in not 

agreeing the claim, depending on the remuneration arrangements in place. Firms should also make 

sure that the contract of delegation clearly sets out the scope of the claims handling authority given to 

the Coverholder, including clarity regarding who is responsible for driving the claims outcome and any 

claims matters that are to be reserved for the insurer. 

Where an insurer intends to appoint a third party administrator (TPA) to deal with claims, the insurer 

should ensure that it considers the appropriate suitability criteria and it is recommended that the 

arrangement is governed through a tripartite contract - see Claims/Complaints due diligence of TPAs 

or outsourcing partners, section 4.8. 

The quality and adequacy of the complaints handling function 

The Coverholder’s complaints handling capabilities and procedures should be appropriate for the size 

and complexity of the Coverholder’s business operation, the nature and extent of any complaints 

handling authority granted, the nature of the business written and the jurisdiction in question, amongst 

other factors. However, an insurer may wish to consider whether the Coverholder has appropriate: 

  Staffing levels to cope with potential complaints activity. 

  Management and other controls to monitor staff complaints handling workload. 

  Experience levels and qualifications for the personnel involved in complaints handling. 

  Procedures for the handling of complaints in compliance with the insurer’s complaints philosophy 

and outcomes, any applicable laws and regulations, and in accordance with the firm’s 

expectations. 

  Management and other controls relating to complaints handling service levels and reporting, 

including complaints frequency, complaints repudiation and upheld rates where applicable.  

  Procedures for the timely settlement of valid complaints.  

  Conflicts management procedures.  

  Maintenance and retention of records. 

  Procedures for the handling and reporting of complaints 

  Litigation management procedures and controls. 

  Communication within the Coverholder and with the insurer relating to complaints. 

 Adequate E&O/fidelity insurance where applicable. 

Insurers should be mindful of their regulatory obligations when assessing the adequacy of delegated 
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complaints handling authority.  

Where an insurer intends to appoint a third party administrator (TPA) to deal with complaints, the 

insurer should ensure that it considers the appropriate suitability criteria and it is recommended that 

the arrangement is governed through a tripartite contract - see Claims/Complaints due diligence of 

TPAs or outsourcing partners, section 4.8. 

The quality and adequacy of the Coverholder’s business plan 

A new Coverholder will need to prepare a business/underwriting plan for the proposed binding 

authority. The content of the plan should be agreed with the lead insurer and provide a detailed 

description of the Coverholder’s proposals specific to the business to be written under the binder. 

The Coverholder’s plan should be reviewed as part of the internal due diligence process. The 

following aspects should be included: 

  an explanation of where the business comes from, where it is currently written and why it is 

moving to the insurer (including possible declinature to renew by previous carrier) 

  target and historic profitability statistics 

  details of any other contracts of delegation they manage. 

  an analysis of the market place (including opportunities for and threats to successful underwriting). 

  the basis for selecting risks. 

  the basis for pricing (where appropriate). 

  details of how the binding authority will fit with the Coverholder’s other areas of business. 

 

Conflicts of Interest 

A conflict of interest is a situation in which the interests of a firm or its employees or persons acting on 

behalf of the firm, is contrary to the interests of the firm’s customers, or where the interests of a 

customer or group of customers is contrary to the interests of another customer or group of 

customers. A Conflict of interest may concern a financial benefit as well as any other kind of benefit 

(including goods or services).  

Firms must manage conflicts of interest fairly, both between themselves and their customers and 

between a customer and another client. The management of conflicts of interest applies equally to 

firms that delegate authority. Firms should assess each delegated authority agreement for potential 

conflicts of interest.  

The assessment should include the consideration of whether any potential conflicts of interest arise 

from the delegation of the authority itself, any incentive arrangements, including remuneration and 

performance management, or the delegation of claims or complaints handling authority. This is 

particularly relevant where decisions about the claims or complaints are being made by parties who 

have different regulatory responsibilities than the insurer and who may have an interest in not 

agreeing the claim or upholding the complaint. Where insurers identify deficiencies, they should 

ensure that these are addressed and appropriately mitigated. The FCA stated in their thematic review 

of outsourcing arrangements that profit commission and similar incentives should only be considered 

where the firm has implemented robust controls to mitigate the conflicts of interest that they give rise 

to. 

The key concern in respect of Coverholders will be any circumstance which may give rise (or could be 

perceived to give rise) to a conflict of interest which may pose a risk of damage to the interests of 

underwriters or a policyholder or which may compromise the objectivity of the Coverholder’s 

performance of its obligations. 

Coverholders that write business on behalf of insurers in a significant number of overseas territories 

must also comply with any applicable local laws or regulatory requirements including any that relate to 

conflicts of interest. Nothing in this Guidance is intended in any way to alter the effect of any local law 

or regulations that apply to conflicts of interest.  
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In addition to local laws, the agreement should include an undertaking signed by the Coverholder by 

which they undertake that they “will manage any conflicts of interest, between ourselves, our 

customers and the insurer in a fair and open way” (for example the IUA Binding Authority Agreement 

Model Wording, Section 33).  

Therefore, insurers may wish to consider whether, given the particular risk profile of a Coverholder, it 

needs to provide any further guidance to the Coverholder as to management of potential conflicts of 

interest, beyond those as required by applicable local laws. 

Coverholders and Conflicts of Interest 

All Coverholders should be aware of the implications of conflicts of interest and in particular 

Coverholders should make sure that they are aware of any applicable laws or regulations that apply 

to them regarding conflicts of interest. This may include the laws and regulations of its “home” 

jurisdiction and also the laws and regulations in any other country the Coverholder does business. 

The principal party responsible for monitoring compliance with any conflicts requirements is the 

relevant lead insurer. It should consider – 

a) by reviewing the Coverholder’s conflicts arrangements as part of the due diligence process in 

assessing whether to enter into a binding authority; 

b) ongoing due diligence; and 

c) through Coverholder audits. All audits should therefore include whether the Coverholder 

understands local laws that apply to conflicts and also the suitability of any conflicts 

arrangements the Coverholder has implemented. 

Does the insurer need to give additional guidance? 

Whether the insurer needs to provide any additional guidance to a Coverholder will depend on the 

particular circumstances and risk profile of the Coverholder. Examples where it is more likely that the 

insurer will want to consider giving additional guidance could include - 

Examples of actual conflicts 

a) Where the Coverholder also has an interest in the outcome of a service provided to the 

policyholder or of a transaction carried out on behalf of Underwriters, which is distinct from 

the policyholder’s or Underwriters’ interest in that outcome. 

b) Where a Coverholder has a financial or other incentive to favour the interest of another 

insurer over the interests of Underwriters. 

Circumstances that could give rise to potential conflicts 

a) Where a Coverholder is also a broker, in which case the possibility of a perceived conflict of 

interest arising is much greater. On the one hand, the Coverholder may have an interest as a 

broker in placing business on behalf of the policyholder and on the other hand the 

Coverholder may have a financial interest in binding the risk on behalf of underwriters. 

b) Where the Coverholder also has claims settling or complaints handling authority as well as 

underwriting authority. 

What might any additional guidance include? 

This will depend on the specific circumstances of the Coverholder but examples could include –  

Establishing a “conflicts policy” 

The Coverholder may need to establish a written Conflicts of Interest policy with which all their 

directors, officers and employees should comply to ensure compliance with the relevant local laws 

and regulations and also with any additional requirements that Underwriters may require. 

In preparing its conflicts policy the Coverholder might wish to consider: 
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a) any circumstances which may give rise (or could be perceived to give rise) to a conflict of 

interest which may pose a risk of damage to the interests of underwriters or a policyholder; 

b) whether there are any circumstances which may cause any individual director, officer, 

manager or employee of the Coverholder to have any (or any perceived) conflict of interest; 

and 

c) what internal arrangements should be in place to ensure that conflicts do not arise and/or that 

any conflicts that may arise are properly identified and managed. 

 

Conflict management arrangements 

If relevant, given its specific circumstances, Coverholders might need to put in place suitable 

organisational and administrative arrangements to manage conflicts of interest and ensure those 

arrangements apply to all key staff. The arrangements will depend upon the scale and complexity of 

the business and the nature of the binding authority (for example whether the binding authority 

provides for full rating discretion or is a prior submit binding authority). By way of example, the 

arrangements could include - 

a) Segregating management responsibility in the firm regarding its Coverholder and broking 

activities; 

b) Ensuring that the individuals with responsibility for binding risks should not normally have sole 

claims or complaints handling authority; 

c) Considering whether any additional disclosures should be made. 

 

However, in respect of any conflicts guidance, it is emphasised that the specific arrangements to be 

put in place for any particular Coverholder will depend upon that Coverholder’s circumstances, and 

before an insurer provides any additional guidance it should first discuss that with the Coverholder to 

make sure that the proposed guidance is (a) proportionate and (b) is not in conflict with any applicable 

local laws. 

The Coverholder’s reputation and standing 

The main points to consider when assessing whether or not a Coverholder has an appropriate 

reputation and standing include the following: 

  regulatory status and current licences. 

  membership of recognised professional bodies. 

  standing in the insurance industry. 

  association with any problems or disputes (for example, with other insurers, Lloyd’s or regulators). 

  other types and classes of business they handle. 

  binding authorities they have with other insurers and the Coverholder’s performance under them. 

  details of current owners or shareholders. 

  any potential conflicts of interest they may have. 

 

The Coverholder’s financial standing 

The insurer should conduct a thorough financial analysis of any potential Coverholder. This should 

include a review of the following: 

  A review of at least three years Balance Sheet data and an assessment of working capital, 

retained earnings and the potential impact of any loans (including repayment terms). 

  A review of at least three years Profit & Loss statements, specifically trends in terms of revenues, 

costs/expenses and profit before tax. 

  The Coverholder’s involvement in any current litigation or any significant contingent liabilities 

which may affect their ability to continue to operate (for example, a claim on their errors and 

omissions insurance). 

  The adequacy of the Coverholder’s errors and omissions or professional indemnity insurance. 
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Insurers should consider performing the financial due diligence on an overall financial standing basis 

as well as a simple credit control basis. 

If the Coverholder is a start-up operation, then firms should ask to be provided with a forecast Profit 

and Loss account covering at least the next three years. An opening Balance Sheet should also be 

provided for review by the insurer. The insurer should be satisfied that there is adequate provision for 

cash flow to maintain the start-up. The insurer should document the finding of their financial due 

diligence in support of the application. 

Financial crime and International Sanctions 

Insurers have a responsibility to ensure that Coverholders have proper and adequate systems and 

controls in place to ensure Anti- Money Laundering (AML), anti-bribery and international sanctions 

compliance and to ensure compliance by having specific questions relating to AML/anti-

bribery/international sanctions as part of the Coverholder audit process.  

However, this does not devolve Coverholders of their own individual responsibilities under relevant 

legislation (both international and local). Insurers and Coverholders should therefore work together for 

their mutual benefit to ensure that adequate systems and controls are in place to fulfil the requisite 

compliance standards in respect of the class of business undertaken and the Coverholders exposure 

to the applicable legislation. 

The Coverholder’s regulatory or licensed status 

Any failure by a Coverholder to comply with local regulatory, licensing or tax requirements in a 

jurisdiction may well have adverse consequences for the insurer in that territory. It is therefore 

essential that particular attention is paid to licensing requirements when delegating authority to a 

Coverholder. 

An insurer must take reasonable steps to make sure that it and the Coverholder are aware of and 

implement all relevant insurance, financial and taxation laws and regulations in the jurisdiction where 

the Coverholder is domiciled, trades, provides services or does business under the binding authority.   

Furthermore, an insurer should not assume that because a Coverholder is either a regulated firm or is 

associated with the insurer (i.e. as its Appointed Representative), that a binding authority with such a 

Coverholder implies a reduction in operational risk. 

The Coverholder’s E&O coverage 

In terms of scope of cover, the insurer should obtain evidence that the policy is in force at the time 

approval is granted and that it specifically includes activity as a Coverholder (or refers to 

“underwriting” or “MGA” etc.) including claims and/or complaints handling activity where necessary. 

The insurer may require sight of a copy of the full policy wording/endorsements to ensure this is the 

case and that no exclusions apply or confirmation from the carrier. There should be documented 

evidence on file of how adequacy is determined. 

With regards to policy limit, the adequacy should be determined initially by the insurer taking into 

account a number of factors including the size of the Coverholder’s operations, the Coverholder’s 

historic claims experience under its E&O coverage, any assessments produced in recent audit reports 

and the competence and experience of key personnel. A firm may not require a Coverholder to 

purchase professional indemnity limits that match high binding authority contract limits but this should 

also be a consideration when assessing the adequacy of the professional indemnity limits purchased. 

Please be aware that in certain territories, including the EEA, rules exist regarding minimum limits. 

Coverholders with several binders or facilities present a higher risk of limit erosion and therefore firms 

should consider imposing a minimum aggregate limit. Firms should also consider including in the due 

diligence of applicants with high professional indemnity deductibles, research into the reason for this 

and an assessment of its ability to cover the monetary amount out of cash reserves or realisable 

assets. 
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When adding an additional class of business, firms should satisfy themselves that the professional 

indemnity limit remains adequate for the increased binder limit. 

Firms should also take into consideration the security rating of the E&O insurer. 

Coverholder Employees Working away from an Approved Office  

Coverholders are increasingly able to quote and bind risks remotely (e.g. whilst at home) via the use 

of laptops and remote internet connections. This may be from a home address or other unapproved 

location. 

Insurer(s) may be of the view that this activity falls within the approval status of the Coverholder and 

may wish to consider if: 

  The unapproved address is not advertised as a business workplace and it does not feature on any 

business correspondence; 

  The remote worker is and remains an employee of the approved Coverholder; 

  The IT systems being used are the same as and are linked to the approved office systems; 

  The use of remote workers is in compliance with the terms of the binding authority; 

  Documents are not signed or issued from the remote address. 

Issues may arise where a worker is based away from an approved office and is formally carrying out 

Coverholder activities with the agreement of their employer. 

The risks that might occur are numerous and include - lack of supervision, use of unauthorised IT 

systems, issuing incorrect documents, lack of appropriate licence if resident in a different 

state/province, not included in PI coverage, non-compliance with reporting requirements including 

bordereaux and policyholders sending premiums to the unapproved address. In addition, care needs 

to be given as to whether the location of the remote worker could be considered as an establishment 

for tax or regulatory purposes. 

If an employee works from a remote unapproved address, rather than the approved Coverholder 

office, the employee should be recorded. 

No Coverholder activity (even occasional) should be permitted unless:  

  The IT system accessed is the same as and directly linked to the Coverholder office to enable 

supervision of activities such as quoting and binding; 

  Where the remote address is located in a different state/province/country to the Coverholder the 

insurer has satisfied itself that there are no issues as far as the requisite licences are concerned 

on the part of either the Coverholder’s local regulator or the local regulator in the 

state/province/country of the remote address.  

In addition, the insurer should be satisfied that: 

  They have considered whether there are any regulatory or taxation implications as a result of 

agreeing to the remote worker. (It may be that in certain cases the insurer may need external 

independent advice); 

  The individual has clear, agreed and understood levels of authority and is an employee of the 

Coverholder; 

  The Coverholder/employer has carried out a risk assessment and has implemented appropriate 

controls; 

  There is evidence of effective controls in place; 

  The remote worker does not handle or account for insurer monies from the remote location; 

  There is a clearly stated review process for the activities of all authorised remote workers; 

  The address is not an office which should be approved; 

  The PI insurance will cover the remote worker/remote address; 

  The arrangement is examined and tested as part of the internal audit programme; 

  The insurer’s own audit programme will cover this aspect. 
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4.4 Oversight, Monitoring and MI 

Insurers outsourcing functions or tasks need to organise and control their affairs responsibly and 

effectively, and to have in place appropriate systems and controls to manage the operational risks 

outsourcing gives rise to, including any risks around treating customers fairly. Sections 6 and 7 

provide more detail in respect of the management of binding authorities and conduct risk 

considerations. 

4.5 Due Diligence at Renewal & Material Changes 

Insurers should ensure that the due diligence is kept up to date throughout the life of the binding 

authority. In addition to ongoing due diligence, at renewal of or any material change to the agreement 

should include a reassessment of the delegated authority. 

Renewal provides one opportunity to update the information a firm has on the Coverholder. However, 

by carrying out its updated due diligence process at this time, it can create an additional ‘bottleneck’ 

in the process at an already busy time when the binding authority is being renewed. Accordingly, 

firms may wish to consider updating the information they have on the Coverholder outside of the 

renewal period. This will allow the due diligence performed by the insurer at renewal to be 

proportionate and appropriate based on the level of due diligence carried out on an ongoing basis. In 

these cases, the due diligence should be limited to enquiries that are relevant to any areas where 

changes that are proposed for next period of the binding authority. Where the insurer can evidence 

sufficient ongoing due diligence, then the level of the review upon renewal should reflect this 

accordingly.  

Renewal or material changes also provide an opportunity for the firm to consider whether the existing 

relationship is still consistent with their risk appetite and delegated authority strategy.  

4.6 Following Insurers 

Insurers considering following a lead on a binding authority with a new Coverholder need to satisfy 

themselves that effective due diligence has been undertaken and must make their own decision as to 

the suitability of the Coverholder, including:  

  determining and articulating within their Delegated Authority procedures a policy regarding the 

extent of due diligence that they will carry out themselves in respect of follow business. This may 

take into account, for example, class of business, extent of delegation (underwriting, claims and/or 

complaints) and premium income 

  evidencing that this due diligence has been carried out, and signed off appropriately, for audit trail 

purposes 

4.7 Sub-delegation and supply chains 

In the course of handling claims and/or complaints for insurers, some intermediaries sub-delegate 

elements of claims/complaints handling to third party providers. Additionally, in some cases both 

intermediaries and third parties manage extensive service provider networks or customer helplines 

involved in the claims/complaints handling process.  

The involvement of additional parties can provide a further challenge in being able to demonstrate 

control over outsourced claims/complaints processes and outcomes. Insurers should be able to 

evidence the standards and processes in place to manage these agreements and it is recommended 

that these agreements are managed through tri-partite agreements.   
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4.8 Claims/Complaints Handling - Due Diligence of TPAs and 
Outsourcing Partners 

Where the insurer decides to appoint a separate TPA or outsourcing partner to handle 

claims/complaints then the insurer should assess the proposed firm against suitability criteria which 

may include: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Table 4.8 
 

a) the applicants compliance with appropriate principles of good corporate governance; 

b) is a competent, proficient and capable organisation (taking into account the needs of the insurer); 

c) the knowledge and experience of the applicant’s directors, officers and staff regarding the conduct and 

regulation of claims/complaints insurance business, including in any other relevant jurisdiction; 

d)  the quality and adequacy of the applicant’s other resources, including the quality and adequacy of the 

applicant’s systems, procedures, protocols and arrangements for the conduct of its business; 

e) the nature of the TPA’s/outsourcing partners business, including its past performance and any past 

relationship with the firm; 

f) has suitable resources for the determination of claims and/or for handling complaints including 

resources to ensure compliance with the terms of the claims/complaints agreement and any 

appropriate service standards including those for customers; 

g) has suitable internal procedures and processes for the administration and agreement of claims or 

complaints handling (including procedures for the appointment of experts, litigation management and 

file retention) and that those are properly documented and made available to all relevant directors, 

officers and staff; 

h) has suitable systems and procedures to record and report management information to the insurer in 

respect of its performance of its obligations under the claims/complaints agreement; 

i) is able on a timely basis to properly assess and review claim estimates; 

j) is able to review and settle complaints on a timely basis; 

k) has suitable arrangements for identifying, resolving or managing conflicts of interest. This includes 

where the firm or any of its directors, officers or staff have or will have authority to enter into contracts 

of insurance or have or will have any financial interest in an entity that may give rise to circumstances 

that may constitute a conflict of interest); 

l) has suitable and effective risk management (including business continuity and succession plans), 

internal control and internal audit processes; 

m) the TPA/outsourcing partner and its directors, officers and relevant staff are of suitable competence, 

reputation and character; 

n) or any controller of the firm is of appropriate reputation and standing; 

o) has adequate professional indemnity insurance and whether there are any circumstances regarding 

the candidate’s professional indemnity insurance history that may be relevant to the candidate’s 

suitability; 

p) has adequate capital and financial resources; 

q) has suitable procedures in place to ensure that insurance monies (money relating to premiums, return 

premiums and claims) are properly safeguarded; 

r) whether the TPA/outsourcing partner is capable and willing to comply with the terms of any 

undertaking given to it by the insurer, coverholder and / or relevant regulators; 

s) the candidate maintains appropriate levels of data security (including consideration of any third-party 

IT services used, including cloud based solutions) and that it complies with any applicable data 

protection legislation; and  

t) possesses any necessary licences, approvals or authorisations in order to act as a third party 

administrator or outsourcing partner wherever it will conduct business in that capacity. 
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SECTION 5 - CLEAR, CONSIDERED AND COMPLETE 
BINDING AUTHORITIES 

5.1 Introduction 

Insurer(s) should ensure that there is a contract certain binding authority contract in place prior to 

inception of the arrangement. In order to achieve this, insurers should consult and comply with the 

relevant provisions outlined in section 4. Insurers should also ensure they comply with the Contract 

Certainty Code of Practice (October 2012), published by the London Market Group. 

Lead insurers of lead/follow arrangements should ensure that contracts have been agreed, signed 

and dated by all parties (including the Coverholders to whom authority is delegated) prior to inception 

of the contract. 

Insurers should ensure that where there is a series of wholesale or retail producers in the chain who 

will bind insurances and/or issue documents, they have a direct contract with each party in the chain 

in accordance with good practice and the relevant TOBA arrangements are in place and that the 

capacity each link in the chain is acting in is clarified in the relevant agreement. 

 

5.2 Requirements for the content of contracts of delegation 

 

All binding authorities 

Every binding authority or where appropriate, the line slip, should contain the details found in Table 5.2 

A.  

Where a groups of individuals on the Coverholder’s staff will be given authority to bind risks, e.g. call 

centre arrangements, it is permissible to identify the Underwriting Director/Call Centre Manager or 

Chief Underwriting Officer or other key staff. In such a case the binding authority should state that the 

named individuals have overall responsibility and control of underwriting and document issuance and 

may delegate authority to other employees in accordance with guidelines agreed with the insurer and 

detailed in the agreement (either in the main agreement or appended in line with internal policy). This 

must be agreed in writing by the underwriters in advance and said authorities are made available to 

underwriters on request. In addition, all locations in which the Coverholder operates should be stated 

to the underwriters as well as any authorised remote workers.  
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Table 5.2 A  
 

1) an agreement number or reference number; 

2) the name and address of each party to the binding authority; 

3) the name and address of each broker which is a party to the binding authority or which arranged or 

brokered the binding authority; 

4) the period; 

5) the name of the Coverholder’s director or partner or an authorised individual at the Coverholder who 

is directly responsible, on behalf of the Coverholder, for the overall operation and control of the 

binding authority; 

6) the names of the Coverholder’s directors, partners or employees who will have authority to enter into 

contracts of insurance under the binding authority; 

7) the names of the Coverholder’s directors, partners or employees (if any) who will have authority to 

issue documents evidencing contracts of insurance under the binding authority; 

8) a list of the terms and conditions which must be incorporated in contracts of insurance entered into 

under the binding authority including: 

a) relevant wordings, exclusions and limitations; 

b) the maximum period of cover; 

c) the limits of liability (other than where inclusion of such a limit would be contrary to any 

applicable law); and 

d) any applicable territorial wordings or general cover conditions; 

e) the law and jurisdiction applicable to the contract of insurance. 

9) a precise description of the nature or classification of the contracts of insurance that the Approved 

Coverholder or slip leader will be authorised to enter into and any relevant exclusions and 

limitations; 

10) details of the manner by which any insurance monies are to be held, maintained and properly 

safeguarded; 

11) the manner or basis for the calculation of premiums, discounts, commissions, brokerages, fees, 

charges and expenses and a description of services to which they relate; 

12) the maximum aggregate premium income limit in respect of all contracts of insurance that the 

Coverholder may enter into; 

13) the maximum limits of liability in respect of contracts of insurance that the Coverholder may enter 

into; 

14) the territorial limitations on the Coverholder’s authority; 

15) provisions requiring the Coverholder to report in respect of all premiums, paid claims, outstanding 

claims and expenses in respect of contracts of insurance entered into by class or category by the 

Coverholder under the binding authority; 

16) provisions setting out how and when the payment and settlement of monies due from each of the 

parties to the binding authority or line slip should be made; 

17) provisions for the amendment, cancellation and termination of the binding authority or of the line slip 

by the parties; 

18) provisions that consider ownership of the customer and intellectual property rights (including IT 

systems), particularly in the event of cancellation or termination of the binding authority;  

19) provisions clearly stating the Coverholders commitment to comply with all applicable laws, regulatory 

requirements and guidelines and to cooperate with the insurers supervisory authority;  

20) provisions relating to the ongoing obligations of the Coverholder in the event that the binding 

authority expires or is terminated or cancelled for any reason; 

21) provisions setting out the jurisdiction and governing law that relates to the operation of the 

agreement and for the settlement of disputes arising from the binding authority or line slip. 

22) provisions requiring the Coverholder or the third party administrator or any of its directors or staff to 

meet any relevant professional competence standards; 
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Line slips (Bulking or Non-Bulking) 

In the case of contracts of delegation that are line slips, the line slip agreement must also contain: 

 

 

 

 

 

 

 

 

 

 

 

 

 
Table 5.2 B 

1) the name and address of the broker responsible for placing or administering the line slip; 

2) the authorised insurance companies that are delegating authority to enter into contracts of insurance 

and (if any); the syndicate or syndicates on whose behalf each Managing Agent is delegating authority 

to enter into contracts of insurance (the “syndicates”); 

3) the authorised insurance company or the Managing Agent that is authorised to enter into contracts of 

insurance under the line slip (the “slip leader”); 

4) provisions to ensure that each of the parties to the line slip receive information relating to the operation 

of the line slip including, in respect of each contract of insurance entered into under the line slip, details 

of the name of the insured, the sum insured, the premium charged and the period of the contract of 

insurance; 

 

23) provisions requiring the Coverholder or the third party administrator to maintain records and 

documents in such manner and for such period as the insurer may require or as may be required by 

any applicable legal or regulatory provision; 

24) provisions regarding the maintenance and security of confidential information; 

25) provisions requiring the Coverholder or the third party administrator to respond to questions addressed 

directly to it by the insurer’s supervisory authority;  

26) provisions requiring the Coverholder or the third party administrator to allow the insurer, any auditor or 

agent appointed by the insurer or the insurer’s supervisory authority, effective access  to all 

information, documents, books, records and other materials, including carrying out on-site inspections 

(which will include the premises of any third-party IT service, e.g. cloud based solutions), which, in the 

opinion of the insurer relate or purport to relate to the operation of the agreement and to co-operate 

with the insurer, auditor, agent or insurer’s supervisory authority;  

27) provisions requiring the Coverholder or the third party administrator to produce to any relevant 

regulatory body any information, documents, books, records and other materials which in the opinion 

of the relevant regulatory body relate or purport to relate to the operation of the agreement; 

28) provisions requiring the Coverholder or the third party administrator to notify the insurer of any:  

a) complaint or actual, pending or potential litigation; 

b) circumstance or development that may materially impact upon its ability to perform its functions 

under any part of the agreement effectively and in compliance with applicable laws and 

regulations; 

29) provisions prohibiting the Coverholder or the third party administrator from subcontracting or assigning 

any of its rights, powers, functions or obligations under the agreement without the prior consent of the 

insurer; 

30) provisions stating that the Coverholder’s or third party administrator’s duties and responsibilities 

remain unaffected by any subcontracting that has been agreed to by the insurer under (29);  

31) provisions that govern internet selling, if applicable. 
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Binding authorities that delegate claims authority 

Any agreement where the insurer has delegated authority to determine claims arising under contracts 

of insurance to a Coverholder, third party administrator or outsourcing partner should contain the 

following information, provisions and terms and comply with the following conditions and 

requirements: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

It is likely to be particularly important that the insurer considers including the following provisions, as 

appropriate: 

  Clarity as to which claims are within the scope of the delegation of authority. 

  Clarity as to those claims or claims matters that are referred to the insurer for decision for any 

reason. 

  A description of the responsibilities of the Coverholder, third party administrator or outsourcing 

partner as regards those claims that are within the scope of its authority including: the 

investigation of claims, coverage review, defence of the insured (where applicable), timely and 

accurate reserving, the appointment and management of appropriate experts where required, 

timely and proper claim payments (where applicable), responding to enquiries and complaints, 

investigating potential recoveries and reporting to the insurer. 

 

 

Table 5.2 C 

1) the name of any person who will have authority to agree claims made on contracts of insurance 

entered into by the Coverholder under the binding authority; 

2) the name and address of each party to the agreement that the insurer is delegating authority to 

determine claims arising under contract of insurance; 

3) the functions, duties and responsibilities of the Coverholder, third party administrator or outsourcing 

partner that are relevant to its authority to determine claims. This shall include – 

a) the level of the Coverholder’s, the third party administrator’s or outsourcing partner’s authority to 

determine claims (including the circumstances in which a claim shall be referred to the insurer); 

b) details of the Coverholder’s, the third party administrator’s or outsourcing partner’s responsibility to 

investigate claims and where appropriate appoint external experts (including the circumstances in 

which the decision to appoint an external expert shall be referred to the insurer) and take steps to 

ensure claims are defended as appropriate and to seek to make any recoveries; 

c) details of the Coverholder’s, the third party administrator’s or outsourcing partner’s responsibility to 

assess and review claim estimates; 

d) details of any applicable service levels or standards (including service standards for dealing with 

complaints and enquiries); 

4) provisions requiring the Coverholder, third party administrator or outsourcing partner to report to the 

insurer in respect of paid claims, outstanding claims and expenses in such form and at such intervals 

as the insurer may determine; 

5) provisions for the cancellation and termination of the agreement; 

6) provisions relating to the ongoing obligations of the Coverholder, third party administrator or 

outsourcing partner in the event that the agreement expires or is terminated or cancelled for any 

reason; 
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Binding authorities which delegate complaints handling authority 

Any agreement where the insurer has delegated authority to determine and handle complaints arising 

under contracts of insurance to a Coverholder, third party administrator or outsourcing partner should 

contain the following information, provisions and terms and comply with the following conditions and 

requirements: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

It is likely to be particularly important that the insurer considers including the following provisions, as 

appropriate: 

  Clarity as to which complaints are within the scope of the delegation of authority. 

  Clarity as to those complaints or complaint matters that are referred to the insurer for decision for 

any reason. 

  A description of the responsibilities of the Coverholder, third party administrator or outsourcing 

partner as regards to those complaints that are within the scope of its authority including: the 

investigation of complaints, timely and proper settlement, responding to enquiries and complaints 

within agreed timescales and reporting to the insurer. 

 

In addition to the above areas there are other matters which the insurer should ensure are covered in 

the contract. 

Premium settlement 

The Coverholder is usually responsible for collecting premiums on behalf of the insurer. The binding 

authority contract must clearly set out the Coverholder’s responsibilities in terms of bordereaux 

format, reporting and settlement frequency. 

Table 5.2 D 

7) the name of any person who will have authority to investigate and settle complaints made on contracts 

of insurance entered into by the Coverholder under the binding authority; 

8) the name and address of each party to the agreement that the insurer is delegating authority to 

determine complaints arising under contract of insurance; 

9) the functions, duties and responsibilities of the Coverholder, third party administrator or outsourcing 

partner that are relevant to its authority to determine complaints. This shall include – 

a) the level of the Coverholder’s, the third party administrator’s or outsourcing partner’s authority to 

determine complaints (including the circumstances in which a complaint shall be referred to the 

insurer); 

b) details of the Coverholder’s, the third party administrator’s or outsourcing partner’s responsibility to 

investigate complaints; 

c) details of any applicable service levels or standards; 

10) provisions requiring the Coverholder, third party administrator or outsourcing partner to report to the 

insurer in respect of settled complaints, outstanding complaints and redress in such form and at such 

intervals as the insurer may determine; 

11) provisions for the cancellation and termination of the agreement; 

12) provisions relating to the ongoing obligations of the Coverholder, third party administrator or 

outsourcing partner in the event that the agreement expires or is terminated or cancelled for any 

reason; 
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Insurance monies 

It is essential that the Coverholder understands that insurance monies are held on behalf of 

underwriters. Coverholders must hold that money in a separate insurance monies account, separate 

to their own business accounts. In many jurisdictions, that separate account must be a trust account. 

Even where this is not required, the use of trust accounts is strongly recommended. This is important 

to protect policyholders’ funds if the Coverholder became insolvent. 

In addition, insurers should endeavour to secure a “no set-off” letter from the bank at which the 

Coverholder’s premium account is held. 

It is essential that the Coverholder’s responsibilities and appropriate service standards are clearly set 

out in the agreement in relation to the collection of premiums. 

Inspection and ownership of records 

The binding authority must require the Coverholder to keep complete records of all the business the 

Coverholder writes as well as claims/complaints reported under the binding authority. It should also 

make clear that the insurer(s) retain full title to, and ownership of, all of these records, including the 

paper files if so required. 

Insurers, their representatives and regulators must have the right at any time, without restriction or 

limitation, to inspect, audit and copy any records relating to contracts of insurance accepted by the 

Coverholder. 

Limits on premium incomes 

The binding authority must specify a limit on the gross annual premium income to be written under the 

contract. This is an important control and, used effectively, can prevent a Coverholder from writing 

more business than the insurer wants. It is essential that the insurer sets the limit at a realistic level. 

In some cases, it may also be appropriate for the insurer to specify a premium income limit by a sub-

class of business or by Coverholder (for example, for multi-class or multi-Coverholder contracts with 

significant premium income limits). 

The insurer should also make sure the Coverholder tells it once the overall written premium income 

exceeds a set percentage of the overall gross annual premium limit stated in the binding authority (for 

example, 75% of the agreed gross premium limit). This gives an early warning of any potential 

overwriting on the contract. 

If the binding authority contains a provision to allow a portfolio transfer at the end of the period, the 

insurer should consider the premium income limit and aggregate exposures if the transfer does not 

take place. 

Internet selling 

If the Coverholder is to be permitted to bind contracts online, then that must be clearly stated in the 

binding authority. Section 4.2 of the IUA Binding Authority model wording states that underwriters 

must agree in advance to any internet trading carried out by a Coverholder. If the Coverholder is 

intending to offer insurance over the internet, the insurer will need to be satisfied that this is allowed 

locally. In this situation, the insurer should have approved the relevant aspects of the Coverholder’s 

website before the Coverholder offers the insurance on their behalf. Relevant aspects include: 

  approval of the arrangements in place for data privacy and security 

  approval of site developers 

  up to date service level agreements in place between the developer and the Coverholder 

  regular site maintenance 

For further requirements in relation to internet selling see also section 1.7 of the IUA Binding Authority 

model wording.   
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Financial Crime and Anti-Bribery Requirements 

The binding authority should include a clear clause setting out the Coverholder’s obligations to avoid 

the risk of financial crime and to avoid risk of breaching any applicable international sanctions, anti-

money laundering requirements or any anti-bribery requirements. 

The model IUA Binding Authority wording contains a financial crime clause at Section 34. 

Conflicts of interest 

The binding authority should have clear provisions to deal with the management of conflicts of 

interest. The binding authority should ensure that the Coverholder must have no conflicts of interest 

that may impair the Coverholder’s performance of duties under the agreement. The agreement should 

be assessed for potential conflicts of interest and should include consideration of whether any 

potential conflicts of interest arising from incentive arrangements are appropriately mitigated. Where 

firms identify deficiencies, they should ensure that these are addressed appropriately. 

Coverholders that write business on behalf of insurers in a significant number of overseas territories 

must also comply with any applicable local laws or regulatory requirements including any that relate to 

conflicts of interest. Nothing in this Guidance is intended in any way to alter the effect of any local law 

or regulations that apply to conflicts of interest. 

In addition to local laws, the agreement should include an undertaking signed by the Coverholder by 

which they undertake that they “will manage any conflicts of interest, between ourselves, our 

customers and the insurer in a fair and open way” (for example the IUA Binding Authority Model 

Wording Section 33).  

Confidentiality and data security 

It is important that the binding authority sets out clear provisions to ensure that the Coverholder 

protects confidential information of the insurers and of clients/policyholders and that it complies with 

its obligations under the relevant local data protection legislation, whether as data controller or data 

processor (as appropriate). The term "local data protection legislation" shall include all applicable 

statutes and regulations in any jurisdiction pertaining to the processing of personal data, including the 

privacy and security of personal data. Where Coverholders, TPAs or outsourcing partners use third-

party IT services such as cloud based solutions, consideration should be given as to whether the 

third-party IT service provider will allow access, including physical access, to the premises which are 

relevant to the contract. 

Regard should also be had to information ownership rights – see inspection and ownership of records 

above.  

Business continuity 

The binding authority should include a clear statement of the Coverholder’s obligations to maintain 

and implement an adequate business continuity and disaster recovery plan to ensure that the 

Coverholder can continue to perform its obligations under the agreement. 

Termination provisions 

The insurer must carefully consider the provisions for terminating the contract of delegation. It will rely 

on these provisions if it needs to cancel the contract quickly and to make sure the Coverholder does 

not abuse the contract after notice of termination has been given. 

The termination provisions should allow: 

  the contract to be terminated immediately upon fraud or dishonesty or if any relevant regulator has 

directed that it is cancelled 

  the insurer to terminate the contract if the Coverholder’s ability to carry out its obligations under 

the binding authority are materially impaired 
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  the insurer to terminate the contract, for any reason, after giving the agreed number of days’ 

notice  

  extra controls and/or restrictions to be placed over the Coverholder during the notice period. For 

example, the contract of delegation may revert to a more restricted form of delegation, taking into 

consideration any lead insurer agreements and following markets, including where a firm is acting 

as the lead  

  takeover and ownership of files (including paper files if required), data and any tools or 

instruments for the purpose of undertaking the delegated authority  

Careful consideration should be given to setting the applicable notice period that the Coverholder can 

give to terminate the binding authority. It is important that any notice period that the Coverholder can 

give is long enough to allow the insurer to find an alternative arrangement. 

The binding authority should also set out the duties of the Coverholder once termination notice has 

been given. For example: 

  the ongoing conduct risk duties; 

  returning insurance documents 

  providing access to underwriting and claims records 

  expenses and charges 

  tacit renewals 

  local legislation 

  claims and complaints administration 

A ‘suspension’ provision may also be included in the contract of delegation. This provision will allow 

the insurer to stop the Coverholder from entering into contracts of insurance, issuing insurance 

documents, handling complaints or paying claims. The provision is likely to be of most use when 

serious irregularities are brought to the attention of the insurer and will allow time for the matter to be 

investigated. 

Any extra controls that are placed over the Coverholder during the suspension period should take into 

consideration any lead insurer agreements and following markets, including where a firm is acting as 

the lead. 

Delegating authority to the slip leader 

Where a binding authority agreement provides for the delegation of authority to the slip leader to 

agree amendments to the binding authority agreement this should be subject to clearly defined limits. 

Unlimited or excessive levels of delegation to a slip leader are considered unacceptable and pose 

regulatory and operational risks to the following underwriters. 

Insurers must ensure that any clause delegating authority to the slip leader to agree amendments to 

the binding authority agreement clearly sets out the scope and limits of the slip leader’s authority. The 

clause should not purport to give the slip leader unlimited authority to amend the terms of the binding 

authority or allow the slip leader an unlimited ability to accept special acceptances. Delegation of 

authority should be limited to agreeing non-material amendments. 

Hold harmless clauses 

Hold harmless clauses would require the Underwriters to indemnify and hold harmless the 

Coverholder in respect of any claims that may be brought by third parties arising from the 

Coverholder’s negligent operation of the binding authority. They also prevent Underwriters from 

seeking any legal redress against the Coverholder for breaching the terms of the binding authority, 

other than in very limited circumstances. 

It is recognised that as part of the commercial negotiation of a binding authority agreement parties 

may wish to negotiate limitations of liability. The level of any limitations will depend upon a number of 

factors including the nature and scope of the delegation of authority, the class of business that may 

be bound and the risk appetite of the insurer. 
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Jurisdiction and choice of law 

The binding authority should include a clear statement of the applicable law and jurisdiction and that 

this is consistent with any arbitration clause. 

5.4 Preparation of the contract – sources of information and 
assistance 

In preparing the contract of delegation, regard should be had to the guidance issued by the London 

Market Group. Practical assistance can also be obtained from other sources as detailed below. 

The London Market Group template and guidance 

The London Market Group has issued a set of mandatory templates – Market Reform Contracts 

(MRCs) – that must be used when drafting the binding authority agreement. 

New MRC templates were issued in September 2013. Guidance is available on how to use the 

templates covering the following: 

  Definition of the Slip Headings 

  Stamp / Line conditions 

  Requirements for Contracts of Delegation 

  Expert Fees Collection 

  FCA Client Classification 

  Unique Market Reference Guide. 

These guidelines can be found at www.londonmarketgroup.co.uk.  

The binding authority guidelines were designed to align with the Contract Certainty Code of Practice 

guidance issued by the London Market Group (LMG). 

IUA Binding Authority Model Wordings 

The IUA has also issued binding authority model wordings and guidance notes to assist in the 

wording of the contract. The most recent versions of those wordings were issued in 2015 (IUA 09-

061, IUA 09-063). The MRC slip templates are compatible with new model wordings. The LMA also 

have their own model wordings. There is no requirement for insurers to use the model wordings. 

5.5 Submission to Xchanging 

Where processing via central settlement and/or the recording of reporting information is required, the 

binding authority contract should then be submitted to Xchanging. Xchanging will not process a 

contract of delegation unless there is clear evidence that the insurer and Coverholder have both 

agreed the contract of delegation before the Coverholder is authorised. 

The Market Reform Contract (Binding Authority), including the schedule to the main wording, and 

insurer numbers and signed lines will be required by Xchanging to enable them to carry out their post-

bind quality assurance check and allocate an FDO (For Declaration Only) signing number. 

For contracts that incorporate one of the model wordings, there is no requirement for the text of the 

wording to be provided to Xchanging. However, if the insurer (or the broker) specifically wishes to 

have the full Binding Authority signed and embossed, then the full number of copies and the model 

wording will need to be submitted. 

An initial LPAN is completed with all relevant details by the broker for the FDO signing of the binding 

authority itself, and subsequent LPAN/LCCF presentations are then made in the form of bulked 

submissions on a monthly, quarterly or as agreed basis in accordance with the binder contract. 

Xchanging will carry out checks with respect to premium and claims processing information (e.g. Risk 

Code) and necessary closing information. 

http://www.londonmarketgroup.co.uk/
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5.6 Contracts with multiple sections with different leads 

Some binding authority agreements are written with multiple sections each with a different lead. When 

writing a contract like this it is important that each section clearly sets out the authority being granted 

under it and to whom it is being granted. Any other particulars relevant to that section should also be 

clearly stated. 

  

  



 

48 | P a g e  

 

SECTION 6 - ONGOING MANAGEMENT 

6.1 Introduction 

Insurers, lead or follow, should monitor the performance of all Coverholders, TPAs or outsourcing 

partners to whom they have delegated authority. To monitor performance, firms should specify what 

information the Coverholder, TPA or outsourcing partner is required to provide, and its frequency, 

within the binding authority. 

Insurers outsourcing functions or tasks need to organise and control their affairs responsibly and 

effectively, and to have in place appropriate systems and controls to manage the operational risks 

outsourcing gives rise to, including any risks around treating customers fairly. 

6.2 Internal resources 

An insurer must retain the necessary expertise to supervise all Coverholders effectively and to 

manage the risks associated with Coverholders. Therefore, the insurer must demonstrate that it has 

the necessary internal resources to monitor the contracts of delegation, for example through an in-

house binder management team. This team should: 

  have skills and experience suitable to manage the dimensions of the binder portfolio 

  have a clear set of policies and procedures, defining roles and responsibilities and 

  have a clear structure for management reporting 

In the absence of such a team, an individual with an audit and Coverholder business background 

could perform binder management activities. 

Resources should include an effective IT system, commensurate with the number and complexity of 

the binders involved, especially the number of lead contracts. 

Effective monitoring can be achieved through: 

  internal written procedures describing the processes, areas of responsibility and systems to be 

used in monitoring and renewing contracts 

  procedures describing requirements and responsibilities as regards to conduct focussed 

monitoring relevant to the outsourcing relationship and the product 

  procedures describing requirements and responsibilities as regards credit control monitoring 

  a suite of exception reports and root cause analysis to enable senior management to address key 

issues 

  an effective annual Coverholder audit programme, and a systematic follow up of report 

recommendations 

  establishing a formal committee which has responsibility to the firm’s Board to oversee delegated 

authority issues 

 

6.3 Reporting risks, premium, claims and complaints 

Coverholders must report regularly, in line with the insurer’s reporting requirements and the class of 

business, on risks they have written, premium payments, claims and complaints. This will allow the 

internal resource to maintain oversight and ongoing monitoring of the binding authority adequately. 

Compliance with the Binding Authority 

Effective and regular reporting and submission of management information by the Coverholder, TPA 

or outsourcing partner is key to enabling the insurer to monitor compliance with the binding authority 

agreement, consistency of approach, service level standards and customer outcomes. Analysis of the 

information requested should enable the insurer to assess the completeness of the information 
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provided and dictate any follow-up actions required. Management information requested may include: 

  premium income against the GPI limit on the binding authority 

  aggregate exposure reports, providing information to monitor the risks in a particular territory or 

zone 

  compliance with limits and conditions 

  ensuring the Coverholder is only writing business in the territories for which it is approved 

  the Coverholder’s, TPA’s or outsourcing partner’s handling of claims which might include: 

o accuracy of reserve recommendations 

o pursuit of recoveries (where appropriate) 

o timeliness of reporting, reserving, investigations and settlement of claims 

o frequency of claim review 

o selection, monitoring and management of third party experts 

o coverage analysis 

o quality of customer (i.e. policyholder) service 

o breaches of terms of delegation contract 

  rating adequacy 

  ‘earned to incurred’ reports, providing details of the Coverholder’s profitability 

  claims fund reports, providing details of all payments made to and from the claims fund 

  information in respect of the Coverholder’s, TPA’s or outsourcing partner’s handling of complaints 

which might include: 

o timeliness of reporting, investigations and settlement of complaints 

o frequency of complaints review 

o root cause analysis of complaints 

o quality of customer (i.e. policyholder) service 

o breaches of terms of delegation contract 

  conduct focussed and customer outcome reports 

 cancellation rates and root cause analysis 

  other reports to show the Coverholder is keeping to the required service standards 

Issues flagged during ongoing monitoring should be logged and reviewed on a regular basis to 

ensure that the points can be identified, prioritised and acted upon accordingly. Firms should resolve 

serious or repeat breaches as a matter of urgency and escalate them to a senior level. 

Credit Control 

The insurer will need to monitor the performance of the Coverholder with respect to meeting terms of 

trade and collection of premiums. This may take the form of: 

  reviewing an aged debt report on a regular basis 

  exception reporting showing cases where terms of trade were exceeded and by how much, per 

risk written, class of business and territory 

  reviewing an unallocated cash report on a regular basis (this can also be covered as part of the 

audit conducted) 

  reviewing reinsurance recoveries (where appropriate) 

As mentioned in section 5.2: Insurance Monies, it is essential that the Coverholder understands that 

insurance monies are held on behalf of underwriters and is held in a separate insurance monies 

account, separate to their own business accounts. Many jurisdictions require that this separate 

account must be a trust account. Even where this is not required, the use of trust accounts is strongly 

recommended. This is important to protect policyholders’ funds if the Coverholder became insolvent. 

Underwriting Performance Reviews  

This will encompass the above and could include an underwriting visit where full authority for 

underwriting has been given or is required by a firm’s delegated authority strategy and oversight. The 

performance reviews should: 
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  be conducted at binder, Coverholder and class of business levels 

  include a review of the reserves, reinsurance purchased and IBNR 

  provide any analysis as conducted by the actuarial teams, usually at insurer level 

  include an analysis of broker commissions 

  the ultimate aim is to monitor the Coverholder’s performance against service standards and 

assess profitability of the binding authority against plan and budget 

The outcome of such performance monitoring should be reported to the delegated authority 

committee and board on a regular basis. 

6.4 Post Approval Changes  

Proposed changes that pertain to any significant or material aspect of the agreed delegated authority, 

including any of the criteria assessed in granting the authority (whether proposed by the insurer, 

Coverholder, TPA or outsourcing partner), should instigate appropriate reassessment of the 

agreement to ensure that it remains consistent with the firm’s strategy, objectives and intended 

customer outcomes. 

Changes that are likely to require consideration include, but are not limited to: 

 Coverholder details or circumstances 

 The terms of the delegated authority 

 The product 

 The intended target market 

 The distribution framework 

 Any relevant legislation or regulation, including consideration of competition law and market share 

rules 

6.5 Audits  

Insurers should develop, document and implement a policy that governs their approach to the use of 

independent (internal or external) audit of entities to which they delegate authority. Firms should 

outline a clear framework or risk tolerance in respect of the audit outputs and findings so that any 

response can be prioritised appropriately. It is important to note that audit should be considered a 

third line of defence detective tool and not an alternative to controls such as performing appropriate 

due diligence and having in place appropriate standards and monitoring controls around outcomes.  

This policy will normally address: 

  the frequency of audits based on the insurer’s risk assessment of the entity; 

  the scope for review to be included in the terms of reference for the auditors; 

  the identification of appropriately skilled auditors able to fulfil the terms of reference; 

  the agreement, implementation and tracking of recommendations resulting from the audits. 

Firms could consider that audits are co-ordinated on a co-insurance basis where possible in order to 

minimise the disruption to Coverholders. 

Risk indicators for developing the in-house audit policy 

Each insurer will have a set of key indicators to consider when developing their audit policy. Such risk 

indicators to consider may include, but are not limited to, the following: 

  Coverholder estimated premium income in that particular reporting period 

  level of underwriting and claims authority granted under the binder 

  Coverholder change in circumstances such as change of ownership, management, territory 

  the number of binding authority contracts that the Coverholder manages 

  the classes of business written under binding authority contracts 

  the territories the Coverholder is conducting business in 
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  value of outstanding claims 

  loss ratio 

  level of complaints received 

  the conduct risk posed by the binding authority 

  the sanctions risk 

  financial crime and money laundering risk 

  Internal conduct risk rating 

An assessment of these key indicators will enable the insurer to ascertain the frequency with which 

the Coverholder (or TPA) should be audited. 

Auditors 

Coverholder audits will normally be conducted by third parties selected according to the insurers 

internal selection process based on: 

  Coverholder’s audit experience (including a consideration of local and market knowledge). 

  market standards 

  auditor availability in the territory concerned 

  whether the auditor’s skills and experience match the audit scope 

  price 

Whether audits are conducted by internal or external staff there should be a clear rotation policy in 

place, ensuring the same individual or firm does not audit the same Coverholder too many times in 

succession. Ideally, no more than three consecutive audits should be conducted by the same 

individual or firm. 

Audit Scope 

An appropriate audit scope will be determined by the insurer for each Coverholder audit they arrange, 

which will be communicated to the auditor in advance of the audit as part of the terms of reference. 

Consideration should be given to the areas to be covered such as: 

  Underwriting 

 Claims (if authority has been delegated) 

  Complaints (if authority has been delegated) 

 Conduct risk 

  Customer outcomes 

  Aggregate, risk and premium bordereaux analysis 

  Documentation 

  Accounting and general finance 

 Accounting transactions 

  Compliance and governance (including conduct risk) 

  IT and data security 

  Management oversight 

  Review of previous recommendations 

  Commission consideration / remuneration structure 

 

Report and Follow-up Process 

Upon completion of the audits, the auditor should document their findings and any recommendations 

in a formal report to the insurer. The report should be reviewed by appropriate personnel at the 

insurer and the recommendations agreed before they are communicated to the Coverholder, 

including who is responsible for the remedial work and whether the recommendations respond to all 

the points raised. 

When a recommendation made by an auditor is not considered necessary by the insurer, a note 

confirming the decision not to follow up on the recommendation should be kept on file with a clear 
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explanation for the rationale behind the decision also recorded. 

There should be an effective tracking and follow-up process to ensure recommendations made as a 

result of the audit are recorded, implemented and completed to the insurer’s satisfaction; including a 

clear process for escalation when a recommendation is contentious or the resolution of audit 

recommendations is problematic or not completed in the required timeframe. The process should also 

record how effective the actions were in mitigating the risks arising from the outsourced relationship. 

The Following Market 

Where a Coverholder manages a binding authority that is shared by more than one insurer, it is 

usually the leader’s responsibility to arrange audits. The following markets can also be invited to 

participate, including Lloyd’s participation. However, the cost of those audits is usually shared across 

all participants on a pro-rata basis. As such, the audit report should be made available to the following 

market; either distributed by the lead or via the broker involved. The following insurers should also be 

kept informed of steps being taken to address issues identified during audits. 

 

6.6 Financial Crime 

Insurers have a responsibility to check compliance by Coverholders in respect of anti-money 

laundering legislation, international sanctions and the Bribery Act 2010. This does not devolve 

Coverholders of their own individual responsibilities under relevant legislation (both international and 

local). 

Specific questions relating to these issues should be included as part of the Coverholder audit 

process. At a minimum Coverholders should be able to demonstrate procedures covering the 

following: 

  Recognition and reporting of suspicious transactions/sanctions issues 

  Staff training and awareness and 

  Record keeping 

 

6.7 Complaints 

Insurers have a responsibility to monitor and report on complaints and to ensure that all complaints 

are handled properly. It is therefore important that insurers are confident that their Coverholders are 

appropriately and adequately recognising and reporting complaints to them on an ongoing basis. 

Firms must ensure that complaints information is collated and analysed to determine the root cause of 

complaints and take any necessary action as a result of the complaints received. Firms should take 

into consideration the findings of the FCA thematic review on complaint handling: TR14/18 Complaint 

Handling. 

 

6.8 Problem case monitoring 

Insurers must have a procedure in place for identifying and monitoring problem cases. Problem cases 

can arise where there are serious irregularities such as fraud or dishonesty. Such cases will need to 

be escalated via the firms’ internal escalation procedures to the appropriate personnel and handled 

accordingly.  

However, less serious issues can arise with Coverholders, such as erratic reporting or premium 

settlement, or lack of progress on audit recommendations. Such matters should be identified via 

exception reports and escalated to an appropriate forum for resolution and monitoring. 
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Efficient Record Keeping 

Insurers are expected to keep adequate records of all their binding authorities. Some of the key 

records that the insurers should keep or have access to include the following: 

  a copy of the Coverholder Application Form 

  relevant up-to-date information relating to the: 

o business proposed (for example, the underwriting plan) 

o the Coverholder 

o the broker (if any) 

  information relating to the contract of delegation such as: 

o any rating basis, schedule or guide 

o details of certificate wording and extra clauses 

o the format of insurance documents 

o proposals and claims forms 

o slip copies and any endorsements 

  a copy of the current agreed contract of delegation, including any endorsements 

  a copy of the agreement with any TPA 

 copies of relevant statistics, premiums and claims reports and any other relevant underwriting 

information 

  details of any complaints, potential litigation or other potential problems 

  copies of any Coverholder audit reports 

  copies of all visit reports 

6.9 Conflicts of Interest 

Re-assessment of a Coverholder’s conflict management arrangements should form part of the 

ongoing due diligence and audit scope and should be reviewed on a regular basis. They should be 

provided on request (or via a Coverholder audit) to the lead insurer for its consideration. The review 

should include consideration of whether there have been any changes to the original assessment of 

conflicts of interest and where changes have been identified, firms should ensure that they are 

addressed and appropriately mitigated.   

Conflicts of interest are covered in more detail in section 4.3: Conflicts of Interest and Coverholders 

and Conflicts of Interest sections. 
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SECTION 7 - MANAGING CONDUCT RISK IN 
DELEGATED AUTHORITY 

7.1 What is conduct risk? 

The FCA in their Risk Outlook 2013 describe Conduct risk as inherent factors, structures, behaviours 

and environmental factors that are present in the financial sector and how they impact the financial 

services market, its participants and particularly the interests of its customers. The FCA continue to 

focus on how firms are managed and structured to ensure consumers are at the centre of their 

business, pay due regard to the interests of their customers and treat them fairly at all times. 

Firms are expected to ensure that they are putting customers and the integrity of markets at the heart 

of their business models and strategies. This includes making strategic cultural changes which 

promote good conduct, establishing oversight around the design and innovation of products and 

services; and ensuring they are transparent in their dealings with customers. This is of particular 

importance when delegating authority to a third party. Most importantly, firms must take an active role 

in maintaining the integrity of the financial markets to ensure customers can have confidence in the 

firms and products they engage with. 

It is expected that all insurers will identify, assess and manage conduct risk to ensure fair outcomes 

are achieved for all customers. 

 

 7.2 Procedures 

Firms will need to give particular consideration to the procedures in place to address the conduct risk 

posed by delegated authority. These procedures should include at a minimum: 

  How conduct risk should be assessed for a binding authority 

  Conduct related due diligence requirements and how this should be evidenced 

  Ongoing monitoring requirements for conduct risk 

These procedures may form part of a firms delegated authority procedures or their overarching 

conduct procedures as appropriate, provided conduct risk in delegated authority is appropriately 

addressed. 

 

7.3 Client Considerations 

Firms will need to give particular consideration in cases where the end purchaser can be considered 

a consumer or a less sophisticated customer.  

Binding authorities that include products that will be sold to consumers and less sophisticated 

customers are therefore likely to pose the greatest conduct risk. It is important that this conduct risk is 

carefully assessed and managed and that this is evidenced, including the documentation of the 

reasons the firm is satisfied that customers will receive fair outcomes. 

The FCA describes a consumer as any natural person acting wholly or mainly for purposes outside 

their trade, business or profession, in contrast to business clients who are acting wholly and 

mainly/predominantly for the purposes of their trade, business or profession. It should be noted, 

however, that the term ‘consumer’ has different meanings under different pieces of legislation and the 

FCA has stated there is no strict rule to designate a consumer.  

The FCA has suggested that Micro-enterprises should be afforded the same treatment as consumers. 

A Micro-enterprise is deemed an enterprise which:  



 

55 | P a g e  

 

  employs fewer than 10 persons and  

  has a turnover or annual balance that does not exceed €2 million 

The FCA has further noted that some segments of the SME population may also have a need for 

extra consideration. This would include, but is not limited to:  

  Small and simple businesses buying products and services in which they do not have significant 

expertise should generally have the greatest access to consumer provisions 

  Larger SME’s with sophisticated operations have less need for such provisions, except when 

making purchases unrelated to their core business, without relevant expertise 

Consideration should be given to any other entity that would be considered a consumer by the 

relevant regulatory authority in the local territory.  

Firms will also need to consider products that have been previously considered as wholly commercial; 

in particular, where these are sold to an individual or small business, e.g. aviation or marine policies. 

Firms may wish to examine the following areas when considering clients:  

  Product design and suitability 

  Financial Promotions 

  Product distribution, including methods and information 

  Barriers to customers 

  Claims responsibility  

  Complaints responsibility 

     Renewal transparency responsibility 

  Fair treatment of customers 

  Reporting requirements 

  Compliance with international conduct requirements (where applicable) 

7.4 Conduct Management Information 

In order to monitor conduct risk in delegated authority, firms are expected to collect and analyse 

relevant data. It is important that the outputs of any monitoring and MI are reviewed, understood, 

shared as necessary and acted upon. The MI needs to encompass the range of potential conduct 

issues relevant to the relationship and the product being underwritten. It is also important that this 

analysis is recorded and escalated to appropriate levels of management. Where the data analysis 

indicates an issue, the firm should be able to demonstrate the steps taken to remedy the issue. 

It is also important that the type and range of MI collected be reviewed periodically to ensure that it 

continues to provide the firm with the right information and allows the effective monitoring of the 

conduct risk involved, taking into consideration any changes to the strategy as outlined in Section 3 

and any amendments to the coverholder authority. Any changes to the product design should also 

prompt a review of the conduct MI to be collected in order to ensure that it remains relevant and 

appropriate. Examples of conduct risk management information include, but are not limited to: 

 Point of sale metrics (Advised/Non-advised) 

 Method of sale (telephone/distance/face to face) 

 Individual who made sale 

 New Business/Renewal Levels 

 Cancellation volumes and frequency 

 Cancellation reasons 

 Complaints volumes and frequency 

 Complaints reasons and upheld rates 

 Claims volumes and frequency 

 Claims repudiations 

 Claims service standards   
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SECTION 8 - INSURANCE DOCUMENTS 

8.1 Introduction 

The firm must be satisfied with the format and content of the insurance documents the Coverholder 

will issue under the binding authority and should hold the agreed format for this on file. 

To satisfy the requirements of the Contract Certainty Guidance of Practice (Principle B) with regard to 

the prompt delivery of insurance documents, insurers should require each Coverholder to confirm that 

insurance documents have been issued within required timescales. The form and frequency of this 

return from Coverholders should reflect the insurer’s assessment of risk, while ensuring that returns 

are received at least annually from each Coverholder. 

 

8.2 Content of insurance documentation (see also Section 5) 

Insurance documentation evidencing contracts of insurance issued by a Coverholder should include 

the following information, provisions and terms: 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Where a binding authority model wording agreement is used, the insurance document should include 

the information as specified in the Format and Content of Contract Documentation section (section 

20). If a firm uses its own binding authority wording agreement, then the insurance documentation 

should include any information as specified by the agreement. Firms should also include any 

information that is required by the law or regulation of the local jurisdiction. 

The insurer should also ensure that every insurance document issued to a policyholder contains an 

appropriate several liability clause. This applies whether or not the binding authority is entered into by 

one or more insurers.  

The London Market Group has produced a Decision Chart (November 2012) for identifying the 

appropriate several liability clauses to be used both for binding authorities and insurance documents 

issued to policyholders. 

 

 
Table 8.2 
 

1) the name and address of the Coverholder; 

2) all relevant terms and conditions that relate to the contract of insurance entered into by the 

Coverholder including: 

a) relevant wordings, exclusions and limitations; 

b) the maximum period of cover; and 

c) the limits of liability. 

3) the amount of the premium and any other information relating to the cost of the contract of 

insurance that is required by applicable laws or requirements to be disclosed; 

4) information about the procedures for handling claims arising under the contract of insurance and for 

the resolution of complaints; 

5) the law and jurisdiction applicable to the contract of insurance; and 

6) any other provisions required under the laws or requirements of the jurisdiction in which the 

contract was concluded, where the insured is domiciled or of any other relevant jurisdiction and any 

other provisions as required by the relevant representative or agent. 

 

http://www.londonmarketgroup.co.uk/contract-certainty
http://admin.londonmarketgroup.co.uk/wp-content/uploads/2016/03/Several-Liability-Decision-Chart-Nov-2012.pdf
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8.3 Combined (“Joint”) Certificates 

From time to time, firms may wish to permit their Coverholders to issue “combined certificates” to 

policyholders (i.e. a single certificate that evidences a contract of insurance in which a proportion of 

the security is to be provided by insurers other than the firm, which may also include members of 

Lloyd’s.) These are also often referred to as “joint certificates”. 

Firms should only permit combined certificates to be issued where they believe it to be appropriate 

and prudent so to do and also include the appropriate joint and several liability clause. 

Where a model wording binding authority agreement is used, the insurance document should include 

the information as specified in the Additional Requirements for Combined Certificates section (section 

20). If a firm uses its own binding authority wording agreement, then the combined certificate should 

include any information as specified by the agreement. Firms should also include any information that 

is required by law or regulation in the local jurisdiction. 
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SECTION 9 - NON-RENEWAL AND TERMINATION 

9.1 Introduction 

Insurers should deal with non-renewal or termination of a delegated authority contract in an 

appropriate manner. 

9.2 Non-renewal of binding authorities 

When deciding whether to renew a contract of delegation, the insurer should consider the following (in 

addition to underwriting assessments of the contract): 

  the relevant licenses, permits, and errors and omissions insurance held by the Coverholder 

  the Coverholder’s financial standing 

  how the Coverholder has administered and operated the binding authority (including keeping to 

the required service standards) 

  significant changes to the Coverholder’s circumstances 

  other problems or potential issues (for example, arising from any audit or underwriting visits, 

complaints or potential litigation or regulatory issues) 

If a binding authority is not renewed, it is essential that its run-off be closely monitored. Some of the 

considerations highlighted below for terminated binding authorities will also be relevant for binding 

authorities which have not been renewed. 

Practical implication of non-renewal 

Some jurisdictions regulate an insurer’s processes for renewing or not renewing an insurance 

contract. These regulations are particularly common for insurance bought by individual consumers 

rather than businesses. In such cases, an insurer proposing not to renew a contract of insurance may 

need to provide a notice of non-renewal in a particular form, giving a specified period of notice before 

the insurance will end. Failure to do so can mean the contract of insurance automatically renews on 

its previous terms and conditions. 

The Coverholder must handle the non-renewal of such contracts of insurance in line with local law 

and requirements. The insurer must also consider the effect of such provisions if it has decided not to 

renew the binding authority. It is important that the broker (if any) and Coverholder be given sufficient 

notice of any decision not to renew the binding authority. This will give them a reasonable opportunity 

to handle the non-renewal of individual contracts of insurance correctly. If reasonable notice is not 

given of the decision not to renew a binding authority, or it is not ensured that the Coverholder 

handles non-renewal of contracts of insurance correctly, the insurer underwriting the binding authority 

may be committed to renewing individual contracts of insurance. 

9.3 Termination of the binding authority contract 

The termination of a current binding authority is a significant event. A binding authority is usually only 

terminated mid-term if there are serious problems with the Coverholder (for example, not meeting 

licensing or regulatory requirements, issuing insurance documents without insurance cover or where 

there is fraud or dishonesty). 

It is essential that the termination is handled effectively to avoid disproportionate amounts of 

management time being invested in resolving issues, such as operational and reputational risks for 

the insurer involved. The binding authority will allow the insurer to cancel the contract. If the insurer 

does terminate a binding authority, it should follow any notice requirements and any other relevant 

limitations or conditions specified in the contract of delegation. 
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Before giving notice 

The main considerations to bear in mind before giving notice of termination include the following: 

  Identifying who needs to be informed and when. This may include: 

o the relevant broker 

o the following insurers, any contracted TPAs or outsourcing partners 

o any local representative 

o Coverholder auditors 

o relevant regulators, depending on reasons for termination (see section 10) 

  Identifying how the notice should be delivered to the Coverholder, considering the terms outlined 

in the binding authority 

  Preparing the notice. This is vital because it will set out precisely what the Coverholder is 

expected to do during the period of notice and once the notice has ended. Particular attention is 

needed to make sure the Coverholder is clear about how amendments to existing contracts of 

insurance and new contracts of insurance will be treated 

     Responsibility for any additional costs and expenses incurred by invoking the termination process 

should be clearly allocated 

  Identifying potential substitute Coverholder run-off providers. These should be identified at an 

early stage in case it is necessary to transfer the responsibility for run-off away from the 

Coverholder 

     Consideration of the customer ownership provisions in the agreement (as outlined in table 5.2 A) 

     A clearly defined action plan that considers the need for a customer contact process, to ensure 

that appropriate and relevant information is delivered to the ultimate customer, in a timely manner 

and establishes who is responsible for any customer contact 

     Consideration of any relevant IP ownership, including but not limited to IT platforms, which could 

be fundamental to the product distribution and customer contact process 

  Identifying potential TUPE obligations 

  Considering whether it is necessary to put a representative of insurers in the Coverholder's offices 

to supervise the Coverholder during the notice period 

  Identifying who to speak to at the Coverholder’s offices to explain the reasons for the cancellation 

and what will be happening. Wherever possible, the insurer will want to keep a good working 

relationship with the Coverholder 

  Requiring the Coverholder to return any unused insurance documents or other materials they 

have in connection with the binding authority and which might be used as evidence of insurance 

and which bear the name of, or refer to the insurer. If the Coverholder prints certificates, the 

insurer should instruct them not to print any further certificates 

  Establish who will carry out the handling of claims and/or complaints after the termination of the 

contract, having carried out all necessary due diligence and prepared the necessary contractual 

and process documentation if a new TPA or outsourcing partner is to be appointed     

 

Giving notice 

Under the terms of the IUA model binding authority wording, working notice needs to be in writing and 

delivered to the Coverholder with a copy provided to the broker (if there is one). 

After giving notice 

After the notice has been given, the insurer should: 

  Closely monitor the contracts of insurance which the Coverholder enters into during the notice 

period and make sure the Coverholder does not enter into any contracts of insurance after the 

notice period ends 

  Visit the Coverholder or send Coverholder auditors to make sure the run-off is being handled 

effectively 
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  Ask for appropriate reports from the Coverholder, TPA or outsourcing partner in order to monitor 

the handling of the run-off (paying particular attention to customer service levels, claims handling 

and reporting of any difficulties or complaints) 

  Make sure the Coverholder, TPA or outsourcing partner has sufficient funds to pay claims 

  Satisfy itself that the Coverholder’s, TPA’s or outsourcing partner’s financial position remains 

adequate 

  Satisfy itself that the Coverholder, TPA or outsourcing partner has adequate human resources to 

handle the run-off 

  Make sure the insurer has access to all key documents relevant to the run-off (for example, claims 

files) 

In some circumstances where a binding authority has been terminated or not renewed, it may not be 

possible or appropriate for the Coverholder, TPA or outsourcing partner to handle the run-off. This 

may be for a variety of reasons. 

If the run-off responsibilities are transferred to another party, the insurer will need to make sure of the 

following: 

 appropriate due diligence has been undertaken in respect of the other party 

 appropriate information is given to customers in a relevant manner to explain the position and 

details the replacement contact point for the policy 

 the terms of the contract or binding authority have been agreed with the other party before any 

transfer is undertaken 

 all relevant insurance and claims documents are transferred 

  a suitably experienced party is appointed to handle the run-off and has clearly defined 

responsibilities and service standards 

  the reputation of the insurer is protected and if the insurer deems the circumstances require, any 

local regulator is properly briefed about the transfer 
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SECTION 10 – (RE)INSURER NOTIFICATION 
CONSIDERATIONS 

10.1 Notification Considerations 

Insurers should follow the appropriate internal escalation procedures when any serious concern or 

issue arises. Consideration should also be given to notifying any relevant regulatory authorities of 

those concerns that arise in their dealings with Coverholders, TPAs or outsourcing partners. A 

‘serious concern or issue’ would be one which, if substantiated and uncorrected, would: 

  result in the Compliance Officer or Underwriter of that insurer deciding to cancel the contract or 

commence legal action against the Coverholder, TPA or outsourcing partner; or otherwise indicate 

that the Coverholder, TPA or outsourcing partner may no longer be suitable to be approved 

Situations where the relevant regulatory authority would likely expect to be informed of issues include 

where the Coverholder, TPA or outsourcing partner has: 

  become insolvent/bankrupt 

  committed (or may have committed) a criminal offence or acted fraudulently (this includes a 

principal officers) 

  written outside the terms of the binder 

  operated outside its authority 

  failed to pass on funds received from policyholders 

  behaved in a way that risks damaging the insurers licences or reputation 

  systems that may not be ‘fit for purpose’ (not sufficiently robust to efficiently administer or report 

on the business bound) 

This list is not exhaustive and if in doubt the insurer should consider notifying the appropriate 

regulator of the concern.  
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