
General Insurance



We guide people at a vulnerable time to achieve the best 
outcomes for their health and financial wellbeing

We guard the assets of those who trust us to manage their 
claims and risk programs

We go beyond expectations in the continuous 
pursuit of a better way

Guide. Guard. Go beyond.
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“GB rate as our top TPA for service, reporting and 
conduct. They have built a significant London portfolio 
over the last 10 years and are very accessible both from 
a personnel and systems perspective.”

- Delegated Authority Manager, 
International Managing Agency



Claims Stats1. GI Overview

10 locations – 110+ GI Specialists – 20,000+ claims per year



Claims StatsService Provider to the Insurance Industry

The Australian and New Zealand Institute of 
Insurance and Finance (ANZIIF) named 
Gallagher Bassett (GB) as 2017 Service 
Provider to the Insurance Industry of the year.

Finalists were judged on how they support the 
insurance industry to be more effective in its 
day-to-day operations, innovations and 
significant changes introduced during 2016 
and how these have benefited the insured and 
insurers.

“The judging panel commended GB for their high 
quality service, standard setting and value-add to the 
industry, all of which have created more effective 
day-to-day operations for the businesses they service.”



‘Gallagher Bassett represented a “no risk” 
partner for us as far as APRA’s regulatory 
requirements were concerned, due to their 
robust corporate governance protocols and 
disciplines. None of the other options that I 
met with had already got in place processes, 
procedures, documentation and testing that 
would met the APRA standards that a licensed 
insurer such as W.R. Berkley require from a 
partner.’

Barbara Stenning, National Head of Claims, 
Solicitor, W.R. Berkley Insurance Australia

Governance



Our GI Specialists
General Manager -

Speciality Markets, GI 
EGM

National Business 
Development 
Manager – GI

National Operations 
Manager

National Business 
Account Manager

Peter Tomkins

Peter has been in insurance since 
1992. Since that time he has 
worked in senior leadership 
positions with reinsurers and 
broking organisations. Peter is a 
strategic thinker with a proven 
ability to achieve financial 
objectives

Peter Diskin

Peter Joined GB in 2000 with a 
background in claims investigation & 
evidence preparation. He has since 
managed various Claims 
Management programs and currently 
monitors performance and 
compliance for a number of key 
portfolios.

Scott Newland

Scott has in excess of 10 years 
experience working in the insurance 
industry. Previously Scott held

leadership roles for Marsh Pty Ltd 
and Insurance Australia Group 
across multiple functions.

Kylee Hateley

Kylee is an experienced Account 
Manager professional with an 
established record of managing 
corporate and government 
accounts, delivering growth and 
retention for some of Australia’s 
most well known brands.

Read Kylee’s bio onlineRead Scott’s bio onlineRead Peter’s bio online

https://www.gallagherbassett.com.au/app/uploads/2017/03/Kylee-Hateley.pdf
https://www.gallagherbassett.com.au/app/uploads/2017/03/Scott-Newland-bio.pdf
https://www.gallagherbassett.com.au/app/uploads/2017/03/Peter-Diskin-bio.pdf


Our GI clients include



Claims StatsGI Products

Motor Property Liability
Professional 
Indemnity

Travel Catastrophe



GB manages motor claims on behalf of government departments, 
major Australian insurers and self-insured clients who operate motor

and heavy vehicle fleets.

2. Motor



Classes of motor claims

GB manages the following classes of motor claims:

Domestic 

and light 

commercial

Heavy 

commercial

Articulated 

vehicles 

and plant

Bus and 

coaches
Motorcycles

Prestige 

and vintage 

cars



Motor results

17% 

reduction in 

incident 

notifications

13% 

reduction in 

lag time

32% 

reduction in 

total claim 

payments

The 

elimination 

of multiple 

incidents by

the same 

drivers

Identifying 

incident 

causes and 

modifying 

client 

practices

We have managed more than 4,000 motor claims, and achieved the following results:



Reducing motor leakage

Inflated 

quotes 

Over 

servicing of 

repair 

procedures 

Exaggerated 

down time for 

repairs 

Fraudulently 

legitimising 

hire car 

allowance

Deceitful 

verification 

of non-

consistent 

damages as 

being 

consistent. 

Our teams are experienced in the area of Litigation and Fraud. Our claims and assessing and 
support teams are armed with a multitude of state of the art equipment that enables them to 
combat:



AAMC – our accident response partner

Accident data 

for risk 

management 

purposes

Driving 

training

Fleet 

management 

advice

Fully 

managing the 

recovery and 

repair of the 

damaged 

vehicle asset 

AAMC ensures that the driver has access to full emergency 
assistance provided by a specialist and experienced organisation. 

AAMC provide:

Registering new 
claims through AAMC

https://www.gallagherbassett.com.au/how-do-you-insure-a-driverless-car-considerations-and-liabilities-for-australian-roads/


Gallagher Bassett has a national team of property claims specialists 
managing domestic and commercial portfolios. We have managed 
diverse property claims portfolios for various stakeholders arising 
from some of Australia’s largest catastrophic and crisis events.

3. Property



Classes of property claims

GB manages the following classes of property claims:

Accidental 

loss/damage

Impact 

damage

Storm 

damage

Machinery 

breakdown

Commercial 

property

Water 

damage



Our property capability

GB has the ability to 

livestream while required 

specialists, such as Loss 

Adjustors, investigators, 

engineers etc.) are on 

site, to clarify any 

questions they may have 

on scope of report, 

saving costs and time. 

GB’s 24/7 service will 

extend to property to 

ensures that staff have 

access to emergency 

make-safe provisions 

which will help mitigate 

the loss.

Make Safe Provisioning -

Through Network 

suppliers GB is able to 

offer Agencies 24/7 

make safe provisioning 

with capability to have a 

necessary specialist 

onsite following an event



Property results

10,000 

flood claims

were 

received 

and 

resolved

Christchurch

earthquakes 

2010 & 2011 

- 150 staff,

more than 

300,000 

claims

Reduction 

in portfolio 

liabilities on

insurer 

scheme by 

$10 million

Claims unit 

call 

responses 

in excess of

95% grade 

of service

Policy, 

leakage, 

reserving 

audit

exceeded 

95%

compliance

Each year GB manages in excess of 16,000 property claims were managed on behalf of government 
departments, major Australian insurers and major UK syndicates, and achieved the following results:



Property results

GB was allocated 5,662 claims 

Initial observations were that 

the claim lifecycle had 

extended from earlier to most 

recent notified claims.

Claims in line with process 

/ Indemnity granted 

Claims to be resolved –

proof of loss on file - settle

Claims where re-engineering 

of strategy was required to 

align process

GB determined strategies to 

improve claim lifecycle

By the end of March 2017, we 

had closed over 75% of these 

claims, and have steadily 

reduced the average days to 

close claims over this period.



Claims StatsRecovery results

As shown in the graph, GB has achieved substantial 
claim recoveries for a large property portfolio. Upon 
inception, GB was able to reclaim $248,000 from 
the years 2006-2010. On average, GB has 
recovered $335,840 every year, compared to the 
previous TPA’s average of $172,130. In 2014/15, GB 
recovered $480,027.

$480,000 saved through recoveries



Gallagher Bassett has a national team of liability claims specialists. 
Our team of highly experienced claims managers has been

built on individuals from varying backgrounds such as law, corporate 
and insurance roles to ensure a broad range of experience

and knowledge is applied to every claim portfolio.

4. Liability



3. Liability

GB manages the following classes of liability claims:

General 

Liability 

Product 

Liability 

Construction 

Liability

Domestic 

Liability

Broadform 

Extensions



3. Liability

Initial 

reserves 

within 20% 

of total 

incurred on 

liability 

portfolios

Legal 

liability 

spend 

reduced 

from 41% 

to 22%

Legal 

expenditure 

reduced 

from 50% 

to 22% over 

a four year 

period

26% 

reduction in 

the average 

life of claim 

across a 

liability 

portfolio

$2 million 

recovered 

within 9 

month 

period

Every year we manage in excess of 6,000 complex liability claims, achieving the following results:



3. Liability

Large Government Liability/Health Liability Malpractice portfolio
Trend 
identified

GB were appointed a large federal government scheme, with 166 agencies. 
Through early intervention GB were able to identify, through the use of 
regular reporting and vendor management analysis, there was opportunity 
to improve the supply chain model for Liability and Health Liability claims 
involving the assigned legal panel whilst still driving positive claim 
outcomes.

Action The nucleus of GB’s Specialist team had both Legal and Industry 
qualifications and were experienced in significant and complex claims 
management losses. Having “in house” claims management experience GB 
were able to advance long standing matters to Alternate Dispute 
Resolution (mediation) to resolve claims without legal recourse. We had 
the necessary experience to manage the file to resolution, where the 
previous provider utilised Legal panel to achieve similar outcomes.

Result Through engagement, analysis and process re-engineering GB in 
collaboration with the client were able to reduce the claims costs on legal 
expenses by over 25%.



GB has a proven track record of managing professional indemnity 
claims, supplying these services for over 15 years to insurance 

brokers, insurers, UK syndicates, government instrumentalities and 
private entities.

5. Professional 
Indemnity



3. Professional indemnity

GB manages the following classes of professional indemnity claims:

Directors 

and 

Officers

Errors and 

Omissions
Fidelity

Medical 

Malpractice

Employment 

Practices
Defamation



3. Professional indemnity

Service 

provider costs 

reduced from 

34% to 20% 

portfolio

File closure 

rate doubled 

the contracted 

KPI 

benchmarks

Achieving 

over 80% 

settlement 

rate via 

alternative 

dispute 

procedures.

Every year we manage in excess of 6,000 professional indemnity claims, achieving the following results:



As the go to TPA for several UK based Underwriters and Cover 
Holders, GB continues to retain experienced travel Claims Specialists 

in Australia. 

6. Travel



3. Travel

Early 

intervention 

and resolution 

through 

proactive 

claims 

management

Proven 

reduction in 

average life 

of claims

Consistent 

compliance in 

audits from 

APRA, 

insurance 

ombudsman 

and clients

Each year GB administers in excess of $5 million in travel claim payments, achieving the 
following results:



Gallagher Bassett has a combined 50 years of expertise managing 
the largest catastrophic claims events in the Southern Hemisphere, 

from hail, to earthquakes, to cyclones. 

7. Catastrophe



Our Catastrophe Specialists
General Manager –

Catastrophe 
Response

Operations Manager

Damien joined GB in 1998 to 
manage the Qld Liability Team. 
Damien is currently the national 

GM for GB’s Catastrophe 
Response division and in his current 

role ensures the national 
coordination of service offerings to 
enable a consistent and streamlined 
approach. He continues to retain 
management responsibilities for 

several key accounts.

Heather Kinnear

Heather has 13 years General 
Insurance experience all within claims 
management. In 2010 she worked 
with GB on the EQC account in 

response to the Canterbury 
earthquakes. Managing multiple 
teams across Australia, Heather 
quickly implemented strategies to 

ensure that she was getting the best 
results from her teams across the 

states.



‘GB is one of the few service providers 
with the rapid response experience, 
claims expertise, size and flexibility to 
meet Suncorp’s varying requirements.’

Donna Stewart, 
Executive Manager, C/I Claims, Suncorp



Catastrophe claims

Over the past few years, GB have been able to successfully recruit high numbers of quality staff 
for a number of significant events in our company’s history. Some of our achievements include:

315 staff 

recruited 

within six 

months for 

415,000 

earthquake 

claims

125,000 

building 

claims 

successfully 

settled

410,000 

claims 

payments 

successfully 

processed, 

totalling $4.5 

billion

195,000 

customer 

emails and 

172,000 

calls 

successfully 

managed

Resolution of 

10,000 

business 

interruption 

claims within 

180 days of 

the event

Settlements 

achieved at 

30% of 

independent 

cost 

estimates



Rapid ramp up capability



Our catastrophe clients, 1997 to date



Catastrophe claims management

https://youtu.be/z3QeXeFBj0M
https://youtu.be/z3QeXeFBj0M
https://youtu.be/z3QeXeFBj0M
https://youtu.be/z3QeXeFBj0M
https://youtu.be/z3QeXeFBj0M
https://youtu.be/z3QeXeFBj0M


Claims Stats8. Emerging trends

Read now Read now Read now

https://www.gallagherbassett.com.au/how-do-you-insure-a-driverless-car-considerations-and-liabilities-for-australian-roads/
https://www.gallagherbassett.com.au/how-is-big-data-transforming-insurance/
https://www.gallagherbassett.com.au/virtual-reality-shaping-the-future-of-general-insurance/


Claims Stats8. Emerging trends

Read now Read now Read now

https://www.gallagherbassett.com.au/drones-in-australia-navigate-the-risks-and-liabilities-the-sky/
https://www.gallagherbassett.com.au/from-user-based-insurance-to-behaviour-based-insurance/
https://www.gallagherbassett.com.au/automated-cars-under-review-in-australia/


Claims StatsBroker buzz interviews

Read now Read now Read now

Wearable technology 
opportunity for brokers

Insurance poised to lead Aussie 
commercial drone adoption

Are driverless cars the next 
broking opportunity?

Read now

3D printing brings risks 
and opportunities

http://www.insuranceandrisk.com.au/wearable-technology-opportunity-for-brokers/
http://www.insuranceandrisk.com.au/insurance-poised-to-lead-aussie-commercial-drone-adoption/
http://www.insuranceandrisk.com.au/are-driverless-cars-the-next-broking-opportunity/
https://www.insuranceandrisk.com.au/3d-printing-brings-risks-and-opportunities/


Claims StatsBroker buzz interviews

Read now Read now Read now

Is telematics the future 
of motor insurance?

Virtual reality shaping the future 
of general insurance

What does blockchain mean for 
brokers?

Read now

Get smarter about smart home 
segment

https://www.insuranceandrisk.com.au/is-telematics-and-the-future-of-motor-insurance/
https://www.insuranceandrisk.com.au/virtual-reality-shaping-the-future-of-general-insurance/
https://www.insuranceandrisk.com.au/what-does-blockchain-mean-for-brokers/
https://www.insuranceandrisk.com.au/get-smarter-about-smart-home-segment/


Find out more – Our GI Services

Liability
Professional 
Indemnity

Property

Motor Travel Catastrophe

https://www.gallagherbassett.com.au/general-insurance-claims/liability-claims/
https://www.gallagherbassett.com.au/general-insurance-claims/professional-indemnity-claims/
https://www.gallagherbassett.com.au/general-insurance-claims/property-claims/
https://www.gallagherbassett.com.au/general-insurance-claims/motor-claims/
https://www.gallagherbassett.com.au/general-insurance-claims/travel-claims/
https://www.gallagherbassett.com.au/general-insurance-claims/catastrophe-claims/

