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The document identifies the factors that can impede the claims process and draws up a set 
of guidelines to ensure that everything goes smoothly in the event of a loss. It recommends 
that teams be set up and plans put in place before a claim has ever taken place to "save 
time, effort, costs and dissatisfaction".  

As well as insurers and policyholders, brokers, reinsurers and loss adjusters should be 
involved in drawing up the plan, the document urges. Aspects to be addressed should 
include notification, investigation, use of data and timelines. 

The protocol, revealed at IMIA's annual conference in Mexico, warns against a check-list, 
box-ticking mentality towards claims, and sets out instead the principles of good practice and 
the conditions that need to be in place to achieve successful outcomes. 

Requirements include transparency, agreement on who will be involved and a clear 
understanding of the obligations of all the different parties. 

IMIA explained that when large claims go wrong, it is often because of poor communication 
and lack of transparency, and the protocol recommends that a communications plan be 
agreed at inception. It also sets out how to respond when there is a serious disagreement, 
recommending that non-contentious aspects of a claim should be paid before overall 
settlement is reached. 

Oscar Treneco, IMIA chairman, said: "I strongly welcome this protocol as a big step forward, 
and I urge anyone involved in the purchase or underwriting of engineering insurance to use 
it. Underwriters, their policyholders and brokers all have a shared interest in seeing claims 
handled fairly and efficiently. The protocol provides a great road map for enabling this to 
happen." 

The International Association for Engineering 
Insurers (IMIA) has published a best practice 
protocol to enable claims to be paid promptly and 
efficiently. 
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