Xchanging

. A DXC Technology Company

To: Broker Contacts
Company Contacts
Lloyd's Managing Agents
Software Providers

Date: 31 August 2017

Reference: 2017/069

Enquiries to:  Premium & Policy

Jean Tait Email: jean.tait@xchanging.com

Claims

Paula Storey Email: paula.storey@xchanging.com
Matthew Routledge Email: matthew.routledge@xchanging.com

RE: CONTINGENCY ARRANGEMENTS IF THE IMR IS UNAVAILABLE

As part of regular contingency planning, Xchanging has refreshed the Contingency
Arrangements for premium and claims processing should the IMR be unavailable for an
extended period.

The processes for submitting premiums and claims are laid out in the attachment.
Should an incident occur, which renders the IMR unavailable for more than 5 business
hours, Xchanging will, engage with the market (via the market associations) to
determine impact, invoke the ‘Confingency Arrangements’ and, directly inform the
Market of the procedures that are to be followed. At the same time, we will provide any
additional details relevant to the specific circumstances of the incident and criteria
relating to both the volume and prioritisation of submissions through the process, should
that be required. We would ask that you retain a copy of this communication for your
records.

If you have any queries please refer to the contacts detailed above and in the
aftachment.

ANTHONY CROYDON
HEAD OF SERVICE
XCHANGING INSURANCE SECTOR

Enc Ins-Sure Services Limited
Registered Office The Walbrook Building,

25 Walbrook « London « EC4N 8AQ * UK
Registered in England and Wales
No. 04124846
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Attaching to Xchanging Market Communication 2017/069 =g Xchanging

Premium and Policy

Email submission procedures for when the IMR service is unavailable - Company and

Syndicate’.

1. Xchanging will initially direct all resources to processing any paper submissions in

presentation date order.

2. Where there is a requirement to complete processing of work previously submitted to

the IMR or a new submission, the following procedures will apply:

Scenario 1

Prior electronic submission needs to be
processed as a matter of urgency

Scenario 2

New Submission requires urgent
processing

The broker should contact Xchanging
and request High Priority handling by
the use of the current Urgent Submission
process.

Please refer to the Insurance Portal at

https://insuranceportal.xchanging.com/

The broker should contact Xchanging
and request High Priority handling by
the use of the current Urgent Submission
process.

Please refer to the Insurance Portal at

https://insuranceportal.xchanging.com

cms/main/menu/9%20-
%20XIS%20Submissions/Urgent%20Submis

/cms/main/menu/9%20-
%20X1S%20Submissions/Urgent%20Submi

sions

An urgent reference will be allocated
and the broker will be asked to submit
new documents, via email, to a specific
mailbox. Details of this mailbox will be
included in the communication found
at the link detailed above.

When the IMR service is restored signing
references will be uploaded as per
current process. No further actions
should be necessary.

ssions

An urgent reference will be allocated
and the broker will be asked to submit
new documents, via email, to a specific
mailbox. Details of this mailbox will be
included in the communication found
at the link detailed above.

The target position is to have the
documents submitted as email and
retrospectively loaded to the IMR. A
work order will not be created.

Loading of documents to the IMR will
ensure they are available for
subsequent A&S processing and
Electronic Claims File (ECF) submissions.

The default position is that signing
references will not be loaded to the IMR
in these instances.

Continued...
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Aftachment Page 2
3. XIS will process these cases in the normal way

4. Priority will be given to premium items. Numbers are expected to be very low as
circumstances that warrant this special process are expected to be relatively few.

5. Brokers applying for urgent premium submissions will be expected to provide a case
for the inclusion of the items as a priority in advance of standard DR procedures
being invoked. This may include, but is not limited to, high value premiums, claims
pending notice of cancellations, prompt payment warranties and SDD updates to
avoid deferred instalment funding.

6. Each case will be dealt with on its own merits at the time of the incident.

Details of processed items will be advised to brokers in the usual manner via the BSM.
Xchanging will maintain a record of those items that have been processed as urgent
submissions under the procedure outlined above. A reconciliation process will then take
place to ensure that appropriate systems are synchronised as necessary. The
reconciliation approach will depend upon the exact circumstances that caused the IMR
failure initially and will be subject to more detailed communication at the time.

For further information please contact:

Jean Tait
Jean.Tait@Xchanging.com

Claims
Email submission procedures for when the IMR service is unavailable — Syndicate only.

Key principles:

1. Brokers will remain custodian of the file and lead/2"d lead Managing Agents may
request a full or partial (electronic or paper) copy of the file at any time.

2. Lloyd’'s Managing Agents (Syndicates) will need to ensure continued compliance
with the 2010 Claims Scheme.

3. Any queries should be directed to the broker/Xchanging/appropriate party via
email.

4. Brokers must adhere to in scope ECF rules, both now and in the future as and when
enhancements are delivered.

5. Brokers must ensure a copy of the slip, declarations and any endorsements are
attached to the emails. If these documents are not present Xchanging will be
unable to process your request.

Continued...
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6. Normal processing SLAs will apply — 2 Days for Settlements and 5 Days for Advices.
7. Urgent cases will be considered on a best endeavour basis.
On return of the IMR service:

e Brokers to create a subsequent tfransaction against the relevant UCR and backload
the documentation submitted for signing whilst the IMR was unavailable OR
depending on circumstance, (claim being agreed outside of ECF as a first advice or
FAWS (first advice with settlement)) the Broker will backload the required
documentation to ECF upon next update of the claim (as agreed with the Lead
carrier).

e Brokers to advise, in ‘Broker Comments’ section, ‘No XCS CLASS entry required - this
TR is for record purposes only, as it was previously signed via a non ECF submission
whilst the IMR was unavailable.’

¢ On agreeing the transaction, the leading underwriter to advise in the ‘Public
Comments’ section that ‘No XCS class entry is required’.

Xchanging mailboxes for email submissions:

Brokers may direct submissions to: XCSpaperTP@xchanging.com

In the case of Aviation first advices email: XCSAviation&FNOLTeam@xchanging.com

Urgent* submissions may be sent to: urgentpaper.tpsettlements@xchanging.com

*Brokers please note that leads will need to confirm any urgent settlement in the CP form

Electronic LCCF form:

Brokers may submit an electronic LCCF - for security the lead must provide additional
confirmation via email of the agreed payment amount — brokers must pass this onto
Xchanging in order for the payment to be processed

CP forms - for completion by leads on all transactions:

For first transactions a complete CP form must be completed:

[

CP Instruction
Form.docx

For subsequent transactions an abridged version of the form must be completed:

CP Instruction Form
for emails.docx

Continued...
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Step by step process flow for all parties:

i

Step by step process flow.pdf

Detailed process flows (new elements of the process are highlighted in red):

C I

Standard Complex Process. pdf
Process. pdf

For further information please contact:

Paula Storey
Paula.Storey@Xchanging.com

Matthew Routledge
Matthew.Routeldge@xchanging.com
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		Section A  -  Triage

		Date:



		Triage Category (Delete as appropriate):       Standard   /  Complex



		Lead Syndicate Name and Number:



		Second Lead Syndicate Name and Number:





		Lead Adjuster Name:





Telephone: 





Email:





		Second Lead Adjuster Name:





Telephone:





Email:





		O/S Loss / Indemnity & Orig. Ccy



		TBA Code (if O/S Loss is zero, delete as appropriate):



M        A        L        P        R        S        C        X       



		Urgent Settlement? (Delete as appropriate – settlements only)       Yes / No 



		Expert Information: Please complete where only one expert is appointed to a claim. Where multiple experts appointed, please compete the ‘CP Instruction: Experts, Fees and Expenses’ on page 4.



		Type of Expert:



Lawyer   /   Adjuster

		Name of Firm:



		Individual Expert’s Name (if known):



		Expert’s Reference (if known):





		O/S Fee (including Reserve & Sett. Ccy, e.g. GBP/GBP)



		O/S Expense (including Reserve & Sett. Ccy, e.g. GBP/GBP)





		Transaction / SCM Narrative (max 50 characters):












CP instruction: Experts, Fees & Expenses[image: TAB_100mm_NONBLEED_K]





		Each paper claim file or email notification requires one of these forms, which should be completed and held in the paper file / attached to email to provide the information required for XCS Claims Processing (CP) to issue the SCM.  Full details can be found at www.lloyds.com/legacy.



If this form is not properly completed the file may be rejected by CP, resulting in a delay.   Note: where a claim has more than one claim entry or SCM associated with it (e.g. multiple layers, separate fee entries, entries for different currencies) a separate form will be required for each entry.





		Section

		Who Should Complete?

		When To Complete



		A

		Leader, and Second Lead if Complex

		At every presentation.



		B

		Leader

		Complete in full for any first advice.  

For existing claims where an SCM has already been issued, only complete any fields that need changing.









		Section A  -  Triage

		Date:



		Triage Category:     ☐  Standard             ☐  Complex



		Lead Syndicate Name and Number:



		Second Lead Syndicate Name and Number:





		Lead Adjuster Name:





Telephone: 





Email:





		Second Lead Adjuster Name:





Telephone:





Email:





		O/S Loss / Indemnity & Orig. Ccy



		TBA Code (if O/S Loss is zero, please specify):



                             Choose an item.



		Urgent Settlement?   ☐ Please check this box if Settlement being presented requires urgent processing             



		Expert Information: Please complete where only one expert is appointed to a claim. Where multiple experts appointed, please compete the ‘CP Instruction: Experts, Fees and Expenses’ on page 4.



		Type of Expert:



Lawyer   /   Adjuster

		Name of Firm:



		Individual Expert’s Name (if known):



		Expert’s Reference (if known):





		O/S Fee (including Reserve & Sett. Ccy, e.g. GBP/GBP)



		O/S Expense (including Reserve & Sett. Ccy, e.g. GBP/GBP)





		Transaction / SCM Narrative (max 50 characters):





		Section B  -  Data



		The leader must complete this section in full for a first advice.  

On existing claims, only fields that need changing must be completed / altered – therefore please check the existing SCM.



		Original Signing Number and Date (OSND)





		Cat Code



		PCS Cat Code



		Cause Code





		Loss Fund?

Yes ☐  No  ☐

		In Subrogation? 

Yes ☐  No  ☐

		In Coverage Litigation?

Yes ☐  No  ☐ 

		Direct Report?

Yes ☐  No  ☐



		Claim Narrative (short description of claim)





		Insured name







		Reinsured name, if applicable







		Claimant name, if applicable







		Coverholder, if applicable





		Current broker (broker number, contact name and telephone)





		Medicare claimant, if applicable





		Date of Loss



		Date Claim Made (liability only)





		Loss Date Narrative





		Loss Location



		Voyage (marine and energy only)





		Loss Name





		Vessel / Aircraft / Conveyance if applicable





		Limits





		Excess





		Slip Order





		Cover Period





		Policy Period





		Perils / Conditions





		Settlement Currency



		Settlement Currency Rate of Exchange














[image: TAB_100mm_NONBLEED_K]

CP instruction Form

[bookmark: SECURITY]
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Where multiple experts are appointed to a single Claims Office Reference (COR), details of all third party experts (loss adjusters, lawyers etc) should be captured on this form by the lead. All details for all experts advising on the claim are held in CLASS. In CLASS you can enter details for up to 30 expert organisations against a single COR. An SCM can only contain the details of one adjuster and one lawyer. The lead must select which one lawyer and one adjuster should be advised on the SCM at each movement by ticking the appropriate box below. 





Expert Type: 				Lawyer  /  Adjuster   (delete as appropriate) 

Expert Organisation Name:

Name of Individual Expert: 

		Expert’s Reference

		

		Advise on SCM?

		 ☐



		PTT Fee

		

		O/S Fee

		



		PTT Expense

		

		O/S Expense

		











Expert Type: 				Lawyer  /  Adjuster   (delete as appropriate) 

Expert Organisation Name:

Name of Individual Expert: 

		Expert’s Reference

		

		Advise on SCM?

		☐

		PTT Fee

		

		O/S Fee

		



		PTT Expense

		

		O/S Expense

		











Expert Type: 				Lawyer  /  Adjuster   (delete as appropriate) 

Expert Organisation Name:

Name of Individual Expert: 

		Expert’s Reference

		

		Advise on SCM?

		☐

		PTT Fee

		

		O/S Fee

		



		PTT Expense

		

		O/S Expense

		











Expert Type: 				Lawyer  /  Adjuster   (delete as appropriate) 

Expert Organisation Name:

Name of Individual Expert: 

		Expert’s Reference

		

		Advise on SCM?

		☐

		PTT Fee

		

		O/S Fee

		



		PTT Expense

		

		O/S Expense

		











Expert Type: 				Lawyer  /  Adjuster   (delete as appropriate) 

Expert Organisation Name:

Name of Individual Expert: 

		Expert’s Reference

		

		Advise on SCM?

		☐

		PTT Fee

		

		O/S Fee

		



		PTT Expense

		

		O/S Expense

		











Expert Type: 				Lawyer  /  Adjuster   (delete as appropriate) 

Expert Organisation Name:

Name of Individual Expert: 

		Expert’s Reference

		

		Advise on SCM?

		☐

		PTT Fee

		

		O/S Fee

		



		PTT Expense

		

		O/S Expense

		











Expert Type: 				Lawyer  /  Adjuster   (delete as appropriate) 

Expert Organisation Name:

Name of Individual Expert: 

		Expert’s Reference

		

		Advise on SCM?

		☐

		PTT Fee

		

		O/S Fee

		



		PTT Expense

		

		O/S Expense
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Complex Claims — Lead and 2" Lead as Agreement Parties
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Standard Claims — Lead Only Agreement Party
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INSIGHT CONSENSUS INFLUENCE

Email submissions on paper files - Process Flow

First advices:

Lead reviews Broker includes
claim, additional information*
completes CP + comments from any
form, add additional agreement
comments & parties & submits to
submits to Xchanging
broker

Broker
submits new
claim

notification
to Lead*

For a new claim brokers must provide the following information to leads:

> Slip including OSND/UMR references and relevant endorsements (or the location of the slip
documentation if loaded on the IMR)

Claim documents including loss details and DOL

Reserve (if available) including breakdown of reserves between indemnity/defence/fees

» Slip leader/other agreement party comments if appropriate & available

>
>

* in addition to the above, for a new claim brokers must provide the following information to
Xchanging:

OSND/UMR
Slip- with declaration if bulking line slip and relevant endorsements t

CP claim form completed by lead/second lead for complex claims**
Lloyd’s agreement party(ies) comments
Broker references

YV V VY

** | ead should complete both Sections A and B of the CP form in full.





Reserve updates:

Broker Lead reviews Broker includes
submits claim, additional information*
reserve completes CP + comments from any

update form, adds additional agreement
notification to comments & parties & submits to
Lead* submits to Xchanging
broker

For reserve updates brokers must provide the following information to leads:

» Slip including OSND/UMR references and relevant endorsements (or the location of the slip
documentation if loaded on the IMR)

Claim documents pertaining to the reserve update

Reserve including breakdown of reserves between indemnity/defence/fees

Slip leader/other agreement party comments if appropriate

A partial or full copy of the file on request

YV V VYV

* in addition to the above, for reserve updates brokers must provide the following information to
Xchanging:

OSND-UMR

CP claim form completed by lead/second lead for complex claims**

Lloyd’s agreement party(ies) comments

Slip with declaration if bulking line slip and relevant endorsements (or the location of the slip
documentation if loaded on the IMR)

Supporting claims documents

Broker reference

YV V V

Y VYV

** | ead should complete Section A of the CP Form and follow the same steps as for First Advice
above. NB. For reserves relating to experts Lead should also complete the ‘Experts, Fees &
Expenses’ details for each expert appointed to the claim on the form.





Payments:

Lead reviews, Broker includes
completes CP additional information*
form, confirms + comments from any

Broker
submits
payment
advice to

Lead*

amounts via additional agreement
email & parties & submits to

submits to Xchanging
broker

For payments brokers must provide the following information to leads:

Completed electronic LCCF form

OSND/UMR reference if not included on LCCF

Claim documents pertaining to the payment

Reserve including breakdown of reserves between indemnity/defence/fees
Slip leader/other agreement party comments if appropriate

A partial or full copy of the file on request

YV VVYVYVYY

* in addition to the above, for payments brokers must provide the following information to
Xchanging:

XCS COR

OSND-UMR

CP form completed by lead/second lead for complex claims **

Lloyd’s agreement party(ies) comments

APSND for any FDO claims

LCCF including email(s) from agreement party(ies) confirming payment amount
LPAN for R/I claims

Slip with declaration if bulking line slip

Supporting claims document

YV VVVVVYYVYYVYYVY

** | ead should complete Section A of the CP Form and follow the same steps as for First Advice
above. NB. For payments relating to experts Lead should also complete the “‘Experts, Fees &
Expenses’ details for each expert appointed to the claim. Leads must also confirm the payment
amount separately to the broker by email





Closures:

Lead reviews, Broker includes
Broker completes CP additional information*
submits form & with + comments from any

closing advice agreement for additional agreement
to Lead* closure submits parties & submits to
to broker Xchanging

For closures brokers must provide the following information to leads:

» Relevant documents/comment pertaining to the reason for closure
> Slip leader/other agreement party comments if appropriate
» A partial or full copy of the file on request

*for closures brokers must provide the following information to Xchanging:
XCS COR

OSND-UMR

CP form completed by lead/second lead for complex claims**

Lloyd’s agreement party(ies) comments

Slip

Supporting claim documents

YV VYYVYY

** | ead should complete Section A of the CP Form and follow the same steps as for First Advice
above.

Query process to support all scenarios:

In the event of a query the following process should be adopted:

If the query is non
material and remains
open, but results in
Lead contacts agreement of the
broker via movement/payment

Lead has
material/non
material
query upon
review of
claim

email/phone etc. lead should ensure
this is adequately
captured for audit
purposes
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